Meridian Billing Escalation SOP

Duplicate-charge workflow for frontline customer support
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STANDARD OPERATING PROCEDURE DECISION TREE

Acknowledge repeat contact

Recognize prior contact before asking the customer to repeat ST CAE RS C I OEE RS

details.

Verify transaction status Are both charges settled?

Compare transaction IDs and confirm whether both charges are
settled.

YES NO

Choose the correct action

If duplicated and settled, use the refund path. If pending, Process approved refund path Explalnrpéleggslgg IeILl
explain the hold.

Check approval threshold

Escalate refunds above $250, legal threats, fraud flags, or Over $250 or risk flag? Customer satisfied?
repeated failures.

Document the resolution

Record the verified issue, action, approval source,

SR, Eliee AL, Escalate to supervisor Refund + document Document + close Tier 2

Verify first. Solve at the lowest appropriate level. Document every decision.
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