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[El Forms

| Find

A
AP - Associate Credit Card Processing

New_AP Associate Expense Reimbursement

Nixen AP Invoice Approval Form

A Credit Request

Credit Request Approval Form

A Discontinued Accounts

Discontinued Accounts Unity Form

A Sales Service

Sales Service - Added Revenue Form
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Complete Hold Account Information

6. Enter the Account Number.

Why this matters: The account number identifies the customer account that will be placed on hold.

7. Verify that the Account Name auto-populates correctly.

Why this matters: Confirming the account name helps prevent the wrong customer from being placed
on hold.

8. Verify that the Route Number auto-populates correctly.

Why this matters: The route number should match the selected customer account and provides an
additional accuracy check.

9. Verify that the Account Phone Number auto-populates correctly.

Why this matters: This confirms the contact information is associated with the correct account.
10. Verify that the Primary Contact auto-populates correctly.

Why this matters: The primary contact should match the account information maintained in the
system.

Custor 1D

Due f 1ok St

11. Enter the Date of Hold Start.

Why this matters: This establishes when billing should stop and helps prevent additional customer
charges.

12. Enter the Weekly Invoice Amount.

Why this matters: This provides Finance with the weekly billing impact associated with the hold.
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Complete Hold Reason

13. Click the Hold Reason dropdown.
Why this matters: The dropdown displays the approved hold reason options.
14. Select C-03 - Credit Hold Pending Disco.

Why this matters: This code identifies the account as pending discontinuation and prevents the
request from being assigned an incorrect hold reason.

Hold Reason

Hold Reason * -
I

C-03 - CREDIT HOLD PENDING DISCO __

C-04 - DELAYED INSTALL
C-05 - SEASONAL HOLD
C-06 - TEMP HOLD

L C-10 - AR CREDIT HOLD nil

15. Verify that the Hold Release Date auto-populates.

Why this matters: This confirms the system-generated release date has been applied to the request.

—

Date of Hold Start *
6/17/2026

Hold Reason

Hold Release Date
07/01/2026

‘Hold Reason *
[C-03 - CREDIT HOLD PENDING DISCO ¥

Notes: *

16. Enter detailed account information in the Notes section.

Why this matters: Clear notes provide Finance with the context needed to review and process the
hold accurately.

e Hold e Dt
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Submit Hold Request

17. Check the box for "This form is complete and ready to be submitted."

Why this matters: The confirmation indicates that all required hold information has been entered and
reviewed.

18. Click Submit.

Why this matters: Submitting the form routes the hold request directly to Finance for processing.

() This form is complete and ready to be submitted «

Hold Request Completion Check

¢ The account number and auto-populated customer information were verified.
The hold start date and weekly invoice amount were entered accurately.
C-03 - Credit Hold Pending Disco was selected.

Detailed notes were entered.

The completion checkbox was selected and the form was submitted.

Next Step: After the account has been placed on hold, continue to Part 2 and complete the Discontinued
Accounts Unity Form.
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OnBase - Discontinued Account Processing

Complete the following steps to open the Discontinued Accounts Unity Form:

19. Click "Forms" while in OnBase.

This opens the list of available forms used for discontinued account processing.
20. Select "Discontinued Accounts”.

This expands the discontinued account form category.
21. Select "Discontinued Accounts Unity Form".

This opens the form used to process the discontinuation request.

Forms

AP - Associate Credit Card Processing

New_AP Associate Expense Reimbursement
Nixon AP Invoice Approval Form

A Credit Request

Credit Request Approval Form

A Discontinued Accounts

Discontinued Accounts Unity Form

A Holds

Discontinued Accounts Unity Form
Holds Unity Form

A Safety Incident Reporting

Incident Investigation Form

A Sales Service

Sales Service - Added Revenue Form
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OnBase - Discontinued Account Processing

Complete the Routing Information:

22. Select your name from the Service Manager dropdown.

The remaining approval routing fields should automatically populate based on the selected Service
Manager.

23. Verify the Regional Service Director auto-populates correctly.
24. Verify the General Manager auto-populates correctly.

25. Verify the Finance Person auto-populates correctly.

26. Verify the CFO auto-populates correctly.

If any approval field is incorrect or does not populate, stop and verify the Service Manager selection
before continuing.

Discontinued Acct Status

Current User's Real Name \ Service Manager Data Set*

Sherri Smith ¥
Current User's Display Name Regional Service Director

SMITHS

Requested By General Manager

SMITHS |
Requested By Date/Time Finance Person

06/17/2026

CFO
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Complete the Discontinued Account Information:

27. Enter the Account Number.

Confirm the correct customer account is being discontinued.
28. Enter the Date of Hold Start.

Use the same Hold Start Date entered on the Hold Request so the dates remain consistent.
29. Enter the Weekly Invoice Amount.

This documents the weekly revenue impact of the discontinued account.

._
| Accountss Accoant Name* Costomer 1D

&l [ ] C
Samis® Accoant Phon Nomber*
Bl ]
PrimeryComtests Weekly Involce Amewnt® ‘/
[ —— -—

Complete the Discontinued Account Reason:

30. Click the Loss Reason dropdown.
31. Select the appropriate Loss Reason code.

Choose the code that best describes why the customer account is being discontinued.

Discontinued Account Reason

Loss Reason * o
L-1 - OUT OF BUSINESS N
L-3-BAD PAY

L-4 - WENT TO DIRECT COMPETITOR
L-5-WENT TO OPL
L-7 - SERVICE PROBLEMS

L-10 - WENT TO DISPOSABLES =

L-A-NEVER INSTALLED

L-D - SPLITS AND MERGERS |
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32. Attach the WTQ Correspondence.
The correspondence provides documented support for the discontinuation request and gives reviewers

the necessary background.
33. Enter all required information in the Notes section.
Include account-specific details that reviewers need to understand the request and complete the

approval process.

WTQ Correspondence

Must include correspoadence (6 customer that communicates a final billing will be issued (Le.. early
terminations and oareturnable products)

WTQ Commpoodence
Attach - WTQ Correspondence |

ot

==

Important: Confirm that the selected Loss Reason, WTQ correspondence, and Notes all support the same
reason for discontinuation before continuing.
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Complete Conditional Fields When Required
34. Enter the Competitor Name if the customer was lost to a direct competitor.

Enter the competitor name whenever the Loss Reason indicates the customer moved to a direct
competitor.

35. Complete the Why field for Loss Reason L-4 - Went to Direct Competitor.
Document the primary reason the customer selected the competitor.

36. Complete the Why field for Loss Reason L-5 - Went to OPL.

Document why the customer moved to an On-Premise Laundry.

37. Complete the Why field for Loss Reason L-7 - Service Problems.

Provide sufficient detail describing the service issue.

propep— prpr———
— e B e O i |

N Custome By Esecomrie Repert

Attach - Customer Buyout Executive Report from ABS

Product Pickup / Garment Return Form (0)

[Protus P Gamers R Form
| Attach - Product Pickup / Garment Rerurn Form from .\ssj

Complete Agreement Information

38. Enter the Install Date.

Enter the original customer install date.

39. Enter the Last Service Date.

Enter the final date service was provided.

40. Enter the Agreement Expiration Date.
Record the contract expiration date.

41. Attach the Last Valid Invoice from ABS.

Attach the customer's last valid invoice.
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Complete Financial Information

42. Enter the Open A/IR Amount.
Enter the customer's outstanding accounts receivable balance so Finance can review any open
balance before the account is closed.

43. Select Yes or No for “Will a final billing be issued?”
Your selection determines which supporting documentation must be attached to the form.

Financial Information

AR Amount ¢ Wil fnal biling be soed (Buyout Bresch)? ¢
-
No \ Customser Bayout Executive Report
Attach - Customer Buyout Executive Report from ABS ‘

Product Pickup / Garment Return Form (0)

[Product Pickup / Garment Retomn Form

Attach - Product Pickup / Garment Return Form from ABS

If Final Billing = Yes
44. Attach the Customer Buyout Executive Report from ABS.
This report supports the review of customer buyout, breach, or other final billing charges.
45. Attach the Product Pickup Form and/or Garment Return Form from ABS.
These documents confirm the product recovery requirements associated with the final billing.

Financial Information

AR Amount Wil il iling b sued (Bayout Breach)?
f < & Customer Buyout Execative Report (0)
= \ Customer B ot Execue Repert

Attach - Customer Buyout Executive Report from ABS ‘

Product Pickup / Garment Retura Form (0)
Product Pickup | Garment Retom Form *

Attach - Product Pickup / Garment Return Form from ABS

If Final Billing = No
46. Enter the explanation for why final billing will not be issued.

Provide a clear business reason so the decision is documented for reviewers and Finance.
47. Attach the Product Pickup Form and/or Garment Return Form from ABS.

Product recovery documentation is still required even when a final billing will not be issued.

e

o Cutmer oy Esnune Beper
Attach - Customer Buyout Executive Report from ABS

Pl Prvste

|| Attach - Product Pickup / Garment Return Formlvv-;\BsW
|
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Complete Checklist and Submit

48. Check “Account has been put on Hold.”

Confirm the Hold request was completed before closing the account so future billing is prevented.
49. Check “5 Why’s have been completed.”

Confirm the required root-cause review has been completed when applicable.
50. Check “This form is complete and ready to be submitted.”

Before checking the box, verify that all required fields, explanations, and attachments are complete.

51. Click Submit.

Submitting the form routes the discontinued account request through the required approval and
Finance workflow.

Checklist:

|_| Account has been put on hold to prevent any further billing

] 5 Why's has been completed and submitted via QR code

[/ This form is complete and ready to be submitted -

|

Final Review Before Submission

If Something Is Not Right
Stop and notify: Service Manager or Regional Service Director

Backup contact: Finance Manager, General Manager, or Cl Manager
Training Confirmation

Customer account was placed on Hold before the Discontinued Account Unity Form was submitted.
Account Number, Hold Start Date, and Weekly Invoice Amount are correct.

The correct Loss Reason was selected.

WTQ correspondence is attached.

Required Why fields are completed when applicable.

Agreement information and the Last Valid Invoice are complete.

Open A/R is entered and the final billing question is answered.

Required ABS documents are attached based on the final billing selection.

Checklist items for Hold, 5 Why's, and form completion are checked.

The Discontinued Account Unity Form was submitted successfully.

Trainer: Date: / /
Trainee: Date: / /
Demonstrated Practiced Verified Competent
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OnBase - Discontinued Account Processing

Objective: The purpose of the Discontinued Account Processing workflow is to ensure customer accounts are
placed on hold promptly, future billing is prevented, and all required information and supporting documentation
are submitted through OnBase for review and approval. Following this process reduces continued billing,
incomplete account closures, missing approvals, and avoidable rework for the Service and Finance teams.

Location in System: OnBase - Workflow / Forms / Holds Unity Form and Discontinued Accounts Unity Form

Who is Responsible: The Service Manager is responsible for placing the account on hold and submitting the
Discontinued Accounts Unity Form with accurate information and all required attachments. The Regional
Service Director, General Manager, Finance representative, and CFO complete the applicable approval and
financial review steps routed through OnBase.

Required Documents and Information:

* WTQ correspondence supporting the discontinuation.

¢ Last valid customer invoice from ABS.

¢ Customer Buyout Executive Report from ABS, when final billing will be issued.

¢ Product Pickup Form and/or Garment Return Form from ABS, as applicable.

¢ Account number, hold start date, weekly invoice amount, open A/R amount, agreement dates, and final
service date.

Process Overview: The process has two required parts. First, place the customer account on hold using the
Holds Unity Form. Second, complete and submit the Discontinued Accounts Unity Form. The hold must be
completed before the discontinuation form is submitted.
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PART 1 - PLACE CUSTOMER ON HOLD

Complete the following steps to place the customer account on hold before submitting the
discontinued account request:

1. Log into OnBase.

Why this matters: OnBase is the system used to submit, route, and retain the hold request.
2. Click Workflow.

Why this matters: The Workflow area contains the queue used to begin the hold process.
3. Select Hold Queue on the left side of the page.

Why this matters: This opens the queue used to initiate account hold requests.

4. Click Forms.

Why this matters: This displays the available OnBase forms.

Workflow  Document
: Q [=5] 2 Envelopes 1M Trash C. (o] G
O = Q =l @ Quer History g - »
Home Personal Favorites | Custom Retrieval  File Forms Ifport | Mailbox | Workflow Batch
Page. . Queries Cabinets (5 Document Handle Processing
- — form i+ 0

Create a form.

(B My Owned ltems

5. Select Holds Unity Form.

Why this matters: This opens the form used to stop future billing while the discontinuation is reviewed
and processed.
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