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CheckFree Web 4.1
Customer Care Guide &

FAQs

The following list of new features, navigational tips, and frequently asked
questions and answers is a reference guide for CSP customer care centers to
assist subscribers with questions about CheckFree Web 4.1. Since the
CheckFree Web 4.1 user interface is quite different from preceding versions,
call centers may receive a number of how-to or technical questions related to
the new product. This guide is intended to provide a quick reference to answers
to the most common questions or reported issues. To report unusual issues not
documented here, please contact CheckFree’s Technical Assistance Center
(CTAC) at 1-888-243-2543.
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New Features of CheckFree Web 4.1:

CheckFree Web 4.1 contains numerous new features that make bill-paying easier than ever.
Set Up Payees with Quick Add:

The new Quick Add feature makes setting up new payees even easier and faster than before. The
Quick Add option lets subscribers add new payees by entering only the biller's phone number and their
account number with that biller (if applicable). The application performs a reverse-phone number lookup
on a merchant database, and matching biller(s) are displayed for the subscriber to select. If no match is

available, new payees can still be added by entering additional biller information with the Custom Add
option.

The Custom Add feature has been enhanced to provide warning messages if the subscriber enters an
undeliverable address or their own address in the biller setup.

Quick Add Custom Add
Allvou need is the phane numberto add a company  Selectwhich type vou wauld like to add. Below is a list of information required in
ar persan. orderto add a company, small company andfar person.
¢ Ouick Add ¢ Company with an i~ Company without an  person
Phone nurnber account number account number
Account Mumber * Company Mame Company Mame First and Last Mame
Phone Mumber Phone Mumber Fhone Mumber
Address Address Address
® mecount Mumber may be neaded City Ciity City
under certain conditions. S?ate S.tate S_tate
Zip Code Zip Code Zip Code

Account Mumber

Continue | |Cancel |

Reminders:

Bill Reminders allow subscribers set up notifications for when bills are due to be paid. Subscribers can
establish due dates for their bills and receive notification on the Payment Center page or alerts via e-
mail when bills are due. Other reminder events include payment processed, automatic payment
scheduled, upcoming automatic payment expiration, and more. Reminders are set up via the “Manage

My Bills” page or via the “Set Up Reminders” link from the Bill Reminders pane from the main Payment
Center page.
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p—
Bill Reminders 2| (O
Biller Amount | Due Date
Geargia Power
#1056 F175.00 B9

American Express

e $225.00 BiZ2E

Total  $400.00

(SetUn Feminders

Payment Memos and Payment Notes:

CheckFree Web 4.1 includes a Payment Memo feature for paper payments. The Payment Memo is a
34-character field that the subscriber can edit from the Confirm Payment page for any payment going to
a paper remit center or to a payee not recognized by CheckFree’s remittance processing pipeline. The
memo and the account number will be printed on the check.

Joe the Gardener

= —
Perzanal Checkin

Lavan Maint. *5715 J §100.00 Br01i2004 @

"3z

Total: $615.00

| Confirm Payiments | | Make Changes | | Cancel |

Payment Notes can be added to any payment from the Confirm Payment screen in a 256-character
field. Payment Notes are for the subscriber’s personal use within the application and will not be printed
on any checks or remitted to the payee. Payment Notes are viewable from the Bill Detail screen.

You have just paid the following hills.

Biller Name Account Amount Pay Date Confirmation ‘

Atmerican Express Perzaonal Checking i
5aaT *§715 Fa15.00 BI2652004 T41YMN-BTI7 K

Joe the Gardener Personal Checking
Lawn haint.

= *3715 10000 Bf01/2004 1 8kLU-JJU2E %'J

Total: $615.00

Earliest Payment Date Settings:

An important feature change to share with subscribers is that they can often make payments with less
lead time than in the past. With CheckFree Web’s new same day and next day payments feature,
the calendar will show that payments to some billers (primarily large merchants) can be made
on the current day or on the next day. Billers eligible for same or next day payments are
indicated by the dates highlighted on the calendar. In prior versions of WebPay, the payment date
defaulted to the earliest available date. In CheckFree Web, no default is specified, although the

calendar widget illustrates via blue text the earliest available date as well as other eligible payment
dates.
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an BExpress

Jdth MasterCard
th MC

isounty, Georgia
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County. Geardia

...............

=eptember 2004
=M TW T F =

1 2 3 4
= 8 910 M

B
12 13 14 13 1
19 20 21 22 23 25

26 27 28 29 30

B E E
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Common Navigation & Functionality Questions:

Editing one-time payments:

In previous versions of WebPay, users were accustomed to the “View/Change” option to change the
date or amount of a payment before it was processed. CheckFree research on claims related to editing
payments resulted in the change to this functionality. To help prevent user errors in changing payments,
to edit a one-time payment in CheckFree Web, users must first cancel the original payment from within
the Pending Payments pane, and then schedule another one on the Pay Bills pane. With the new
centralized Payment Center design, all this can be accomplished on a single screen within Web 4.1.
See notes below for automatic payments (previously known as Repeating Payments or AutoPay).

rrF'Eﬂl[iing] Payments =& 1
Biller Amount | Pay Date
MERAAME.. §927.00  09/28
malonalC.. cancel  §40000 D924
Total §1,327.00
b .

Editing Automatic (Repeating or AutoPay) Payments:

Settings for Automatic payments, previously known as Repeating Payments or AutoPay, can be
updated by accessing the Manage My Bills page and selecting the appropriate biller. Instructions for
doing so can also be found by clicking the Automatic payments icon next to the biller name in the

Payment Center’s Pay Bills pane.

Finding Bill History:

Customers of previous versions of WebPay may look for a Payment History tab at the top of the main
page, but with CheckFree Web 4.1, 45 days of Bill History is now accessible right from the Payment
Center, and more detail is available by using the “View Bill History” link in the Recent Payments pane.

r -
Recent Payments Jale
Biller Amount Pay Date
Total $0.00

Wiew Bill History

Each column on the resulting page can be sorted as indicated by the triangular-shaped sort icon in the
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right corner of each column, so customers can sort by biller name, funding account, payment amount,

and payment date, and date parameters can be used to refine the search.

To change the list of hills, select a range of dates and click Refresh.

Current View: 2/21/2004 - 9/20/2005

From: Jaio1/2004 [ 7% |9/20/2005 [ Refresh

- - -

Biller Hame Account Amount Pay Date
MBMA America
LL Bean Visa Checking *5690 Fa927.00 09iz8r2004
"T183
Mational City
Home Equity Line Checking 5690 F400.00 0952452004
0022
Mational City
Home Equity Line Checking *A690 §300.00 08szEr2004

oozz

Exporting to Quicken:

Download to Quicken

Print

-

Wiew Detail

Wiew Detail

Wienw Detail

Customers can export bill history to Quicken® through the link at the bottom of the Bill History results

(=1

page. Instructions for doing so are accessible via the Help icon L

History page.

in the top right corner of the Bill

Exports to Quicken 2005 via WebConnect and Microsoft Money via Active Statement are not supported

at this time.
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Common Browser Questions & Issues

If your customers experience browser issues not documented here, please contact CheckFree's special
technical support line for browser issues at 1-877-424-2279.

System Requirements:

The following table describes system and browser requirements for CheckFree Web 4.0.

End User Workstation Requirements

Platforms e  Microsoft Windows 2000
e  Microsoft Windows XP
e Macintosh OS X

Browsers Microsoft Windows:
e  Microsoft Internet Explorer 5.5 and 6.0
e Netscape Navigator 6.2 and 7.1

e AOL9
Macintosh:
e Safari 1.2

Note: Microsoft Internet Explorer 5.1.7 (for OS 9.x and
prior) is not currently supported because of problems with
JavaScript. IE 5.2.3 is not supported, and since Microsoft
will no longer be supporting Macintosh browsers, Mac users
are encouraged to use the Safari browser to access
CheckFree Web.

General Browser Notes:

e Web 4.0 is best viewed with Windows Internet Explorer
5.50r6.0.
e  CheckFree attempts to test on the newest versions of

browsers; however, release timing may not permit
testing on new browsers as they are released to the

market.
Browser Options e JavaScript is required for the application to function
optimally
e If JavaScript is disabled, certain feature and functions
will not work
Screen Readers e JAWS 45
e Window-Eyes 4.0
Resolution e 800 x 600 VGA or 1024 x 768 VGA

e Windows Display Properties Settings should be 96 dpi
(Windows default)

e  Browser text size should be Medium
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1. Safari Version 1.2.3 issues (used on the Macintosh OS X platform):

a. When trying to sign into bill pay, subscribers may see a branded page at the top with a blank
page on the bottom.

This issue is resolved by updating the browser’s cookie settings. Go to Safari > Preferences >
Security. The radio button for cookies by default is set to “only from sites you navigate to.” The radio
button for “always” should be selected. After making this change, signing in should load a complete
page.

Security (&)

i 4 ® = Z 8 &

Ceneral Appearance Bookmarks Tabs AutoFill | Security | Advanced

Web Content: z Enable plug-ins
z Enable Java
z Enable JavaScript

1 Block pop-up windows

(=)

Accept Cookies: (* Always

Newver

4

Only from sites you navigate to
For example, not from advertisers on those sites

[ Show Cookies |

[ Ask before sending a non-secure form to a secure website

b. When navigating within the application, the Safari browser appears to freeze and pages do not
load:

If trying to navigate to other pages within the application and the progress wheel stops spinning, and
the desired page is not loading, simply click on the page with the mouse and the page should appear.
Reloading the page with the refresh button should also have the same effect.

c. When moving within the application, the user may experience a slow response with the Safari
browser:

A Safari browser add-on called SafariSpeed removes a page loading delay built into Safari to
substantially increase the speed at which pages are loaded.

=  Go to http://www.macupdate.com/info.php/id/15704 (the SafariSpeed 1.0.2 download page)
= Click “Download Now” to download the product (SafariSpeed.tar — 140kb).

= Select the directory to unzip the file and install the file onto the computer.

= Restart the computer.

d. After downloading transactions into a QIF file, the user is unable to see or access the
downloaded file:

The Safari browser may be configured to remove the file upon successful download. To correct the
problem, follow these instructions to reconfigure the browser:

= Go to Safari > Preferences > General
= Then select “Remove download list items” - “Manually”
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e. When using the Safari Browser’s back button, the previous page of CheckFree Web may
appear differently (revealing hidden links and modified styles):

Users should be discouraged from using the back button, instead relying on the navigation elements
within the application. Alternatively, users can select the browser refresh button after hitting the back
button to resend the form.

2. Internet Explorer for Windows: When attempting to access the bill pay portion of the banking
site, the subscriber is redirected back to the sign-in screen:

This issue is caused by disabled cookies within the user’s browser. It can be resolved by turning on
“accept cookie” from Tools = Internet Options = Privacy - Advanced Privacy Setting.

Internet Options ﬂ E |

Generall Securty  Privacy | Eontentl D:unneu:tiu:unsl F'ru:ugramsl .-’-‘xdvancedl

— Settings

ﬁ_; Move the shder to select a privacy zetting for the Internet
: 20HE.

Medium

- - i - Blocks third-party cookies that da nat have a compact
privacy policy

- Blacks third-party cookies that use perzonally identifiablz
i "~ i information without vour implicit congent

- - i - Hestricts first-party cookies that use persanally identifiable

information without implicit conzent

Impart... | Diefault |
Advanced Privacy Settings EH |

ﬁ;; 'ou can chooge how cookies are handled in the Internet

zone. Thiz ovemndes automatic cookie handling.

— Cookies

[ Ovenide automatic cookie handling

Eirst-party Cookies T hird-party Coakies
! _ mck ! I_u:u:k
£ Erompt = Prompt

[T &lways allow sezsion cookies

k. I Cancel
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3. Internet Explorer for Windows: The user sees unusually large fonts:

A workaround is available to address this issue with CheckFree Web; however, the browser setting
changes suggested here may affect the customer’s experience when viewing other Web sites. The
issue can be resolved using the following steps:

= Goto Tools = Internet Options - Accessibility
= Check the option to “Ignore font sizes specified on Web pages”
= Click OK and then OK again on Internet Options page

Internet Options ﬂ

General | Secutit_l,ll Pli"v'ac_','l I:Dntentl Cunnectiunsl Pragramsl .-’-‘n.dvancedl

—Horme page
% T'ou can change which page to use for pour home page.

Addrezs: Ihtt|:u:a‘.t"ir'|Sideu:heckfree;J

|ze Current | Uze Default Uze Blank.

— Tempaorary Internet files

y Pages you view on the Internet are stored in a special folder
@ Y for quick viewing later.

Delete Cookjes... | Delete Filez... Settings...

— History

The Hiztory folder contains links to pages you've visited, for
quick. access to recently viewed pages.

Days to keep pages in hizton: |2E| 3: Clear Histony |

Colors. . | Fants. . | Languages... |

0k | Cancel | Apply

& 2004 ChiakFrad Gorporation. M rights meserved, 10

November 2004



Accessibility |

— Farmatking

[ Ignore colors specified on Web pages

[ Ignore font styles specified on Web pages

H H
< Iv Iagnok Fort sizes specified on Web pages:
—

—User skyle sheet

[~ Format documents using my skyvle sheet

Style sheet;
I Ermwse. ., |
0.4 I Cancel |
4, Internet Explorer for Windows: The user sees unusual-looking fonts with any supported

browser:
This issue is caused when the browser’s local style sheet, which dictates font preferences, overrides
the cascading style sheet built into CheckFree Web 4.1.

The issue can be resolved by removing the browser setting to use the user’s style sheet. In Internet
Explorer, go to Tools—> Internet Options = Accessibility, and uncheck “Format documents using my
style sheet.”

:

November 2004



Internet Dptions

General |Securit_l,l| F'livac:_l,ll Eontentl Eonnectionsl F'mgramsl .-’-‘-.dvancedl

—Home page
I% ‘rou can change which page to use for your home page.
Address:

|Jze Current Uze Default U=ze BElarik

— Temporary Internet files

<y Pages you view on the Intermet are stored in a special folder
& Y for quick viewing later.

Delete Cookjez... |  Delete Files... Seltings...

— Histary

The Histary folder containg links to pages you've wizsited, for
quick access to recently viewed pages.

Dayps to keep pages in histony: |2D 3: Clear Higtory |
Calors... | Fantz... | Languages... k .-’-'l.cu:gssibility...,l
0k I Cancel | Apply |

Accessibility [ 7] |

—Formatking

™ Ignore colors specified on Web pages:

™ Ionore Font styles specified on Web pages

™ Ionore Font sizes specified on Web pages

—User skyle sheet

Dcuments using vy style sheet

Stwle sheek:

I Browse, .. |
K I Cancel |

5. Internet Explorer for Windows XP Service Pack 2: Missing “Send Payments” button on Payment
Center page or a “permission denied” error message:

For customers using Windows XP SP2 on a dial-up connection, the “Send Payments” button may
disappear from the Payment Center Page. CheckFree technicians are working with Microsoft on
possible solutions.
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A workaround is available: The user should add the bill pay URL to the “Trusted sites” under the
“Internet Options” menu item in Internet Explorer. This will resolve this issue, but will also produce a
Security warning popup when the bill payment link is clicked. Once inside the application, the popup will
no longer appear, but every time one attempts to enter the application from the bill pay site, it will re-
appear. This popup is by design from Microsoft. Following are the steps to add the URL to the list of
Trusted sites.

Go to the Tools option on Internet explorer

Click the Security tab

Highlight the “Trusted sites” image, then click on the “Sites” button below it
In the text box enter the URL (web address) for the bill pay site.

Click Add.

Click OK, then OK once again, and all options should be gone

Access the bill pay site again.

Security Warning

The current ¥Web page is trying to open a site in your Trusted
sites list. Do you want to allow this?

Current site: abcbankonlinebanking.com
Trusted sike: billpay.abcbank.com

Yes ] t Mo i

ey . . . o
' Wwarning: allowing thiz can expose pour computer to secunity risks. f
2/ vou don't tust the cument Web paoe, chooze Mo,

Terminology and Miscellaneous Notes:

Some updated terminology in CheckFree Web 4.1 is as follows:
e “E-Bill"is now referred to as an “electronic version of your bill” and is requested from the
Manage My Bills page.
o ‘“Payees” are now referred to as “Billers.” A biller can be a company or an individual.

e “Payment Activity” can now be viewed in “Bill History” accessible from the main Payment
Center page.

e “AutoPay” and “Repeating Payments” are now known as “Automatic Payments.”

e Functions once accessible through the “E-Bills,” “Make Payments,” and “Payment History”
tabs in WebPay are now all accessible on the main Payment Center page.

e Five digits are displayed for masked account numbers instead of only four.

Accessing New Feature Information in CheckFree 3270 Sponsor Care

The following pages illustrate where new feature information can be accessed by customer care
representatives using CheckFree’s 3270 Sponsor Care system.

.
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Accessing Reminder and Alert Settings in 3270 Sponsor Care

Bill Reminder settings for a specific biller are accessible via the Payee Detail Screen.

Reminders are a great way to manage your hills. Learn more ahout rerminders

Here's how to start receiving reminders inyaur Bill Reminders box in the Payment
Centar:

1. Enter the typical due date far this bill.
2. Enter how often you receive the hill.

3. Enter a typical amount due.
4. Enter how far in advance ofthe due date you wantto be reminded of this hill.

5/24/2004 =
P onthly -
175.00

Typical Due Date
Bill Received

Twpical Amount Due §

How far in advance ofthe due date dao wau
want to be reminded of this bill.

City 5t. Cloud State MH

Country USA Postal Code

Province
Account # 388-80B-692-1894-618
Remit ficct #f 308-BB88-692-1894-618

Reminder Amt | 475 @@
Reminder Freq@ewWey nonthl

Client “Sep=-3uii1888
PAYEE DETAIL IHFORMATIOH DISPLAYED
F3-Preu F4-5ave

S5F1-MaintLog SF4-PendPumts
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Reminder Due Date A5/2472004
Reminder Start |14 udys priuvr
Add Date o>-18-2882 Maint Date A2-88-2883

(=] E3

19293 |

omer Care RCHRB31
W447(E)
Bus Tuype Status A

RISKHODEL DUEDATE RISKMODE
Propagation Ind ¥

Payee ID @088008A013
Status A
Phone 6708488966

ZIP 26392 2988 __

EBill Enabled
EBill Active
Recur
AutoDebit

FZ-RefreshToAdd
S5F7-Paymentidd SF8-RecurPmtAdd

14




| Closklr

Some CSPs may choose to charge transaction fees for Same Day payments. New screens will be
added at a later date to CheckFree’s Sponsor Care application to accommodate this new functionality;
in the mean time, the fee data may be accessed using the following Session Detail screens in 3270
Sponsor Care.

Accessing Same Day Payment Fee Information in 3270

10-13-2004 CheckFree Corporation Customer Care RCMX021
Session Detail

Name ANDERSON PAT 1D 222222222

Spsr 25720 WP 41 REGRESSION (AC) Client Spec INTEROP Bus Type Status A

Desc RISKMODEL DUEDRTE

Response

Function Code Session Text
RASBSRAUTHENTICATION 0GOOG
RAWEBSESSIONADD 00000 m%B7%A4%8A%14%25%DA%DB+%B0% 7C%020% 17 xF M NETN=N Day
RGCSPINQ 0o WBP 0400 Payment was
IYPRYEESUMINQUIRY 0000 scheduled on
[YNMLIMEREMATNDERING 00000 9/30/04 to Duke
IYPYMTINTADD 0000 WBP 0400 Power for $7.00.
IYPYMTINTADD Uuuuw wor 0400
IYPYMTINTADD 0000 WBP 0400 Session Summary

"""" [o]eTafo]c} shows three lines

RGCSPINQ 00000 WBP WERLEN (IYPYMTINTADD)
IYPRYEESUMINQUIRY 00000
IYONLINEREMAINDERINQ 00000
IYPYMTDETINQUIRY 0oooo

VVVV VAV MY VY VIV

POSITION CURSOR AND PRESS F9 FOR SESSION TEXT.
F3-Prev F8-Forward F9-Expand F11-Main Menu

:
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10-13-2004 CheckFree Corporation Customer Care RCHX051
Session Text
Name ANDERSON PAT ID 222222222
Spsr 25720 WP 41 REGRESSION [(AC) Client Spec INTEROP Bus Type Status A
Desc RISKMODEL DUEDATE

Request Text:

WBP
00000000000001026107001501

+000000000070000DUSD+000000006020040930

Y Y+0000000000 SN+0000000000000E9DUSD+000000000000000
DUSD Y+000600000010086DUSD

The first YPYMTINTADD displays the $7.00
payment along with the $1.00 Same Day Fee.

END OF DATA. SESSION TEXT DISPLAYED.
F3-Prev FB-ResponseTxt F11-MainMenu
F12-SignOff

Tel

10-13-2004 CheckFree Corporation Customer Care RCHX051
Session Text
Name ANDERSON PAT ID 222222222
Spsr 25720 WP 41 REGRESSION (AC) Client Spec INTEROP Bus Type Status A
Desc RISKMODEL DUEDATE

Request Text:
WBP
00000000000001026107001501

+000000000080000DUSD+(I0000000020040930

N Y+0000000000 NN+0006C2060000000DUSD+000000000000000
DUSD Y+D0OBOOOCODBEEOBDUSD

The second IYPYMTINTADD shows the total debit
$8.00 ($7.00 payment + $1.00 Same Day Fee) but
does not show them separately.

of
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10-13-2004 CheckFree Corporation Customer Care RCMX051
Session Text
Name RNDERSON PAT ID 222222222
Spsr 25720 WP 41 REGRESSION (AC) Client Spec INTEROP Bus Type Bl The third

Desc RISKMODEL DUEDRATE B(gMNTINTA

Again
Requeﬁt Text: dlgsplays the
WBP 0400 payment and
00000000000001026107001501 RGEREME
Day fee as
separate
amounts.

+N00000000070000DUSD+NN2500000020040930

Yo M0000090000 SN+000000000000000DUSD+00000000000B000
DUSD Y+D0OBDO0000100BGDUSD

END OF DATA. SESSION TEXT DISPLAYED.

F3-Prev F6-ResponseTxt F11-MainMenu
F12-SignOff

Tel}

:
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