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Troubleshooting at clublevel

lam a club and my members are sending through these queries:

'Ireceived an email stating I need to register my child but when llog in, the form won't let me.
What do Ineed to do?'

It sounds like the user might be inactive in the club. In this situation they will need to contact their club, who
should then contact their association to ensure that the member is made active in the club.

'lam requesting a transfer but the user appears to not have a primary club, what do I need to
do?'

In this situation the State body will need to be contacted and they will ensure that issue is resolved.

'My son played last year but whenllog in it only prompts for new members to signin... what
am ldoing wrong?'

The likely explanation is that your email addresses are different. Ensure that when you are entering in your
email address that it is the same one that you used last year.

‘Itry to loginto my registration form but it says lam not registered. When I try to register, it
says lam already registered.
I have tried resetting my password and that does not help. What do Ineed to do?'

A confirmation email that has previously been sent to you was not activated. The email will need to be resent
by FSP for you to activate. Please contact us

at https://sportingpulse.zendesk.com/anonymous_requests/new with the error you are receiving and the
email address you use for passport. Once activated, you will need to reset your password. After this has been
done try and log in again.

‘l'have been charged twice for my registration, how do Iget the money back?'



Onrare occasions, member credit cards are double charged by the bank, however, only one transaction will
show in the member record.

If this occurs, the member should submit a request with our support site with the date and amount of the
payment. They should supply the first 6 and last 3 digits of their credit card number, date of payment, amount
of payment and the organisation with which they registered to, as this will allow us to quickly investigate

the duplicate payments. The address is: https://sportingpulse.zendesk.com/anonymous_requests/new

Note that this is different to when the member has actually paid twice for an item. If that is the case, both
transactions will show up in the member's transaction record and it will be the responsibility of the club to
reimburse where relevant.

Also, please ensure that you only send through the first six and last three digits of the credit card that was
used. Do not send through the whole card number.

'Ireceived an email stating Ineeded to register my child but whenllogin, the form states 'A
member with the same name and date of birth already exists! Please contact your club to
request a transfer'. What do Ineed to do?’

In this situation the members needs to be transferred from one club to another before he is registered. Please
contact your club to ensure this happens.

I have created a new product with multiple pricing but it is showing as $0. How do I fix this?

Single pricing must be set completed even if you are selecting multiple pricing to ensure those who register as 1
person are paying for the product. If the first option in the multiple pricing is $100, the Single pricing must be
set at $100 also.

How muchdo Ihave to add to my product inorder for the 3.9% to be accounted for?

If you divide the product cost by .961 then this should give you the amount that you should set the product to,
in order for the 3.9% to be accounted for.

I clicked the ‘back’ buttonin my browser (which | know Ishouldn't do) and now the transaction
value has doubled. What should Ido?

Firstly, try closing the browser and registering again (or try a different browser). The browser session should
refresh and resolve this issue. If this does not solve the problem, you will need to contact your club and ask
them to remove the superfluous transaction from your member record. If you have already paid for the
transaction, then you will need to contact your club to organise a refund.

'The product (registration fee) is not showing on the registrationform. What should Ido?'

This means the product has been set up incorrectly. Ensure that the correct product is active on the correct
registration form. Also make sure that each filter on the product is correct, eg. the availability filter on the
product.



'Why am I not receiving a discount for registering more than one member on our club
registrationform?’

Ensure that the question 'how many adults/children do you want to register' has been answered correctly. If
you only select one adult/child and then attempt to register multiple adults/children in the same form, you will
not receive the discount.

Troubleshooting at Association/League level

lam an association and my clubs are sending through the following queries:

'‘Joe Blogs at Test Club is a duplicate, canyou please resolve this so he canregister?’
The association needs to follow the instructions at the following document to ensure the member is resolved.
Resolving Duplicates within your membership database

'Joe Blogs at Test Club has entered in his email wrong and wants to change it. We cannot
access his email at club level, canyou please change it.’

Add and Edit Members
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