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Sign In

D
ealer’s usernam

e and passw
ord w

ill be the sam
e as their 

login to w
w

w
.authorizeddealerprogram

.com
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Select Location

Select the location from
 the drop dow

n m
enu and click “Login”
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Enter the C
ustom

er’s Address

Enter a sales person ID
 to 

track orders in reporting
C

orrect 
address, zip, 
and phone 
num

ber are 
required fields
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Service C
heck

Enter an address and the system
 w

ill check if services are available at this location. If 
services are available, the user w

ill then be directed to the plans page.
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Service C
heck, continued

If the address the custom
er has provided is entered incorrectly in the service check field, the screen 

w
ill provide suggested address. 

R
eview

 these addresses w
ith the custom

er to ensure the proper address is captured
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heck

A
n interstitial page m

ay appear w
hile the plans load.
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A
n error w

ill display if the address is not recognized as serviceable
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Processing Service C
heck System

 Error

w
e recom

m
end trying again by  logging out, and start a new

 order 
session
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C
hoose

from
 single plans or bundle options and click “Add to Cart”

N
ote:  The system

  w
ill 

autom
atically sw

itch 
over to another cable 
service provider, if you 
run a service check for 
a custom

er address 
that is in that cable 
com

pany’s footprint. 

N
ew

 C
ustom

er Plans Page

A
t any tim

e you need to 
change a part of your 
order, please use the 
navigation links 
available in the ordering 
site versus the back and 
forth buttons of the w

eb 
brow

ser
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C
hoose from

 single plans or bundle options and click “Add to Cart”

N
ote:  For H

ispanic 
product packages, 
please click on the 
“Spanish 
Program

m
ing” tab

Spanish Program
m

ing
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O
ffer Stacking

N
ote:  “Add to C

art” 
allow

 users to add 
m

ultiple plans to a 
single order. O

nly one 
offer per product type 
can be com

bined. 
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Plans Page

À
After verifying the custom

er’s service 
address, plans w

ill be presented.
-The agent has the ability to toggle betw

een 
bundle and single play offers.
-If m

ultiple single services are selected and 
the selected single services already exist 
as a bundle, the cart w

ill autom
atically 

update w
ith that bundle and pricing 

À
W

hen ready, select “Add to C
art” 

À
If you have selected all services, then select 
“C

ontinue” w
hich is located on the “M

y 
C

art” section 
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Plans Page, continued

À
If any prom

otions are available w
ith the plan 

the custom
er has chosen, the area w

ithin the 
highlighted green box w

ill reflect all 
applicable prom

otions available to the 
custom

er
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À
W

hen a bundle is selected the cart w
ill 

reflect w
hich products are currently in the 

cart. 
À

In the exam
ple to the left, an internet, a 

television, and a phone product have all 
been selected. 

In the exam
ple to the right, only a television and 

phone product are in the cart. Plans that contain 
internet w

ill still appear, so w
hen clicking on the 

triple play tab you w
ill see all options still available to 

be selected. 
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izations

D
epending on the plan and services selected, additional options to custom

ize your order m
ay be 

applicable before proceeding. Please choose options according to the custom
er’s preference.
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Self Install (Easy C
onnect) O

ption

Please note the Easy C
onnect option w

ill only be available online for custom
er addresses 

w
hich have or previously had Spectrum

 service w
ithin the last 24 m

onths. Easy C
onnect 

w
ill not be available online for any offers that include phone service as TPV w

ill be required. 
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C
ustom

ization-TV, Phone, and Internet

À
As you are custom

izing TV, Phone, and 
Internet options for the custom

er, you 
w

ill see those custom
izations/charges 

autom
atically placed into their cart

À
The cart is also broken out betw

een 
m

onthly charges and one-tim
e charges 

(such as the installation fee)
À

U
pdates custom

izations regularly. 
There w

ill be custom
izations specific 

to only som
e plans/regions as decided 

by the C
able C

om
pany.

Estim
ated costs and pricing details 

w
ill be reflected upon selecting all 

custom
izations and clicking on 

“C
ontinue”
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Enter C
ustom

er Inform
ation

R
eview

 plan 
inform

ation
Enter 
C

ustom
er 

Inform
ation

H
ave the 

custom
er create 

their PIN
 num

ber 
to associate w

ith 
their account 

The order 
confirm

ation 
em

ail and any 
im

portant 
changes to the 
order w

ill be 
sent to the 
em

ail address 
provided here. 
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Sales A
utom

ation View

B
y clicking to schedule 

an installation online, 
dealers can set up an 
account for the custom

er 
to speed up the 
installation process and 
increase the likelihood of 
activation.

Sales Autom
ation R

equirem
ents

Enter the 
custom

er’s 
previous address 
if they have lived 
at the service 
address for less 
than a year.
This inform

ation is 
used for checking 
credit.
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Spectrum
 C

redit Verification

A credit verification w
ill be perform

ed on the custom
er upon selecting “Review

 O
rder”

The response for the system
 w

ill inform
 w

here the custom
er falls credit w

ise and next 
steps w

ith com
pleting the order:

•
If custom

er’s creditcannot be verified, users w
ill encounter a page instructing them

 
to call Spectrum

 to com
plete the order.

•
If the custom

er has “satisfactory” credit, the order w
ill require a prepaym

ent to 
com

plete the order.
•

If the custom
er has “good” credit, the order w

ill proceed to scheduling as norm
al.

Exam
ples of how

 these w
ill appear in the ordering 

site are available in the next few
 slides
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Spectrum
 w

as not able to verify custom
er’s credit

The custom
er did not m

eet Spectrum
’s credit 

criteria. To com
plete the order, the order 

needs to be called in to set up installation.
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C
alling in Spectrum

 O
rder

•
Select regions option based on custom

er’s order location
•

Provide U
nique D

ealer Sales ID
•

R
eference custom

er’s order confirm
ation num

ber
•

Verify O
rder Inform

ation 
•

Provide custom
er credit card paym

ent inform
ation

•
Set up installation date and tim

e
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State
Region

IVR O
ption

Arizona
PacW

est
1

California
PacW

est
1

Haw
aii

PacW
est

1
W

ashington
PacW

est
1

Texas
Texas

2
Idaho

M
idW

est
3

Indiana
M

idW
est

3
Kansas

M
idW

est
3

Kentucky
M

idW
est

3
M

issouri
M

idW
est

3
N

ebraska
M

idW
est

3
O

hio
M

idW
est

3
W

isconsin
M

idW
est

3
Alabam

a
Carolina

4
N

orth Carolina
Carolina

4
South Carolina

Carolina
4

N
ew

 Jersey
NYC

5
N

ew
 York

NYC
5

M
aine

North East
6

M
assachusetts

North East
6

N
ew

 Ham
pshire

North East
6

Pennsylvania
North East

6

R
egions O

ptions

To ensure accurate order processing, please 
select the correct corresponding region 
option based on custom

er’s order location. 



25
C
O
N
F
I
D
E
N
T
I
A
L
 
I
N
F
O
R
M
A
T
I
O
N

Scheduling Installation O
nline

C
ustom

ers w
ill be able to choose tw

o possible dates for installation

C
ustom

er Passes C
redit Verification

9
A

fter com
pleting the 

order, the site w
ill 

provide available 
installation dates 

9
Prom

pt custom
er to 

agree to earliest 
available 
installation date 

9
R

eview
 available 

options w
ith the 

custom
er and select 

a date and tim
e

9
Press continue to 
m

ove to the next 
page of the buy flow

 

N
ote: “First 

C
hoice” date w

ill be 
the default 
installation date. 
“Second C

hoice” 
date w

ill be given if 
“First C

hoice” is 
not available
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Scheduling Installation O
nline

O
nce tw

o available dates and tim
es are chosen, the system

 w
ill verify 

the requested dates and schedule the installation

C
ustom

er Passes C
redit Verification
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À
O

rders m
ay require a prepaym

ent 
of the first m

onth’s service bill
À

Alw
ays attem

pt to secure a credit 
card first. There is not an option to 
pay at the tim

e of installation 
À

If custom
er refuses to provide 

paym
ent, inform

 the custom
er that 

the order w
ill not be considered 

com
plete and that their chosen 

installation appointm
ent w

ill be 
cancelled.

C
ustom

er received “satisfactory” credit verification results

N
ote: If custom

er is unable to provide 
prepaym

ent inform
ation, click here to 

receive order confirm
ation num

ber 
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C
ustom

er received “good” credit verification results

The custom
er m

et credit standards. N
o 

restrictions or prepaym
ents are required. 
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R
eview

O
rder

N
ote:  R

eview
 order details 

and custom
er inform

ation 
before subm

itting
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O
rder C

onfirm
ation
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Successful Sales Autom
ated O

rder C
onfirm

ation

N
ote: R

eceiving both 
A

ccount and W
ork O

rder 
num

bers indicates your 
order w

as successfully 
scheduled and placed 
directly online into the biller.
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O
rder C

onfirm
ation (tablet view

)
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O
rder C

onfirm
ation (tablet view

)
N

ote: To review
 order 

details, click on “M
y C

art”
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Dear Lisa Benton,

Thank you for your order w
ith Tim

e W
arner Cable.The details of your order are below

:

Confirm
ation #:030-2163492

Services O
rdered:Triple Play Gold 

Price: $129.97
Installation Fee $0.00
Equipm

ent Fee $0.00

Plan Custom
izations:

I w
ill use m

y ow
n M

odem
 $0.00 (O

NCE)
HD DVR Box and Service $4.99 (M

O
NTHLY)

Professional Install $34.99 (O
NCE)

Keep Existing Num
ber -Port $0.00 (O

NCE)

Total:$169.95

Installation W
indow

:April 12, 2017 betw
een 09:00 AM

 and 11:00 AM
  

Please m
ark your personal calendar and be present for the technician during this w

indow
. Please note the individual m

ust also
be

at least 18 years of age or older for 
technician to install service.

If you have any questions w
ith yourorder call1-855-392-9910

or#1 Retailer.

O
rder C

onfirm
ation Em

ail (online scheduled)

Sender: noreply@
tw

cindependentretailer.com
Subject: Thank You for Your Tim

e W
arner C

able O
rder
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Dear Lisa Benton,

Thank you for your order w
ith Tim

e W
arner Cable.The details of your order are below

:

Confirm
ation #:053-2162935

Services O
rdered:Triple Play G

old 

Price: $129.97
Installation Fee $0.00
Equipm

ent Fee $0.00

Plan Custom
izations:

HD Box $4.99 (M
O

N
THLY)

Professional Install $34.99 (O
N

CE)
Keep Existing N

um
ber -Port $0.00 (O

NCE)

Total:$169.95

Installation W
indow

:Please call to schedule installation. 

Please m
ark your personal calendar and be present for the technician during this w

indow
. Please note the individual m

ust alsobe
at least 18 years of age or older for 

technician to install service.

If you have any questions w
ith yourorder call1-855-392-9910

or#1 Retailer.

O
rder C

onfirm
ation Em

ail (m
anual scheduling required)

Sender: noreply@
tw

cindependentretailer.com
Subject: Thank You for Your Tim

e W
arner C

able O
rder
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O
rder C

onfirm
ation (copy continued)

This am
ount excludes taxes. After placing your order, the actual am

ount of taxes w
ill be calculated and reflected in your next bill statem

ent.

Please note if Collect O
n Delivery (CO

D) option w
as chosen, the only acceptable form

s of paym
ent at tim

e of installation are via
Credit Card, Debit Card, Prepaid Credit, 

or Bank Account EFT

IM
PO

RTANT REM
INDER: If you ordered phone service and are transferring an existing telephone num

ber, please rem
em

ber to com
plete the follow

ing Third Party 
Verification process by calling (866) 635-9537. For m

ore details about this TPV process, please click here.

If you have scheduled installation online and have questions, please call: 1-855-392-9910 or 
Tim

e W
arner Cable representatives are available 8am

 -12am
 ET M

on-Sat and 10am
 -12am

 Sun to schedule your installation date and
tim

e.

If you have already scheduled your installation, you w
ill receive subsequent e-m

ail from
 Tim

e W
arner Cable regarding details of your scheduled installation date. If you 

have questions, please call us at 1-855-392-9910 (8am
-12am

 ET M
on-Sat; 10am

-12am
 ET Sun).

Have your order confirm
ation num

ber available w
hen speaking w

ith the Tim
e W

arner Cable representative.

Thank you for choosing Tim
e W

arner Cable as your service provider, w
e look forw

ard to serving you.

Sincerely,
Custom

er Service

1-855-392-9910
Please do not respond to this em

ail. This is an autom
atically generated em

ail and w
e w

ill not receive your response.
Term

s of Use
Privacy Policy



37
C
O
N
F
I
D
E
N
T
I
A
L
 
I
N
F
O
R
M
A
T
I
O
N

C
om

m
on Error M

essages FAQ
 

Error M
essage/Situation

Definition
N

ext Steps

Tim
e O

ut: 280 M
SO

 Error
G2B Cable Labs system

 loses connection w
ith L-TW

C Billing 
system

These are interm
ittent errors that w

ill occur w
ith the sales portal. First recom

m
endation is to log out and 

start over w
ith subm

itting the order w
ith a fresh brow

ser session. If you continue to get an error please 
provide the follow

ing exam
ple for the team

 to further research: Custom
er Address, Screen shot w

ith U
RL 

listed, W
eb Brow

ser version used, and O
rder Confirm

ation N
um

ber if available

Duplicate O
rder

A service request has already been subm
itted for this address 

w
ithin the last 60 days. 

At this tim
e, the system

 currently protects the channel w
ho initially subm

itted the lead. This includes if the 
custom

er m
ay have personally shopped around and subm

itted a service request directly to the Charter/TW
C 

dot com
 consum

er site. If the agent believes this is incorrect, the sales rep can subm
it the follow

ing 
inform

ation for the team
 to further research: Custom

er Address, Screen shot w
ith U

RL listed, W
eb Brow

ser 
version used, and O

rder Confirm
ation N

um
ber if available

Invalid Authentication Attem
pt

Error is related to Leapfrog sending existing versus new
 

custom
er authentication fields. 

This error should no longer been observed since 12/15/16. Leapfrog and L-TW
C m

ade updates to the portal, 
w

here all sales w
ill be treated as a new

 custom
er.

No Account Num
ber received at O

rder Confirm
ation Page

The sale did not w
rite directly into the L-TW

C Biller
Additional verification is required by the L-TW

C to place the order. N
orm

ally is to validate the address, house 
key, or clear up a previous balance. Call the Convergys Call center to get this additional inform

ation.

Blank Blue Screen: 271 M
SO

 Error

Norm
ally as a result of resubm

ission of the custom
ers credit 

check or the order session has cached the previous session 
w

hich believes it’s a resubm
ission. 

This error can be prevented by alw
ays starting a new

 brow
ser session for each order or clicking on the “Place 

Another O
rder” link at the end of each sale

O
rder Confirm

ation Num
ber Generated, Call Center Agent 

Unable to pull up record
Call Center agent is unable to locate order subm

itted through 
Leapfrog

This m
ay be a training issue w

ith the call center agent. Typically if a order confirm
ation num

ber is received, 
the sale should have been subm

itted. Provide the follow
ing inform

ation for the team
 to review

 w
ith the Call 

Center team
: Custom

er Address, Screen shot w
ith U

RL listed, W
eb Brow

ser version used, and O
rder 

Confirm
ation N

um
ber if available

O
rder Confirm

ation Num
ber received, please call call 

center to com
plete order 

Custom
er did not m

eet credit standards
Call Convergys call center, reference order confirm

ation num
ber, and com

plete order over the phone

Paym
ent (Credit Card) Inform

ation Page
Custom

er requires pre-paym
ent

Enter Credit Card Inform
ation

No Confirm
ation Num

ber show
n on O

rder Confirm
ation 

page
M

issing O
rder Confirm

ation num
ber

N
orm

ally this is a result from
 a previous session being cached. Please confirm

 that the sales rep is using the 
navigation links (place another order), and not pressing the back and forth buttons of the tablet. W

e 
recom

m
end alw

ays logging out, and start a new
 order session w

ith each new
 custom

er.

Incorrect Pricing Displayed
Price discrepancy on sales portal

Please provide us a screen shot of plan in question along w
ith the custom

er address for our team
 to review

. 
Som

etim
e different locations and packages/prom

otions are available to certain m
arkets and sales channels.

SO
AP Fault 

https://secure.go2broadband.com
/4.4/V44.asm

x:Q
uery<

soap:Sender>Validation Error:The required attribute 
"AffiliateID" is m

issing
The system

 is not allow
ing the service check to go through as 

G2B Cable Labs is indicating it is m
issing an ID

Please provide us a screen shot of error along w
ith Store Location ID and Custom

er Service address being 
subm

itted w
hen this error w

as received. In the m
eantim

e, w
e recom

m
end trying again by  logging out, and 

start a new
 order session.

No Install W
indow

s Being Passed back and receive an 
O

rder Confirm
ation Page

M
ost likely due to the custom

er received a "289 G2B 
Response; Credit Check failed to return value"

Agent w
ill need to call in the custom

er order to schedule the service installation

Hard stop; "Duplicate O
rder due to Active Service"

G2B sent back a 285 error “According to our records, the 
custom

er appears to have service at this address. 

Since the system
 is indicated there is already existing service for this location, an order can not be placed for 

this address. The only exception is if its for a new
 line of business (Video/HSD/Phone) or an upgrade (Higher 

HSD Speed).

Tim
e O

ut: 280 M
SO

 Error (Install)
The data response to authenticate w

as not received in the 
allow

ed am
ount of tim

e established by L-TW
C

These are interm
ittent errors that w

ill occur w
ith the sales portal. First recom

m
endation is to log out and 

start over w
ith subm

itting the order w
ith a fresh brow

ser session. If you continue to get an error please 
provide the follow

ing exam
ple for the team

 to further research: Custom
er Address, Screen shot w

ith U
RL 

listed, W
eb Brow

ser version used, and O
rder Confirm

ation N
um

ber if available
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Sales Process R
ecap


