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Getting started

Mastercard has acquired Minna Technologies. We are now part of Ethoca, a Mastercard company. Read more.

We're delighted to partner with you to provide your customers with a best-in-class experience within their banking app. This
IS a guide on how to use Action Portal - a robust and efficient space for you to manage requests from your customers.
With Action Portal, your customer never needs to leave the bank app to get an update on their actions

< C' @ actionportal.minna.com

Cancellation from John Doe » inbox x

Cancel service?

Action Portal B User Guide

Bills & subscriptions

Minna Technologies <c12e6d13-adch-4c34-b96e-7e3bb23c7a76@minna.io> Unsubscribe OPEN TICKETS: 20

To cancel this service service charged to me ~ Request to Cancel
to your account ending in 9352, provide Q Next 2 weeks
the email address associated with this I Please cancel Kloud Storage subscription for the following user
He o, User Age
()
merchant. ) User information The user's subscription If-h GymFlex
johndoe@gmail.com 12 days Monthly
Please cancel this Kloud Storage subscription, ensuring no further charges. Cancel
) Full name: John Doe has been cancelled
Your Kloud Storage account information fffcry‘am@gma"'wm 12days Email address: johndoe@gmail.com
ance
Account Details: Last 4 digits: 4356 could not be cancelled Style Home $115.99
. sofia.martinez@gmail.com 12 days Monthl Feb 8
Full Name * FullName: John Doe Change Plan y
John Doe « Email: JOhndoe@gmG”.Com clara.schneider@gmail.com 12 days
+ Last-4-Card Digits: 4356 Cancel Expected later
luca.bernardi@gmail
Email associated with Kloud Storage (:Cnig‘emar (@gmail.com

johndoe@gmail.com

Your subscription information will be shared with the
merchant and our cancellation service provider, Minna
Technologies by Mastercard. Cancellation usually takes less
than 5 days to complete, though in some cases may take
longer.

[J 1give My Partner Bank permission to cancel
my Kloud Storage service.

By checking the box above, | acknowledge and agree to My
Partner Bank’s sharing of my name, contact email, last four
digits of my payment card and billing address.

Cancel service

User submits action

in the bank app

Please reply back when done or respond directly on the Action Portat—

Mastercard has acquired Minna Technologies. We are now part of Ethoca, a Mastercard company. Read

more.

¢: Learn more about automating this process.

& Reply = Forward

You receive an email
in your inbox

A\ 4

julia.nowak@gmail.com
Cancel

henrik.svensson@gmail.com
Cancel

anna.petrova@gmail.com
Cancel

oliver.smith@gmail.com
Cancel

elena.ivanova@gmail.com
Cancel

jakob.mueller@gmail.com
Cancel

luis.garcia@gmail.com
Pause

emma.dubois@gmail.com
Change Plan

noah.zimmermann@gmail.com

Cancel

mia.rossi@gmail.com
Cancel

Agency agreement to cancel Kloud Storage

John Doe (Principal) authorises My Partner Bank, on behalf of the Principal, to
cancel and terminate the Principal’s agreements and/or memberships with Kloud
Storage effective immediately. To fulfil this request, My Partner Bank has a

partnership with Minna Technologies Inc., who acts as a sub-agent in order to fulfil
the Principal’s request. The Principal also requests that Kloud Storage confirms with
Minna Technologies Inc. that cancellation has been completed and on what date the
subscription will end

Agent Sub-agent
My Partner Bank Minna Technologies Inc
LEI: 549300V7U04X9CVH5926 Employer Identification Number

(EIN)87-2256509

Principal Concerned Party
John Doe Kloud Storage

Message to user
Signed: 3/2/2023 11:14:03 contact@kloudstorage.com

Received: 3/2/2025 11:14:03
Opened: 3/2/2025 11:14:03

¢: Learn more about automating this process.

Find user with
information provided
and select a result

E| Give Feedback

Stream Watch
L Yearly

Ethoca Air

Monthly

Inactive

Kloud Storage
Cancelled

User sees the result in

the bank app



https://www.ethoca.com/
https://newsroom.mastercard.com/news/perspectives/2024/sign-us-up-transforming-the-subscription-experience/

Key features (1/3)

Action Portal is designhed to make it easy and efficient to deliver awesome experiences for your customers

Action Portal - Access to user

guide for the Portal

Number of tickets

. OPEN TICKETS: 20
still open Request to Cancel

Q
Please cancel Kioud storage subscription for the following user
User Age Granular outcomes
. . ' . ae
T User information The user's subscription to better
Cancel .
Full name: John Doe has been cancelled communicate to
jefferyarc@gmail.com Email address: johndoe@gmail.com your customers
Cancel P itas
Last 4 digits: 4356 could not be cancelled
sofia.martinez@gmail.com Select if you are unable to confirm the
Change Plan cancellation
QUICk Copy the clara.schneider@gmail.com
customer information Cancel
to find and verify them luca.bernardi@gmail.com .
, Cancel Hover over question
in your system : :
julia.nowak@gmail.com Icon to get detailed
Gancel outcome
henrik svensson@gmail.com Agency agreement to cancel Kloud Storage descri ption
. . Cancel John Doe (Principal) authorises My Partner Bank Bank, on behalf of the Principal, to
cancel and terminate the Principal’s agreements and/or memberships with Kloud
All open tickets in one
. anna.petrova@gmail.com Storage effective immediately. To fulfil this request, My Partner Bank Bank has a
view Sorted by Clge to P 9 ) . partnership with Minna Technologies Inc., who acts as a sub-agent in order to fulfil
h I . . Cancel the Principal’s request. The Principal also requests that Kloud Storage confirms with
e r|or|t|ze Minna Technologies Inc. that cancellation has been completed and on what date the
p p oliver.smith@gmail.com subscription will end.
Cancel
Agent Sub-agent
elena.ivanova@gmail.com My Partner Bank Minna Technologies Inc.
Cancel LEIl: 549300V7U04X9CVH5926 Employer Identification Number
(EIN)87-2256509
JcakObimue"er@gmall'com @ Principal Concerned Party
: : ance John Doe Kloud Storage
Message to user
Legal IﬂfOI’mCItIOn | | - Signed: 3/2/2023 11:14:03 contact@koludstorage.com ° TO Share Ony
. . uis.garcia@gmail.com Today Received: 3/2/2023 11:14:03 i i i
regardlng OCtlon Pause Opened: 3/2/2023 11:14:03 qualltatlve Info
emma.dubois@gmail.com ObOUt the requeSt
Pagination to load
Load More ¥ + . . .
¢* Learn more about automating this process. EI Give Feedback

more open tickets




Key features (2/3)

See descriptions of the screens you may see when accessing the portal, what they mean, and what you can do next!

Action Portal [@ User Guide ethSCg Action Portal B User Guide ethscg
OPEN TICKETS: 19
Q
User Age
johndoe@gmail.com
Cancel
jefferyarc@gmail.com
Cancel
sofia.martinez@gmail.com
Change Plan
clara.schneider@gmail.com
Cancel
luca.bernardi@gmail.com
Cancel
julia.nowak@gmail.com m
Cancel
henrik.svensson@gmail.com @
Cancel
anna.petrova@gmail.com a This request has been resolved by
Cancel
one of your colleagues.
oliver.smith@gmail.com m
Cancel Currently Open Requests: 19 OOpS' Something went wrong
elena.ivanova@gmail.com @
Cancel Open Next Ticket
jakob.mueller@gmail.com @
Cancel
luis.garcia@gmail.com
Pause
emma.dubois@gmail.com
Change Plan
noah.zimmermann@gmail.com Today ¢: Learn more about automating this process. El Give Feedback 4}: Learn more about automating this process. EI Give Feedback

Cancel

This means that there has been an error in our system. You can
use the Give Feedback option to write to us or send us an email at
support@us.minnatechnologies.com and we'll get to work. You
can click on another email in your inbox to access the new ticket.

This means that your colleague has already
resolved this ticket. Click on Open Next Ticket to
work through the queue




Key features (3/3)

See descriptions of the screens you may see when accessing the portal, what they mean, and what you can do next!

Action Portal B usercuide  ©thoca Action Portal B usercuide  €thOCC
by , by ,
OPEN TICKETS: 19
Q

User Age
johndoe@gmail.com
Cancel
jefferyarc@gmail.com
Cancel
sofia.martinez@gmail.com
Change Plan
clara.schneider@gmail.com
Cancel
luca.bernardi@gmail.com
Cancel
julia.nowak@gmail.com
Cancel
henrik.svensson@gmail.com
Cancel
Cancel
oliver.smith@gmail.com 2 days
c a Unexpected error

e This ticket is expired

i i C Retry o ) o

zlena.llvanova@gmall.com Please open additional new tickets for further viewing.

ance
jakob.mueller@gmail.com
Cancel
luis.garcia@gmail.com Today
Pause
emma.dubois@gmail.com
Change Plan
noah.zimmermann@gmail.com Today 4}‘ Learn more about automating this process. Give Feedback 4}* Learn more about automating this process. Give Feedback

+ +

Cancel

This means that there is a temporary error in our
system. Click on Retry to load the page. If it's still
not working, then wait for it come back online and
then retry.

The link to this ticket has now expired which means no action is
required from your side. Please navigate to your support inbox
and click on the latest email to access the portal.




Communicating outcomes to Ethoca (1/8)

Selecting the has been cancelled result

IF THEN HOW TO SELECT
Q User was found in Select has been cancelled
your system and add the date unti
when the user has access - -
to the service. This date can
Q User was verified — be in the past if the user — OY@N @YON
has already cancelled the O ”
service. could not be cancelled O
Q You can cancel the e -
account If the user has any
upcoming payments could not be cancelled
For Example: before the cancellation
User is on a paid account or a takes effect, then indicate
free trial, and you can the number of payments

successfully cancel the

- remaining, the date for the
subscription.

next payment, and when
the user will have access to
the service until

Once done, Submit your
response




Communicating outcomes to Ethoca (2/8)

Selecting the User is on a free account outcome

IF THEN HOW TO SELECT

has been cancelled

Q User was found in

your system

Select could not be cancelled and
— then choose User is on free account ——

(® Useris on a free account

Q User was verified (O User is paying via a third party

(O User has multiple accounts

Once done, Submit your response.

(O Userisin a fixed contract

User is on a free (O User not found in the system
account (O User details not matching
(O Other
For Example:

The user was on a
premium account, but
have now downgraded to
a free plan.




Communicating outcomes to Ethoca (3/8)

Selecting the User is paying via a third party outcome

IF THEN HOW TO SELECT
. has been cancelled
& Userwas found in Select User is paying via a third
your system party, if you cannot cancel the
subscription because it is billed |
(O Useris on a free account
— through a 3rd party and select/add —— e
egs t 1
& User was verified the name of the third party. © Userio paying va s third party
Which third party? (Optional)

O Apple () Google (® Other

Other

Once done, Submit your response.
User is billed through

a third party

(O User has multiple accounts

(O Userisin a fixed contract

E.g. User has a subscription but is
billed and managed through a

third party. (O User details not matching

(O Other

(O User not found in the system




Communicating outcomes to Ethoca (4/8)

Selecting the User has multiple accounts outcome

IF THEN HOW TO SELECT

has been cancelled

Q User was found in Select User has multiple accounts if

with the details provided and are

3 unclear which subscription the user is 3 O Useris on a free account
Q User was verified requesting to cancel. O User is paying via a third party
(® User has multiple accounts
Once done, Submit your response. (O Userisin a fixed contract
User has more than (O User not found in the system
] pCIId subscription (O User details not matching
(O Other
For Example:
User has 2 paid

subscriptions and it is
hard to tell which one the
user wants to cancel




Communicating outcomes to Ethoca (5/8)

Selecting the User is in a fixed contract outcome

IF THEN HOW TO SELECT
@& User was found in Select User is in a fixed contract, if has been cancelled
your system you cannot cancel the subscription
because the user is under a contract
; and add the date when the contract ; (O Useris on a free account
Q User was verified will end. (O User is paying via a third party
(O User has multiple accounts
o Once done, Submit your response. (® Useris in a fixed contract
User Is In ad contract Contract ends at
and subscription O
cannot be cancelled (O User not found in the system

(O User details not matching

(O Other

For Example:

User has a subscription
pbut still has a one or more
months left in their
contract.




Communicating outcomes to Ethoca (6/8)

Selecting the User not found in the system outcome

IF THEN HOW TO SELECT

€ User was not found Select User not found in the system, if
in your system you cannot find the user with any

H H (O Useris on a free account

has been cancelled

Q User was not Once done, Submit your response. O3 User s peying via e i par
cco ser is paying via a third par
verified P P
(O User has multiple accounts
(O Userisin a fixed contract
For Example:

(® User not found in the system
The email address was

not found in your system
and neither did any of the O Other
other information, like

Name or last 4 digits of

the card, match any

customer details on your

end.

(O User details not matching




Communicating outcomes to Ethoca (7/8)

Selecting the User details not matching outcome

IF THEN HOW TO SELECT
Q User was found in Select User details not match.ing., if R
your system you cannot cancel the subscription

not verify the user to take an action.
) (O Useris on a free account

@ User was not —

verified Select all the fields that did not match O Useris paying via a third party
your system for us to guide the users O User has multiple accounts
For Example: retry journey. (O Useris in a fixed contract
The email address was (O User not found in the system
found in your system Once done, Submit your response. (® User details not matching
but the last 4 digits of What's wrong?
the card didn’t match. [[] Name: John Doe

Email: john@gmail.com

Last 4 digits: 4356

(O oOther




Communicating outcomes to Ethoca (8/8)

Selecting the Other outcome

IF THEN HOW TO SELECT

€) None of the other Select Other, if you are unsure of what
outcomes fit your other result to choose and write your

(O Useris on a free account

has been cancelled

Once doneg, Submit your response.
(O User is paying via a third party

(O User has multiple accounts
(O Userisin a fixed contract
(O User not found in the system

(O User details not matching

(® Other

Other Reason




Summary of outcomes

/

User was found in User was verified You can cancel the
Q Q Q has been cancelled

your system account
User was found in ifi User is on a free .
< @ User was verified User is on a free account
your system account
User was found in ifi User is billed through . . . .
< @ user was verifiec . J User is paying via a third party
your system a third party
User was found in ifi User has more than .
< @ user was verifiec User has multiple accounts
your system one account

User was found in " User is in a contract
Q Q Jserwas veriied and subscription User is in a fixed contract

our system
Y Y cannot be cancelled

Q User was not found in your system Q User was not verified User not found in the system

Q User was found in your system Q User was not verified User details not matching

Q None of the other outcomes fit your decision Other




FAQS

Mastercard has acquired Minna Technologies. We are now part of Ethoca, a Mastercard company. Read more.

Why are we receiving requests from you?
Ethoca provides subscription management capabilities to your customers in their banking application. These requests are
initiated by your customers who give their authorization to the bank (and in turn to Ethoca) to perform the action on their behalf.

Can | reply to your email instead of using the Action Portal?
Yes, you can respond to to the email however we recommend using the Action portal to ensure a real-time response to your

customer in the bank app.

How quickly do we need to respond to requests?
We commit to a 3 calendar day time period to the customer after they take an action. It is imperative all actions are closed
within this time-period to ensure your customers don’t raise any disputes or chargebacks.

How do we reach out to you if we have any questions?

You can reach us either by using the “Give Feedback” button in the Action portal or by sending us a message at
support@us.minnatechnologies.com. We will get back to you within 3 business days.



https://www.ethoca.com/
https://newsroom.mastercard.com/news/perspectives/2024/sign-us-up-transforming-the-subscription-experience/

