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Chapter 2.06: Terminating a 
Customer  

Overview 
This chapter will guide you through the process of 
inactivating or terminating service on a customer’s 
account.  Instead of simply deleting the account from 
the system, you should keep the account in the 
program for historical data purposes, as well as 
occasional opportunities to start service on the account 
again. 

NOTE:  For information on permanently removing 
terminated accounts from Route Manager, please 
refer to Chapter 3.16 of the Supplemental Guide. 

There are five steps to follow when deactivating a 
customer: 

1. Pick up any installed equipment 
2. Pick up any empty containers 
3. Remove any account deposits 
4. Reconcile the account balance 
5. Deactivate the account 

NOTE:  The first two steps of this procedure can be 
skipped if you will use the handheld to pick up 
equipment and empty containers. 
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Picking up Equipment 
The first step in terminating a customer is to remove 
equipment from their account.  Go to Lists > Customer 
Information, and click on the Equipment tab. 

1. Click Modify on the account. 
2. Select the piece of equipment to be picked up by 

clicking on it. 

 

Click the Delete  key to the right of the equipment 
area.   

3. Enter the date the equipment was picked up, and any 
optional comment (the comment will be displayed on 
the Contacts tab).   

 
4. Click OK. 
5. Click Save on the account to complete the process. 
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Picking up Empty Containers 
When a customer terminates service, you will need to 
pick up their empty containers so that the account is 
properly credited for any deposits they may have been 
previously charged.   

NOTE:  This process will remove all deposits listed on 
the Products tab, under Lists > Customer 
Information.   

To begin, create a new invoice for the customer within 
Transactions > Invoices and Adjustments. 

 
Enter all of the deposit codes on the invoice and the 
quantity of containers being picked up (or refunded) as 
a negative number: 

 

NOTE:  If the option ‘Use Quick Return Entry’ in 
Branch Setup is enabled, you can click the Returns 

 button on the bottom of the screen, and enter 
the number of empties being credited. 

Click Save on the invoice, and Post the transaction on 
the account to complete the process. 
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Reconciling the Account Balance 
To deactivate an account, the account balance must be 
zero (0.00).  There are two methods for adjusting the 
account balance: 

 Entering a payment if the customer paid off the 
balance owed. 

 Transferring the balance to a Bad Debt or Write-Off 
account. 

Payment Made 
If the customer paid off the account, simply enter a 
payment for the amount received. 

Write-Off 
If there was no payment by the customer to reconcile 
their balance due, you will need to create a bad debt or 
write-off invoice within the Invoices and Adjustments 
screen. 
To begin, create a new invoice for the customer that is 
terminating service within Transactions > Invoices and 
Adjustments. 
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Enter the Bad Debt or Write-Off code on the invoice at 
a quantity of one, and enter the amount as a negative 
number (below). 

NOTE:  Create a new Bad Debt or Write-Off code 
within Lists > Product Codes > Product Charge Codes, 
if necessary. 

 
Click Save on the invoice, and Post the transaction on 
the account to complete the process. 
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Deactivating the Customer  
To deactivate a customer’s account, go to Lists > 
Customer Information, and select the customer that is 
terminating service.   
Click on the Credit tab and select the Modify key. 

 
Under the Status/Contract option, enter an ‘End Date’ 
and select an ‘End Reason’ on the screen. 

 

 
Click Save and you will be prompted to remove the 
customer from route: 

 
Select Yes to complete the process.  The account will 
now be flagged as inactive.   
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