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	Brief
	Corporate & E-Commerce Accounts may be closed if they are misused, such as shipping to a different profile than agreed or violating any other terms. Any department can request to close an account.

	Purpose
	The purpose of this process is to ensure that accounts are closed only for valid reasons and to minimize the risk of bad debts, legal liabilities, and misunderstandings with customers or among departments.

	Persons Affected
	All Sales Staff, Operation Team and Finance Collection Team

	Responsibilities
	Requester: 

· Complete the Request to “Suspend / Close Customer Account” using the form at the end of the document and attach all supporting documents and send it via email.
· Requester shall copy his direct manager justifying the reason of closure. (Only unjustified late payments customers will be approved by Finance Manager Only with coordination with Sales Manager.) 
· Within 1 working days Sales Administrator shall be take the action on Siebel system and SDM or any other related system and update any relevant reports.

Approvers:
· Sales Manager Review the request, attachments and decide within 2 working days account closure, price increase or legal action …. Etc., in some cases, request may be transferred to other departments for further verification or investigation.
· Sales Manager should decide in one working day regarding the late payment customers to avoid increasing the outstanding balance of the disputed customer, and in case no response during one working day, the Finance Manager will deactivate the account.
· 

Sales Administrator: 
· Apply the request in the Siebel system and modify the record comment for future validation based on the CR/TAX ID and ID. This is done to prevent any new account creation using the same CR/TAX ID or ID, or to close/deactivate existing accounts.

Sales Staff/ Finance Collection Team: 
· Sends “Closure of Account notification letter” to the customer via mail or through his account manager.


	Guidelines
	Requester:
· Can be from Sales, Finance, Operation, Collection team & QRM (Quality risk management)


Form: “Suspend / Close Customer Account Form”
The form must be filled completely.

Reason(s) for Closure

· In the event of customer is not shipping to profile, attached a copy of the RFR, the case will be reported to the account manager immediately to decide whether to close the account or to quote the customer with the required rate.

· In the event of account misuse such as (but not limited to):
· Unauthorized Access:
· Someone uses the account without permission.
· False Shipments:
· Fake shipping orders are created using your account.
· Account Information Theft:
· Personal details linked to your account are stolen.
· Violating contract’s terms and conditions.
· Late payment for more than one month with out a valid reason sent from the customer to his account manager.

· provide all supporting documents or evidence to support the claim
· In the event of late payment, provide statement of account or summary of their payment vs due date
· In the event of project closed, provide the details of the project on the justification part
· In the event of customer decision, provide the details on the justification part
· If any other case, please provide more details on the justification part.

Closed Account:

· Closed account cannot be reactivated without approval of Sales Manager, (Only late payments and credit related issues customers can be reactivated by Finance Manager with coordination with Sales Manager.)
· Sales should not open new account for the same customer without obtaining Sales Manager approval with proper justification.


Post-Closure Actions:
· After obtaining approval from the Sales Manager or Finance Manager, follow these steps to reactivate the closed account:
· Complete the "Reactivation Request Form" Via Email with all necessary details.
· Submit the form to the sales admin for processing.
· Upon approval, notify the customer promptly about the reactivation.
· Ensure that any outstanding issues or concerns related to the account closure are addressed.
· Update relevant records and systems such as (but not limited to): Siebel, SDM ..etc.  to reflect the reactivated status of the account.
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	Account No:
	Company Name
	Location
	Account Opening Date
	City
	Action
	Reason

	 
	 
	 
	 
	 
	Suspend/ Close
	Bad Payer / Legal Issue / Contract Related / Misuse / Outstanding Amount
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Dear [Customer Name],

We regret to inform you that your account with us has been [closed/suspended] due to [reason]. This means that you will no longer be able to [access/use] our [services/products] until you [resolve/pay] the outstanding [issue/amount].

We value your business and we hope to restore your account as soon as possible. To do so, please [contact us/pay the balance] by [date]. If you have any questions or concerns, please feel free to reach out to us at [phone number/email address].

We appreciate your cooperation and understanding in this matter.

Sincerely,
[Your Name] [Your Title] [Your Company]
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