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[bookmark: _Toc1917476466]1. Purpose
The purpose of this SOP is to define the standard process for identifying, investigating, and resolving Customer Balance Mismatch issues within the Finance module under the AR sub-module.
This SOP ensures that customer outstanding balances, invoices, payments, credit notes, and reconciliation values remain accurate within Microsoft Dynamics GP and integrated systems such as DocuPhase.
[bookmark: _Toc2054427861]2. Scope
This SOP applies to:
· Customer balance discrepancies. 
· Incorrect outstanding balances. 
· Invoice and payment mismatches. 
· Duplicate or missing customer transactions. 
· Credit note application discrepancies. 
· AR reconciliation issues. 
· Integration-related balance inconsistencies between DocuPhase and Microsoft Dynamics GP. 
This process supports subcontractors, equipment vendors, logistics providers, and AR reconciliation operations.
[bookmark: _Toc1705355645]3. Prerequisites
Before investigation begins, ensure the following details are available:
	Requirement
	Details

	Customer Number
	Example: CUST-30581

	Invoice Number
	Example: INV-AR-405721

	Payment Reference
	Example: PAY-AR-99215

	Credit Note Number
	If applicable

	Customer Statement
	Latest customer statement

	AR Aging Report
	Required for validation

	GP Batch Number
	If applicable

	Error Screenshot / Report
	Supporting evidence

	Integration Logs
	Required if integration issue suspected



[bookmark: _Toc1823196400]4. Responsibilities
	Role / Team
	Responsibility

	Finance / AR Team
	Validate customer balances and reconciliation

	GP Support Team
	Investigate transaction posting and application issues

	IT Support Team
	Validate integrations and system errors

	Accounting Team
	Verify GL and AR reconciliation

	DocuPhase Support Team
	Validate OCR workflow and invoice processing

	Business Users
	Provide remittance and transaction references



[bookmark: _Toc1684134971]5. Process Overview
The customer balance management process generally includes:
1. Invoice generation and posting. 
2. Customer payment processing. 
3. Credit note or adjustment application. 
4. AR reconciliation. 
5. Customer statement generation. 
6. Aging and balance validation. 
A mismatch occurs when customer balances in AR reports, statements, or GP inquiries do not match actual transaction activity.
[bookmark: _Toc267826865]6. Detailed Procedure
[bookmark: _Toc1025964705]6.1 Identify the Mismatch Type
Determine the exact discrepancy scenario:
	Scenario
	Description

	Invoice Missing from Balance
	Invoice posted but not reflected

	Payment Not Reducing Balance
	Payment exists but customer still shows overdue

	Duplicate Customer Balance
	Same invoice reflected multiple times

	Credit Note Not Applied
	Credit exists but balance unchanged

	Incorrect Aging Bucket
	Balance shown in wrong overdue category

	GL vs AR Difference
	Customer AR balance differs from GL

	Historical Open Balance
	Old transactions remain open incorrectly



[bookmark: _Toc724428325]6.2 Validate Customer Transactions
Verify the following:
· Invoice status. 
· Payment application. 
· Credit note application. 
· Customer adjustments. 
· Open and historical transactions. 
· Duplicate transaction records. 
· Customer account mapping. 
[bookmark: _Toc2067244028]6.3 Validate in Microsoft Dynamics GP
Check the following in GP:
· Customer inquiry window. 
· AR transaction inquiry. 
· Open receivables. 
· Posted/unposted batches. 
· Apply records. 
· Batch recovery status. 
· Customer statement details. 
· AR aging report. 
[bookmark: _Toc412053935]6.4 Validate Integration / DocuPhase Processing
If transaction originated from integration or DocuPhase:
· Verify OCR invoice capture. 
· Validate payment import logs. 
· Check integration failures. 
· Validate duplicate imports. 
· Confirm synchronization between source system and GP. 
[bookmark: _Toc1832386621]7. Error Handling & Resolution
[bookmark: _Toc1224509507]7.1 Common Error: Payment Posted but Customer Balance Still Outstanding
[bookmark: _Toc1548362384]Description
Customer payment is posted successfully, but customer balance remains unchanged.
[bookmark: _Toc1877744093]Possible Causes
· Payment not applied to invoice. 
· Apply process interruption. 
· Incorrect customer mapping. 
· Duplicate invoice reference. 
· Aging rebuild required. 
[bookmark: _Toc1127189639]Resolution Steps
1. Verify payment posting in GP. 
2. Check apply records. 
3. Validate invoice application status. 
4. Confirm customer account mapping. 
5. Reapply payment if necessary. 
6. Run AR aging reconciliation. 
7. Confirm updated customer balance. 

[bookmark: _Toc189635894]7.2 Common Error: Duplicate Customer Balance
[bookmark: _Toc1012159942]Description
Customer balance appears higher due to duplicate invoice or transaction records.
[bookmark: _Toc1443920288]Possible Causes
· Duplicate invoice posting. 
· Integration retry duplication. 
· Batch recovery reposting. 
· Manual transaction duplication. 
[bookmark: _Toc1363079022]Resolution Steps
1. Identify duplicate transactions. 
2. Verify invoice document numbers. 
3. Review integration logs. 
4. Validate posting history. 
5. Reverse duplicate transaction after approval. 
6. Reconcile customer balance. 

[bookmark: _Toc1101527789]7.3 Common Error: Credit Note Not Reducing Customer Balance
[bookmark: _Toc1039640671]Description
Credit note exists but customer outstanding balance remains incorrect.
[bookmark: _Toc1561103039]Possible Causes
· Credit note not applied. 
· Posting incomplete. 
· Incorrect invoice linkage. 
· Apply record failure. 
[bookmark: _Toc834425476]Resolution Steps
1. Verify credit note posting. 
2. Validate apply records. 
3. Confirm original invoice linkage. 
4. Apply credit correctly. 
5. Recalculate AR aging. 
6. Validate updated balance. 
[bookmark: _Toc329929794]8. Real-Life Example
[bookmark: _Toc17229826]Example Scenario
Customer Number: CUST-30581
 Invoice Number: INV-AR-405721
 Payment Reference: PAY-AR-99215
 Customer: National Equipment Logistics
[bookmark: _Toc146781041]Issue Reported
Finance team identified that customer CUST-30581 showed an outstanding balance of AUD 18,500.00 in the AR Aging report even though payment PAY-AR-99215 had already been received and posted.
[bookmark: _Toc862622155]Investigation Performed
1. Verified payment in Microsoft Dynamics GP. 
a. Payment existed successfully. 
2. Checked customer apply records. 
a. Payment remained unapplied. 
3. Verified remittance advice. 
a. Customer referenced invoice INV-AR-405721 correctly. 
4. Checked AR Aging. 
a. Invoice remained in 30+ overdue bucket. 
5. Reviewed integration logs. 
a. No integration failures identified. 
6. Checked batch history. 
a. Posting interruption occurred during apply process. 
[bookmark: _Toc59326173]Resolution
1. Finance team reopened the apply process. 
2. Payment PAY-AR-99215 was applied against invoice INV-AR-405721. 
3. AR Aging reconciliation utility executed. 
4. Customer statement regenerated. 
5. Outstanding balance updated correctly. 
[bookmark: _Toc1204782697]Final Outcome
Customer balance matched payment activity successfully and reconciliation completed without further discrepancies.
[bookmark: _Toc724486374]9. Controls & Best Practices
· Reconcile customer balances regularly. 
· Review unapplied cash daily. 
· Validate customer remittance before posting. 
· Avoid duplicate reposting of failed batches. 
· Monitor AR Aging discrepancies proactively. 
· Maintain approval evidence for adjustments. 
· Validate integration retry logic. 
[bookmark: _Toc549341813]10. Dependencies
	Dependency
	Purpose

	Microsoft Dynamics GP
	Customer balance and AR management

	DocuPhase
	OCR and invoice workflow

	Finance / AR Team
	Reconciliation and validation

	Accounting Team
	GL reconciliation

	Banking System
	Payment confirmation

	Integration Services
	Invoice and payment synchronization



[bookmark: _Toc1954115712]11. Output / Deliverables
After issue resolution, confirm the following:
· Customer balance updated correctly. 
· Invoice and payment reconciliation completed. 
· Duplicate or incorrect entries corrected. 
· AR Aging updated successfully. 
· GL and AR balances aligned. 
· Supporting evidence documented. 
· Resolution activity tracked. 
[bookmark: _Toc482430325]12. Audit & Tracking
	Tracking Item
	Details

	Customer Number
	CUST-30581

	Invoice Number
	INV-AR-405721

	Payment Reference
	PAY-AR-99215

	Issue Type
	Customer Balance Mismatch

	Root Cause
	Payment remained unapplied

	Resolution Action
	Reapplied payment and rebuilt aging

	Validation Evidence
	GP screenshots / customer statement

	Reconciliation Status
	Completed

	Closure Status
	Resolved



[bookmark: _Toc479217198]13. Risks & Mitigation
	Risk
	Impact
	Mitigation

	Incorrect Customer Balance
	Financial reporting inaccuracies
	Perform regular reconciliation

	Duplicate Invoice Posting
	Overstated receivables
	Validate duplicate transactions

	Unapplied Payments
	Incorrect overdue balances
	Daily unapplied cash review

	Credit Note Application Failure
	Incorrect customer balance
	Validate apply records

	GL and AR Difference
	Financial reconciliation issues
	Monthly GL vs AR reconciliation

	Integration Retry Duplication
	Duplicate postings
	Monitor integration execution logs
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