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[bookmark: _Toc1539043962]1. Purpose
The purpose of this SOP is to define the standard process for identifying, investigating, and resolving invoices stuck in the DocuPhase workflow within the Finance module.
This SOP ensures timely invoice processing, approval completion, accurate integration with Microsoft Dynamics GP, and reduction of delays in Accounts Payable operations.
[bookmark: _Toc1855506509]2. Scope
This SOP applies to:
· Invoices stuck in DocuPhase approval workflow. 
· OCR processing failures. 
· Approval routing delays. 
· Workflow status not progressing. 
· Invoice matching failures. 
· Integration delays between DocuPhase and Microsoft Dynamics GP. 
· Invoices pending due to validation or configuration issues. 
This process supports Finance teams, AP teams, approvers, procurement teams, and IT support operations.
[bookmark: _Toc1644786043]3. Prerequisites
Before investigation begins, ensure the following information is available:
	Requirement
	Details

	Invoice Number
	Example: INV-DP-220451

	Supplier Name
	Vendor or supplier reference

	Workflow Status
	Pending / Stuck / Failed

	Approval Stage
	Current workflow step

	Invoice Date
	Supplier invoice date

	PO Number
	If applicable

	OCR Processing Status
	Validation result

	Error Screenshot / Logs
	Supporting evidence

	Integration Logs
	GP integration validation



[bookmark: _Toc31590021]4. Responsibilities
	Role / Team
	Responsibility

	AP / Finance Team
	Validate invoice details and approval status

	DocuPhase Support Team
	Investigate workflow and OCR issues

	IT Support Team
	Validate integration or system failures

	Approvers / Managers
	Review and approve pending invoices

	GP Support Team
	Validate invoice integration into GP

	Procurement Team
	Validate PO matching and supplier details



[bookmark: _Toc2113289132]5. Process Overview
The invoice workflow process generally includes:
1. Invoice ingestion into DocuPhase. 
2. OCR data extraction. 
3. Validation and matching. 
4. Approval routing. 
5. Final approval completion. 
6. Integration into Microsoft Dynamics GP. 
7. Invoice posting and reconciliation. 
An issue occurs when invoices remain pending or fail to progress through one or more workflow stages.
[bookmark: _Toc1532507184]6. Detailed Procedure
[bookmark: _Toc1023996763]6.1 Identify the Workflow Issue Type
Determine the exact issue scenario:
	Scenario
	Description

	OCR Extraction Failure
	Invoice data not captured correctly

	Approval Pending Too Long
	Approver has not completed action

	Workflow Routing Failure
	Invoice not moving to next stage

	PO Matching Failure
	Invoice cannot match PO or receipt

	Integration Failure
	Invoice not sent to GP

	Duplicate Invoice Detection
	Workflow stopped due to duplicate validation

	Validation Rule Failure
	Mandatory fields missing or incorrect



[bookmark: _Toc39055963]6.2 Validate Invoice Details
Verify the following:
· Invoice number. 
· Supplier information. 
· Invoice amount. 
· PO number and matching details. 
· OCR extracted fields. 
· Approval hierarchy. 
· Workflow timestamps. 
[bookmark: _Toc1265673232]6.3 Validate in DocuPhase
Check the following in DocuPhase:
· Current workflow stage. 
· OCR extraction results. 
· Approval queue. 
· Workflow history. 
· Validation errors. 
· Exception queues. 
· Duplicate invoice warnings. 
· Pending approvals. 
[bookmark: _Toc1097391601]6.4 Validate Integration with Microsoft Dynamics GP
Verify:
· Invoice exported successfully. 
· Integration logs. 
· Failed transactions. 
· Duplicate invoice records in GP. 
· GP batch status. 
· Invoice posting status. 
[bookmark: _Toc178764336]7. Error Handling & Resolution
[bookmark: _Toc1925945489]7.1 Common Error: Invoice Stuck in Approval Workflow
[bookmark: _Toc649571204]Description
Invoice remains pending in approval stage and does not progress further.
[bookmark: _Toc574706581]Possible Causes
· Approver unavailable. 
· Approval workflow routing issue. 
· Missing approval hierarchy. 
· Workflow timeout or interruption. 
[bookmark: _Toc1595903675]Resolution Steps
1. Verify current approval stage. 
2. Identify assigned approver. 
3. Check workflow history and timestamps. 
4. Escalate approval if SLA exceeded. 
5. Validate approval hierarchy configuration. 
6. Reassign approval if required. 
7. Confirm workflow progresses successfully. 

[bookmark: _Toc610379109]7.2 Common Error: OCR Validation Failure
[bookmark: _Toc1886442568]Description
Invoice workflow halted because OCR extraction failed or mandatory fields missing.
[bookmark: _Toc899714404]Possible Causes
· Poor invoice image quality. 
· Missing supplier details. 
· Invalid PO reference. 
· OCR parsing failure. 
[bookmark: _Toc890166793]Resolution Steps
1. Review OCR extraction results. 
2. Validate invoice image quality. 
3. Correct missing or incorrect fields manually. 
4. Verify supplier and PO references. 
5. Reprocess OCR validation. 
6. Confirm workflow continuation. 

[bookmark: _Toc895909856]7.3 Common Error: Invoice Not Integrated to GP
[bookmark: _Toc606983614]Description
Invoice approved successfully in DocuPhase but not transferred to Microsoft Dynamics GP.
[bookmark: _Toc819042290]Possible Causes
· Integration service interruption. 
· Duplicate invoice validation in GP. 
· GP batch posting issue. 
· Missing mandatory GP fields. 
[bookmark: _Toc1246005855]Resolution Steps
1. Verify DocuPhase approval completion. 
2. Check integration logs. 
3. Validate invoice export status. 
4. Review GP batch status. 
5. Correct failed validation fields. 
6. Reprocess integration after approval. 
7. Confirm invoice posted in GP. 
[bookmark: _Toc1928195862]8. Real-Life Example
[bookmark: _Toc137572051]Example Scenario
Invoice Number: INV-DP-220451
 Supplier: National Medical Equipment Supplier
 PO Number: PO-902154
[bookmark: _Toc1399582946]Issue Reported
AP team identified that invoice INV-DP-220451 remained stuck in the “Manager Approval” workflow stage for more than 5 business days and was not progressing to Microsoft Dynamics GP posting.
[bookmark: _Toc1990366989]Investigation Performed
1. Verified invoice workflow status. 
a. Invoice remained in Manager Approval stage. 
2. Checked workflow history. 
a. Assigned approver account inactive. 
3. Validated approval hierarchy. 
a. Workflow still routed to former manager. 
4. Reviewed OCR extraction. 
a. OCR completed successfully. 
5. Checked GP integration logs. 
a. No integration initiated because approval incomplete. 
[bookmark: _Toc217914678]Resolution
1. DocuPhase support team updated approval hierarchy. 
2. Invoice reassigned to active Finance Manager. 
3. Approval completed successfully. 
4. Invoice integrated into Microsoft Dynamics GP. 
5. GP posting validated successfully. 
[bookmark: _Toc1713487676]Final Outcome
Invoice workflow completed successfully and AP processing delay resolved.
[bookmark: _Toc1443109755]9. Controls & Best Practices
· Monitor pending workflow queues daily. 
· Validate approval hierarchy regularly. 
· Review OCR exception queues promptly. 
· Escalate overdue approvals based on SLA. 
· Maintain active approver account reviews. 
· Validate integration jobs daily. 
· Avoid manual bypass without approval evidence. 
[bookmark: _Toc1534705147]10. Dependencies
	Dependency
	Purpose

	DocuPhase
	Invoice workflow and OCR processing

	Microsoft Dynamics GP
	Invoice posting and financial processing

	AP / Finance Team
	Invoice validation and approvals

	Approvers / Managers
	Workflow approvals

	Procurement Team
	PO matching validation

	IT Support Team
	Workflow and integration troubleshooting



[bookmark: _Toc103002383]11. Output / Deliverables
After issue resolution, confirm the following:
· Invoice workflow completed successfully. 
· Approval process finalized. 
· OCR validation corrected if required. 
· Invoice integrated into GP successfully. 
· AP reconciliation completed. 
· Supporting documentation updated. 
· Resolution activity recorded. 
[bookmark: _Toc530844780]12. Audit & Tracking
	Tracking Item
	Details

	Invoice Number
	INV-DP-220451

	Supplier Name
	National Medical Equipment Supplier

	Workflow Stage
	Manager Approval

	Issue Type
	Invoice Stuck in Workflow

	Root Cause
	Inactive approver assignment

	Resolution Action
	Updated workflow routing and reassigned approval

	Validation Evidence
	Workflow logs / GP posting screenshots

	Integration Status
	Successful

	Closure Status
	Resolved



[bookmark: _Toc1712003678]13. Risks & Mitigation
	Risk
	Impact
	Mitigation

	Delayed Supplier Payments
	Vendor dissatisfaction and late fees
	Monitor pending workflow queues daily

	Approval Bottlenecks
	Invoice processing delays
	SLA-based approval escalation

	OCR Validation Errors
	Incorrect invoice processing
	Review OCR exception queues promptly

	Integration Failures
	Invoice not posted to GP
	Monitor integration jobs regularly

	Inactive Approver Accounts
	Workflow stuck indefinitely
	Regular approval hierarchy validation

	Duplicate Invoice Posting
	Financial reconciliation issues
	Validate duplicate invoice controls
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