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1. Introduction 

1.1. Purpose 

The purpose of this document is to describe the use of the different sections found in the Dashboard 

page.   

1.2.  Scope 

This document applies to users who are registered and active as merchant administrators, with 

access to the Dashboard page to view analytics and transactions for the merchant's different 

payment channels and account statements.   

Note: The term “owner” refers to the merchant's administrator user. Meanwhile, the term "new user" 

refers to the merchant user created by the owner.  
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2. Accessing Dashboard 
Go to the website https://dashboard.evertecinc.com using either Firefox or the Google Chrome 

browser.  Once the home page loads, you must enter your email and password and click on the Login 

button to gain access. 

 

 

Note: The user should have set up their credentials in order to access the Dashboard (please refer to 

Step-by-step process for owner to create a new user [merchant administrator user]  to set up the 

credentials). 

  

https://dashboard.evertecinc.com/
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3. Home Page - Notification Center 
After the user logs in successfully, they will see the notification center as their home page. The 

Dashboard page will show the payment channels that apply to the merchant or business. 

 
The user will see the following sections in the home page: 

 

1. Analytics – Charts and statistics for the payment channels registered to the merchant or business. 

2. Call Center Pay and Checkout Page – Shows the daily settlement, pending transactions, closed 

transactions, and online response.  It allows the administrator user to modify the merchant settings, 

cancel ACH and credit card transactions, and issue partial or complete refunds to credit cards.  The 

business owner and the user can export the data to Excel and PDF files. 

3. Checkout API and Kiosk – Features daily settlements, pending transactions, closed transactions, 

and online response.  It allows the merchant administrator user to cancel ACH and credit card 

transactions and issue partial or full refunds to credit cards.  The business owner and the user can 

export the data to Excel and PDF files. 

4. POS – Shows closed transactions.  You can export the data to Excel and PDF files.  The data is 

available for up to one year. 

5. Recurring – Shows the daily settlements and closed transactions.  You can export the data to 

Excel and PDF files. 

6. Account statements – Shows the monthly account statements, available to view in the browser or 
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export to Excel or PDF files.  These statements are available for up to 18 months. 

7. Users – Shows the merchant users that are actively using the Dashboard page.  A merchant 

administrator user can create users with their corresponding roles. This user can also generate 

user reports for auditing purposes. 

8. Reports – It lets the user generate reports containing the actions performed by administrator users 

and in the Audit Report section. 

9. Chargebacks – Displays and lets users manage chargebacks for different payment card brands. 
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4. Analytics 
In this section, you will find charts for transaction summery by payment type, sales volume, and 

transaction summary by status. Any transactions left pending at closing will be displayed here. 

Analytics will be available for all payment channels. 

 

5. Payment Channels 
Payment channels will be available depending on the type of merchant or business.    

 

I. Daily Settlement 

Available for: Call Center Pay, Checkout Page, Checkout API, and Kiosk. You will be able to see 

the daily settlement as reported and based on bank deposits. It includes payment method, date, 

and amount. This information may be printed by selecting I 
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II. Pending Transactions  

Available for payment channels: Call Center Pay, Checkout Page, Checkout API, and Kiosk. 

a. Select the Pending Transactions option.  

b. You can search for transactions by payment method (credit card, ACH, check, etc.), status 

(completed or not completed), authorization number, transaction ID, and amount. 

 

c. Dashboard will display the transactions. You can change the number of records to be shown 

per page, either 25 or 100.  
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• The status column shows whether or not the transaction was completed.   

• Select the  icon to view the customer's receipt, customer name, customer email, 

customer ID, and payment confirmation number. You can also print a receipt copy. 

• You may print the data or export the transaction list to Excel or PDF. 

 

 

III. Closed Transactions 

Available for payment channels: Call Center Pay, Checkout Page, Checkout API, and Kiosk. 

a. Select the Closed Transactions option . 

b. The batch of closed transactions will be displayed. Select the  icon to search and view 

specific lots.   
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c. You can search for a transaction by payment method (credit card, ACH, check, etc.), status 

(completed or not completed), authorization number, transaction ID, and amount. 

 
d. Dashboard will display the transactions. You can change the number of records, either 25 or 

100, to be shown per page.  
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• The status column shows whether or not the transaction was completed.  To view a 

transaction's detailed history (transaction log), click on Completed. The transaction log may 

be exported to Excel or PDF. 
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• You can export the data to Excel and PDF. 

• You may cancel credit card transactions and refund ACH transactions (available depending 

on user role).   

• Select the receipt icon  to view the customer's receipt and other information, including 

customer name, customer email, customer ID, and confirmation number. You can print the 

receipt by selecting Print.   
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IV. Online Response 

Available for payment channels: Call Center Pay, Checkout Page, Checkout API, and Kiosk. 

 

The application will display the merchant's URL for the Online Response service, an OK 200 

response code indicating that the information sent was received correctly. The system will let you 

export the data in Excel or PDF format. 

 

 

Merch 234 
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Note: If the merchant does not have the Online Response service set up in the application, no data 

will be shown. 

 

 

V. View Setup 

Available for payment channels: Call Center Pay and Checkout Page. 

 

It allows you to modify merchant settings, including button settings, display options, and email 

options.   

 

a. Button Configuration – May include the Return button description in English and Spanish, 

Return button URL, and Cancel button URL. To learn more about the requirements related to 

configuration parameters, please go to the Setup Manual located on the right side 

. 
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b. Display options – It lets you include a header image, set up whether the customer address 

information will be required or not, customer name label in English and Spanish, account name 

label, customer ID masking field, and payment confirmation note.   

 

To learn more about the requirements related to configuration parameters, please go to the 

Setup Manual located on the right side . 
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c. Email options – You will be able to set up the email subject and message in English and 

Spanish.  To learn more about the requirements related to configuration parameters, please go 

to the Setup Manual located on the right side . 

 

MERCHANT TEST 098 
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6. POS Receipts   
Dashboard displays the POS receipts, including the merchant copy and the customer copy.  Both are 

available to send by email and to print. 

 

              

  

MERCHANT TEST 
098 

MERCHANT TEST 
098 
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7. Transaction Voids & Refunds 
Available for payment channels: Call Center Pay, Checkout Page, and Checkout API. 

 

A merchant administrator may perform, cancel, or void a transaction on Dashboard.  

 

ACH and credit card transactions may be voided before 3:00 p.m. Credit card transactions may be 

refunded for up to 90 days after the date of the transaction. 

 

To process a refund, select the icon .  The administrator user must enter: 

✓ the refund amount 

✓ the reason for the refund 

✓ customer email  

✓ credit card number and confirmation, CVV, and expiration date 

 

 

  

MERCHANT TEST 098 

Customer 
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To process a void, press the  icon.  The administrator user will need to view and confirm the following 

information: 

 

✓ Merchant name 

✓ Transaction ID 

✓ Customer name 

✓ Authorization number  

✓ Payment type 

✓ Amount 

 

 

 

  

MERCHANT TEST 098 

Customer 
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8. Account Statements 
Dashboard includes your monthly account statements.  These may be viewed in the browser and 

exported to Excel and PDF.  Account statements are available for up to 18 months. 
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MERCHANT TEST 
PO Box 9876 
San Juan, PR 00999 
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9. Audit Report 
Note: In the latest Dashboard version, this report is located in the Reports section.  

This option is used to generate reports featuring the actions performed by the merchant users. You 

may search by user, user type, actions, or date range.  

• After selecting any of the search options, press Search. 

• If there is any action performed by the user, the screen will provide detailed information.  

• From this screen, you will be able to save, export, or print the report.  
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10. Step-by-step process for owner to create a new user (merchant 

administrator user) 
 

Process: Description  Process: Screenshot 
 
First, the owner logs into the new Dashboard 
site: 

   https://dashboard.evertecinc.com  
 
To create a new user, the owner must go to 
"Users" in the left-side menu panel and press 
the "Add User" button in the drop-down 
menu. As the first step to create a new user, 
the system will direct you to the "Profile" 
section. 
 
If the "Add User" button is not displayed, it 
means the owner does not have the access 
privileges to create users. In order to obtain 
this access privilege, the owner must contact 
the system administrator for assistance. 
 
Note: Please note that you will need to complete a 
total of four sections in order to register the new 
user in the system. First, the "Profile" section, then 
the "Bank" section, followed by the "Merchant" 
section, and finally, the "Roles" section. These 
sections will be explained in detail in steps 2 
through 5.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://dashboard.evertecinc.com/
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Process: Description  Process: Screenshot 
 

The owner must enter the new user's information 
in the "Profile" section. 
 

Fields such as "Name," "Last Name," and "Email" 
are required. The "Email" field will also be the new 
user's login credential. Therefore, once the email is 
saved to the system, it may not be changed. Only 
"First Name" and "Last Name" will be editable. 
 

The "User Type" button specifies the type of 
access the new user will have in Dashboard. This 
field is required and must be selected in order to 
continue with the registration process. 
 

The owner may disable or enable the buttons on 
this screen at any time. When creating a new user, 
it is recommended to use the default settings. Their 
descriptions are as follows: 
 

“Status” : If set to “Active”, it lets the user access 
Dashboard. Default is "Active". 
 

“Reset Password” : If set to “Yes”, the system will send 
the user an email to reset their password. Default is "Yes" 

when creating a new user. 
 

“Blocked”: If set to “Yes”, the user's access to 
Dashboard will be blocked. This button is automatically 
enabled if the user enters the wrong password after five 

attempts to log in. Default is "No". 
 

“Reset Security Question” : If set to Yes, the system 

will reset the security question and answer. Default is 
"No". 
 

“Send Email Notification”: If set to Yes, notifications will 
be sent by email to the registered user. Default is "Yes". 
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Process: Description  Process: Screenshot 
 

The owner will assign an institution to the new 
user in the "Bank" section. Since the owner 
has a bank assigned by default, the system 
will automatically set it to "Active". 

 
This toggle button may not be modified, which 
means it will always remain "Active", since at 
least one bank is required to proceed with the 
registration process.  
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
In the "Merchants" section, the owner must 
assign one or more merchants to the new 
user by selecting them from a list. The list 
displayed will depend on the owner's access 
to these merchants. 
 
The owner can filter the list by "Payment 
Channel" or use the "Search" to look for a 
specific merchant. 
 

   The toggle buttons  
determine whether the merchant is selected 
(Yes) or not selected (No). The owner may 
select merchants individually with the button 
on the left or select all using the "Select All" 
button located on the upper left side of the 
page.  
 
At least one merchant should be selected in 
order to continue with the registration 
process. 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Abc 

Dfg 

Hij 

Klm 

Nop 

Cbc 

Gfd 

Jih 

Mlk 

Pon 

0000000000001 

0000000000003 

0000000000005 

0000000000007 

0000000000009 

0000000000002 

0000000000004 

0000000000006 

0000000000008 

0000000000010 



 

t. 787.759.9999 | PO Box 364527 San Juan, PR 00936-4527 

 

 

 

26 

Process: Description  Process: Screenshot 
 

In the "Roles" section, the owner may assign 
one, several, or no roles to the user. If the 
button is set to “Active”, the new user will be 
assigned the                 corresponding 
function in Dashboard, and if it is set to 
“Inactive”,                        the function will not 
be assigned.  

 
A merchant user may have different roles, 
such as: 

• Void - Access to transactions canceled 
before the end of closing. 

• Refund - Access to refund transactions 
after closing. 

   Note: The "Users" function will be disabled           
   because merchant users do not have  
   access to add or edit users in   
   Dashboard  
 

After the roles are determined, a "Finish" 
button               will appear at the bottom of 
the page to complete the registration process 
performed by the owner. 

n  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
After pressing the "Finish" button in step 5, a 
confirmation pop-up window will appear. 
 
If the "Cancel" button is pressed, no action 
will be performed, and the owner will be 
returned to the "Roles" section of the page. 
 
If the "Submit" button is pressed, the 
information will be uploaded to the system, 
the owner will be redirected to the “Edit User” 
page, where the new user will be added to the 
list, and an email will be automatically sent to 
the new user with login instructions. 
 
   

 
 
 
 
 
 
 
 
 
 
 
 

  

johndoe@abcdefg.com? 
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11. Step-by-step process for new user to obtain access in Dashboard 

Process: Description  Process: Screenshot 
 
The newly created user will receive an email 
notification stating that a Dashboard account 
has been activated. 
 
To access this account, the new user must 
provide additional information and complete 
the registration process by clicking the 
"Welcome to Dashboard" link provided in 
the email. 

 
 
 

 

After clicking the "Welcome to Dashboard" link 
in step 7, the new user will be directed to the 
"Register New Password" page in Dashboard. 

 
Here, the user will enter the new password, 
twice to confirm it is valid, and press the 
"Reset" button. 
 

   Note: The button located within the   
   "New Password" text field will   
   display the Password Policy  
   as shown here: 
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Process: Description  Process: Screenshot 
 

Once the new user clicks the "Reset" button 
in step 8, the system will send an email to 
confirm that the password reset request is 
complete. 
 
The new user can now press the "Login to 
Dashboard" button to be redirected to the 
Dashboard login page. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
In the Dashboard login page, the system will 
ask the new user to enter the email and 
password and press the "Login" button to 
submit the information. 
 
The system will validate that the user 
credentials are correct and redirect the user 
to a security question validation page to 
complete the registration process. 
 
 
. 
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Process: Description  Process: Screenshot 
 
In the security validation page, the system will 
have first-time users select a question from a 
drop-down menu and enter their answer, 
which will be case sensitive, in the box 
provided. Once submitted, the system will 
save this information as part of the validation 
process. The next time the user tries to login, 
the system will validate that both the selected 
question and the answer entered are correct 
before letting the user access Dashboard. 
 
Note: If the user opts to enable the "Remember 
this device" option, the next time they log in from 
the same device, they will be able to skip the 
security question, until the user changes the device 
or the security question, with of the owner's 
authorization. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Congratulations, welcome to Dashboard! 
Once the validation is complete, the newly 
created user can start navigating the 
Dashboard site, starting with the Notification 
Center as their home page. 
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12. Chargebacks 
In this section, you will be able to view and manage chargebacks for VISA, MasterCard, ATH 

(including ATH Móvil QR code), and EBT payment cards.  

 

To learn more about the navigation, go to section I. General Navigation in the Chargeback Section.  

For instructions to manage chargebacks, go to section II. Chargeback Management by Merchant 

Administrator.  
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I. General Navigation in the Chargeback Section 

 

The Chargeback screen will appear when you select a payment card brand for a chargeback in the 

Chargeback section. This screen displays a table with the summary of chargeback batches:  

 

On this screen you can: 

• View chargeback batches, batch date, batch number, total chargeback amount, number of open 

chargebacks, letters sent, chargebacks sent to debit, chargebacks represented in a claim, 

number of pending and closed chargebacks, total quantity of chargebacks, days to complete 

batch chargebacks, and view detail of each chargeback. 

 

• Arrange a column's content in ascending or descending order by clicking on the column name. 

 

• Show multiple batches in a single page (up to 100 batches per page) by clicking on Show.  
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You can also:  

• Use Search to perform a numeric search for a chargeback. 

• Download the list of chargeback batches as shown on the screen, in CSV (Excel)   or 

PDF  format.  

 

To see a summary of the chargebacks in a batch, select  VIEW.  

The Chargeback Summary screen will appear, displaying a table with the summary and 

information for each chargeback corresponding to the batch (see below). 
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The Chargeback Summary screen will display a table with the information for each chargeback. 

  

Note: To see the whole table, you must adjust the web browser's view (zoom).  

 

The table columns will show:  

 

• Chargeback Date 

• Transaction Date 

• Channel 

• Merchant Name 

• Merchant Number 

• Authorization Number 

• Chargeback Amount 

• Transaction Amount 

• Last 4 digits of card 

• Reason Code  

• Status  

• Days for Merchant to Respond – days remaining in the chargeback processing time, starting 

on the date the letter is sent to the merchant.  
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Important:  

The total number of days granted for the merchant to respond, from the date the letter is 

sent, will be: 

a) 15 days for Visa / MasterCard 

b) 15 days for ATH / ATH Móvil QR code 

c) 5 days for EBT cards 

 

The total number of days for the analyst to process the chargeback, from the date the 

letter is sent, will be: 

a) 30 days for Visa 

b) 45 days for MasterCard 

c) 30 days for ATH / ATH Móvil QR code 

d) 15 days for EBT cards 

 

• View – it will let you view the chargeback documents (within the Chargeback Summary 

screen) 
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To view chargebacks for a particular channel or status, select a filter under Channel or Status.  

 

 

To view details of a chargeback Status, select the status on the table. The Log Status screen will 

appear.  
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The Log Status screen will show you a description of the status changes –for example, if a 

chargeback claim was submitted and whether it will be debited from the account– and the date of said 

changes.  

 

You may export information from the Log Status to Excel or PDF format by selecting the 

corresponding icons. 

Select Close to exit the screen. 
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To view the documents or comments related to a chargeback, select View . 

 

The Chargeback Documents screen will appear. Here, you will be able to see the merchant's name, 

chargeback number, and reference number, along with a table including attached documents and 

comments. 
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You will also have the option to add documents and comments to the chargeback.  

 

To add a comment or document to the chargeback: 

• Make the corresponding entry in the box located on the right.  

• If you want to add a file, click on the Choose File button. 
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• Select the file and click on Open. Confirm that the file has been attached. 
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• Select the Submit button. The system will display a message confirming that the comment and 

file attachment have been added. 

 

To delete a comment or file, select the  icon.  
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A confirmation message will appear to delete the document or comment. Select Confirm. 
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In the Chargeback Documents screen, you can also: 

• Use Search to look for a document. 

 

• Download the table of documents in Excel or PDF format by selecting the corresponding icon.  

• Download the attached document (file) by clicking on the download icon . 
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The Email Management section will show the screen to manage recipients, where you can view and 

add to the list of merchant contact emails.  

 

These recipients will be able to receive notifications when there is a change in chargeback status or 

when the chargeback analyst sends a message or request for documentation regarding a chargeback. 

Below is an example of this notice and an attached referred letter. 
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1234 
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To add an email address to the list of recipients, press the + button and enter the address. Then, 

select Save. 

 

A message will appear to confirm that you want to update the email list. Select Confirm to add the 

email address. 

 

  



 

t. 787.759.9999 | PO Box 364527 San Juan, PR 00936-4527 

 

 

 

46 

Once added, a confirmation message will appear stating that the email address has been saved.  

 

If you want to delete an email address, tick the check box by the address in the list and then, click on 

the  button. 
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A message will appear to confirm this action. Select Confirm to delete the email address. 

 

For extensive email lists, you can run an email search by merchant or business. 
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II. Chargeback Management by Merchant Administrator 

 

First, the merchant will receive an email (or letter) request regarding a cardholder transaction claim 

(chargeback). 

 

This message or letter will ask for evidence of the transaction in order to respond to the 

cardholder's claim.  

In the Referred Letter attached to this request, you will find details about the evidence requested 

and the deadline to submit it (see next page).  
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The merchant must submit the evidence (or supporting documentation) of the transaction: sales 

ticket(s) or receipt(s) signed by the customer, handwritten card voucher (print copy), as well as any 

other supporting documents related to the sale(s). 

 

The letter will state the deadline to submit the evidence, which will be established based on the 

brand of card used for the transaction: 

• 15 days for Visa / MasterCard 

• 15 days for ATH / ATH Móvil QR code 

• 5 days for EBT cards 

 

If the evidence is not submitted within said deadline,  the amount of the transaction will be 

debited from the merchant's account. 

To submit the requested evidence: 
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• Select the payment card brand for the chargeback under the Chargeback section.  

 

• The Chargeback screen will appear with a table summarizing the chargeback batches.  

• Choose the batch corresponding to the chargeback by selecting the View icon by the batch row.  

• The Chargeback Summary screen will appear. 
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• Identify the chargeback in the summary. 

• If there is a large number of chargebacks for the particular brand, use the filters at the top of the 

screen to make your search easier. You can filter by merchant name, merchant number, 

authorization number, chargeback amount (amount claimed by the cardholder), and transaction 

amount (total amount). 

 

• When you find the chargeback, select View.  

 

• The Chargeback Documents screen will appear. 
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• Add the supporting documentation or evidence of the claimed transaction: sales ticket(s) or 

receipt(s) signed by the customer, handwritten card voucher (print copy), as well as any other 

supporting documents related to the sale(s):  

 

• Add a comment in the box on the right side (if applicable). 

• Add a file by clicking on the Choose File button. 

• Select the file and click on Open.  
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• Confirm that the file has been attached. 

• Select the Submit button.  

The system will display a message confirming that the comment and file attachment have been 

added. 

 

Reminder: you must submit the evidence as requested before the deadline established in the 

letter. Otherwise, the transaction will be debited from your merchant account.  
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If necessary, you may delete comments or files, as long as the chargeback status is Letter Sent —

that is, after the letter is received.  

To view a chargeback status, confirm a debit from your account, or check if a chargeback has 

been ruled in your favor (has not been debited): 

• Go to the Chargeback Summary screen for the chargeback. 

• Choose the chargeback status.  

 

A Log Status screen will appear showing a description of the chargeback status changes and the 

date processed. 
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Contact information 
 

For information related to sales, you may contact your account management officer.  

If you need technical support, you may call (787) 759-9999 ext. 2222. 

 


