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This user-guide is for merchants who have signed up for Alipay acceptance on NAB Ingenico 
terminals. Please make yourself familiar with the contents of this guide and contact NAB should 
you have any queries. 

TECHNICAL SUPPORT FOR NAB ALIPAY
Before contacting NAB Merchant Servicing Helpdesk 
for support, please write down all the error information 
as well as your merchant and terminal numbers so your 
query can be quickly resolved. 

Alipay will be enabled on NAB Ingenico (Wi-Fi) 
terminals to allow you to accept Alipay payments 
as well as all card type and device payments. 

MERCHANT DETAILS
Please insert your details here for quick reference:

EB Merchant No. 

Terminal ID. 

NAB MERCHANT SERVICING HELPDESK
1300 755 87 
NAB is here to help you with your NAB EFTPOS 
Mobile terminal 4 hours a day, 7 days a week. 
Merchant.Service.Centre@nab.com.au

Notes. 
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ALIPAY TERMINAL FUNCTIONS
Transactions and administrative capabilities for all payments can be accessed through the terminal main menu. 
Only Alipay specific transactions and functionalities will be shown in this terminal guide. Please refer to the NAB 
Ingenico EFTPOS Terminal Userguide for all other terminal functionalities.

Transactions Administration

Sale Admin Menu

Void Clear Reversal

Refund Clear Batch

Inquiry

Settlement

Alipay Main Menu
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Enter the total sale 
amount and press 

“Enter” to 
continue*

Press “Other 
Payment” button 
to select Alipay 
payment option

Select “QR 
PAYMENT” 

to generate a 
QR code

The unique QR code 
will be generated 

on screen displaying 
the sale amount~

Advise customer to 
scan QR code on 

terminal. The 
customer will then 
need to review and 

confirm the 
transaction amount 
in their Alipay app.

An acknowledgment 
will be displayed 
once the sale is 
approved, the 

merchant receipt 
will print 

automatically  
(see next page).

STEP 1

STEP 4

STEP 2

STEP 5

STEP 3

STEP 6

* The customer can open the Alipay app as soon as the Sale is initiated (on the Merchant Terminal) to speed up processing time.

~ The QR code is displayed on your terminal screen for 60 seconds, after which the Terminal will revert to the “Main” screen.

Idle screen will appear 
on terminal

SALE TRANSACTION FLOW 
Alipay in-store experience - How to process a sales transaction.
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The below image depicts a sample of a sale transaction receipt. 

Transaction Identifier -  
Used for Refunds 

Image Logo

Terminal-generated Invoice 
number, batch number, STAN

Transaction Date / Time

Reference Number

Terminal ID / Merchant ID 

Card / eWallet scheme

Approval code

Transaction Amount
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Customer opens Alipay app and clicks 
on the “Scan” button

Customer enters their Alipay payment 
password to approve transaction.

Customer scans the QR code on the 
terminal using the Alipay app.

Customer to review and confirm 
payment details before clicking 

“Pay now”. Note, the customer will see 
the transaction value in their local 

currency as well as the FX rate used.

STEP 1

STEP 4

STEP 2 STEP 3

Customer receives payment approval in 
Alipay app and transaction is successful.

STEP 5

ALIPAY APP FLOW
How customers use the Alipay app to scan the QR code for a sales transaction
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VOID TRANSACTION FLOW
This section describes the flow of a void transaction.

STEP 4 STEP 5 STEP 6

Press “Menu” 
button to 

access Menu, then 
select “Transaction” 

tile on the screen

Select “Other 
Payment” tile on 
terminal screen.

Select “VOID” on 
Alipay main menu

STEP 1 STEP 2 STEP 2STEP 3

NOTE: Alipay allows a transaction 
to be voided within the same 
settlement day (am AEST to am 
AEST the next day). On subsequent 
settlement days, it’s not possible to 
void the transaction anymore. Take note of the 

Invoice# to be 
voided, found on 

your Alipay 
transaction receipt.

Enter the Invoice no. 
from the merchant 

receipt

The VOID function 
may be password 
protected. Enter 

password.

Review the 
transaction details 
and press confirm 

to proceed.

An acknowledgement 
will be displayed once 

the transaction has 
been voided.

The merchant copy 
of the voided receipt 

will print 
automatically.

STEP 7 STEP 8 STEP 2STEP 9

Idle screen appears 
on terminal
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REFUND TRANSACTION FLOW
Alipay refund transactions are matched against their original sale transactions. You’re able to refund up to the value 
of the original transaction.

The refund can be broken down into smaller parts but the total sum of the smaller refunds can’t exceed the original 
sale transaction amount.

Enter password to 
proceed with 

REFUND function.

Idle screen appears 
on terminal

Enter the  
refund amount

STEP 4 STEP 5

Press “Menu” button 
to access Menu, then 
select “Transaction” 

tile on the screen

‘Select “Other 
Payment” tile on 
terminal screen.’

An acknowledgement 
will be displayed 

once the transaction 
has been refunded.

STEP 7

STEP 6

Select “REFUND” on 
Alipay main menu

The merchant copy 
of the refund 

transaction will 
print automatically.

STEP 8

Scan QR Code with terminal 
camera OR Enter the ID 

from the merchant or customer 
receipt

STEP 1 STEP 2 STEP 2STEP 3
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INQUIRY
The Inquiry option is used to query a particular past transaction. This option can be used to re-print a receipt or look 
for specific transaction details. The 18 digit transaction ID found on the receipt will need to be entered by the 
merchant for this function.

Press “Menu” button 
to access Menu, then 
select “Transaction” 

tile on the screen

Select “Other 
Payment” tile on 
terminal screen.

Enter the Invoice No from the 
merchant receipt

STEP 4

Select “INQUIRY” on 
Alipay main menu

The Inquiry receipt 
will print 

automatically

STEP 5

STEP 1 STEP 2 STEP 2STEP 3

Idle screen appears 
on terminal
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SETTLEMENT
This function prints a total summary of Alipay transactions performed after the last settlement until the current time.

Note: This function does not settle the terminal. 

Your terminal will settle automatically at :00pm AEST daily. 

Press “Menu” 
button to access 

Menu, then select 
“Transaction” tile 

on the screen

Select “Other 
Payment” tile on 
terminal screen.

Select 
“SETTLEMENT” on 
Alipay main menu

The SETTLEMENT 
function may be 

password 
protected. Enter 

password.

The terminal 
will display 

‘”Settlement 
Successful” when 

processing is 
complete.

The terminal will 
print a Settlement 

Receipt once 
completed

STEP 1

STEP 4

STEP 2

STEP 5

STEP 3

STEP 6Idle screen appears 
on terminal
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TROUBLESHOOTING & FAQ Terminal Response Messages
Transaction Type Answer

Sale Cannot Generate QR code The terminal could not successfully generate a QR code 
for the Sale.

Sale Approved Sale transaction processed successfully.

Sale Transaction Terminated Transaction cancelled by Merchant.

Sale Please Try Again! Transaction cancelled by Customer on their mobile 
device.

or

QR code not processed within 60second timeframe.

Sale Sale Trade Closed, Please try again Sale has time out. Customer has scanned the QR code on 
the terminal however has not completed/approved the 
transaction on their mobile device within 4 minute 
timeframe.

Sale Declined 
(SOUNDWAVE_PARSER_FAIL) 

Technical fault.

Void Approved Void transaction processed successfully.

Void Transaction Already Voided! Void for transaction has already been successfully 
processed.

Void Transaction Not Found Invalid Invoice number for Void transaction.

Refund Approved Refund transaction processed successfully.

Refund DECLINED 
REQUEST_AMOUNT_EXCEED

Refund amount or the Sum of partially refunded 
amounts exceeds the original Sale value.

Refund TRADE_HAS_CLOSE A partial or a full refund is being attempted on an 
already voided transaction.

Refund Request Error 
(REFUND_ACCESS_CONTROL)

Invalid refund transaction ID.
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TROUBLESHOOTING & FAQ General Questions
The QR Code is not generating or the screen freezes 
during the generation of QR code.

Ensure the previous day settlement has been completed 
on the terminal. If not yet complete, proceed to settle 
the batch before trying again.

If above solution does not resolve the issue, ensure there 
is 3G/4G connectivity on the terminal. If the area you are 
operating in has known issues with cellular coverage, 
contact the NAB Merchant Servicing Helpdesk for 
assistance on connecting through Wi-Fi.

The QR code has timed out. I am unsure on whether 
the transaction has completed or if I should proceed 
to complete the sale.

A time-out message appears on the terminal when 
either the Customer has cancelled the transaction on 
their Alipay app; or has taken too long to scan the 
QR code.

Transactions in these cases will be cancelled and 
pending payments from customers’ Alipay account will 
not be charged.

Please re-attempt the transaction.

What should i do when an error message appears on 
the terminal?

 List of known Terminal responses are provided in section 
“Terminal Response Messages”. Any errors received not 
listed in the table should be reported to the NAB Merchant 
Service Help desk with the following information:

• Transaction Amount

• Transaction Date/Time

• Terminal Serial Number

Who can I contact if there is a problem with 
the terminal?

Please call the NAB Merchant Servicing Helpdesk on 
1300 755 87, Monday to Friday, am to 5pm.

How do I add tip?

Tipping as a feature is not supported in Alipay payments.

How do I generate duplicate receipt?

The Inquiry option can be used to generate a duplicate 
receipt. The 18 digit transaction ID from the Merchant 
Receipt will be needed to query any past transaction. 
Please refer to section “Inquiry”.

If you are unable to obtain the transaction ID, contact 
NAB Merchant Servicing Helpdesk for assistance and 
provide details of the transaction (Transaction time and 
Sale value).

What settlement window does Alipay operate in?

Transactions made between pm AEST and pm AEST 
the next day, are considered within one settlement 
window. Please note this is different to the settlement 
window for your card transactions. 

Is there a limit on the per-transaction value?

Alipay monitors and authorizes all Alipay transactions. 
If a customer has exceeded their allowed spending limit, 
then the transaction may be declined. If this is the case, 
please seek an alternate payment method from the 
customer.

Should I retain the Merchant receipt?

Yes. It is recommended for you to retain your electronic 
transaction receipts for a period of at least eighteen 
months. 

If you decide to not retain your Merchant receipt and a 
transaction dispute is raised by a customer resulting in a 
chargeback, then it may be possible for the outcome to 
favor the customer. 
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NOTES
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