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Introduction 
 

Our objective is to simplify Agent’s and Consumer needs by using the 
medium most widely used i.e.”MOBILE”. Agents or retailers will be 
able to accept Prepaid Recharge, Post-paid & land Line Bill 
Payments, DTH Recharges, Rail bookings and much more. The aim is 
to provide simple, reliable secure payment channel to the consumer 
to initiate and close the various payment patterns that has now 
become a frequently used element in his life. Our wallet system is the 
most optimized wallet for any business needs and channel sales. 

 
 
Account Types and Creation 
Spice creates mWallet for distributers. This is done with the help of 
finance department. Once payment and agreement is closed by 
both parties i.e. admin and distributer, finance team will create an 
account for the distributer using an online portal which is specifically 
designed keeping agent-admin relation in mind. This is a very simple 
provision platform which can be easily used by finance team. Once 
all the details are correctly filled and verified, account for the 
distributor is created and the amount is credited in distributor’s 
account. 

In a similar way a provisioning portal is available for distributor also 
which can be used to create further retailers. Once distributor’s 
account is credited, he/she can credit the amount to retailers who in 
turn interact with the customers. 
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Above flow depicts various hierarchy levels. 
 

 

Above is a screen shot of the portal that is used by the finance team 
to enter the details of distributors or retailers. The entire process is 
automated. As soon an account is created, it’s logged down and 
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the account holder gets intimation through mail and SMS. Users also 
get a technical –user guide which helps them to manage their 
account on their own. 

 

In the course of this transaction flow, following activities will take 
place: 

 Account creation 
 Wallet debit of Admin and distributor 
 Credit commission management 
 Debit TDS on management 

 
We have also systems in place to track failed transactions. Actions 
necessary for failed transactions will be taken accordingly. We will 
debit accounts in case of failed transactions which will be: 

 
 Credit wallet for transaction amount 
 Commission roll back 
 Credit TDS on commission 
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Our wallet service provides Intelligent Reserve mechanism. We won’t 
allow debit or credit without status confirmation. Before confirmation 
each transaction is kept in a reserved status. In case of success 
wallet is debited, in case of failure, reserve is cleared and amount is 
refunded, and in case of status unknown, amount is reserved. 

 

 
Account Types 
Once payment is submitted to admin by a distributor or retailer, the 
account type of distributor needs to be defined. The account type 
of distributor can be of two types: 

Cut ’n’ Pay Account 
Upfront Account 

 
In cut ‘n’ pay accounts distributors receive value equal to the 
amount deposited by them. They get commission on the basis of 
sale they do. They will get extra commission on every purchase 
made by the customer. This commission can be set at the time of 
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account creation. E.g. Retailer makes a request by submitting Rs 
1Lac to distributor’s account. Distributor in turn transfers Rs 1 Lac in 
retailer’s account. Retailer will get full value for the payment he 
made to the distributor. In return retailer will earn profit on every sale 
he/she makes with an agreed commission like 2% or 2.5% etc. 

 
In case of upfront commission, retailer deposits Rs 1 Lac to 
distributor’s account. Distributor in turn deposits Rs 1.2 Lac to retailer’s 
account. This will be done after deducting TDS. No extra commission 
will be paid for sales. 

 
Managing Accounts 
Once retailers or distributors have their accounts, they do not need 
to branch their accounts for further payments. One wallet account 
type can be used for travel, utility bill payments, ticketing, recharge, 
hotel bookings etc. 

 

Cash in Processes 
Our wallet system’s cash in processes are made keeping in mind the 
mode and method of payment processes. It’s a possibility that user 
would like to make the payment online since he/she has an easy 
access to internet connectivity. Online mode is also a great utility if 
the distributer is not available at the moment. On the other hand 
there are users who may not have easy access to internet or a 
computer/mobile. For such users we have cash in processes using 
banks and other collection spots. 

Cash  in modes: 

 Fund Transfers 
 Online 
 Bank deposits 
 CME (Cash management executives) 
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Below are some of the screen shots of how a user can perform 
different types of cash in. 

 
Bank Deposits 
The process remains very simple here. The retailer who wants to 
deposit cash will go to nearest bank where he/she has an account. 
From there the retailer will deposit amount in admin account and 
collect a receipt for the same. This receipt will be later used to 
upload confirmation. Please refer below screen shot. 

 

Once the receipt of this bank note is attached, finance team will 
receive the same on their panel. Admin finance will check this 
deposit and clear the same. This process is made to increase the 
effectiveness of the entire system. This allows finance to process all 
such deposits at lightning speed. 

User no more needs to make repeated calls for payment update. 
Hassle free process which connects depositor and finance with a 
two way panel. 

Once retailer has uploaded the receipt and required details admin 
will receive an alert on his/her panel. Once admin receives the alert, 
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he/she will keep checking their account on regular basis for 
payment update which might take 2-3 hours depending upon the 
mode of payment (1-2 days in case of cheque clearance). Once 
finance team of admin has found the payment update in their 
account they will clear the transactions. Depending upon the status 
of the transactions admin can either: 

 Accept 
Reject 
Hold 

 
Once admin finance team clears the payment, retailer will receive 
an alert on his/her mobile. 
Benefits: 

 No manual entry 
 No register or record keeping, everything gets stored on cloud 
 Complete logs available a click away 
 Simple request process 
 Two way communication 
 TDS deduction online 
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Above screen shots are taken from Admin finance panel. 
 

Fund Transfer 
Fund transfer takes place between distributor and retailer. Once 
retailer requests for fund transfer, distributors can simply logon to their 
respective account, select an agent from their drop down and enter 
the amount which needs to be transferred. 
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While this transfer process takes place, one thing that needs to be 
kept in mind is that recharge wallets can get payments only from 
recharge wallets and travel wallets will recharge only travel wallets 
accounts. 

 
Spice provides the flexibility of maintaining two kinds of wallets: 
Recharge wallets are used for recharging airtime, SMS packs, call 
packs, DTH recharge etc. Upfront payment option is only available in 
recharge wallets. Therefore if distributor needs to add amount to 
retailer’s recharge wallet, it can only be done through a recharge 
wallet. Payment will be credited upfront as commission in this case 
with TDS. 

 
Another wallet is Travel wallet. These wallets can be used for booking 
railway tickets, flight tickets, bus tickets, utility and bill payments. 
Commissions in this case will be credited every time a purchase is 
made by customer at retailer store. This model is called cut ‘n’ pay. 
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Online 
 

Another mode of payment is online. It’s the fastest, simplest and 
most secure way of cash in. Retailers or distributors who want to 
recharge their accounts can do that using our payment gateway. 

Retailers can do this using VISA or Master Debit card or credit card. 
Net banking facility is also available for cash in. Once user has done 
the payment, the payment aggregator will recharge user’s account 
immediately. 
Admin will receive the amount through payment aggregator later. 
Below is the snapshot of our payment portal, from where user can 
recharge any amount. 
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Once details are filled, agents are taken to payment gateway. 
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CME 
 

CME are special executives who can be employed by admin for 
remote locations. CME will travel to the respective agents in their 
territories. CME will be equipped with mobile phones containing our 
application. This application will be used to enter agent’s details and 
amount details. Once details are entered with a mere push payment 
will be credited to agent’s account. CME get regular updates 
regarding their agent balance and lower limits. Once agent 
account balance hits a low limit CME can touch base and cash in 
immediately. 

 
 
 
 
 

Step: 1 Step: 2 
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Step: 3 Step: 4 
 
 
 

 

Step: 5 Step: 6 
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Commissions 
 

This section highlights one of the key strengths of our wallet system. 
We provide extensive range of assigning commissions. When 
account is being created distributor can assign commissions to 
retailers. These commissions can be assigned on the basis of: 

 Geography 
Operators 
 Aggregators 
Agent wise 

 
All of these options are configurable and can be edited at any point 
of time. This allows the admin to have much more controls over the 
agents. Admin can select different regions to have different 
commissions. If admin wants to push more sales in a remote location 
he/she can provide higher commissions or if admin is facing a 
competition in a metropolitan city he/she can provide very 
competitive commissions as compared to any other geographical 
area. 

 
Another way to handle different commissions is through operators. 
Admin can promote sale of particular recharge by assigning higher 
commissions of operator “X” as compared to operator “Y”. 

 
Above framework is for recharge payments. For utility and other bill 
payment we can define commissions  on  the  basis  of  different  tour- 
travel operators or source and destination combinations. E.g. Flight 
tickets can have different combinations on the basis of airline 
companies (Qatar, Emirates, Cathay Pacific) all can have different 
commissions. Further classifications can be done whether the travel is 
domestic or international, will it be one way or return etc. Similarly Bus 
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tickets can be differentially commissioned on the basis of different 
travel operators. 
Apart from defining different process commissions, Spice wallet 
allows you to differentiate commissions at different agent level also. 
E.g. A distributor can set DTH recharge commission for retailer “B” to 
2.2 % and for retailer “C” 1.9%. 

 
Another important feature of commissions system is Mark Up. This 
allows retailers to charge or bill Rs105 (5% over and above) on a 
purchase of Rs 100. Bill printed will bear a sale of Rs105; hence 
retailer can save 2% commissions and 5% mark up. This feature is 
available for all our payment. 

 
As mentioned previously we support two types of commissions: 

 Cut ‘n’ Pay 
 Upfront 

 
Recharges 
Spice allows three modes for recharges that are done for the 
customer. Like all our other processes we have kept in mind the 
accessibility to internet and remote localities. To cover maximum 
user base we provide recharges over: 
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Initiate recharge 
request 

 
 

Polling thread will 
process? 

 
Inform Tech team 

 
Return Failure 

 
 

SMS 
We support all recharges over SMS. Retailer sends an SMS in a 
specific format which carries customer’s details; service purchased 
and amount for the same. 

 
 

End Customer 
Agent Mobile No 
no registered 

? 

 
Yes 

 
 
 
 
 
 
 
 
 
 
 

Mobile series 
defined? 

 
No Is format OK 

? 
 

Yes 
 
 

No Operator 
mentioned 

? 

 
 
 
 

File 
logging 

 

No 
 

Yes Yes 

 
 
 
 
 

Reserve 
Money 

? 

Db  
communic 

ation 

 
No 

 
 
 

Yes 

 
 
 
 
 
 

Failure? 
     No  Response 

Code in ( UP/ 
US/STP)? 

     No   
Successful 

? 

 
Yes Yes  

Yes 

 
Db  

communic 
ation 

 
Db  

communic 
ation 

 
 
 

No 
Cut-n-pay    
applicable 

 
 

STOP 

 
Yes 

 
Return Failure 

to agent 
Return error 

message 

 
 

Derive Operator 

 
 
Return appropriate 
message to agent 

 
 
Return Appropriate 
response to agent 

 
 

Return response 
to agent 

 
 

Retail Store 
Request SMS 

 
Retailer/Distributor 

sends SMS on 
longcode in 

defined format 

 
 

Reserve Money 

 
 

Refund Money 
 
 

Return success 
message to agent 
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Credit defined 
commission to 

agent 



 
 

 The SMS-User generates a SMS recharge request in a defined 
SMS format on the long code. 

 Once the request lands on the primary server, the sender of the 
request is validated i.e the sender number should be registered 
with Spice or admin. In case the SMS request sender number is 
not registered with Spice Safar the request is declined 

 Once the sender number is validated successfully, the request 
is checked for the format sent. If format is incorrect error 
message is returned to user. 

 In case operator is not mentioned in the recharge request sent, 
same can derived from database. In case series is not found in 
database, issue should be reported to the technical team. 

 Amount is reserved from agent’s wallet prior from the request is 
forwarded to the aggregator. In case any exception while 
reserving amount from agent’s wallet, the request is declined 
and error message is returned to the user. 

 
 

Mobile App 
In case if retailers are equipped with a smart phone, complete 
recharge process can be carried out using an app. This app holds all 
key features and is very convenient to use. It was designed 
especially for retailers keeping in mind their usage pattern. 

We have attached some screen shots below which will guide you 
through various options that we provide in our mobile app. This is 
completely secure and safe way for transactions, as we comply with 
all rules and regulations. 
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Web recharge 
The basic process flow for Web recharge users is presented in the 
flowchart below- 

Initially the agent logins in his Spice Safar account and selects the 
recharge menu and select the device type under the provided 
categories. 

When agent initiates a recharge request after entering the recharge 
details, the series of the number is validated with the present ones in 
database. In case series is not found, error message will be returned 
to user and same shall also be reported to tech team. 

After series validation is done, the amount is reserved from agent 
wallet and after amount is successfully reserved, request is forwarded 
to corresponding aggregator for further process. 

• In case response is success, the same is notified to the user and 
amount is also deducted for same. 
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• In case the transaction fails, same is notified to the user and 
corresponding amount is also refunded. 

 
 

End Customer 
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Initiates recharge 
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Reserve Money 

 
 

Initiate recharge 
request 



 
 

Landing page of our online recharge station 
 
 

Payment of Bills & Recharges 
We provide wide range of bill payment support like: 

 Post-paid 
 Landline bill 
 Utility Bills 
 Electricity 

 
Recharges: 
Prepaid Mobile recharge 
Data card 
DTH 
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Others: 
 Bus 
 Railway 
Flight 
 Hotel Bookings 
 Bulk SMS 
 Shopping 
Deals 
 Tour and travel packages 

 
 
 

Customer Care 
A detailed and escalation matrix based customer care service is 
offered by Spice wallet services. Each online user can raise a ticket 
using online ticketing service embed in our portal. 

 

 
Using above portal, user can raise any kind of grievance. This 
grievance can be tagged to make it more specific. If the user is 
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having a sales related query or a technical challenge etc. based 
upon the nature of concern, this ticket will be sent to the concerned 
department. Each ticket will mark with its QRC category. These 
tickets once rose to the concerned team it follows an escalation 
matrix. If the team or customer care individual fails to resolve it with 
in stipulated time, it’s raised to next level. You can manage 
escalation levels and the stipulated time period. 

 
On every escalation, customer also receives intimation. Timely alerts 
and notifications are sent to customer to lower his/her anxiety. This 
allows customer care team and customer to be in sync. 

 
Support team views tickets in below mentioned formats: 

 
Support team can expand any ticket and have a detailed view of 
the same. 
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To further troubleshoot, support team can even look into the 
transactions done by the agent. 

 

Customer care representative can even engage in live conversation 
with the agent for quicker resolution. 

Meanwhile agent can also check timely update and status of the 
raised ticket. 
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Reporting 
We provide one of the most exhaustive reports in the industry. Both 
summary and detailed reporting structures are available for the 
customer. 
Admin or agents have quick navigation view to see the status and 
summary of their mapped retailers. This quick view allows them to 
see: 

 Status 
Profile 
 Balance 
 Perform credit transfer 
 Revoke balance etc 

 

 
Admin can perform many useful functions by just having a quick look 
on this dashboard. He/she can block or unblock users, check their 
balances, sort them, transfer and revoke money. 
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If an agent wants to look at the different commissions, mark ups and 
selling prices of different accounts, this can also be done using one 
of our reports. 

 

 
Below are some of the self explanatory snap shots which will explain 
the kind of exhaustive reports provided by us. 
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Reports are provided group wise, commission wise, user wise, date 
wise, amount wise etc. 
We also show the history of complete sub admin, there usage stats, 
recharge history, selling pattern etc. This gives the admin a complete 
control over the sales by controlling commission rates. 

 

 
Additional features also provide you an easy export to any desired 
format of excel or pdf or print. 

 
Once you have a detailed view of reports, there is also a section for 
summarised view of wallet. 
This mode will provide details about admin’s own spending, 
recharge, buying history with opening and closing balance. User 
gets all required information through our advanced reporting 
structure. This reporting structure was specifically created by studying 
admin and retailer’s user behaviour. 
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Finance and RA Reconciliation Reports 
Due to security and internal policy reasons we won’t be able to 
share exact screen shots of the same, but we are sharing the report 
headers that are available for the admin’s finance and 
reconciliation teams. 
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Technical framework and Redundancy 
Plans 

 

Architecture 
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For  Redundancy  plans  provide: 

Two web servers 
DB RAC 
Redundant bandwidths 

 
Disaster  Recovery: 
DR sites can be planned if need be 

 
System  Requirements: 
2 Linux Servers (for redundancy) 
DB – RAC (for redundancy) 
SMS integration 
Aggregator systems 
TOMCAT Apache web servers 

 
 
 
 
 
 
 
 

SMS requirement 

Aggregators 

Aggr 

Aggregators 

Web Server 

Aggregator 

Web Server 
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DB RAC 



 
 

Scalability: 
Handling more than 30 Lac transactions in a month currently 
A chain of more than 30k retailers 
System built in such a way that connectivity nodes can be increased 
anytime to handle load 

 
Support: 

 24*7 support provided by Ops team for all technical issues and 
concerns 

 Fully trained customer support team for handling all types of 
customer concerns with ticketing system 

 Monitoring team equipped with Nagios and alerts 
 

Alerts: 
Our system sends out regular alerts to concerned teams and agents 
to keep communication afloat and keep everyone in sync. These 
alerts are generally related to 

 Connectivity issues 
 Low transactions   
 No transactions 
 Errors/Exceptions 
 Low balance for aggregators 
 Low balance for retailers. 
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