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What we will cover: 

M Malls Mobile App

Invigor Loyalty Manager(ILM) Administration System

Customer Service and Support



Concierge – Product Champions

Concierge Teams are often  the first 
point of contact for App users' 

queries or support needs.

Concierge teams should understand key 
App and Invigor Loyalty Manager 
functionality, features and users’ 

frequently asked questions.

M Malls App and Invigor Loyalty 
Manager tolls enable Concierge 
and Mall teams to better engage 
with shoppers

The Invigor Support Team is only 
one click away should technical 
issues arise.



Application Overview

What is M Malls? 

It is a location-based mobile loyalty marketing solution which 

includes: 

• Smartphone application for Android and iPhone devices. 

• Invigor Loyalty Manager: Website Content Management and 

Reporting System. 

Where can I download it? 

The M Malls Application is available on: 

• Android (Play Store) – Version 4.0.3 and above

• Apple (iTunes Store) – 2 major versions below current version 

(presently iOS 11)

M Malls App

Invigor Loyalty Manager



Yes, Digital Connects Shoppers to Stores

M Malls is a great tool to increase footfall, 

build mobile customer database and increase spending



Application Benefits

Increase stores, products & promotions awareness

Use of online and more efficient redemption tools

Capture results in real-time and insights based on post-
campaign reports

Easily upload receipts and view account activity 

Receive mobile alerts ,promotions and exclusive offers

Receive reminders about expiring coupons  & upcoming 
events

Store location and navigation features



Application
User Guide 



Application - Key Features 

Promotions

Rewards

Events

E-Vouchers

My Account 

Points Balance and 
Redemption

Support

Receipt scanning 
feature



Application – Branding
Each Mall has different color scheme. Users can access mall content by clicking under ‘Select Mall’ on top navigation.

All Malls Thomson Plaza AMK Jurong Point



Application – Left Navigation 
The Left Navigation includes access to Promotions, Rewards, maps, events and mall information

Menu Description

Promotions list of offers currently ‘Live’ or available on the Application.

Rewards List of ’Rewards’: promotions only available to Loyalty programme 
members

Events list of events scheduled (e.g. CNY Giveaway). App users can add these to 
their phone calendars.

M Privileges Includes description  and benefits of M Privileges loyalty programme.

Store Directory detailed list of stores for each mall, listed alphabetically

Store Finder gives users directions and route from Store A to Store B inside the mall

Connect provides links to Mall’s social media sites

Concierge general mall information (e.g. contact information, services, etc)

Getting There View to Google Map for each mall and current list of Live promotions.

Contact Us Service for app users to send queries or clarification to Mall teams. Users 
can choose which mall their enquiry relates to.



Application – Right Navigation 
The Right Navigation provides access to key account information and settings 

Menu Description

Sign In Users can sign in with credentials chosen during sign up

My Account Details of users account, including personal information, points balance, 
status, receipts uploaded and account activity.

My Vouchers List of coupons transacted by users

Scan Receipt Tool for users to easily upload receipts. Users can choose relevant mall 
where purchase was made and upload receipt.

Settings Users can change their alert and other account settings.

FAQs Frequently asked questions from app users (e.g. technical, how to 
download vouchers, etc)



Application – New User Sign Up 

When a user first opens the application they will be presented with this screen.

1

1.       New Users: Sign Up

Click on ‘Sign Up’ the bottom of the screen



Application – New User Sign Up
2.       Mandatory Fields 3.       Optional Fields

• First name
• Last Name
• Mobile #
• NRIC / FIN
• Birthday
• Password / Confirm Password

• Email
• Gender
• Address
• Postal Code
• Car IU
• Car Licence Plate
• Interests 

Note: users must provide their NRIC/FIN and/or Car IU 

at a minimum  to be eligible for Rewards and car park 

promotions.



Application – Sign Up
4.       Mandatory Fields 5.       Optional Fields

• I agree to Terms and Privacy 
Policy 

• I agree to receive news & 
information 

6. Click on Sign Up

7. User is presented with Sign Up Confirmation screen

New users will automatically become M Privilege Members, and can 

start uploading receipts, downloading vouchers, etc.

6
7



Application – Login

When a user first opens the application they will be presented with a ‘Sign In’ screen. 

How to Login:

1. Login with the Mobile Number and Password  registered during initial Sign Up.

ALTERNATIVELY:

2.    Users can Login with their Facebook account (this will create the customer a new 

M Malls user account)

New users will automatically become M Privilege Members, and can start uploading 

receipts, downloading vouchers, etc.

1
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Application – How to Reset Password

If a user forgets password:

1. Click on ‘Forgot Password’ link on Sign In screen

2. Enter email address provided during sign up and click on ‘Reset’

1. (if no email was provided, users will need to head to the Mall 

Concierge, who will reset the password via Invigor Loyalty 

Manager (steps for this are included on this presentation) 

3. Open email and click on link provided – which will direct users to the 

App

4. On App, enter new password, confirm and click on ‘Reset’.

5. App message will confirm when password has been changed.
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Application – Profile Update

Anytime after registration, users can update their profile:

1. On Right Menu, click on username (in this case it’s Mary Chua)

2. On Profile screen, update any details required

3. Click on ‘Update’ when done.

Notes: 

• Users will not be able to update NRIC/FIN nor birthday

• Users will need to provide their NRIC/FIN and/or Car IU at a minimum to 

be eligible for Rewards and car parking promotions.

1
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Application – MyAccount

Users can access their account via:

Right hand Menu > My Account

In this section, users can view: 

1. Membership # and Points Balance

2. Submitted Receipts ( click on any receipt, 

then ‘View Receipt’)

3. Loyalty Program Activity: Points Awarded to 

account

4. Point Redemptions

1
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Applications – My Vouchers

Users can access their vouchers via:

Right hand Menu > My Vouchers

In this section, customers can view all vouchers that have been 

downloaded/accrued, including:

1. New Vouchers: not yet redeemed/expired

2. Redeemed/Expired vouchers:  can no longer be redeemed

21



Application – Scan Receipt

1. Users can easily capture and submit receipts via 

the App via various screens:

• ‘Scan Receipt’ on Left Menu

• Camera icon on these screens:

• Promotions

• Rewards 

• My Account

PromotionsLeft Navigation Rewards My Account
1



Application – Scan Receipt

2. On-screen instructions are also provided. 

3. Select Mall where purchase was made and click on 

‘Proceed’ 

4. Take a clear photo of the full receipt. If receipt is too 

long, you can capture it in different photos.

Note: Users can review approval progress for submitted 

receipts can be viewed under ‘My Account.’

2 3

4



Application - Scan Receipt

5. Confirm if adding more images of the 

same receipt

6. Enter receipt value and click on Submit

7. Message confirms that receipts can take 

up to 7 days to be processed.

The progress for submitted receipts can be 

monitored in ‘My Account.’

5
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Application – Settings

Users  can update their settings and manage their notifications 

and alerts in the Settings menu.  

1. Click on Settings on Right hand menu 

2. Users can opt in/out for various alerts and notifications. 

3. Users can also view outlets or brands they are “following” 

(in this case, they will be notified of new promotions for 

that particular outlet/brand)

4. To unfollow outlets/brands, simply click on ‘Unfollow All’
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Application - Alerts
The application provides a wide range of alerts. These can be configured only by Admin Users 

Feature alerts General Alerts Follow Alerts Voucher Expiry Calendar Alerts

• These are location-enabled 
when app users are nearby 
(around 150 to 500 meters to 
the mall)

• Users will only receive these 
if they have Location 
preferences switched and 
Feature Alert notifications 
enabled

• Capped at 2 alerts per day 
and 3 alerts per campaign in 
total

• Broadcast to entire 
app user-base 
(i.e. ‘blast out’)

• Users will only receive 
these if they have 
General Alert 
notifications enabled

• Users can “Follow” a 
particular Brand or Outlet

• In this case, users will 
receive alerts when a new 
campaign from that Brand or 
Outlet is published

• For offers / vouchers 
which have been 
purchased 

• Alerts are triggered  48, 
24 and 2 hours prior to 
voucher expiration 

• Capped at 2 alerts only 
per voucher

• Reminder to utilize 
vouchers at the store

• For Events which 
have been Added 
to Calendar by 
user

• Based on 
permissions, user 
can turn off or not 
allow

• Generated by 
users default 
calendar

Note: Users can disable alerts under the App ‘Settings’ screen anytime



Application - Featured Alerts Overview  

• This is a key tool for Mall Admin users to drive footfall into 
each location.

• The objective is to entice users – those close to the mall - to 
check out the relevant promotion while they are nearby.

• Users will only receive these  when they are near the mall 
(e.g. 200m) 

• Alert includes:

Promotion Name, Mall Name & Location (e.g. 342 meters)



Application – FAQs

Customers can access the FAQ’s by clicking on the FAQ 

button.  

1. Click on FAQs on Right hand Menu 

2. This will present the customer a list of ‘Frequently 

Asked Questions’, which range from technical 

queries to instructions on downloading vouchers

3. The full list of FAQs is included at the end of this 

document or can be accessed directly on the App

1
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Application – Sign Out

1. Customers can log out of their profile by clicking on the ‘Sign 

Out’ button on Right hand Menu

Notes:

• After signing out, customers will no longer be able to see their 

profile, account or vouchers. 

• They will be unable to perform any transactions after log out. 

• If the customer is NOT logged in, then the ‘Sign Out’ button will 

not be visible. 

1



Application:
Promotions
Rewards
Car Park Rewards



Application – Browse Promotions

The Promotions tab is where all merchants will display their current 

promotions. 

Accessed via:  Left hand Menu > Promotions

• Promotions do not need a specific price point.

• Promotions may be a premium/gift, product bundle or discount offer 

over a range of products/services

• The in-app voucher download will be saved in the app under ‘My 

Vouchers.’ The voucher will have expiry reminders.

• Vouchers have an expiry date. 

• Instore redemption and payment at point of sale

• Ideal for broad offers, new products & promos. 



Application – How to download Promotion Vouchers

1. Accessed via Left hand Menu > Promotions

2. Select desired promotion

3. Click on ‘Get it Now’ to save voucher.

4. Download Success screen will be presented. When 

redeeming a voucher in-store, users will present this 

screen to the Merchant.

1. Merchant will enter a unique redemption code to 

complete the redemption.

5. Vouchers will be stored in Left Hand Menu > My 

Vouchers, under ‘New’ tab. 

1. Once it’s redeemed, it will move to 

‘Redeemed/Expired tab.

1
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Application – Browse Rewards

The Rewards listing screen includes all live Rewards. Users can purchase 

these with their existing points. If users do not have points available, they 

won’t be able to purchase these. 

Accessed via Left hand Menu > Rewards

Benefits:

• Rewards intend to drive or influence frequency and incremental spend 

behavior

• Targeted based on Member Tier or Frequency of Purchase

• All members can view Rewards but only those members who qualify 

can download Reward vouchers.

• Voucher is saved under “My Vouchers” and redeemed in store or at 

customer service (like a Promotion [Get Now] voucher).



Application – How to Download a Reward Voucher

The Rewards listing screen includes all live Rewards. 

Users can purchase these rewards with their existing 

points. If users do not have points available, they 

won’t be able to purchase these. 

1. Accessed via left hand menu > Rewards 

2. Click on desired Reward

3. Click on  ‘Get it Now’

1

2

3



Application – How to Download a Reward Voucher

4. Pop up window will display:

• Points Available

• Points Required

• New balance

5. User clicks on ‘Confirm’

6. Download success screen will be presented with 

voucher/coupon code

7. Voucher will be moved to ‘New’ tab under My 

Vouchers screen

4

5

6
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Note: normally no payment is required for Rewards transactions 

(there might be exceptions, depending on the Rewards Terms & Condition)



Application – How to Download a Reward Voucher

User’s account will be updated with:

8. New Points Balance (in this case, 100 points have 

been deducted after purchasing the Reward)

9. Relevant transaction will be listed under ‘Activity’  

tab

8
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Application – How to Download a Car Park Reward voucher

Customers have the ability to obtain Car Park vouchers.

1. Accessed via left hand menu > Rewards 

2. Click on desired Reward

3. Click on  ‘Get it Now’

(Note: If user does not register the Car IU & License Plate on their App 

Profile, they will be unable to collect a car park Reward and will instead 

be re-directed to ‘My Profile’)

3. After user clicks on ‘Get Now’, user drives out of the mall within the 

designated time period and the voucher will be automatically be listed 

as Redeemed.

4. If user does not leave within the designated time period, the voucher 

will expire, the points refunded to their Account, and the voucher 

returned back to the public for re-allocation. 

1
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Application – Car Park Exception Handling 
User Scenario Possible Reasons Updates to user

User unable to redeem 
Car park voucher In app

• App Internet connectivity failure
• Insufficient Points
• No response from car park gantry
• No response from car park computer
• Connection failure to car park gantry or computer

No points deducted on user’s account.

No further action needed

Voucher redeemed in app but not 
deducted at car park gantry

• Gantry hardware failure
• Car IU failure
• Missing IU in car
• Incorrect IU entered in profile data
• Voucher expiry date expired

Points deducted. Verification of car exit records required 
for refund of points at concierge

Points deducted. 
Verification of car exit records required 

for refund of points at concierge

• Incorrect IU number registered GSO/Executive will verify shopper's IU number in the 
system and update accordingly

Gantry system
Connection failure

• Shopper will make an enquiry. Executive will seek 
verification from relevant department of the car exit records 
based on the IU number

-

Shopper unable to redeem to

JPCC credit via mobile application after 
uploading the receipts that met the 

requirement

• SHIOK! Member Inform shopper that all redemption is only available over 
the counters. Mobile application is for point 
accumulations and enables shopper to check their points 
status

Sent to Andy to 
validate



Application – How Concierge can Redeem Vouchers

Concierge users will be able to redeem vouchers with a secure 

redemption code and will politely ask shoppers to hand over their 

smartphones to complete redemption.

To redeem:

1. Click on My Vouchers > New Tab

2. Click on the Promotion voucher,  Reward voucher or Car Park 

Reward voucher to be redeemed

3. Click on Redeem

4. Enter Merchant redemption code. This is a secure code that 

must not be shared and can be found on Invigor Loyalty 

Manager (further instructions provided on ILM section)

5. Click on Redeem - top right of the screen

1

2

3 4

5

NO PAYMENT REQUIRED

Top Tip: The merchant Redemption code must be kept secure at all times and
Cannot be shared with customers nor non-Invigor Manager users



6. Voucher status will change to ’Redeemed’ 

7. Voucher will move to ‘Redeemed/Expired’ tab 

and cannot be redeemed again.

6

7

Application – How Concierge can Redeem Vouchers



Application – Events

The Events tab is where Merchants will display their current 

events, which are used to promote specific promotions or 

’happenings’ 

• Accessed via left hand Menu > Events

• Events do not require a specific offer or promotion and 

can be one-off or repeat events

• Users can ‘Add to Calendar’ to receive calendar 

reminders.

• Ideal for “big news” like new store openings, special sales 

and other instore events for broad public.



Application – M Privileges

M Privileges is M Mall’s Rewards program that enables shoppers access to 

promotions, rewards and other campaigns. 

• Accessed via left hand menu > M Privileges

• Screen provides an overview of the Loyalty program and its benefits



Application – Store Directory

Store Directory allow users to view any store within the 

complex, across any of the 3 M Malls.  

Accessed via Left hand Menu > Store Directory

1. Filters help assist users  narrow down the store they are 

looking for (filter by Mall, Category or Mall Level)

2. Select a store 

3. Store details are presented: location, opening hours, 

description, phone number.

4. Share store details via Email, SMS or WhatsApp

5. Share store details via Facebook

6. ‘Follow’ stores to receive alerts when store launches new 

promotions

1
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Application –Store Finder

Store Finder will allows users to navigate to any of the stores 

within each mall. Accessed via:

Store Details Screen:

1. Store details screen. Click on address hyperlink

2. Click on ‘Locate the Store’

3. On map, click on ‘Get Directions’

Can also be accessed

via Left menu > Store Directory 

1
2

3



Application – Store Finder

4. Select destination store

5. Current store location in the mall will be pre-filled

6. Click on Get Directions

7. Route from Store A to Store B will be displayed on 

indoor map. 

• If shopper needs to move to a different level, the 

map will display different floor levels and provide 

directions accordingly. 

4
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Application – Connect with Us

Enables users to  track social media  accounts of their 

favorite mall

Accessed via left hand menu > Connect with Us

1. Click on Facebook will direct users to Mall’s 

Facebook page

2. Clicking on Instagram will direct users to Mall’s 

Instagram page.

1

2

AMK 
Facebook page

AMK 
Instagram page



Application – Concierge
Concierge is the one stop shop to find out all of the 

information about each Mall.

Accessed via Left hand Menu > Concierge

• Mall information listed includes: Address and 

Phone number, Opening hours, Services and 

parking fees

• By clicking on ‘View on Map’, users are directed to 

a Google Map with mall location, their current 

location and current mall promotions. 

• When clicking on ‘Offers’, user will be directed to 

Promotions screen for that mall.



Application – Getting Here

Enables users to view the mall and their current location on 

a map.

1. Accessed via left hand menu > Getting Here  

Or 

2. On Store detail screens, click on store address, then on 

‘Locate the Mall’ option

1
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Applications – Share Tools
Users can share application content with their friends and family 

via the ‘Share’ option on various screens:

Promotions, Events, Rewards, Events, Store details and Mall 

information screens 

1. Click on ‘Share’ button 

2. Choose desired sharing tool SMS, Email, WhatsApp.

3. Or Click on ‘F’ icon to share content via user’s Facebook 

account (user will need to have an existing FB account)

1
2

3



Applications – Share Tools

Email SMS WhatsApp Facebook

In this example, user is sharing details of a particular Yishion promotion 



Application – Contact Us

Enables App users to contact the M Malls team should they have any 

queries.

Accessed via Left hand Menu > Contact Us

1. Form will be pre-filled with user’s details and Mall.

2. Select ‘Enquiry Type’ (e.g. feedback, general enquiry) 

3. Type enquiry Details.

4. Click on Submit 

1
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What we will cover 

M Malls Mobile App

Invigor Loyalty Manager(ILM) Administration System

Customer Service and Support



Invigor Manager – What is it?

• Web-based content management solution which drives:

• App Content
• Campaign scheduling

• Alert scheduling

• Customer Database
• Admin user access

• Reports
• Helpdesk

• User Guides

• Who has access?

• Admin Users  (at group level)
• Location Admin Users ( for each mall)

• Concierge Users (for each mall)

• Merchant Users (can only access own content)



Invigor Manager Features

Customer

Receipts

Transactions

Helpdesk

Promotions

Rewards

Events

Coupons



Invigor Loyalty 
Manager (ILM)

User Guide 



ILM Sign In

An account is required to access the Invigor Loyalty Manager 
Administration System.

Contact your Location  Admin for your ILM Username & Password 
details

Go to your Invigor Manager client website:

https://mercatus.sprookimanagerx.com/

1. Enter your email address

2. Enter password

3. Click on Sign In

1
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https://mercatus.sprookimanagerx.com/


ILM Forgot Password

1. Click on Forgot your Password?

2. Enter registered email address

3. Click Submit

4. A password reset Email will be sent to your 
inbox. Follow the instructions to reset your 
password.

3
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ILM Navigation – Concierge View

• Campaigns

• Promotions: offers created by Merchants/Admin users. Can be viewed and 
redeemed by any M Mall App user. 

• Rewards: these are specially curated Loyalty offers. Can be viewed by any M Mall 
App user, but can only be redeemed by M Privileges members who have 
accumulated points. 

• Events: view all event and their status.

• Coupons

• View and search in-app (digital) vouchers that have been redeemed and 
refunded.

• Customers

• Customers: View and search customer profiles and activity



ILM Navigation – Concierge View

• Receipts

• View receipts that have uploaded by App users and status.

• Transactions: 

• View all customer transactions and status. 

• Helpdesk

• Tool to contact Invigor Manager for any system or technical queries. 



ILM:
Promotions
Rewards
Events



ILM – Promotions Overview

• Promotions enable Merchants & Malls to showcase 
particular offers and for users to download the relevant 
in-app vouchers.

• Only specific users (e.g. Admin users) can create, save, 
edit and publish promotions.

• Promotions can be scheduled ahead of time to start on a 
specific date, or immediately. 

• Campaigns can only be created for Outlets which have 
been added to ILM. 



All Status Descriptions:

Draft: still work in progress, being drafted by relevant Admin user. Not 
visible on App.
Approval Pending: has been setup, but needs Admin approval; not yet 
visible on App.
Published & Live: list of all ‘Published’ campaigns (approved, but not yet 
visible on the App) and ‘Live’ campaigns, visible on the App.
Published: approved campaigns, but not yet visible on the App.
Live: officially Live and visible on the App.
Ended: event has ended, thus not visible on the App.
Just Missed:  campaign that has ended, but Admin has chosen to make it 
visible on the App to drive interest to future offers..

ILM – Promotions Listing

Overview of all promotions (e.g. Live, not published, product 
volume, etc.)

Tools:

• Search: ability to search using any relevant campaign 
keyword.

• Filter: content can be filtered by choosing on any of these 
options followed by clicking on the ‘Filter’ button.

• Location:  Concierge users can only view content 
listed for their own Mall.

• Merchants: filter by Merchant name.

• All types: filter ‘Transactional’ or ‘Non Transactional’ 

• All Tags: Filter by those with GWP tag, car park 
voucher tag, etc.

• All Status: see next column.

• All Feature Status: Feature & Not Featured (not 
applicable to M Malls)

• All Categories: filter by beauty, education, etc.



ILM – Promotions Listing
Columns:

• CID: Unique Campaign Identifier #

• Promotions name:  promotion title, visible on App.

• Merchant: merchant tied to that promotion.

• Mall: mall (or malls) where promotion is available. 

• Outlet: outlet (or outlets) tied to particular promotion.

• Category: e.g. Fashion

• Tag: e.g.GWP tag, car park voucher tag, etc.

• Product volume: maximum inventory level for that that campaign.

• Balance:  remaining inventory level available for that promotion. This 
is based on voucher downloaded, not on redemptions volumes. 

• Start / End date: promotion start and end dates visible on the App.

• Status: campaign status e.g. Live, Published. See categories on 
previous slide.

• T/NT: Transactional (payment required) or Non Transactional 
(payment in store).

• Target users:  campaigns can ‘target’  specific users depending on 
their profile (age, gender, DOB, target only M Privileges Members, 
etc).

• Featured: whether the promotion has been selected for featured alert 
or not.

• Downloads: # of vouchers downloaded to date for that particular 
promotion.



ILM – View Promotions Details

Concierge Users can view full 
promotion details on ILM as follows:

Click on Promotion name (in this case, 
an “Anna Nucci” promotion)



ILM – View Promotions Details
1. Campaign Details: name, description and image

2. Campaign values: 
• Transactional: users can complete the purchase via the M Malls App. In this case, these 

will be displayed on the app:
• Retail Value: the Retail $S of the product/service
• Coupon Value: the S$ value of the voucher which users will be purchasing.

• Non-Transactional: most commonly used. Users can download vouchers and make 
payment in store. Note: ‘Retail Value’ and ‘Coupon Value’ will not be displayed in the 
App for Non-Transactional campaigns. 

• Coupon Limit Type: limit of coupons for that particular Campaign (e.g. unlimited, 100, 
2,000, etc). 

• Coupon limit per App user: how many times can a customer download this Campaign in 
a set period.

• Product Volume: : maximum inventory level for that that campaign.  
3. Campaign Codes:

• Promotion code: internal code used by Merchant to tie in with their POS for tracking 
purposes. Maximum 16 characters.

• Barcode image: a barcode image will appear if merchants wish to more efficiently 
redeem vouchers at the point of sale

4. Campaign Dates: 
• start and end dates and times as set by the Admin user who created the campaign.
• Note: M Malls users won’t be able to view/download campaign coupons after the 

campaign end date
5. Coupon Validity: coupon/voucher valid start date and end date which can be:

• Fixed: a specific date (e.g. 20 September 2018)
• Variable: set in hours, days or months, from the date the coupon has been either 1) 

downloaded, 2) from the user’s registered birthday or 3) from user’s sign up date.

1
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ILM – View Promotions Details

6. Targeting Options: campaigns can ‘target’  specific users 
depending on their profile (age, gender, DOB, target only M 
Privileges Members, etc).

7. Merchant & Outlets: : 
• Merchant: example: MFC Jewelry
• Outlet: example: MFC Jewelry AMK

8. Merchant Redemption code: codes to be used by 
Concierge and Merchants to redeem vouchers. See 
separate section on this step.
• This code must not be shared with non ILM users.

9. Categories: merchant category (e.g. watches & optical).

10. Disclaimer & Terms: specific Terms for this particular offer

6
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ILM – View Promotions Details

11. Tags: ‘tags’ attached to promotions for particular 
offers. Tag types are: 
• Car Park
• Gift Voucher Mobile (accessible via M Malls App)
• Gift Voucher Online
• GWP (Gift With Purchase)

12. Views & Shares: statistics on users sharing Reward 
details (via M Malls app) via SMS, Social Media, 
Email, Facebook

11
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ILM – Rewards Overview

• Rewards enable Merchants & Malls to showcase curated loyalty offers 
and for users to download in-app vouchers.

• Rewards can be viewed by any M Mall App user. However, they can 
only be redeemed by M Privileges members with available points their 
Accounts.

• Rewards can be scheduled ahead of time to start on a specific date, or 
immediately. 

• Only specific users (e.g. Admin users) can create, save, edit and 
publish Events.

• Rewards can only be created for Outlets which have been added to 
ILM. 



ILM – Reward Listing

Overview of all Reward 
Promotions (e.g. Live, not 
published, product volume, 
etc.)

Tools available:

• Same as Promotions.

• Refer to ‘Promotion 
Listing’ slide for Filters 
and Column 
descriptions.



ILM – View Reward Details

Concierge Users can view full Reward 
details on ILM as follows:

Click on Reward name (in this 
example, $5 Jurong Point Gift 
Voucher”)



ILM – View Rewards Details
Rewards details screen is presented with:

1. Reward Details: name, description and image

2. Reward Values: 
• Free: anyone can download, regardless of points balance.
• Pay with Points: Only users with available points can download.  

Points required to purchase reward will be displayed on this field.
• Transactional:  users can purchase these Rewards. In this case, 

these will be displayed:
• Retail Value: the Retail $S of the product/service
• Reward Campaign Value: S$ value of the Reward voucher 

which users will be purchasing.
• Coupon Limit Type: limit of coupons for that particular Reward 

(e.g. unlimited, 100, 2,000, etc). 
• Coupon limit per App user: how many times can a customer 

download this Reward in a set period.
• Product Volume: maximum inventory level for that that campaign.  

3. Reward Codes:
• Promotion code: internal code used by Merchant to tie in with 

their POS for tracking purposes. Maximum 16 characters.
• Barcode image: a barcode image will appear if merchants wish to 

more efficiently redeem vouchers at the point of sale

1
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ILM – View Rewards Details
4. Reward  Dates: 

• Start and end dates and times as set by the Admin user.
• Note: M Malls users won’t be able to view/download Reward 

coupons after the end date.
5. Coupon Validity: coupon/voucher valid start date and end date which can 

be:
• Fixed: a specific date (e.g. 30 October 2018)
• Variable: set in hours, days or months, from the date the coupon has 

been either 1) downloaded, 2) from the user’s registered birthday or 
3) from user’s sign up date.

• Note: M Malls users won’t be able to redeem coupons after the 
coupon validity end date. It’s important to highlight to App users.

6. Targeting Options: campaigns can ‘target’  specific users depending on their 
profile (age, gender, DOB, targeting only M Privileges users, etc).

7. Merchant & Outlets: : 
• Merchant: example: Aimer
• Outlet: example: Aimer Jurong Point 

8. Merchant Redemption code: secure code to be used by Concierge and 
Merchants to redeem vouchers. See separate section on this step. 
• This code must not be shared with non ILM users.

9. Categories: merchant category (e.g. fashion).

10. Disclaimer & Terms: specific Terms for this particular offer
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ILM – View Rewards Details
11. Tags: ‘tags’ attached to promotions for particular offers. Tag types 

are: 
• Car Park
• Gift Voucher Mobile (accessible via M Malls App)
• Gift Voucher Online
• GWP (Gift With Purchase)

12. Views & Shares: statistics on users sharing Reward details (via M 
Malls app) via SMS, Social Media, Email, Facebook
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ILM – Events Overview

• Events enable Merchants & Malls to showcase special 
events or ‘happenings’ in the mall, aimed at increasing 
footfall, engagement and overall customer satisfaction.

• Examples: Exercise Events, Chinese New Year parties, etc.

• Only specific users (e.g. Admin users) can create, save, 
edit and publish Events.

• Events can be scheduled ahead of time to start on a 
specific date, or immediately. 



ILM – Events Listing

Overview of all events (e.g. Live, not published) and their status.

• Search: ability to search event using any relevant event keyword.

• Filter: Concierge users can filter events by:

• Organizer (e.g. mall, merchant set as the event ‘organizer’)

• Status: 

• Draft: still work in progress, being drafted by relevant 
Admin user.

• Published: set up on the system, but not yet Live, 
thus not visible on the App.

• Live: ‘Live’ event which can be visible on the App

• Ended: event has ended, thus not visible on the App.

• New Year parties, etc.

• Event Name, Start & End Date, Status (Live, Ended).

• Response volume: # of App users who have added event to their 
smartphone calendars.

• Total Viewed: # of App users who have clicked on the Event on 
the App (‘viewed’)

• Total Shared: # of times the event has been shared via the App 
(via SMS, Text, etc)



ILM – View Event Details

1. Event Details:  event name, short description and image.

2. Event Date: Start and end dates. Events can also be scheduled 
to be repeated ( e.g. every 2 months) if required. 
• Event Start and End Dates defines the duration of the 

Event and Add to Calendar dates.

3. Campaign Dates: Campaign Start and End Dates defines the 
period over which the Event details will be live. 
• For example: Event campaign date can be 2 January (at 

which point it will be displayed on the App), but the 
actual event date might be 4 January (at which point 
users can Add to their smartphone calendars). The idea 
is to allow malls (if needed) to start promoting the event 
ahead of time.

4. Organiser & Venue: 
• Organiser: can be a merchant (e.g. 7-Eleven), a Mall 

(e.g. AMK Hub), or none.
• Venue:  can be set as a mall  (e.g. Jurong Point).

5. Tags: any tags attached to event (e.g. opening / starting soon).
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ILM:
Coupons
Customer



ILM – Coupons Details
This section allows Concierge users to review all customers’ 
coupon activity.

Note: Concierge Users can Manually Redeem coupons on 
ILM, but cannot Refund Coupons. 

Tools:

• Search: search all coupons on ILM by specific keywords.

• Filters: Coupons can be filtered by choosing one of the 
below options, then clicking on the ‘Filter’ button:

• All locations: e.g. Jurong Point

• Merchants: e.g. 7-Eleven

• Types: e.g. Promotion or Reward coupon

• Tags: e.g. car park voucher

• Status:  See next column

• Distances: Coupons that have been redeemed 
within a specific distance (e.g. choosing ‘less than 
500m’ on filter, displays all coupons that have been 
redeemed within 500m of the particular location).

• All times: coupons that have been redeemed within 
trading hours, weekdays, weekends, etc.

Status filters: 

New: coupons that have not yet been redeemed/refunded nor have expired.
Redeemed: coupons that have been redeemed by App users or manually by 

Concierge users.
Refunded: coupons that have been refunded by Admin users. 
Expired: coupons past their expiry date.



ILM – Coupons Details

Tools:

• Transaction ID:  unique identifier of all coupon 
transactions. 

• Coupon code: unique code for each coupon. 

• PayPal TransID: only applicable to Transactional offers, 
when purchased via PayPal.

• Coupon value: coupon value in S$. Can also be set to $0 
depending on the offer.

• Distance:  distance between where the coupon was 
downloaded and where the campaign originates. 

• Merchant:  merchant associated to particular 
coupon/offer

• Mall: Mall where coupon was downloaded/redeemed.

• Outlet:  outlet where coupon was downloaded/redeemed.

• Notes: Concierge user can add notes (for internal use) 
prior to redeeming coupons on ILM.

• Redeem: Concierge can manually redeem coupons on 
ILM. See separate slides with steps. 



App & ILM Coupon Redemption Process

Concierge users will be able to redeem vouchers with a secure 

redemption code and will politely ask shoppers to hand over their 

smartphones to complete redemption.

To redeem:

1. On App: Click on My Vouchers > New Tab

2. On App: Click on the Promotion voucher,  Reward voucher or 

Car Park Reward voucher to be redeemed

3. On app: Click on Redeem

4. On ILM find Merchant Redemption code:

• Click on ‘Promotions’ menu

• Click on relevant promotion

• Go to section 7: Merchants & Outlets

• Redemption code will be found under outlets

1
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Top Tip: The merchant Redemption code must be kept secure at all times and
Cannot be shared with customers nor non-Invigor Manager users

ILMM Malls App



App & ILM Coupon Redemption Process

5. On App: Enter Merchant redemption code. 

6. On App: Click on Redeem - top right of the screen

7. On ILM: Coupon status will change to ‘Redeemed’

5

6

NO PAYMENT REQUIRED

Top Tip: Merchant Redemption code must be kept secure at all times and
Cannot be shared with customers nor non-Invigor Manager users
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8. On App: Voucher status will change to 

’Redeemed’ 

9. On App: Voucher will move to 

‘Redeemed/Expired’ tab and cannot be 

redeemed again.

8
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App & ILM Coupon Redemption Process



ILM – Manual Coupons Redemption

Concierge Users can manually Redeem coupons on ILM.
(only Admin Users are able to process refunds on ILM)

Manual redemptions should only be done the event that Concierge 
users or customers are not able to Redeem coupons on the 
Customer’s device.

Please speak with your Team Leader for approval prior to 
redeeming coupons.

Steps: 

In the first instance, please  attempt to redeem coupon on the 
customer’s device (see previous slides for steps)

1. If unable to redeem coupon on device: Click on Customer menu 
on ILM.

2. Click on relevant customer’s email to access Customer Record. 
3. Go to Coupon History (bottom of customer record screen).
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ILM – Manual Coupons Redemption

4. Add a note on the relevant coupon row, 
for internal reference (e.g. customer 
Redemption for X reason)

5. Click on  ‘Redeem’.

6. Coupon status will automatically change 
to ‘Redeemed’ on ILM.
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ILM – Customer Overview

Concierge users have access to all Customer 
data, so please keep this information  
confidential.

App users are prompted to enter personal 
details such as Date of Birth, Gender and 
Mobile contact information upon sign up.

This information is stored in Invigor Loyalty 
Manager and can be viewed, edited and 
downloaded along with the complete 
customer database. 



Filters:

All Locations: user can filter customer by the mall they have performed any actions 
(e.g. redeemed a coupon at Challenger Jurong Point), followed a merchant at that 
location, etc.
All notifications:  filter our those users who have enabled certain notifications.
Gender: filter user by gender (if provided during sign up)
Tier: filter user by Tier (Basic, Union, Gold)
Age: filter user by age range (this can also be customized by filtering an age range,  
or a specific age group)

ILM – Customer Listing (1)
• Search field: ability to search customer by name/surname.

• Add customer: ability for Concierge to create new customer 
on ILM. See next slides for details.

• Filters: See next column

• UID: Unique User identifier.

• Membership No. Unique membership number

• Action: Concierge users can:

• Edit customer details

• Attached receipt to customer’s account

• Add GWP & Vouchers to customer’s account.

• Email:  customer’s email address registered on M Mall app

• Given name and Family names: provided during registration.

• Available points: current point balance

• Gender: will be listed if provided during registration.

• DOB: provided during registration.

• Mobile number: provided during registration.

• Tier: current membership tier for that customer:  Union, 
Basic, Gold.

• Login type: 

• Local Sign in: if user registered / login via the App 
registration process.

• Via Facebook: if user registered / login via their 
Facebook account.

• Last login: last time and date customer logged into App.



ILM – Customer Listing (2)

• Last login: last time and date customer logged to the App.

• Total viewed: #  campaigns  viewed by that customer  since 
the customer downloaded the app.

• Viewed alert:  # of campaigns viewed by that customer from 
an alert (e.g. Featured or General alert)

• Viewed browse:  # of  campaigns viewed by customers 
(when a customer clicks on a campaign, that counts as a 
‘view’)

• Total shared: total # of campaigns, events, or merchant 
details shared via SMS, Email, Facebook by customer.

• Shared SMS, Social, Email:  detailed volume of campaigns, 
events or merchant details shared by customer.

• Following Merchants/Outlets: # of merchants and outlets 
followed by customer (when clicking on the ‘Follow’ icon on 
the App).

• Coupons Purchased: total # of redeemed coupons for that 
customer.

• Refunds:  # of refunded coupons processed for that 
customer. Only Admin users can process refunds.

• Failed Purchases: only applies to transactional offers. Refers 
to number of in-app purchases customer has not been able 
to complete.



ILM – Creating a New Customer

Concierge users can register new customers on 
ILM

This is a useful tool to assist those users who are 
not technically savvy or are having issues 
registering via the App.

1. Go to Customer menu on ILM, click on 
customer omer email to access customer 
record, and click on ‘Add Customer’.

2. Fill form on Create Customer screen with 
customer’s details

3. Click on ‘Submit’

4. Customer can login to the M Malls app with 
mobile # and password registered on ILM
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ILM – Customer Details
Concierge users have access to all Customer data, so please keep this 
information  confidential.

Tools: 

• Clicking on Customer email (on Customer Listing screen), displays 
all the information provided during registration.

• Concierge users can edit the following fields on ILM: 

• Email

• Given Name

• Family Name

• Gender

• DOB

• Mobile #

• NRIC

• Car IU number

• Car License Plate

• Concierge can also add notes (for internal use – e.g. complaints, 
refund notes)

• After details are updated, click on ‘Update user Details’ at the 
bottom of the screen



ILM – Customer Details
Tools: 

• Coupon History: lists all coupons transactions for that customer, 
including outlet, date and coupon status.

• Password: Allows Concierge to change customer’s password on 
ILM. Only change password if they are unable to change it using 
the App and with  the customer’s consent.

• Transaction History: lists all receipt transactions for that customer, 
including receipt values and outlets.

•

• Following: list of merchants and outlets customer is ‘Following’ 
(after clicking on ‘Follow’ option on the App)

• Update Log history: history of all fields that have been amended 
for that customer, alongside the username who has made the 
changes, date and time.



ILM - Customers – Reset Password

Concierge User is able to reset customers’ passwords, should the 
customer have issues with the App.

If customer is not able to reset the password via the App by 
clicking on ‘Forgot Password’  (on Sign up Page) follow these 
simple steps:

1. Click on Customers tab on the menu sidebar. 

2. Browse Customer Database or Search Customer field to find 
desired customer. 

3. Click on the customer’s email field to access customer 
record.
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ILM - Customers – Reset Password

4. Scroll down the page and click on Password. 

5. Click on ‘Reset Password’.

6. Click on  “OK” to confirm reset password. 

Customer will be sent an email (to email used during 
initial App registration) with instructions to reset 
password. 

Change Password: 

Concierge users can also change customer’s password 
directly on ILM by clicking on ‘Change Password’, 
However, the Reset Password option is preferable 
and more secure.
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ILM – Customer Details- Download Log
Enables Concierge to download historical data of a particular 
customer.

To Download Log History data:

1. Access relevant customer record, scroll down the page and 
click on “Download History”.

2. A CSV file will be exported with the following fields:

• Log ID

• Date when log was exported

• User ID of user who has made changes to customer 
record (e.g. Concierge) 

• Email of user who has made changes to customer 
record 

• List of all fields that have been amended on customer 
record.
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ILM – Customer Refunds 
• Only approved Admins can process Customer Refunds on ILM. 

• Please contact your Team Leader for support if a customer requires a Refund.



ILM:
Receipts 



ILM – Receipts Overview
Receipt Dashboard enables registered users to view and manage 
shoppers’ receipts submitted via the M Malls App.

This section enables user to:

• Search, filter and view receipts submitted by shoppers.

• View transactions associated with those receipts.

• View basic personal information of those shoppers that have submitted 
receipts.

• How to award, cancel or reject receipts submitted by shoppers.

• Exception handling cases.



ILM – Receipts Listing

There are two main sections in the dashboard:

1. Search and Filter: These are tools that you can use to identify particular receipts, or a group of receipts. 

2. Transaction List: This is a list of all receipts that have been uploaded into the system. A high level overview/summary is provided. 
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ILM – Search and Filter Receipts

1. Search Receipts: A text search field, used to search for a specific shopper. 

2. Filter Receipts By: Drop down menus, used to search for receipts from a specific mall, or receipts with a specific status

E.g. Find all receipts from ‘Jurong Point’ that are in a ‘Pending’ status. 

3. Dates: A date search field, used to search for receipts between a specific date period. 

E.g. Find all receipts between (Start Date/Time) 01/04/2018 12:00 and (End Date/Time) 20/04/2018 17:00

4. Amount Range: An amount search field, used to search for receipts between specific values. 

E.g. Find all receipts with a value between (Starting Amount $) 10.00 and (End Amount $) 100.00
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ILM – View Receipts Details (1)

• Listing includes an overview of each of the receipts that have 

been submitted by customers. 

To view full receipt details:

1. Click on the ‘ID’ that is hyperlinked on the left hand side.

1



ILM – View Receipt Details (2)

2. This screen will display all the relevant 

information for that receipt.

Details explained in the following slides
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ILM – View Receipt Details (3)

1. Transaction ID: can be identified at the top of the screen 

(in this example the transaction ID is #4955)

2. Drop Down Menu – Please select a camera: If you are 

taking photos of receipts you can select your input 

device, whether it is a built in camera or a peripheral 

device, such as an external scanner. 

3. Receipt Image:  This is the receipt image that needs to be 

analyzed for the customer. Click on the image to enlarge 

it for viewing. 

4. Button – Take another Snap:  If you are not satisfied with 

the receipt image, you can re-capture the photo. Follow 

the on-screen prompts to take an additional photo. 

2
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ILM - Receipts – Receipt View (Functions)

5. Sliders – Image enhancement: The image can be 

enhanced if necessary. There are three markers 

that can be moved on the horizontal slider and will 

change the Brightness, Saturation or  Contrast.  

Adjust as desired. 

See example of an a receipt and an enhanced version 

on the right.

5
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ILM - Receipt View (Functions)

66. Shopper Details: These are pre-populated fields that contain 

the customer details.  Please check these details to ensure 

you are modifying the correct customer. 

Note: These are non-editable fields. 



ILM - Receipt View (Functions)
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7. Amount: receipt value that the customer has provided via the 

App. Please check the receipt image against the value stated 

and correct if necessary. 

8. Mall: mall where the purchase was made. Please check 

against the receipt image and adjust the entry if required. 

9. Status: current receipt status (Approved, Pending or 

Rejected). This is a non-editable field. 

10. Outlet: outlet where purchase was made. Please check the 

receipt image and update this field (using the drop down box) 

if required.



ILM - Receipt View (Functions)
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11. Transaction ID: Please check the receipt image, and populate 

this field with transaction ID on the receipt.  

12. Transaction Date: Please check the receipt image and 

populate this field with the transaction date.  (e.g. date of 

purchase)

13. Payment Mode: Status: Please check the receipt image, and 

populate this field (using the drop down box) as to what 

method of payment was used.  

14. Receipt Notes: Not a mandatory field. Can be used to make 

notes detailing your decision process. Mainly used during the 

rejection process – to document your line of thought and 

reason behind the rejection.  



ILM - Receipt View (Functions)

15 16 17

These are the 3 key actions that can be performed on receipts: 

15. Cancel:  Click on cancel if no action is needed and you wish to 

return to the previous menu, without saving any changes (No 

change in status).

16. Reject: If receipt does not meet the minimum requirements for 

approval, you can reject the claim. Please add a summary of the 

decision under the ‘Receipts Note’ section before pressing the 

‘Reject’ button.  Receipt status will move to a ‘Rejected’ state. 

17. Award: If the receipt meets all of the requirements, the claim 

should be processed. Clicking on the ‘Award’ button will complete

the transaction, award the relevant points to the customer 

account, and log receipt as ‘Approved’.  



Receipts – Receipt Details: Sample #1

You need to collect some information from the receipts. Every receipt will vary and requires 

some investigation. 

1. Outlet Name (in blue) – The outlet (the majority of the time) will be listed at the top of the 

receipt. In this example the outlet is Heritage Hub

2. Mall (in blue) the mall (the majority of the time) will be listed at the top of the receipt. In 

this example the mall is AMK. 

3. Date/Time (in red) – The date and time locations will vary from receipt to receipt. In this 

example, the date is 4 May 2018 – 11:01 AM

4. Transaction ID (in green): The transaction ID is a number that is unique to that particular 

transaction. This number will vary from outlet to outlet, and will vary in location. Try and 

look for something that is a unique identifier to that transaction. 

In this example the transaction ID is likely to be R191297 

5. Amount (in yellow): the amount spent will tend to be towards the bottom of the receipt. 

The amount should be a total, based on what items the customer has purchased. In this 

example, the amount is $49.90. 
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Receipts – Receipt Details: Sample #2

You need to collect some information from the receipts. Every receipt will vary and requires 

some investigation. 

1. Outlet Name (in blue) – The outlet (the majority of the time) will be listed at the top of the 

receipt. In this example the outlet is U@GX. 

2. Mall (in blue) – the mall (the majority of the time) will be listed at the top of the receipt. In 

this example the mall is AMK Hub.

3. Date/Time (in red) – The date and time locations will vary from receipt to receipt. In this 

example, the date is 3/5/2018 – 8:53 PM 

4. Transaction ID (in green): The transaction ID is a number that is unique to that particular 

transaction. This number will vary from outlet to outlet, and will vary in location. Try and 

look for something that is a unique identifier to that transaction. 

In this example the transaction ID is likely to be: AMK Hub 225258

5. Amount (in yellow): the amount spent will tend to be towards the bottom of the receipt. 

The amount should be a total, based on what items the customer has purchased. In this 

example, the amount is $99.80
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Receipts – Exception Handling
Below some of the common receipt-related exception cases and how to handle these:

1. Unable to process receipts less than $20.00:  

• If you try to process a receipt for less than $20, you will be presented with an error message. Any receipt under $20 can 

be rejected. 

2. Unable to process duplicate receipts: 

• Customers may try and enter a receipt more than once. If two receipts are submitted with the same mall, outlet, and 

same transaction ID, you will be prompted that this is a duplicate receipt. Check that the data is correct. If it is a 

duplicate of a previous receipt, reject the new entry.

3. Receipts submit past the due date: 

• Receipts up to the end of the next calendar day of receipt transaction is accepted. Receipts beyond will be rejected. 



ILM:
Transactions



ILM – Transactions Overview

• The Transaction section allows users to review the 
various activities completed by customers through 
the ILM platform. 

• Transaction types range from Awarding Coupons, 
Awarding Receipts, Adding bonus Awards, 
Redemption of Coupons.  



ILM – Transactions Tools
1. Search Transaction:  general search tool that will crawl across the entire 

transaction database (e.g. if user types ‘Kwa’, results will list all listings 

with the word ‘Kwa’, including customers, coupons, offers, etc. or ability 

to find all ‘Car Park Rewards’ that were redeemed at AMK during Business 

hours)

2. Filter transactions by: Ability to filter transactions by Tiers (e.g. Basic) , 

Times ( e.g. trading hours), Merchant (e.g. 7-Eleven), Location (e.g. AMK), 

Type (e.g. Bonus Award)

• Example: find all ‘Gold’ members from ‘Jurong Point’ that have had 

a ‘Receipt Reward’.

3. Search Amount Range:  option to search transactions by entering a start 

and end amount to find particular coupons of certain value (this is useful 

when analyzing the performance of certain offers). 

• Example: find transactions with a value between (Starting Amount 

$) 10.00 and (End Amount $) 100.00

4. Select Points Range: option to search transactions by entering a start and 

end amount to find coupons  of certain points value.

• Example: find receipts with a value between 10 and 500 points.  
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ILM:
Helpdesk



ILM – Create Helpdesk Ticket

Should any issue arise with the M Malls App or ILM,  please follow these steps:

• Contact your Team Leader. If Team Leader is not able to resolve/answer query, contact your ILM Location Admin. 

• If still unresolved, raise a Helpdesk Ticket to the Invigor Support team.  See steps on next slide.

• Please provide as much information as possible for the team to more efficiently assess the ticket. Our team will 
update the Concierge team directly (Concierge teams will update customers directly) 



ILM – Create Helpdesk Ticket

Raising a ticket: 

1. Login to https://mercatus.sprookimanagerx.com with your credentials

2. Go to Helpdesk on the menu sidebar

3. Click on ‘Create Ticket’ 
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ILM – Create Helpdesk Ticket
3. Complete form with the following details: 

• Issue Type (e.g. Technical, Customer-related).

• Device used by customer, operating system and OS version (if 
relevant)

• Summary of the issue.

• Your name

• Your contact number

• Your contact Email

• App username: if the issue affects a particular customer.

• Coupon code: if the issue is related to an existing voucher)

• Description of the issue. Please include as much information as 
possible for our Support team to investigate nore effectively.

• Add attachment (e.g. screenshot of Invigor Manager, or of App 
displaying the issue, if available).

4. Click on Submit

A member of the Invigor Team will contact the ticket reporter as soon as 
possible, depending on issue severity (refer to SLAs for resolution 

response times)
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This guide will cover

Introduction to Mercatus Malls Mobile App

Overview of Invigor Loyalty Manager(ILM) Administration System

Customer Service and support



Customer Support - Overview

User has Enquiry or 
Technical issue

User contacts M 
Mall team  

Concierge 
investigates, but 
unable to resolve

Concierge contacts 
Location Admin for 

support

Helpdesk Ticket is 
raised if neither are 

able to resolve

Invigor Support 
investigates and 
updates M Mall 

team

1 2 3 4 5 6

A defined process is in place to provide support should App users or M Malls users have system 
queries or encounter technical issues with the App or Invigor Manager

Invigor Support Team Operation Hours are 9:00 am-6:00 pm 
Monday to Friday Singapore time (exc Public Holidays)



Most Common Customer Issues

Issue Device Connectivity issues Customer device issues Refunds User Account Merchant support 
incidents

Description Can’t download vouchers
Can’t view vouchers

User on devices pre-dating iOS 8+ or 
Android 2.3 that can’t download 

User device memory low (lots of 
apps running)

User has too many apps open at 
once (memory)

Users on iPads relying on Wifi
networks only (not available for iPad 
download)

Post-redemption: store 
refund terms apply

User has multiple 
accounts and can’t 
remember which account 
they downloaded 
vouchers.

User forgets password

User signs in first time 
with local email, then 
tries to sign in second 
time with Facebook

Staff unaware of Mobile 
App or how to handle 
redemption

Staff unaware of Outlet 
Redemption code

Share redemption code 
with Users

Possible 
resolutions

Check that customer’s device 
is connected to a 3G , 4G 
networking or working WiFi
connection.

If device is too old or does not have 
enough processing power, ask 
customer to login to the App with 
another device (e.g. a friend or 
family member)

Check promotion Terms & 
Conditions. 
Speak with Merchant if 
required.

Delete and re-install app, 
then help customer 
access account with the 
correct username.
Reset password via ILM if 
necessary.  

Help Merchant with query 
directly to resolve 
customer issue ASAP.

Suggest Admin user to 
conduct refresher training 
session with Merchants if 
necessary.

These are the most common user support incidents that you might encounter and possible resolutions: 



Customer Support - Responsibilities

M Malls Team Support Invigor Support

1. App users will contact M Mall team via email,  Contact Us (on M malls 
App) or by visiting the mall’s Concierge desk if they have product or 
technical queries.

2. If Concierge Team are unable to respond query or solve the issue, they 
should contact their dedicated M Malls Location Admin

If Concierge nor M Malls Location Admin are 
able to resolve the query, please raise a ticket 
via Helpdesk on Invigor Manager.

The Invigor Team will review and provide 
resolution based on contractual SLAs (see next 
slides) 

Support Hours: 9:00 am-6:00 pm, Monday to 
Friday Singapore time (excl Public Holidays)

M Malls Location Admin responsibilities: 

• Collect accurate data regarding the error or incident
• Attempt to self-diagnose & resolve incidents prior to contact Invigor
• Review ILM and FAQs references provided 
• Raise a support incident ticket to Invigor Helpdesk if unable to resolve



• Invigor can only respond to technical issues which can be reproduced by the Invigor QA and 
Technical team.

• Invigor will require information regarding the steps taken by the customer to reproduce a 
technical error.

Priority Description Response Time from receipt of notice by 
Invigor

Severity 1 Invigor software not operational and with no work-around. Within 4 hours (during Support Hours)

Severity 2 Errors to software functionality or intermittent loss of system across 
parts of the platform with no work around.

Within 1 Business Day 
(during Support Hours)

Severity 3 All other Errors and Customer support issues with no work around 
identified. 

Within 3 Business Days

Invigor SLAs

Sent to Andy to validate



Customer must notify Invigor immediately of the support 
incident providing the following details:

• Issue Type (Technical, Product, Payment, Refund etc…)

• Summary of issue

• Customer Name

• Customer App username

• Customer contact number & email

• Voucher code (if applicable)

• Description of issue and/or steps taken to reproduce 
issue (for Technical issues)

• Any refund requests prior to the redemption of a voucher 
are at the discretion of M Malls and will be evaluated on a 
case by case basis.

• Any refund requests received after redemption of a voucher 
are at the discretion of the outlet and depend on M Malls 
and the outlet’s refund policy and terms of the voucher or 
offer provided through M Malls .

Support Incident Obligations

Upon receipt of support incident, Invigor will:

• Recognize support incident when lodged and provide a 
support ticket number via reply email.

• Allocate a priority to the incident based on the severity of 
the issue.

• Respond via support website and email with timeframe 
provided for that severity.

M Malls Team Obligations Invigor Support Obligations 



App: 
Customer

Email or call Merchant OR 
Visit a store

Merchant Admin 
initial 

troubleshooting 
via FAQ’s and 

Customer records

Merchant 
unable to 

resolve 
problem

Log ticket via 
Helpdesk on the 
Invigor Loyalty 

Manager.

Update Email with resolution sent 
to Admin User

Update Email with resolution sent 
to Admin User

Update Email with resolution sent 
to Admin User

Technical to notify Merchant of 
resolution date 

Support Flow



App Users’ 
Frequently Asked 
Questions



• What does this application do for me?
The M Malls mobile application brings users a revolutionary service that utilizes 
location-based targeting technology. It is available on connected Android and iOS 
devices (iPhones, iPods and iPads) and helps users discover exclusive offers and 
promotions from selected stores in Stores Specialists, Inc. within walking distance from 
your current location. 

• How do I download it?
The application is available for download from the Apple App Store and Google Play 
Store. Visit the Store via your device by tapping on the ‘App Store’ or ‘Play Store’ app, or 
go to the App Store within iTunes for iOS devices and search for ‘M Malls’ 
Download the app and if via a desktop/laptop, sync your device to ensure that the 
application is available on your mobile device. You will be required to launch the 
application at least once to ensure that you receive messages relevant to your location. 

• Does M Malls Mobile App cost anything?
The application is FREE to download, browse offers/deals and to receive application 
alerts. Once the app has been installed on your device, you will be able to search for 
offers/deals that you would like to download.

• Is there a similar Blackberry or Windows App available for download?
At the moment, the application is only available for Android v2.3 and upwards or Apple 
iOS 8 and upwards platforms.

• What is the difference between M Malls and other apps which offer similar 
offers/deals/discounts?
Unlike other generic deals apps, this application is exclusive to M Malls . It brings 
together all the best offers and latest news from our brands and consolidates them for 
easy viewing by users.

Frequently Asked Questions
Top Tip: These are available on the FAQs section of M Malls App

• How do I view/receive featured offers/deals?
When you are within walking distance of the mall, you will receive one (1) application alert of a 
featured offer or promotion. Other offers are also available for viewing via the ‘Offers’ section.

• How do I download an offer?
From the application alert, touch ‘View’ to go to the Offer Details page. On the Offer Details page, 
touch ‘Get Now’ or ‘Buy Now’. For new users, you will be required to sign up before downloading 
or purchasing any vouchers.  For existing users, you are required to sign in. Once the download is 
successful, you will receive the voucher in question saved in ‘My vouchers’.

• I have downloaded M Malls, but I am not receiving alerts. Why is this so?
The application utilizes location-based technology to send alerts to users and relies on individual 
users’ location settings. In order for alerts to be sent, Location Services should be set to ‘ON’. To 
turn on Location Services for iOS devices, visit ‘Settings’ > ‘Privacy’ > ‘Location Services’ > ‘ON’.  
Scroll down to find this Application and select ‘ON’. To turn on Location Service for Android 
devices, visit ‘Settings’>’Location Services’ or ‘Location and security’> ‘ON’

• What is meant by “walking distance”?
This refers to a pre-defined distance around the store or mall and may be anywhere between 50-
metres and 500-metres.

• When can I redeem  my voucher offer?
Once downloaded, your voucher can be redeemed at any time, including the same day, prior to 
the expiry date of the voucher and during the retailer’s normal operating hours. For a selection of 
vouchers, you may be required to make an advanced booking prior to the voucher expiry date. To 
avoid disappointment, please refer to specific voucher terms and conditions for more details.



• My app crashed when I tried to download a voucher.
If this has happens to you, please ensure that all apps running in the 
background have been closed off first, then try again. 
Follow the steps below to close off all apps running in the background on iOS 
devices:

• Press the Home button to ensure that you are at the Home screen

• Double-press the Home button. The app tray will appear.

• Tap and hold the Application icon. After a while, the app icons should be 
jiggling and minus (-) signs should appear on all top right hand corners.

• Tap the minus (-) sign that corresponds to the application. This action 
closes the app completely.

• Press the Home button once to stabilize apps again, and another time to 
exit to the Home screen.

• Wait for 5 – 10 seconds before relaunching the Application (by tapping 
the app icon).

• I have feedback that I think would be a valuable addition in improving this 
app. How do I communicate these ideas to you?
We take feedback very seriously and would love to hear from you if you have 
suggestions on how our Application can be improved to facilitate a smoother 
user experience for all. Please send in all feedback and/or suggestions to M 
Malls or via the Contact Us form in the M Malls application.

• Can users download a voucher without Wi-Fi or 3G/4G connection?
No. App users need either Wi-Fi, 3G or 4G connection to download vouchers.

• Can merchants redeem vouchers without Wi-Fi or 3G/4G connection?
Yes. Merchants can enter their merchant codes and redeem vouchers if the 
handset does not have Wi-Fi, 3G or 4G connection.

Frequently Asked Questions
• I am unable to view any offers / promotions on the application and my 

screen is not showing that it is loading. 
The first time you launch the application, the most recent information is 
loaded from the server. This may take a few seconds or minutes, depending 
on your network. The application requires a connection through either 
mobile data (3G+) or internet network (Wi-Fi) to load recent information 
and to fully function. 

• How do I check if there is an issue with my network or internet 
connection?
The application requires either a connection through mobile data (3G+) or 
internet network (Wi-Fi) to load recent information and to fully function. If 
the app is not functioning correctly, it is likely that your network signal 
strength is weak, OR the network is experiencing high traffic volume at the 
time. 
As a guide, please follow the steps below to troubleshoot and rectify the 
issue:

• Check the signal strength on your mobile device (at least 3 
bars is recommended)

• If a wireless (Wi-Fi) network is available, connect to it for 
greater stability

• If your mobile device’s signal strength is good, attempt the following 
steps to resume normal functionality:

• Press the Home button to ensure that you are at the Home 
screen

• Double-press the Home button. The app tray should appear.
• Tap and hold the App icon. After a while, the app icons should 

be jiggling and minus (-) signs should appear on all top right 
hand corners.

• Tap the minus (-) sign that corresponds to the M Malls app. 
This action closes the app completely.

• Press the Home button once to stabilize apps again, and 
another time to exit to the Home screen.

• Wait for 5 – 10 seconds before relaunching the M Malls App 
(by tapping the app icon).



• On Redemption, after typing ‘Redemption Code’ merchant/retailer touch 
‘Redeem’ button and gets this message: “voucher is already redeemed”. 
Chances are merchant/retailer has pressed the ‘Redeem’ button more than once, 
thus the message may appear. If the app slows down after this process, it is 
advisable to close the app, and re-launch once again. Redemption process can 
proceed. 

• If I am nowhere near the store location, can I still use the app?
Yes, you will still be able to use the Application if you are not near a store. You will 
still be able to launch and browse the application to view, download vouchers, 
but will not receive location-relevant alerts.

• Is the M Malls app available on tablets?
The M Malls App is not available on Apple iPads or Android Tablets.

Frequently Asked Questions
Top Tip: These are available on the 
FAQs section of M Malls App



Thank You 

Invigor Group Operations Team 
May 2018


