
Welcome to Surfboard Payments

Partner Portal Guide

Your end-to-end guide to onboarding merchants, distributing terminals, and managing the full partner lifecycle — 
from first login to live payments.



01 — PARTNER LIFECYCLE OVERVIEW

The Complete Partner Journey
As a Surfboard partner, your primary responsibility is to onboard merchants onto the Surfboard platform and ensure 
their payment terminals are operational. The lifecycle follows a clear sequence:

1

Login
Access the Partner Portal (v2) → 
Portal access confirmed

2

Application
Create a new merchant 
application → Application ID + 
signing link generated

3

Signing
Merchant signs the application → 
Merchant ID created in the 
system

4

Terminal Distribution
Ship or assign terminals to the 
merchant → Devices enter the 
partner lifecycle

5

Activation
Activate terminal(s) against the 
merchant → Terminal moves to 
Activated state

6

Registration
Merchant or partner registers the 
device → Terminal is live and 
processing-ready

7

Post-Setup
Configure apps, payments, branding, reports → 
Merchant fully operational

8

Tickets
Create tickets for your queries

STEP 1

Partner Login
Log in to the Surfboard Partner Portal. Your account has a defined role — your primary job within the portal is to 
onboard merchants and manage their terminal distribution.

Portal URL: https://partner.surfboardpayments.com/

Once authenticated, you will land on the main dashboard where the left-side navigation panel gives you access to all 
core partner functions: Applications, Merchants, Devices, Shipments, Returns, Branding, Billing Plans, Integrations, 
and Settings.

https://partner.surfboardpayments.com/


 STEP 2

Create a Merchant Application
Once logged in, navigate to the Applications section to begin onboarding a new merchant. Follow the steps below 
carefully to ensure all required fields are completed.

1. Go to Applications

Go to the Applications section from the left 
navigation.

2. Click New Application

Click "New Application".

3. Fill in Merchant Details

Search for the company and fill in all required 
merchant details under the Business field.

4. Add Store Information

Add the store information under the Store field. 
Turn on the Online payments toggle button if you 
want to activate the online store and receive 
payments online.



Create a Merchant Application (continued)
5. Review and Create

Review your application and click "Submit".

Upon successful creation, the system will generate two key items:

Application ID Unique identifier for this merchant application. Use to track status in the 
applications list.

Signing Link A link the merchant uses to sign their agreement. Copy and share directly 
with the merchant.

The signing link is time-sensitive with a validity of 72 hours. Share it with the merchant promptly after 
creating the application.

04 — STEP 3

Track Application Status
After creating an application, you can monitor its progress from the Applications section.

1. The applications list shows all applications with 
their current statuses.

2. Click any application to view its full details.

3. If a signing link exists, it is visible in the 
application detail and can be copied and resent to 
the merchant.

Once the merchant signs the agreement via the signing link, Surfboard reviews the KYB and the merchant is 
then onboarded. Should any clarification be required, the partner should contact the merchant for additional 
details.



 STEP 3

Merchant Signs & Gets Onboarded
1. The merchant appears in the system with a unique Merchant ID. 
Click the Merchant tab in the left panel to access your Merchants.

2. Clicking the "Merchant" takes you to the merchant's overview 
page.

3. From the overview page, you can manage terminals, stores, 
and settings for that merchant.

 STEP 3.1

OVERVIEW - The first button under Merchants. It displays a 
summary of your sales, transactions, and payment methods.

TRANSACTIONS - Displays a list of all transactions that have 
taken place. Tap a transaction to view its full details,       and from 
there you can also initiate a refund. 

STORES - Displays a list of your stores. Tap a store to view its 
details, including who it belongs to. Tap Edit Store to update the 
store's details. To configure tipping, tap the Configuration button 
where you can set a preset tip amount.

Both options offer the same settings:

Enable Tips — Toggle tip functionality on or off.

Display Format — Choose whether tip options appear as a 
Percentage or a fixed Amount.

Preset Tip Levels — Set up to three preset tip options (e.g. 
10%, 20%, 25%) that customers can select at checkout.

Allow Custom Amount — When enabled, customers can enter 
their own tip value. A Default Custom Amount can also be pre-
set.

Show Calculated Amount — Optionally display the calculated 
tip value beneath each preset option.

Once configured, tap Save Tip Config to apply the changes.

Tips can be configured in two ways:

Merchant level — In the merchant's 
Configuration tab, select Tips to 
apply tip settings across all terminals 
for that merchant.

Terminal level — Tips can also be 
configured individually per terminal 
via the terminal's own Configuration 
tab.



TERMINALS — Displays a list of your terminals. Tap a 
terminal to manage it — you can rename it, change its 
assigned store, move it between merchants, or delink 
it. You can also view all transactions that have taken 
place on that terminal.

Note: The Open POS on Reboot toggle is enabled by default. This means the POS app will launch automatically 
every time the terminal restarts.

REPORTS — Download your daily and ECR reports from this section. ECR reports are available to subscribed 
merchants only.



                   STEP 3.1       

CATALOG PROMOTIONS

Add and manage your products, and view everything 
you have added.

Create and manage promotional campaigns for your 
store.

CASH REGISTER

Add a cash register to a merchant account to enable 
cash register reporting.

Note for Swedish merchants: Registering a cash 
register is mandatory under Swedish 
government regulations. If a Swedish merchant 
does not have a cash register connected, they 
will not be compliant with local tax law.

USERS

Invite users to access the merchant account and 
assign them a role. Each user's level of access is 
determined by their assigned role.

 STEP 4

Terminal Distribution
Once a merchant is onboarded, you need to distribute payment terminals to them. There are two methods — both are 
equally supported on the platform. From the partner portal,

01

select "Create Shipment".1.

02

2. then choose one of the two sub-options:



Terminal Distribution Methods

Method 1 — Bulk order to yourself

Receive terminals in bulk to distribute 
later. Each terminal must be activated to a 
merchant before it can be registered.

Select which terminal you want to be 
shipped.

1.

Fill in your "ship to" address, review 
the page, and click Submit.

2.

Note: Bulk order option is only available if 
you have a PCI-compliant storage facility 
and have signed the additional storage 
addendum. 



Terminal Distribution Methods
Method 2 — Ship to a merchant

Send directly to a merchant's store 
address. You should activate and register 
the terminal. The merchant only needs to 
handle registration if you choose not to do 
it on their behalf.

Select which terminal you want to be 
shipped.

1.

Select the merchant you want to ship it 
to.

2.

Select the store.3.

Review and submit the request.4.

Once the order is placed, you can view the status of the terminals under the Shipments tab. You can track 
the courier status by clicking the Track Order button.



07 — DEVICE LIFECYCLE STATES

Understanding Device States
Every terminal on the Surfboard platform moves through a defined set of lifecycle states. Understanding these 
states is critical for troubleshooting and merchant support. Click Devices tab on the left to access your terminals.

Your Stock
Partner — activate the 
terminal to a merchant.

Activated
Merchant or Partner — 
register the device.

Registered
Merchant — begin taking 
payments.

Device is in the partner's own inventory. 
Ready to be assigned to a merchant.

Terminal has been activated and linked to a specific merchant.

Device is fully registered, live, and operational on the merchant's account.



 STEP 5

Activate the Terminal
 Activate the Terminal to a Merchant

How to activate a terminal:

Method A

Go to the merchant's button on the left and select the 
merchant you want to activate the Terminal for. Click 
"Terminals" button on the top and click "Activate" button, 
a pop up will appear. Enter the terminal serial number 
found on the sticker on the back of the device and click 
"Activate".

1.

2. To activate multiple terminals simultaneously, click the + 
button in the pop-up before confirming.

3. When you click "Activate", the terminal is now linked to this merchant and moves to Activated state.

Or

Method B

Select the Devices button on the left side panel. Click "Your Stock".1.

Select "ship" on the Terminal you want to ship to a Merchant.2.

Search for the merchant's name, click Ship Device, and the terminal will be activated.3.

To activate multiple terminals simultaneously, click the + button in the pop-up before confirming.4.

When you click "Activate", the terminal is now linked to this merchant and moves to Activated state.5.

 STEP 6

Register the Terminal
To Register a Device

Click the "Activated" button next to your stock button and 
you will find the list of activated devices, click the 3 dots 
and select "register".

1.



STEP 7

Reassign, Return & Portal Settings
Click the three dots under the Activated button and select 
"Reassign Merchant" to move the device to another 
merchant.

1.

or

2. Select the Registered button on top and select "Reassign 
Merchant" to move the device to another merchant.

To create a return, click "Returns" in the left panel and 
click "Create Return" Request.

1.

2. Search for the merchant you want to return the terminal 
from.

3. Select the terminal you want to return.



4. Review the details and click Submit.

09 — DEVICE MANAGEMENT (CONTINUED)

Portal Settings

🎨  Branding
You can select the brand colours and logo.

💳  Billing Plans
You can choose the billing plans as discussed with 
your Key Account Manager.

🔌  Integrations
Any custom integrations you've built using 
Surfboard's APIs and developer tools will appear 
here once approved by the Surfboard team. After 
approval, you can push them directly to your 
merchants' terminals.

⚙️  Settings
To update your password and other account related 
details.

                                            

                                                     



SUPPORT TICKETING

Tickets
How to raise, manage, and respond to support tickets

01 — INTRODUCTION

The Support Ticketing system is available within the Surfboard Partner Portal and allows you 
to raise, track, and respond to support requests directly with the Surfboard team. All 
communication related to an issue is kept in one place, making it easy to follow the full 
history of a conversation.

Navigating to Support Tickets
To access the ticketing system, log in to the Partner Portal and locate the sidebar on the left-
hand side of the screen. Under the Support section, click Tickets.

From the Tickets page you can:

View all tickets and their current status

Search for a specific ticket using the search bar at the top

Filter tickets using the + Filter option

Switch between status tabs to focus on tickets requiring attention

Create a new ticket using the + New Ticket button in the top-right corner

The Status Tabs

Across the top of the ticket list, you will see tabs that group your tickets by their current 
status. The number displayed next to each tab shows how many tickets are in that state.



02 — TICKET STATUSES

Ticket Status & List Overview
Status Tab Reference

The number displayed next to each tab shows how many tickets are in that state.

🟢 Open

Ticket has been submitted 
and is awaiting a response 
from Surfboard.

🟡 Action Needed

Surfboard has responded 
and is waiting for further 
information from you.

🔵 In Progress

Surfboard is actively 
investigating or resolving 
the issue.

✅ Resolved

The issue has been resolved. Review and 
confirm, or reopen if needed.

⚫ Closed
The ticket has been closed and no further 
action is required.

 Ticket List Overview
Each ticket in the list displays the following information at a glance:

Ticket title and priority badge (Urgent, High, Normal, or Low)

Unique ticket ID (e.g. SURF-ACTI04-000012)
Merchant name, if a merchant has been linked to the ticket
Issue type (e.g. Terminal Issue, Payment Issue, Integration)
Date and time the ticket was created
Date and time of the most recent update.

Type Options

Terminal Issue — problems with a physical payment terminal
Payment Issue — transaction failures, declined payments, or payment processing errors

Account Issue — login, permissions, or account configuration problems
Integration — API, webhook, or third-party integration queries
Billing — invoicing, fees, or billing plan queries
Other — any issue that does not fit the above categories

Priority Levels

🔴 Urgent

Critical issue causing 
immediate disruption to 
payments or operations.

🟠 High

Significant issue affecting 
functionality. Needs 
prompt resolution.

🟡 Normal

Standard issue with 
moderate impact. Default 
priority.

⚪ Low

Minor issue or general enquiry with minimal operational impact.



Creating a TIcket dialog box

Raising a New Ticket
To raise a support ticket, click the + New Ticket button in the top-right corner of the Support 
page. A ticket creation form will appear.



HELP GUIDE

 Completing the Form

Ticket Title (required)

Enter a clear and concise title that 
summarises the issue. This field is 
mandatory — the system will not 
allow you to submit the ticket 
without it. The title field also 
supports bold, italic, underline, 
and link formatting.

Description (required)

Use the description area to explain 
the issue in detail. Include:

What happened

What you expected to happen

Steps to reproduce the issue, if 
applicable

The description editor supports 
basic rich text formatting: bold, 
italic, underline, and hyperlinks.

Merchant (optional)

If the issue is specific to one of your 
merchants, use the Merchant field to link 
them to the ticket. Click the Merchant 
dropdown and type at least two 
characters to search.

Attachments and Links

You can attach supporting files (drag, 
paste, or browse — 5 MB maximum per 
file) or add a hyperlink using the Add link 
option.

Submitting the Ticket

Once you have completed the form, click 
the Create ticket button. The ticket will be 
created immediately and assigned a 
unique ID. You will be taken directly to the 
ticket view, and the Surfboard support 
team will be notified.

If the Create ticket button is greyed out or the form does not submit, check that both 
the Ticket title and Description fields have been filled in, as these are required.



Responding to a Ticket
When the Surfboard team replies to your ticket, you will receive a notification. To respond, 
open the ticket and use the reply box at the bottom of the page.

 Writing a Reply

Open the ticket from the ticket list by clicking on the ticket title.1.

Scroll to the reply box at the bottom of the page.2.

Click into the Write a reply... area and type your message.3.

Use the formatting toolbar above the reply box to apply bold, italic, underline, or link 
formatting if needed.

4.

Attach any relevant files using the Attach files option, or add a reference link using Add 
link (5 MB maximum per file).

5.

Press Enter to send your reply, or use Shift + Enter to add a new line within your message 
before sending.

6.

Click the Reply button to submit your response.7.

Replying to a ticket will notify the Surfboard support team immediately. If you need to 
provide additional context or attachments, make sure to include everything before 
submitting, as each reply creates a new message in the thread.



Notifications
The Partner Portal notifies you whenever there is new activity on your tickets. You do not 
need to manually check the ticket list — the notification system will alert you as soon as the 
Surfboard team responds.

 The Bell Icon

The bell icon is located in the top-right 
corner of the portal, to the left of the + New 
Ticket button. When you have unread 
notifications, a blue badge will appear on 
the bell showing the number of unread 
items.

Click the bell icon to open the Notifications 
panel. The panel shows activity from the 
last 10 days. 

 Acting on a Notification

Click on any notification entry to go directly 
to the relevant ticket. Once viewed, the 
notification will be marked as read and the 
blue dot will be removed.

Notifications panel with unread items

If you would like to stop receiving notifications 
for a specific ticket, open the ticket and click 
the Unwatch button in the Watchers section of 
the right-hand sidebar.



07 — BEST PRACTICES

Best Practices
Following these guidelines will help ensure your tickets are resolved as quickly and 
efficiently as possible.

📝 Use a descriptive 
ticket title

Avoid vague titles like 
'Issue' or 'Problem'. A 
clear title such as 
'Terminal offline at 
Store #42 — unable to 
process payments' 
helps the team triage 
faster.

🎯 Set the correct 
priority

Only use Urgent for 
issues causing 
immediate, widespread 
disruption. Raising the 
priority unnecessarily 
can delay resolution of 
genuinely critical 
tickets.

🗂 Select the right type

Choosing the correct 
issue type routes your 
ticket to the most 
relevant team within 
Surfboard.

🏪 Link a merchant 
where relevant

If the issue is specific to 
one merchant, always 
link them so the support 
team can look up their 
account details without 
needing to ask.

📋 Include as much 
detail as possible 
upfront

Describe what 
happened, what you 
expected, and the steps 
that led to the issue. 
Attach screenshots or 
logs where available.

⚡ Respond promptly 
when status is Action 
Needed

This status means the 
Surfboard team is 
waiting on information 
from you. Delays in 
responding may affect 
how quickly your issue 
is resolved.

🔔 Monitor your notifications

Keep an eye on the bell icon so you do not miss a reply. You can also check the Action 
Needed tab in the ticket list at any time.

                        

     We wish you a pleasant experience with us.
       for queries email support@surfboardpayments.com

https://support@surfboardpayments.com/

