Banking: Credit Card Fraud Resolution Workflow [BPMN 2.0]

Inbound Call Processing m

BANKING
Credit Card Fraud Resolution

& 8 & Specialist reads
. = = Specialist’s screen Customer is callin a lengthy disclosure
SpeQIallst = | Specialist screens .| becomes auto- | about credit dg | tocaller asking at
. . . . l| : "] calls via System X "| populated with client > avou f(r;;idl car "| various check points
The OpsDog Financial Services Hierarchy | ; _i profile if customer
- - - understands content

N N

psdog

|— Back Office Operations

|— Credit Card Fraud Resolution

Login to OpsDog to purchase
e the full workflow template
N (available in PDF, Visio, PPT)

The process for resolving a case of credit card fraud requires two functional
groups: a Specialist and an Escalation & Case Team. The Specialist acts as a CSR
and interacts with the customer. The Specialist can review transaction history
with the customer, flag transactions for dispute or cancel/re-open a credit card.
Cases that the Specialist cannot resolve are forwarded to the Escalation & Case
Team, which then audits the Specialist’s notes and takes the appropriate action.
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