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Anand Goel

o Founder & CEO - Optimized Payments

o Optimized Payments has helped Fortune 1000
companies save over $500 million in interchange
and processing fees and simplify payments

o Leading the effort to revolutionize payments
analytics... creating a scalable, hosted solution
that centralizes, normalizes, and analyzes billions
of payments records and identifies actionable
insights




Dan Stephenson

o Regional Process Owner / Director - Hyatt
Shared Service Center in OKC

o Dan has spent 14 vyears at Hyatt managing
Operations teams.

o Over 20 years of experience in the payments
industry (disputes, refunds, fraud, and many
other areas)
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High-Level Chargeback Process

9. Cardholder receives
information resolving
disputed transaction

8. Card Issuer receives
representation and,
if appropriate, reposts

ol

to cardholder’s account

7. Credit Card Network
receives representation
and, if appopriate,
forwards it to card

issuer.

6. Acquirer forwards
representation to

Credit Card Network

)
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1. Cardholder disputes
transaction and
contacts card issuer.

2. Card issuer returns
transaction to Acquirer
through Credit Card

Network

3. Credit Card Network
forwards chargeback
to Acquirer

4. Acquirer receives
chargeback and
resolves dispute or
forwards to merchant

)

5. Merchant receives
chargeback and .'
either accepts or
represents it to acquirer
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Five Steps to Building an Effective
Chargeback Management Team

S © 4 | O

1) Outline existing 2) Identify 3) Layer in 4) Implement 5) Monitor & review
processes efficiencies automation Analytics performance



1) Outline Existing Dispute Process

|dentify all payment
vendors

|dentify internal
resources involved in
dispute process

Identify all systems
needed for rebuttals

e Acquirer systems

¢ |nternal databases (ERP,
POS, PMS)

e Payments Gateway Data

Outline clear steps
required for each type
of dispute
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2) ldentify Efficiencies
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Create standard templates for Assign resources to specific card Automate workflows with limited
repetitive responses brands and/or reason codes via human interaction, as possible
excel, workflow tool or acquirer
systems
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3) Layer in Automation

o Most dispute responses are repetitive
o Plenty of ways to automate the process by using data
o Consume raw data files, including dispute data (or seek partner)
o Link dispute to underlying acquirer auth and settlement transaction
o Link dispute to underlying merchant/PQOS sale/refund transactions via
unique reference numbers (order number, invoice, reservation,
etc.)...important to send in auth message
o Leverage APIs (UPS/FedEx) to gather delivery information
o Auto represent high volume, low win probability cases (Fraud, Processing
Error, etc.)
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Null

|dentify high dollar cases, which may need extra attention
Chargeback Breakdown by - BIN Issuer

Highlight Issuers/BINs that may be problematic
* Track win rates by chargeback rep

Catch Fraud Issues

4) Implement Analytics to Gain Insights
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acauirer A View Selector Filter of Count

Amt of Cases All
Chargeback Summary ttonths 33
Al

o Initial Date
$Win 0ss $Win Rate Total #Case #Win #Loss #Win Rate
$16,398,440 $5,363,667 $11,034,773 32.7% 42,127 15,481 26,646 36.7%
Trend and Breakdown of Amt of Cases
Show Legend 8 Initial
D-CBs

D-CBs Selector Filter of Amt
MopP All

. g Amt  $Pending Total $Win  Total éloss  Win$ Rate
. S S x Grand Total  $16,398,440 S0 $5363667 $11,034,773 33%
o § x x 8 3 . S % B Visa $7,824,580 S0 $2570,428  $5,254,153 33%
o 5 O R g = Mc $6,644,591 $0 $2,091,985  $4,552,606 31%
5%
L% 53 8 =2 R ShL ” AMEX $1,641,279 S0 3684856  $956,423 42%
3 3 § X .8 2 . 2 - E 3 x Discover $287,872 50 $16,399 $271,473 6%
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Entry Mode  Day of Initial

DayofCB Initial

Casett Mid# MIDName_  MOP CM# BIN Issuer Received  Dispute Win/L. " B4 g initial amt  Final Position
Type Charge Date Amt
Date Code
N5A6593 4450103494 a AMEX  372727XXXXX1008 AMERICAN EXPRESS 6/7/2019 6/12/2019 F29 Loss $56,675.01  $56,675.01 $56,675.01
US CONSUMER
NOE2339 5510300650 MAUI AMEX  371384XXXXX2022 AMERICAN EXPRESS 3/1/2019 4/22/2019 F29 Loss $46,881.19  $46,881.19
US CONSUMER
I d ° d . 801193428801 372578349881 BEACH Visa 414720XXXXXX1743 CHASE BANK USA, N.A. Keyed 2/14/2020 4/28/2020 1370 Win $31,000.00  $31,000.00
re n I | l g a | l | I l ea S u rI n g 802593471001 372745745888 ACCOUNT Visa 414720XXXXXX5264 CHASE BANK USA, N.A. Keyed 9/8/2020 9/15/2020 1370 Loss $30,229.92  $30,229.92
891273625501 372083259880 EV Visa 424631XXXXXX1641 CHASE BANK USA, N.A. 10/2/2018 5/7/2019 1310 Win $25,000.00  $25,000.00
.
e rf O r m a n C e O V e r t I m e t O 891710020401 372083259880 EV Visa  424631XXXXXX1641 CHASE BANK USA, N.A 10/2/2018  6/19/2019 1310 Loss  $25,000.00  $25000.00
p 802544314001 372578420880 WASHINGTON  Visa  438854XXXXXXS5000 CHASE BANK USA, N.A. Keyed 7/26/2020  9/10/2020 1310 Win  $23248.49 $23,248.49
803000078301 372578420880 WASHINGTON Visa 438854XXXXXX5000 CHASE BANK USA, N.A. Keyed 7/26/2020 10/25/2020 1310 Loss $23,248.49  $23,248.49
. . e 0
CAPITAL ONE BANK
I d e n t I f O O rt l | n I t I e S 792963878601 372854520882 RES MmC 546630XXXXXX9201 (USA), NATIONAL ASS. EComm MC  9/22/2019 10/23/2019 55 Loss $22,002.22  $22,002.22
800443139201 737214912880 EVNT Visa 406095XXXXXX2527  NAVY F.C.U. Keyed 12/16/2019  2/13/2020 1330 Win $22,293.91  $20,068.64
800750005901 737214912880 EVNT Visa 406095XXXXXX2527  NAVY F.C.U. Keyed 12/16/2019  3/15/2020 1330 Loss $22,293.91  $20,068.64
800864087101 737214932888 EVN Visa 438857XXXXXX4464 CHASE BANK USA, N.A. Keyed 2/5/2020 3/26/2020 1370 Win $19,000.00  $19,000.00
890273217101 372578546882 BOSTON Visa  417903XXXXXX5280 TOMPKINS VIST BANK  Keyed 1/18/2019  1/27/2019 1040 loss  $16,189.27 $16,189.27
70973728901 7721 AROARRG FVNT NIC SAAASTXXXNXARAT  CHASE RANK TISA N A 2172000 A0/23/5000 83 Win  €1500000  €1500000
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5) Monitor & Improve Performance

Key Metrics/Measures

* CB Ratio (Initial Disputes / Total Transactions)
* CB to Sales Ratio (Dispute Amt / Total Sales)
¢ CB counts/amounts

* Win Rates (Cases Won/Total Disputes)

e Fraud Ratio (Fraud Sales / Total Sales)

¢ Avg Time to Respond

— Attributes/Dimensions

e Acquirer

¢ MOP (method of payment)

e Card type (debit, credit, commercial, rewards)
e |ssuer/BIN

¢ Reason Code

¢ Channel, Brand, Region, Market, Store

e User/Chargeback Rep
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Hyatt's Chargeback Management Journey

AYALT
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Outlined Process & Identified Efficiencies

Centralized Disputes Defined a dispute response process
within the Shared Services team

Previously, disputes were fought at the property-level
(common in the hospitality space)

Decision was made to centralize disputes within the
Shared Service Center in OKC
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Started Path to Automation - Part 1

Receive single daily Excel Documented Able to measure service
file from Optimized requirements to create rep performance, and

Payments that contains workflow tool to ingest, everything related to
disputes for Fiserv, AmEx assign, represent and chargebacks in a single
and Discover track disputes platform

17



Started Path to Automation - Part 2

« Leveraged Optimized Payments hosted dispute representment tool
to receive and respond to chargebacks

» Accelerated response time by having workflows that automatically
assign cases and transmit completed responses to each acquirer.

Also have frequently used compelling evidence/policies pre-loaded.

* In near future, we'll create API to automatically retrieve reservation
data from data warehouse

« Hyatt did not want to outsource chargeback represent, instead we
sought and found a tool to make our team more productive

@ PaymentsEd
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Implemented Analytics

- M

Hyper-focus on CB recovery post-COVID, Increasing win rates over time, Having single source for all dispute
due to lower room revenues due to identifying patterns
around wins/losses

lifecycle data extremely valuable

Win Rate and Amt of Cases
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Loss
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Added Monitoring to Improve Performance

o ldentified common dispute reason codes

o MC Code 53 (OTA Disputes) - a primary pain point...looking at ways to work with
OTAs to resolve before they become disputes

o CNP Fraud on third-party authorizations

o Began initiative for fraud scoring on a subset of the business, which may later be
rolled out to the rest of the business

o Having a process to measure performance and highlight issues has created
tremendous opportunity to improve team’s performance
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Thank you - Q&A

eDon't forget to submit your session evaluation!

e Anand Goel, CEO & Founder - Optimized Payments
e Dan Stephenson, Regional Process Owner & Director - Hyatt Shared Service Center
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