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Special Situation - Dispute Investigation
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Legend: Merchant Support Ticket Flow
Swim lane documentation of the merchant support ticket process that details the interaction of the Merchant, Conumser and CHD.
IMPORTANT: The contents of this document are confidential
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Pre-Buyback

Buyback?

Support Ticket 

UAS Review

Engage 
Consumer

Pending - Merchant Review
Pending - Merchant Resolution

Pending - Consumer Contact
Pending - Consumer Return

Call Merchant Performance for Support: (888) 842-2461

No

Review

Attach 
Documents

Issue 
Resolved?No

Engage 
Consumer

Merchant to 
Review Support 
Ticket Details

Escalate

Close

Close Ticket

Re-Engage 
Merchant?

Yes

Duplicate

Problem Type

Product - Not Recieved or Used

Product - Satisfaction

Misrepresentation - Contract

Identity Fraud

Stop Payment

Merchant Resolution

Resolved - Agreement

Resolved - Disagreement

Close Account - Default

Special Situation Type

NA

Supervisor Review

Escalated

Dispute

Bankruptcy

Consumer Credit Counseling

Attorney

Deceased

SCRA

Hardship

Earnings Claim

Identity Fraud

Yes

External 
Sources (eOscar, 

BBB, CFPB, AG)

Buyback Status Pre-Buyback Buyback Eligibile

Days Open 1 -14 15 - 30 30+

Special Situation Investigation

Open - UAS Initial Review

Open - Pending Consumer Info

Open - Pending Merchant Info

Open - UAS Final Review

Closed - Resolved - Disagreement

 Closed - Resolved

Closed - Acct Closed - Agreement

Closed - Acct Closed - Exit 

Closed -  Invalid or Unable to Complete

Expectation Review Engage Consumer Proposed Resolution Resolved Extension

By Day 1 5 15 30 45

If Consumer Escalated - Ticket will be flagged with Special Situation Type of Escalated.

Auto Close if Account Goes 
Current or is not longer meets 
Recourse critieria. Hold Date

Return

Add Remarks Communicate 
with Merchant

Communicate 
with UAS Dispute

Yes

Status Updates

UAS Review can result in Dispute Investigation

ResolvedNo

New Support 
Ticket 

Yes
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