ACQUIRING BACKOFFICE
Risk & Fraud
Demo script: read it line by line
How to use this script
1. Normal black lines are what you SAY. Read them as they are, in order.
1. Blue lines with a ▶ are what you DO: a click, or a point on the screen. Do not read them out.
1. Each part starts with a SLIDE. Read the slide lines, then switch to the application and read the screen lines.
1. The boxes after each screen (If someone asks, Be careful) are for you only. Do not read them out.
1. Fill in your name where you see ______ on the first slide.
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Before you start
Checklist
1. Two logins. The Risk module screens use your normal TMS login. The Fraud Management app has its own login. Its login page lists demo accounts. For the demo, use the viewer account, which is the safest because it is meant for looking only.
1. The Fraud Management app must be running. In the Risk menu, Fraud Management and Monitoring opens it in a new tab. It uses plain http on its own port, and the working address ends in /admin. Open it once before the demo, log in, and check the sidebar shows Model Config and Operations.
1. Permissions. To see the Risk screens your TMS user needs the risk dashboard view permission. Settlement Holds needs the settlement risk holds view permission.
1. Clean demo data. Use a demo database with neutral data. The Fraud Management app has some workflows and models with names such as test, Dummy or internal project names. Do not open or read those out. Use the card fraud review workflow and the card and merchant models.
1. Data for every screen. Risk module: flagged transactions in every status (Alert, Hold, Request Docs, Approved, Declined, Released). Fraud app: cases in the card fraud review workflow that show labelled transaction details, features in the card and merchant models. The Scores screen is empty in the demo data, so do not open it.
1. Look, do not change. Both systems write to shared data. Do not click Save, Delete, New, Update Status, Resolve Case, Add Note, Request Docs, Approve, Decline, Release or Confirm. Point at them and describe them.
1. Rehearse. Run each click path once, in the order of the script.
1. Currency. Rule descriptions and amounts are labelled AED. If the customer is elsewhere, address it up front.
1. Browser and slides. Zoom to about 110 percent, close other tabs, turn off notifications, and open Presenter View for the speaker notes. Keep the Risk module and the Fraud Management app in two browser tabs.

	Keep out of the demo
Do not open file paths, database tables, code or the server console.
Do not read out technical error text. Describe a failure in plain words.
Do not read out merchant names, case references, or workflow names that look like tests or internal names.
Do not click any button that changes a case, a rule, a model, or a transaction.




Part 1: Opening and overview
 SLIDE 1  ·  Welcome 
Good morning everyone, and welcome back.
My name is ______, and today I will take you through Risk and Fraud.
So far, we have seen how a merchant is onboarded, how a payment is made, how the money moves, and how we prove that the books agree.
Today we look at the last piece. How do we spot risky payments, how do we investigate them, and how do we keep the money safe?
We will see two places. The Fraud Management app, where we set up what to look for, and where cases are investigated. And the Risk module screens, where rules, holds and decisions are handled.
As before, I will show a short slide, and then the same thing in the live application.
 SLIDE 2  ·  What risk is, and where it fits 
Before we go into the screens, let me give you the overview of the whole session. This one slide is the picture we will keep coming back to.
What is risk? In payments, risk is the chance that a payment is not what it seems. For example, a stolen card, or a merchant doing unusual transactions.
So, before the money moves, we must make sure that the payment is not a fraud. That is the whole idea of this module.
Now look at the flow, from left to right.
A payment is made, by card or by QR. For example, a customer scans a shop's QR code, and pays from the bank app.
Before the payment is approved, some rules run in real time. If one is triggered, the payment can be stopped. It is not approved.
Then the payment is approved, by the card issuer or by the QR scheme.
After the approval, other rules run. These rules need history. For example, how many payments this shop received in the last hours, or its average over the last ninety days. That cannot be worked out during the approval, so it is done after it.
If one of these rules is triggered, the transaction is marked. It is either a Hold, or an Alert. And a case is opened.
Operations then review the case. They can request documents from the merchant, approve, or decline.
Approved transactions are released. And then the money moves, in settlement.
So there are two moments of checking: before the approval, and after it. This is normal in payments. Both have the same goal: evaluate every transaction, and review the risky ones before the money moves.
At the bottom, what we will see in this session. First, how the rules are set up, in the Fraud Management app. Second, how cases are investigated. And third, how holds are decided and released, in the Risk module.
 SLIDE 3  ·  What we watch for, and why it matters 
What kind of things do we watch for? Please look at the left side of the slide.
A stolen card, used at several places within minutes.
In QR, the same idea: many payments to one shop's QR code within minutes.
A merchant splitting one large sale into smaller ones.
Or one payer sending several small QR payments to the same shop.
A burst of declines, or too many refunds.
Unusual hours, or unusual amounts for a merchant.
Or a payment that involves a person or a business on a sanctions list.
Now, why does it matter? There are four reasons, on the right.
First, it protects money. Fraud means losses, and often chargebacks.
Second, it protects people. Merchants and cardholders are kept safe.
Third, it keeps us compliant. Sanctions and regulator rules must be met.
And fourth, it protects our standing with the card schemes and our partners.
 SLIDE 4  ·  The Risk module at a glance 
This is the map for today. Please keep it in mind. Every slide after this belongs to one of these five stages.
Stage 1 is Define. Models, rules and features describe what to look for. We will see this in Models, Activation Rules and the Feature Catalog, in the Fraud Management app. And in Risk Rules and Risk Policies, in the Risk module.
Stage 2 is Score. Each transaction is evaluated against the rules, and a rule that fires raises an Alert or a Hold. Where AI is enabled, it adds a second opinion. We will see how a transaction is evaluated, the AI models and labels, and the Risk Alerts.
Stage 3 is Investigate. Flagged items become cases. We will see this in Cases and Case Search, and in the Risk Dashboard.
Stage 4 is Decide. An analyst can request documents, approve, or decline. We will see this in the queues: Holds, Requested Docs, Approved and Declined.
Stage 5 is Settle. Released items go into settlement. Held ones wait. We will see this in Risk Released and Settlement Holds.
At the bottom of every slide, you will see a small tracker. It shows which stage we are in.


Part 2: The Fraud Management app
 SLIDE 5  ·  Models: what the system watches 
Let us start in the Fraud Management app, with the model.
What is a model? A model is a set of rules and settings for one kind of thing that the system watches.
It could be a card. A merchant. A terminal. An IP address. An email. Or a merchant category.
For QR payments, the merchant model watches the shop that owns the QR code.
What is its purpose? To keep together everything needed to judge that kind of thing: its rules, its feature counters, and its settings. So that each transaction is evaluated against the right ones.
The rules are set up in the model. That is why we start here.
On the right of the slide, you see the models in this system, and what is set in Model Config.
What the model watches, and where to find that value in the message. How long to remember. How the response is raised if the risk builds up. And a test address, to try a sample transaction.
A model also has sub-pages, for its request fields, its feature counters, its gateway and abstraction rules, calculations, sanctions and tags.
Let me show this in the application.
 IN THE APPLICATION  ·  Model Config 
Menu:  Fraud Management app > Model Config > Model Config
In one line:  This screen is where each detection model is defined and tuned. It is the control centre of the fraud policy.

▶  In the Risk module menu, click Fraud Management and Monitoring. It opens the Fraud Management app in a new tab. Log in if asked.
▶  In the left sidebar, click Model Config, in the group Model Config.
This is Model Config. It is where each detection model is defined and tuned. It is the control centre of the fraud policy.
▶  Point at the list of models on the left.
On the left, the list of models.
A model watches one kind of thing. A card. A merchant. A device. An IP address. An email. Or a merchant category.
▶  Click one model, for example the card model.
Let me open one. The card model.
▶  Point at the name and entity type.
At the top, the name, and what it watches.
▶  Point at the entry name and entry path.
Then, where to find this value in the incoming message. This is the entry path.
▶  Point at the reference date.
And which date to use as the reference date for the transaction.
▶  Point at Cache Settings.
Then the cache settings: how many records to keep, and for how long. This keeps the check fast.
▶  Point at Response Elevation.
Then Response Elevation. This controls how the response is raised if the risk builds up. There is a maximum, an interval, a value and a threshold.
▶  Point at Activation Watcher.
And the Activation Watcher. It watches how the rules are firing, on a sample of transactions.
▶  Scroll to Configuration Sub-pages.
Further down are the sub-pages of this model.
Request XPaths: where each value sits in the message. For example, the amount of the QR payment is in the field CurrencyAmount. We name it Amount, so rules can use it.
TTL Counters: running counts over a time window. For example, the number of QR payments received by one shop in the last two minutes. A rule can say: no more than five. On the sixth, it fires. We will see these in the Feature Catalog.
Gateway Rules: which transactions the model looks at. For example, only evaluate QR sales, so that refunds are not counted as extra payments.
Abstraction Rules: values worked out from history. For example, the average QR payment of this shop over ninety days. A rule can then say: this payment is four times the average.
Calculations: combine two of those values. For example, declined QR payments divided by all QR payments over thirty days. If the ratio is above twenty percent, a rule fires.
HTTP Adaptation: ask an outside service while scoring. For example, send the payer's IP address to a reputation service. If it says proxy, a rule can hold a QR payment of 2,000 or more.
Inline Functions: a small formula. For example, convert the amount to euro, so that one rule works for all currencies.
Inline Scripts: a bigger piece of logic, run safely. For example: if a QR payment is over five times the shop's average, and it is before six in the morning, return high. A rule then holds it.
Sanctions: which name to screen, and how fuzzy. For example, the payer name from the bank app. Jon Smyth can match John Smith on the list.
Tags: a label defined once. For example, the tag QR channel, or High-risk country, which many rules can reuse.
Synchronisation: a status page. After an analyst changes the limit from five to four, it shows the model loaded, so the next payment uses the new limit.
The same works for card payments. We use QR here as the example.
▶  Scroll to API Integration.
At the bottom, every model has its own ID, and a test address. With this, a sample payload can be sent to test the model.
So this is where the fraud policy is set. Changes here affect how every transaction is scored, so they are made carefully.
If someone asks
	Question
	Answer

	What is a model?
	A set of rules and settings for one kind of thing the system watches: a card, a merchant, a terminal, an IP address, an email, or a merchant category.

	What is an entity type?
	What the model watches: a card, a merchant, a device, an IP address, an email, or a merchant category.

	Do changes need a release?
	No. Changes are made live on this screen. That is why they are made carefully and checked after.

	What is the test address for?
	To send a sample payload to a model and see how it scores.



	Be careful on this screen (for you only)
This screen can save, delete and change models. Only look, and do not click Save, Delete, New or the Active switch on shared data.
Choose a model with clear names. Do not read out names that look like tests or internal names.
The list of sub-pages is long. Name the main ones and move on.


 SLIDE 6  ·  Rules: how a transaction is evaluated 
Now, the rules. What is a rule? A rule is a condition. When a transaction meets the condition, the rule fires.
Each model has three kinds of rules. Please look at the top of the slide.
Gateway rules. These are the first checks on the incoming transaction.
Abstraction rules. These work out values from history, such as ratios and averages.
And activation rules. These are the conditions that raise an Alert or a Hold, and open a case. This is the one we will look at in the application.
Now, how is a transaction evaluated? Please look at the five steps.
Step 1. The transaction arrives, with its details: the card, the merchant, the amount, and so on.
Step 2. The fields that the rules need are read from the message.
Step 3. History is added. The features give the history over a time window, such as the last two minutes.
For a QR shop, for example: how many QR payments it received in the last two minutes.
Step 4. The rules are evaluated, together with sanctions screening. An AI score is added where it is enabled. We will see this on a later slide.
Step 5. The outcome. Clear, Alert, or Hold. And a rule can also open a case for an analyst.
One more point. Rules can be changed on the screen, without a new release. So the next screen is where that is done.
 SLIDE 7  ·  Activation Rules: see, create, edit and verify 
Now let us see the rules of a model on the screen. This is in Activation Rules.
Each model has its own rules. You choose the model, and the screen lists its rules.
Creating a rule. Click New. Give the rule a name, a description, and a priority. A lower number is checked first.
Then the condition. A visual builder is used, with groups for AND, OR and NOT, and conditions. Each condition picks a field, a comparison and a value. The fields include the features, so a rule can use a counter.
Then, what happens when it fires. Choose the case workflow, and the status, such as Hold or Alert. And the case key, which groups the cases. A rule can also raise the response, add to a counter, or send a notification.
Then save.
For example: if a shop's QR code receives more than five payments in two minutes, hold the next one and open a case.
Editing a rule. Select it in the list, change the condition or the actions, and save. The rule shows its version, and who created it. It has a review status: new, pending review, approved, or rejected. And it can be switched on or off.
Verifying a rule. Every model has a test address. You send a sample transaction to it. The answer lists which rules fired, and the case that was opened.
Let me show this in the application.
 IN THE APPLICATION  ·  Activation Rules 
Menu:  Fraud Management app > Rules > Activation Rules
In one line:  This screen is where the rules of a model are created, edited and switched on or off.

▶  In the left sidebar, find the group of rules, and click Activation Rules.
This is Activation Rules. This is where the rules of a model are created and changed.
▶  Choose a model at the top, for example the transaction monitoring model.
First, I choose the model. The list shows the number of rules in it.
▶  Point at the list of rules.
Each row is a rule. It shows the name, a description, and small icons for what it does: it opens a case, raises the response, adds a counter, or notifies.
▶  Click one rule, for example the high velocity rule.
Let me open one. A panel opens on the right.
▶  Point at the name, description and priority.
At the top, the identity. Name, description, and priority. A lower number is checked first.
▶  Point at the review status.
Here is the review status. New, pending review, approved, or rejected.
▶  Point at the rule expression.
Then the condition, the rule expression. This is a visual builder. There are groups with AND, OR and NOT. And conditions.
▶  Point at a condition that uses a feature.
Look at this condition. It uses a feature: the count of transactions at this terminal, in the last two minutes. This is a feature from the Feature Catalog.
▶  Point at the amount condition.
And this one is a field of the transaction: the amount is above a limit.
So the rule fires when both are true.
▶  Open the Cases section.
Next, what happens when it fires. Here it opens a case, in this workflow, with this status, Hold. And the case key, which groups the cases by transaction.
▶  Open the Response and Counter sections.
A rule can also raise the response, and add to a counter. And send a notification.
▶  Open the Operations section.
And some operations options: sample a percentage, suppress, or reprocess.
▶  Point at the version, created by, and date.
At the bottom, the version, who created the rule, and when.
▶  Point at the New button. Do not save.
To create a rule, I click New. A blank panel opens, with the same sections. I fill in a name, build the condition, choose the case workflow and status, and save.
▶  Do not open the Feature Catalog yet. We will come to it on the next slide.
There is a shortcut, which we will see in the Feature Catalog. A feature can have a template, and one click opens a new rule with the condition already filled in.
▶  Go to Model Config, point at the test address of the model.
And to verify a rule, every model has a test address. A sample transaction is sent to it. The answer lists which rules fired, and the case that was opened.
If someone asks
	Question
	Answer

	Is a rule live as soon as it is saved?
	A saved rule that is switched on is used. The review status shows whether it has been approved.

	What does priority mean?
	A lower number is checked first.

	Can a rule use a feature?
	Yes. The condition can use the feature counters, and also the fields of the transaction.

	Does a test change real data?
	A test sends a real transaction through the model. It updates counters and can open a case, so it is done on test data.



	Be careful on this screen (for you only)
Do not click Save, Delete, or the on and off switch on shared rules. Point at them and describe.
Do not send a test transaction on shared data. A test updates counters and can open a case. Describe the test address, and show the result only on a prepared test model.
Pick a rule with clear wording, such as the high velocity rule. Do not read out rule names that look like tests.
Some older rules show a note about legacy fields that are ignored. If it appears, do not open it.


 SLIDE 8  ·  Feature Catalog: what rules use 
Many rules use features. The Feature Catalog is where they are listed. So let me explain it in brief.
A feature is a running measure for one thing, over a sliding time window. For example, the number of transactions at a terminal in the last two minutes.
Features come in two types. A count, or a sum of the amount.
The Feature Catalog is one read-only page. It lists every feature, grouped by model, with its window and type.
Look at the four examples on the right of the slide. These are rules that use features.
The high velocity rule. The amount is high, and the same terminal had another transaction in the last two minutes.
The split transaction rule. The same card at the same terminal in ten minutes, and the amounts add up over the limit.
The duplicate rule. The same card, terminal and amount in ten minutes.
And the above-average ticket rule. The merchant has enough history over ninety days, and this amount is four times the average.
For QR, the same features apply to the shop: the number of QR payments in two minutes, or the total received in a day.
So the features give the history, and the rule decides what is risky.
Let me show this in the application.
 IN THE APPLICATION  ·  Feature Catalog 
Menu:  Fraud Management app > Model Config > Feature Catalog
In one line:  This screen is the map of every feature the fraud system watches, grouped by model.

▶  In the left sidebar, open the group Model Config, and click Feature Catalog.
This is the Feature Catalog. It is a single page. It shows every feature the system watches, without opening each model one by one.
▶  Point at the model groups.
The features are grouped by model. Each model watches one kind of thing: a card, a merchant, a device, an IP address, an email, or a merchant category.
▶  Click Expand all, then Collapse all. Then expand one model.
I can expand all, or collapse all, or open one model at a time.
▶  Point at the columns.
For each feature, we see the name, the time window, the type, and the amount field it adds up.
The window tells us how far back it looks. For example, one hour, or one day, or thirty days.
▶  Use the model filter and the type filter, and the search box.
I can filter by model, and by type: count only, or sum only. And I can search by name.
▶  Click on one feature.
If I click a feature, a panel opens on the right.
▶  Point at What it does.
It says, in plain words, what this feature does.
▶  Point at Use in an Activation Rule.
It says how to use it in an activation rule.
▶  Point at Examples.
And it gives examples of how it fires.
▶  Point at Build a rule from a template, if shown.
For some features, there is a ready template. One click takes me to build a rule from it.
▶  Click Copy on the feature name.
And I can copy the feature name to use in a rule.
So the Feature Catalog is the menu of building blocks for the rules.
If someone asks
	Question
	Answer

	Are these the rules?
	No. These are the features, the measures that rules use. The rules are under Activation Rules, and the other rule types.

	Can I add a feature here?
	No. This page is read-only. Features are created in each model, under TTL Counters.

	What is a window?
	How far back the feature looks, for example one hour or one day.



	Be careful on this screen (for you only)
This page is read-only, so it is safe to demo.
Pick a model with features that read clearly, for example the card or merchant model. Do not read out model names that look like tests or internal names.
The Merchant model has a very long list. Collapse it, or filter by model, so the screen stays readable.


 SLIDE 9  ·  AI and machine learning: a second opinion
After the rules, there is a second opinion from AI, where it is enabled.
The AI does not write rules. It learns patterns from data, and it gives each transaction a score from 0 to 1.
Look at the flow at the top of the slide. The transaction. The rules. The AI score. And the combined result.
The rules always win on a decline. If the rules say approve, but the AI score is 0.7 or more, the transaction is lifted to a review.
There are two kinds of model.
The Isolation Forest learns what normal looks like from recent transactions, and flags what does not fit. It needs no fraud examples.
The neural network learns from labelled examples of fraud and legit cases, for example confirmed chargebacks. It retrains itself as new labels arrive.
When both are deployed, their scores are blended. By default, half and half.
For example, a QR payment looks normal to every rule. But it does not resemble this shop's usual QR traffic. The AI score is 0.82. So the payment goes to review.
At the bottom of the slide, you see where we look at all this: ML Models, Labels, Features and Experiments.
Let me show these in the application.
 IN THE APPLICATION  ·  ML Models 
Menu:  Fraud Management app > ML & Analytics > ML Models
In one line:  This screen is where AI models are trained, listed, deployed and retired.

▶  In the left sidebar, open the group ML & Analytics, and click ML Models.
This is ML Models. It is where the AI models are trained and managed.
▶  Point at the training form.
At the top, the training form. Here a person can start training an Isolation Forest model, from the recent transactions of a chosen time window.
▶  Point at the live status.
While a model is training, the status shows each stage, live.
▶  Point at the list of model versions.
Below, every model version, newest first. Each has a name, a type, and a status: training, deployed, retired, or failed.
▶  Point at Deploy and Retire. Do not click.
A model scores transactions only after it is deployed. Retire takes it out of use.
So this is where the AI models live.
If someone asks
	Question
	Answer

	Does the AI write rules?
	No. It learns patterns from data and gives each transaction a score from 0 to 1. The rules stay in the rule screens.

	When does a model score transactions?
	Only when it is deployed, and where AI scoring is switched on for the environment.

	What if there is no model?
	The rules still decide on their own. Nothing breaks.



	Be careful on this screen (for you only)
Do not click Train, Deploy or Retire. Training starts a background job that reads and writes the shared database.
Some versions may show 'training' from older runs. Do not open them.
Confirm whether AI scoring is switched on in this environment before you describe it as live.


 IN THE APPLICATION  ·  Labels 
Menu:  Fraud Management app > ML & Analytics > Labels
In one line:  This screen is where fraud and legit examples are reprocessed, the neural network is trained, and the blend of the two models is set.

▶  Click Labels in the same group.
This is Labels. A label is a known outcome: this transaction was fraud, or it was legit. Labels come from sources such as chargebacks and fraud reports.
▶  Point at the first panel, Label Reprocessing.
The first panel is label reprocessing. It matches the labels that arrived to the transactions we have scored.
▶  Point at the second panel, neural network training.
The second panel is the training of the neural network from the labelled examples. It also retrains itself. Every thirty minutes, the system checks. If five hundred or more new labels have been matched, it trains a new one.
▶  Point at the third panel, the blend.
The third panel is the blend. Two sliders set how much weight the Isolation Forest and the neural network each get. By default, half and half.
So labels are how the AI learns what real fraud looks like.
If someone asks
	Question
	Answer

	Where do labels come from?
	From confirmed outcomes such as chargebacks and fraud reports, matched to the transactions we scored.

	What does the blend do?
	It decides how much each model's score counts in the final AI score.

	How often does it retrain?
	The system checks every thirty minutes, and trains again when at least five hundred new labels have arrived.



	Be careful on this screen (for you only)
Do not click Reprocess or Train, and do not move the blend sliders. They start jobs and change settings on shared data.
Present the numbers as defaults, which can be changed.


 IN THE APPLICATION  ·  Features 
Menu:  Fraud Management app > ML & Analytics > Features
In one line:  This screen is a lookup of the counters kept for one card, merchant or other entity.

▶  Click Features in the same group.
This is the Feature Explorer. It shows the history that the system keeps for an entity.
▶  Point at Redis Health.
At the top, the health of the memory store that holds the counters.
▶  Point at Entity Feature Lookup. Search a test merchant.
Here I search for one entity, for example a merchant. The page lists all of its counters, over every time window.
▶  Point at Hot Entities.
And the hot entities: the twenty most recently used values for each type.
This is useful to check what the rules and the AI actually see for an entity.
If someone asks
	Question
	Answer

	Are these the same as the Feature Catalog?
	The same kind of counters. The Catalog lists the definitions. This page shows the values for one entity.

	Is it read-only?
	Yes. It is a lookup.



	Be careful on this screen (for you only)
Do not search real card numbers on screen. Use a test merchant or a masked value.
It can be empty on a demo environment without traffic.


 IN THE APPLICATION  ·  Experiments 
Menu:  Fraud Management app > ML & Analytics > Experiments
In one line:  This screen compares several designs of the neural network and marks the best one.

▶  Click Experiments in the same group.
This is ML Experiments. An experiment tries several designs of the neural network, and compares them.
▶  Point at the create form. Do not submit.
To start one, a person gives it a name, a model, the number of trials, the number of training rounds, and the share of data kept aside for testing.
▶  Point at the list of experiments.
The list shows each experiment, with its number of trials and its status.
▶  Open one finished experiment. Do not start a new one.
Inside, each trial has its quality figures, and the best trial is marked. It also shows which features mattered most.
So an experiment helps the team choose a good design before it is deployed.
If someone asks
	Question
	Answer

	What is a trial?
	One attempt, with one design of the neural network.

	Does the best trial deploy by itself?
	It is marked as the best. Deploying is a separate step on ML Models. Check this before the demo.



	Be careful on this screen (for you only)
Do not click create or start. Experiments train models in the background.
The list may be empty, or hold only old runs.


 SLIDE 10  ·  Cases: find, understand, decide 
Now, what happens when a rule fires, or when a transaction is declined? A case is opened.
A case is the folder for one investigation.
Cases come from two places. An activation rule can open a case. Or a declined transaction can open one.
The analyst's work has three steps. Find, understand, and decide. These are the three boxes at the top.
Step 1, Find. This is Case Search. Choose a workflow, pick or build a filter, and preview the results.
Step 2, Understand. Opening a result takes you to Case Browse. It shows the transaction details, which rules fired, and the full journal. You can step through all the results with Next and Back.
Step 3, Decide. This is Cases. The analyst updates the status, resolves the case, adds notes, and attaches files.
Let me show this in the application. First Case Search, and then Cases.
 IN THE APPLICATION  ·  Case Search 
Menu:  Fraud Management app > Operations > Case Search
In one line:  This screen is for finding the cases you need, and opening them to review.

▶  In the left sidebar, open the group Operations, and click Case Search.
This is Case Search. This is where the analyst finds the cases to work on.
▶  Pick a Case Workflow, for example Card Fraud Review.
First, choose a workflow. A workflow is the process a case follows, with its own statuses. I will choose the card fraud review workflow.
▶  Point at the saved filters.
I can pick a saved filter, so I do not have to build it again.
▶  Point at Filter Conditions.
Or I can build one. Here I add conditions. For example, a field, a comparison, and a value. I can add a rule, or a group of rules.
▶  Click + Rule, choose a field.
Let me add one rule. I pick a field, and a value.
▶  Point at Select Columns.
Then I choose which columns to show, and how to sort them.
▶  Click Peek, or Skim.
Peek shows a quick preview of the matching cases. Skim opens them for review.
▶  If you built a useful filter, click Save Filter and name it. Do this only if allowed.
A good filter can be saved, and used again.
▶  Click a result row to open Case Browse.
When I click a result, it opens Case Browse.
▶  Point at the status pills at the top.
At the top, we see the workflow status of the case, such as Open, Pending Review, Confirmed Fraud.
▶  Point at the Case Detail Views tabs.
On the right, the tabs. Transaction Details shows the transaction that led to this case. Activations shows which rules fired. And the Case Journal shows everything that has happened, with the time.
▶  Click Next, then Back.
With Next and Back, I can step through all the cases in my search, without going back to the list each time.
So Case Search is for finding, and Case Browse is for understanding why the case exists.
If someone asks
	Question
	Answer

	What is a workflow?
	The process a case follows, with its own statuses. For example Open, Pending Review, Confirmed Fraud, False Positive, Closed.

	Can I reuse a search?
	Yes. A filter can be saved with a name and picked again later.

	Where do I see why a case was opened?
	In Case Browse: the Transaction Details and the Activations tabs.



	Be careful on this screen (for you only)
Saving a filter writes to the shared database. Only do it if allowed, and with a clear name.
The Transaction Details tab needs field labels set up for the workflow. Pick a case from the workflow Card Fraud Review that shows labelled details. Rehearse this.
A few tabs can be empty, for example the case key journal and forms. Do not open them.
Do not read out workflow or case names that look like tests or internal names.


 IN THE APPLICATION  ·  Cases 
Menu:  Fraud Management app > Operations > Cases
In one line:  This screen is where the analyst records the decision on a case.

▶  In the left sidebar, under Operations, click Cases.
This is Cases. This is where the analyst records the decision.
▶  Point at the list and the Status filter.
It is a list of cases. I can filter by status, for example open, or closed.
▶  Click one case.
Let me open one.
▶  Point at Case Identity and Trigger.
At the top, the identity of the case, and what triggered it.
▶  Point at Request Payload.
The Request Payload shows the data of the transaction that came in.
▶  Point at Rule Explanations.
Rule Explanations tells us why. Which rules fired, and what they saw.
▶  Point at the Workflow Status pills.
The Workflow Status pills show where the case is in its process. I can move it along.
▶  Point at Update Status.
Update Status changes the status, for example from open to under review, or escalated.
▶  Point at Resolve Case.
Resolve Case closes the case with a final result: confirmed fraud, false positive, or inconclusive.
▶  Point at Case Notes.
I can add notes. Anyone who opens the case later will see them.
▶  Point at Diary.
The Diary is for reminders: things to follow up.
▶  Point at Attachments.
And Attachments is for files, such as documents from the merchant.
▶  Scroll to the Timeline.
At the bottom, the Timeline. It lists everything that happened to the case, with who and when.
So every case ends with a recorded decision and a trail.
If someone asks
	Question
	Answer

	What are the final results?
	Confirmed fraud, false positive, or inconclusive.

	Why two case screens?
	Case Browse is for understanding why a case was opened. Cases is for recording the decision. Use Browse first, then Cases.

	Where does the Score show?
	For cases opened by a declined transaction, the score is shown. For cases opened by a rule, there is no score, and a dash is shown.



	Be careful on this screen (for you only)
Do not click Update Status, Resolve Case, Add Note, Add Entry, or execute a macro on shared cases. These write to the shared database. Point at them, and describe them.
If you must demonstrate, use a case prepared for the demo, and tell the team first.
Do not read out case references that belong to real people.




Part 3: The Risk module screens
 SLIDE 11  ·  Risk Rules and Policies: the monitoring view 
Now we come to the Risk module itself. The first two screens are Risk Rules and Risk Policies.
Both are read-only. They are used for transaction monitoring.
Risk Rules are a snapshot of the rules that we saw in Activation Rules. Each rule looks for one pattern. For example, a very high value, a sale split into smaller ones, a dormant merchant that suddenly becomes active, unusual hours, a burst of declines, or too many refunds.
Each rule does one of two things. It raises an Alert, or it places a Hold.
Risk Policies are given by these rules. A policy groups related rules, and says how serious they are, what the default action is, and how the signal is weighted.
A simple way to remember: rules detect, policies govern.
Let me show these in the application.
 IN THE APPLICATION  ·  Risk Rules 
Menu:  Risk > Risk Management > Risk Rules
In one line:  This screen lists the rules used for transaction monitoring. It is read-only, and it is a snapshot of the rules in Activation Rules.

▶  In the Risk module menu, under Risk Management, click Risk Rules.
This is Risk Rules. These are the rules used for transaction monitoring.
They are a snapshot of the rules that we saw in Activation Rules. And they are read-only here. Rules are changed in the Fraud Management app.
▶  Point at the category filter.
I can filter by category.
▶  Point at the rule list.
Each row is one rule, with a name and a short description. For example, high value transaction, split transaction, dormant merchant, or unusual time.
▶  Point at the type of each rule.
And each rule has a type. Some place a Hold. Others only raise an Alert.
▶  Click View on one rule.
If I open a rule, I get How This Rule Works, in plain words.
So these are the rules that every transaction is evaluated against, for monitoring.
If someone asks
	Question
	Answer

	Can I edit a rule here?
	No. This view is read-only. Rules are changed in Activation Rules, in the Fraud Management app.

	What is the difference between Alert and Hold?
	An Alert is raised for awareness and review. A Hold keeps the transaction back until it is reviewed and released.



	Be careful on this screen (for you only)
This screen is read-only. Do not look for edit or on and off buttons.
Rule descriptions show amounts in AED. Say 'a high amount', and do not read the figures out.
Rule names are generic. They are safe to read.


 IN THE APPLICATION  ·  Risk Policies 
Menu:  Risk > Risk Management > Risk Policies
In one line:  This screen is a governance view above the rules: what is serious, and how it is treated.

▶  Click Risk Policies in the same menu group.
This is Risk Policies. The policies are given by the rules we just saw, and they sit above them.
▶  Point at the policy list and the KPI cards.
A policy groups related rules. At the top we see summary cards. In the list, each policy shows how serious it is, and what the default action is.
▶  Click one policy.
Let me open one.
▶  Point at Policy Conditions.
Policy Conditions: which rules belong to it.
▶  Point at Policy Response.
Policy Response: the default action, and how the signal is weighted.
▶  Point at Scope.
Scope: where it applies.
▶  Point at Performance and Recent Triggers.
Then Performance over the last thirty days, and the Recent Triggers. These are real numbers from the real rule hits.
So policies help management see how the rules are performing, as a whole.
If someone asks
	Question
	Answer

	Can I change a policy here?
	This page is a view. It reports on how the policies are performing.



	Be careful on this screen (for you only)
Describe it as a governance and reporting view. Do not say that it drives the rules.
It needs rule hits to show numbers. Check the demo data has some.


 SLIDE 12  ·  Risk Dashboard: the supervisor's workbench 
Now the Risk Dashboard. This is the supervisor's workbench.
It shows every flagged transaction, and what to do next.
At the top, you choose the period and the status. Then you can search.
Then the aging report. It shows how long transactions have been on hold.
And when you click a transaction, you can act on it: request documents, approve, decline, or release into settlement. Always with a note.
Let me show this in the application.
 IN THE APPLICATION  ·  Risk Dashboard 
Menu:  Risk > Risk Management > Risk Dashboard
In one line:  This screen shows every flagged transaction, how old it is, and what to do next.

▶  In the Risk module menu, click Risk Dashboard.
This is the Risk Dashboard. It is where the supervisor starts the day.
▶  Point at the sentence under the title.
The sentence under the title tells how many transactions need attention.
▶  Click the period buttons: 7 days, 30 days, 60 days, 90 days, All time.
First, the period. Seven days, thirty, sixty, ninety, or all time.
▶  Click the status buttons: All, Hold, Alert, Request Docs, Approved, Declined, Released.
Then the status. All, Hold, Alert, Request Docs, Approved, Declined, or Released.
▶  Click in the search box and type a terminal, merchant, or reference.
And the search. I can find a transaction by terminal, merchant, or reference number.
▶  Point at the Hold Transaction Aging Report.
This is the Hold Transaction Aging Report. It shows how long transactions have been on hold.
▶  Point at the buckets.
There are six boxes: up to 24 hours, 1 to 3 days, 4 to 7 days, 8 to 14 days, 15 to 30 days, and more than 30 days. Each shows how many are in it, and the amount.
The older the hold, the more urgent it is.
▶  Scroll to the three totals.
Below, three totals. Total on hold. Urgent, which means over seven days. And the total amount.
▶  Click Export CSV, or the refresh button.
The report can be exported to CSV, and refreshed.
▶  Scroll to the table of transactions. Click one row.
Then the list of transactions. If I click one, I see its details.
▶  Point at the details.
Transaction ID, merchant, reference number, terminal, amount, the rule that fired, how many hours old it is, and when it was triggered.
▶  Point at the action buttons. Do not click them.
And here are the actions. Request Docs. Approve. Decline. And Release into Settlement. Each needs a note.
So the supervisor sees everything in one place, and decides.
If someone asks
	Question
	Answer

	What does Release into Settlement do?
	It clears the hold, so the transaction goes into the next settlement statement.

	Who can act here?
	Authorised risk supervisors. Actions are recorded with their note.

	Can reports be exported?
	Yes, the aging report can be exported to CSV, and a report can be exported.



	Be careful on this screen (for you only)
The action buttons change the status of real transactions and can release money into settlement. Point at them only. Do not click Request Docs, Approve, Decline, Release, or Confirm.
If the aging report shows zero except one box, that is normal for demo data. Explain the boxes, not the numbers.
Amounts are labelled AED. If the customer is elsewhere, say it is the demo currency.
Do not read out merchant names or reference numbers.


 SLIDE 13  ·  The queues: from Alert to Release 
The queues show the same flagged transactions, sorted by where they are in the process.
An item starts as an Alert, which is for awareness. Or as a Hold, which keeps the transaction back.
From a Hold, the analyst can request documents from the merchant.
Then, once satisfied, the analyst approves. An approved item is cleared, and it is ready to be released.
When it is released into settlement, the case is closed.
Or the analyst can decline it. That also closes the case.
The two systems are kept in step. If a transaction is released in the Risk module, its case is closed in the Fraud Management app. And if the case is closed in the Fraud Management app, the held transactions are released.
The menu groups them. Monitoring has Risk Alerts. Open Cases has Holds, Requested Docs, and Approved. Closed Cases has Declined and Released.
Let me show these in the application.
 IN THE APPLICATION  ·  Risk Alerts 
Menu:  Risk > Monitoring > Risk Alerts
In one line:  This queue lists items flagged for awareness.

▶  In the Risk module menu, under Monitoring, click Risk Alerts.
This is Risk Alerts. These are items flagged for awareness. A person reviews them.
▶  Point at the list.
Each row shows the transaction, the merchant, the rule, the amount and how old it is.
▶  Point at the filters and search.
I can filter and search, the same as on the dashboard.
If someone asks
	Question
	Answer

	Is an Alert blocking the payment?
	No. An Alert is for awareness and review. A Hold keeps the transaction back.



	Be careful on this screen (for you only)
This screen is the same page as the dashboard, filtered to one status. Keep it short.


 IN THE APPLICATION  ·  Risk Holds 
Menu:  Risk > Open Cases > Risk Holds
In one line:  This queue lists transactions that are held back, waiting for a decision.

▶  Under Open Cases, click Risk Holds.
This is Risk Holds. These transactions are held back, and they are waiting for a decision.
This is the queue the supervisor works most.
▶  Point at the age of the items.
The older ones are at the top of the supervisor's mind, because money is waiting.
If someone asks
	Question
	Answer

	What happens to a held transaction?
	It is kept out of settlement until it is reviewed and released.



	Be careful on this screen (for you only)
Same page as the dashboard, filtered to Hold. Do not click the action buttons.


 IN THE APPLICATION  ·  Risk Requested Docs 
Menu:  Risk > Open Cases > Risk Requested Docs
In one line:  This queue lists items waiting for documents from the merchant.

▶  Click Risk Requested Docs.
This is Risk Requested Docs. The analyst has asked the merchant for documents, and is waiting.
When the documents arrive, the analyst can approve, or decline.
If someone asks
	Question
	Answer

	How are documents attached?
	In the Fraud Management app, a case can have files attached. Here the status shows that documents were requested.



	Be careful on this screen (for you only)
Same page as the dashboard, filtered. Keep it short.


 IN THE APPLICATION  ·  Risk Approved 
Menu:  Risk > Open Cases > Risk Approved
In one line:  This queue lists items that were reviewed and cleared, and are ready to release.

▶  Click Risk Approved.
This is Risk Approved. These items were reviewed and cleared.
They are still open, because they are waiting for the last step: release into settlement.
If someone asks
	Question
	Answer

	Is approved the same as released?
	No. Approved means cleared. Released is the final step, which sends it into settlement.



	Be careful on this screen (for you only)
Same page as the dashboard, filtered. Keep it short.


 IN THE APPLICATION  ·  Risk Declined 
Menu:  Risk > Closed Cases > Risk Declined
In one line:  This queue lists items that were reviewed and rejected. The case is closed.

▶  Under Closed Cases, click Risk Declined.
This is Risk Declined. The analyst reviewed these items, and rejected them. The case is closed.
If someone asks
	Question
	Answer

	Can a declined item be reopened?
	Not from this screen.



	Be careful on this screen (for you only)
Same page as the dashboard, filtered. Keep it short.


 IN THE APPLICATION  ·  Risk Released 
Menu:  Risk > Closed Cases > Risk Released
In one line:  This queue lists items that were released into settlement. The case is closed.

▶  Click Risk Released.
This is Risk Released. These items were released into settlement. The case is closed.
They go into the next settlement statement, which we saw in the earlier session.
If someone asks
	Question
	Answer

	Where do released items go?
	Into the next settlement statement.



	Be careful on this screen (for you only)
Same page as the dashboard, filtered. Keep it short.


 SLIDE 14  ·  Settlement Holds: where risk meets settlement 
This is where risk meets the settlement module that you saw earlier.
Settlement Holds is a view for Finance. It lists the transactions held by risk, merchant by merchant.
So Finance can see what is waiting, and why a payout may be lower than expected.
Finance cannot release from here. A release is a risk decision, made in the risk screens.
When a transaction is released, the case is closed in the other system as well. And when the case is closed there, the held transactions are released. Either way, the transaction is picked up by the next day's MIS.
So the finance team and the risk team work from the same facts, with clear ownership.
Let me show this in the application.
 IN THE APPLICATION  ·  Settlement Holds 
Menu:  Risk > Settlement > Settlement Holds
In one line:  This screen is a view for Finance of what risk is holding back, merchant by merchant.

▶  In the Risk module menu, under Settlement, click Settlement Holds.
This is Settlement Holds. It is a view for Finance.
▶  Point at the list of merchants.
It lists the merchants that have an open hold.
▶  Use the search box.
I can search for a merchant.
▶  Click one merchant.
If I click a merchant, I see that merchant's held transactions.
▶  Point at the held transactions.
These are the transactions kept out of the settlement statement, until risk releases them.
This page is only for viewing. The release is done in the Risk Dashboard.
If someone asks
	Question
	Answer

	Can Finance release a hold?
	No. A release is a risk decision, made only in the Risk Dashboard.



	Be careful on this screen (for you only)
It needs held transactions in the demo data. Check it has rows.
Check that a transaction on Hold in the Risk Dashboard also appears here for the same merchant. Rehearse this link before the demo.
Do not read out merchant names.




Part 4: Summary
 SLIDE 15  ·  What to remember 
Let me close with four things to remember.
One. Models and rules decide what is risky. Each model holds its rules, and each transaction is evaluated against them. AI adds a second opinion.
Two. Features give the history. They are counters over time windows, and the rules use them.
Three. Cases are the work. Every Alert or Hold has a case. An analyst finds it, reviews it, and resolves it.
Four. Release closes the loop. A hold is released only after review. The two systems are kept in step. And released items go into settlement.
So every transaction is evaluated first, and the risky ones are reviewed before the money moves.
 SLIDE 16  ·  Thank you 
Thank you very much for your time.
I am happy to take your questions.


Gap register: what is hidden, reworded or rehearsed
These are the places where the application does less than a customer might assume, or where the demo environment needs care. For each one the decision is already made. Nothing in the deck claims anything that is not in the application. Where a gap is hidden, the slide simply does not mention it, and the answer below is what to say only if you are asked.
	Gap
	What we did
	If asked

	Feature Catalog lists features, not rules. The rules use the features.
	Reworded. The deck explains models, then rules, then the Feature Catalog in brief as what rules use.
	The rules are the activation rules, with gateway and abstraction rules also in the model. They use the features in their conditions.

	A test of a rule changes counters and can open a case
	Rehearsed. Describe the test address. Show a test only on a prepared test model.
	A test sends a real transaction through the model, so it is done on test data.

	Risk Rules and Risk Policies are read-only. Risk Rules are a snapshot of the activation rules, used for transaction monitoring
	Described as read-only monitoring views. Rules are changed in Activation Rules.
	They are a read-only view. Rules are changed in the Fraud Management app.

	Two case screens overlap (Case Browse and Cases)
	Reworded as Find, Understand, Decide.
	Browse is for understanding why a case exists. Cases is for recording the decision.

	Some case tabs are empty or not yet built (case key journal, forms, uploads)
	Hidden. Not opened in the demo.
	Not applicable.

	Cases opened by a plain decline have no workflow or labelled transaction details
	Rehearsed. Use cases from the card fraud review workflow.
	Labelled details are set per workflow.

	The Scores table is empty in the demo data
	Rehearsed. The Scores and Dashboard screens are not opened.
	Real-time scores appear once transactions are sent through scoring.

	Model scoring runs only where it is switched on
	Reworded. The slide says, where enabled.
	Rules and features always run. A model score is added where it is enabled.

	Whether a rule can affect approval, and when a transaction is evaluated, is not confirmed and varies by transaction type
	Hidden. The slides say only that a transaction is evaluated against the risk rules.
	Do not go into it. Say the transaction is evaluated, and risky ones are held for review.

	Release in one system closing the case in the other (and the reverse) is presented as the flow
	Described at flow level only. No data is shown across the two systems, and the demo data is test data.
	The two systems are kept in step, so a release in one closes the case in the other.

	Rule descriptions show amounts in AED
	Rehearsed. Say, a high amount.
	Amounts follow the configured currency.

	Some workflow and model names look like tests or internal names
	Rehearsed. Do not read them out.
	Not applicable.

	The Fraud Management app is a separate app with its own login and port
	Rehearsed. Open it once before the demo.
	It is opened from the Risk menu in a new tab.

	Mastercard fraud reporting (SAFE) screens exist but are not in the menu
	Hidden.
	Not applicable.

	The AI adds a second opinion only where it is switched on, and this is not confirmed for the demo environment
	Reworded as 'where it is enabled'. The new slide says the AI scores and does not write rules.
	The rules decide on their own when no model is deployed. The AI can only lift an approval to a review, never override a decline.

	Checks before and after approval are described as normal practice, and may not all exist in the application
	Described in general terms on the overview slide. No screen claims which rule runs before or after approval.
	Say that every transaction is evaluated against the rules, and that some checks need history, so they come after approval.




Plain-language glossary
	Term
	Meaning

	Risk
	The chance that a payment is not what it seems: fraud, misuse, or a rule broken.

	Fraud
	A payment made by deception, for example with a stolen card.

	Chargeback
	Money taken back from a merchant after a customer disputes a payment.

	Sanctions
	Lists of people and businesses that must not be paid or served.

	Activation rule
	A condition for a model. When it is true, the rule fires: it can mark a Hold or an Alert and open a case.

	Rule expression
	The condition of a rule, built from groups (AND, OR, NOT) and conditions on fields and features.

	Priority
	The order rules are checked. A lower number is checked first.

	Feature
	A running measure for one thing over a time window, for example transactions on a card in the last hour.

	Window
	How far back a feature looks, for example one hour or one day.

	Model
	A set of rules and settings for one kind of thing the system watches: a card, merchant, terminal, IP address, email or merchant category. It keeps together the rules, feature counters and settings used to judge that thing.

	Rule
	A check for one pattern. It raises an Alert or places a Hold.

	Gateway, abstraction and activation rules
	Three kinds of rule in the Fraud Management app: decide on the incoming request, build derived values, and fire when conditions are met.

	Alert
	A flag for awareness and review. Nothing is held back.

	Hold
	A transaction kept back until it has been reviewed.

	Case
	The folder for one investigation.

	Workflow
	The process a case follows, with its own statuses.

	Resolve
	Close a case with a final result: confirmed fraud, false positive, or inconclusive.

	False positive
	A transaction that looked risky but turned out to be fine.

	Release into settlement
	Clear a hold so the transaction goes into the next settlement statement.

	Isolation Forest
	An AI model that learns what normal transactions look like, and flags the ones that do not fit. It needs no fraud examples.

	Neural network
	An AI model that learns from labelled examples of fraud and legit transactions.

	Label
	A known outcome for a transaction: fraud or legit, for example from a chargeback.

	Ensemble
	A weighted blend of the two AI scores, half and half by default.
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