


POA – POST REDESIGNPOD – CURRENT STATE

DMX DISPUTES – HOMEPAGE

Users can refer to 
cases categorized 
per these 3 tabs

Filter TYPES of 
disputes (All, 
CB & Enquiry)

Additional 
Filter options



POA – POST REDESIGNPOD – CURRENT STATE

DMX DISPUTES – SEARCH A DISPUTES CASE

Users can search 
using the Case# or 
Charge Reference #  



POA – POST REDESIGNPOD – CURRENT STATE

DMX DISPUTES – CASE DETAILS

Users can see 
detailed case 

history in “View 
Timeline Details”

This window will pop 
up once they click on 

“Respond to 
Disputes” button

Users will now only 
see relevant 

information as 
apposed to current 

version



POA – POST REDESIGNPOD – CURRENT STATE

DMX DISPUTES – RESPOND TO CHARGEBACK (When SE disagrees with CM’s claim)



POA – POST REDESIGNPOD – CURRENT STATE

DMX DISPUTES – RESPOND TO CHARGEBACK (When SE agrees with CM’s claim) 



POA – POST REDESIGNPOD – CURRENT STATE

DMX DISPUTES – RESPOND TO ENQUIRY (When SE disagrees with CM’s claim)



POA – POST REDESIGNPOD – CURRENT STATE

DMX DISPUTES – RESPOND TO ENQUIRY (When SE agrees with CM’s claim) 

Reason Code 01 & 
08 are for internal 

use and they exist in 
POD version as well

Reason Code “Authorize 
Chargeback 01” or “Issuing 

Credit – 08” shows up when
user clicks on “Select a reason” 

in current design



DMX DISPUTES – FAQ’s

Market & users are we targeting? 
Targeting US only in the initial phase I & II. Targeting about 2600 non-frequent disputes users in phase I launch (SEP 22nd)  and about  
6000 non-frequent disputes users in phase 2 (OCT’21).
Note: These are Disputes users and not merchant accounts.

Who are classified as non-frequent disputes user?
Merchants who get less than 7 disputes / month are categorized as non-frequent users. Moreover, we are only targeting a specific
segment of disputes users who have never used advanced features like column customization on disputes homepage, download 
report etc.

What’s changing for the targeted users in POD (current version) Vs. POA (redesigned version)?
As shown in previous slides DMX will only uplift basic features like disputes homepage, case details & responding to disputes
experience for the merchants in phase I & II. However, DMX will rollout all the redesigned features and functions in 2022 like 
Download, Column Customization, Bulk Response & Additional Filters etc.

What about Merchant accounts who have multiple Disputes users associated with them?
There is a possibility that different disputes users linked to same merchant account may see different views post 22nd Sept as we are 
only targeting basic users only (refer to point 1 & 2)

When can we expect all disputes features to be redesigned?
DMX team will add more features and cover all users iteratively in phases (by 2022). Will keep everyone posted with the timelines. 

How do selected users know about the redesign?
Targeted users will see a notification on the Dashboard & Disputes page once they login.

How do we report any issues highlighted by disputes users selected for new version?
Please report any issues highlighted by merchants to CMSImerchantquestions@aexp.com and we will pass them to DMX team 
Note: Please use the above channel to highlight issues with disputes redesign only. For issues not related to disputes redesign follow
BAU procedures.
DMX team will also have a survey link available for targeted users on the disputes page and any feedback will be monitored.

mailto:CMSImerchantquestions@aexp.com


DMX DISPUTES

MARKETING STRATEGY

Notifications on DMX Dashboard & Disputes page to targeted disputes users  

Website banners will be updated to highlight Payments & Disputes Redesigns in October

November- CLM quarterly newsletter

THANK YOU


