w0 2019/067477 A1 | NIUNY 000000000 00 0000 00O

(12) INTERNATIONAL APPLICATION PUBLISHED UNDER THE PATENT COOPERATION TREATY (PCT)

J

=

(19) World Intellectual Property
Organization
International Bureau

(43) International Publication Date
04 April 2019 (04.04.2019)

(10) International Publication Number

WO 2019/067477 Al

WIPO I PCT

(51) International Patent Classification:
G060 30/02 (2012.01) G060 30/00 (2006.01)
GO6N 99/00 (2010.01)

(21) International Application Number:
PCT/US2018/052734

(22) International Filing Date:
25 September 2018 (25.09.2018)

(25) Filing Language: English

(26) Publication Language: English

(30) Priority Data:
15/717,690 27 September 2017 (27.09.2017) US
(71) Applicant: VISA INTERNATIONAL SERVICE

ASSOCIATION [US/US]; 900 Metro Center Boulevard,
Foster City, California 94404 (US).

(72) Inventors: STOPIC, Richard; 278 29th Street, San Fran-
cisco, California 94131 (US). VEETTIL, Rajesh Kumar

Aroli Veettil; 01-32, 75 Pasir Ris Grove, Singapore 518207
(SG). BADRI, Madhvesh Navkal; 376 2nd Avenue, Apt.
A, San Francisco, California 94118 (US).

Agent: JEWIK, Patrick et al; KILPATRICK
TOWNSEND & STOCKTON LLP, Mailstop: [P Docket-
ing - 22, 1100 Peachtree Street, Suite 2800, Atlanta, Geor-
gia 30309 (US).

(74)

(81) Designated States (unless otherwise indicated, for every
kind of national protection available). AE, AG, AL, AM,
AO, AT, AU, AZ, BA, BB, BG, BH, BN, BR, BW, BY, BZ,
CA, CH, CL, CN, CO, CR, CU, CZ,DE, DJ, DK, DM, DO,
DZ, EC, EE, EG, ES, FI, GB, GD, GE, GH, GM, GT, HN,
HR, HU, ID, IL, IN, IR, IS, JO, JP, KE, KG, KH, KN, KP,
KR,KW,KZ,LA,LC,LK,LR,LS,LU,LY, MA, MD, ME,
MG, MK, MN, MW, MX, MY, MZ, NA, NG, NI, NO, NZ,
OM, PA, PE, PG, PH, PL, PT, QA, RO, RS, RU, RW, SA,
SC, SD, SE, SG, SK, SL, SM, ST, SV, SY, TH, TJ, TM, TN,
TR, TT, TZ, UA, UG, US, UZ, VC, VN, ZA, ZM, ZW.

(54) Title: SYSTEM AND METHOD FOR ONLINE ANALY SIS

100

~

N
53
AUTHORIZING  [* 5 USER st | F;E%%L’Jggg
ENTITY COMPUTER le »  COMPUTER
1o 120 2 COM&%TER
—

RESOURCE
PROVIDER

INFORMATION
DATABASE
142

GLOBAL
RESOLUTICN
DATABASE
146

RULESET
DATABASE
144

SERVER COMPUTER

FIG. 1

(57) Abstract: A method is disclosed. The method includes receiving, from a user computer that is a patty to a transaction, information
that can be used to identify a transaction between the user computer and a resource provider computer. The method further includes
determining one or more attributes. The method additionally includes presenting a first question based on the one or more attributes.
The method also includes receiving a response to the first question, presenting a second question based on the received response, and
receiving a response to the second question. The method further includes storing the received responses in a data storage element,
wherein the data storage element is accessible by an authorizing entity computer.

[Continued on next page]



WO 2019/067477 A [IN 1) 00000 0000 OO

(84) Designated States (unless otherwise indicated, for every
kind of regional protection available): ARIPO (BW, GH,
GM, KE, LR, LS, MW, MZ, NA, RW, SD, SL, ST, SZ, TZ,
UG, ZM, ZW), Eurasian (AM, AZ, BY, KG, KZ, RU, TJ,
TM), European (AL, AT, BE, BG, CH, CY, CZ, DE, DK,
EE, ES, FL, FR, GB, GR, HR, HU, IE, IS, IT, LT, LU, LV,
MC, MK, MT, NL, NO, PL, PT, RO, RS, SE, SI, SK, SM,
TR), OAPI (BF, BJ, CF, CG, CI, CM, GA, GN, GQ, GW,
KM, ML, MR, NE, SN, TD, TG).

Declarations under Rule 4.17:
— as to the applicant's entitlement to claim the priority of the
earlier application (Rule 4.17(iii))

Published:
—  with international search report (Art. 21(3))



10

15

20

25

WO 2019/067477 PCT/US2018/052734

SYSTEM AND METHOD FOR ONLINE ANALYSIS
CROSS-REFERENCES TO RELATED APPLICATIONS

[0001] This application is a PCT application of U.S. Patent Application No.
15/71,690, filed on September 27, 2017, which is herein incorporated by reference in its
entirety.

BACKGROUND
[0002] Traditional processes for dispute resolution are slow and require

interaction between the party initiating the dispute and the party mediating the dispute.
The collection of facts pertinent to a particular dispute is also difficult. For example, in
the context of a dispute involving a user and a merchant, users are generally required to
place a call to the party mediating the dispute (e.g., an issuer) and provide basic and
redundant information regarding the transaction being disputed. Additionally, the user
may be required to provide signed letters before disputes can be initiated. User dispute
letters often contain many facts that are not relevant to resolving the dispute; or
conversely, these letters may be missing requests for information needed to resolve a
particular dispute. Furthermore, many issuers use their own form letters. These letters
cause difficulties for merchants by providing inconsistent information in different
formats. Acquirers and processors also use different proprietary letters to communicate
with issuers, adding to the complexity of conventional dispute resolution processes.
Depending upon the type of dispute, the entire process of gathering the needed
information for the entity that will ultimately decide the dispute may take several minutes

to hours, depending upon the circumstances.

[0003] The tedious process of providing the information to the party mediating the
dispute prior to any action regarding the resolution of the dispute often results in user
frustration. The user may feel that they wasted time contacting the party mediating the
dispute and providing information about the transaction, only to wait for an uncertain

amount of time for the dispute to be resolved. Additionally, conventional dispute
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resolution processes are not efficient because a live person representing the party

mediating the dispute is required to gather facts pertaining to the dispute from the user.

[0004] Embodiments of the invention address these and other problems.
SUMMARY
[0005] A system of one or more computers can be configured to perform

particular operations or actions by virtue of having software, firmware, hardware, or a
combination of them installed on the system that in operation causes or cause the
system to perform the actions. One or more computer programs can be configured to
perform particular operations or actions by virtue of including instructions that, when
executed by data processing apparatus, cause the apparatus to perform the actions.
One general aspect includes a method for automated analysis using machine learning,
including: receiving, from a user computer that is a party to a transaction and at a server
computer, information that can be used to identify a transaction between the user
computer and a resource provider computer. The method also includes determining, by
the server computer and from a database, one or more attributes associated with the
transaction and one or more attributes associated with the resource provider computer.
The method also includes presenting, by the server computer, a first question pertaining
to the transaction based at least in part on the accessed one or more attributes
associated with the identified transaction and the accessed one or more attributes
associated with the resource provider computer. The method also includes receiving,
from the user computer and by the server computer, a response to the first question.
The method also includes presenting, by the server computer, a second question
pertaining to the transaction based at least in part on the received response to the first
question. The method also includes receiving, from the user computer and by the server
computer, a response to the second question. The method also includes storing, by the
server computer, the received first response and the received second response in a
data storage element, where the data storage element is accessible by an authorizing

entity computer. Other embodiments of this aspect include corresponding computer
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systems, apparatus, and computer programs recorded on one or more computer

storage devices, each configured to perform the actions of the methods.

[0006] Implementations may include one or more of the following features. The
method where the data storage element is accessible by the authorizing entity computer
via an online resolution analysis system. The method where the information that can be
used to identify the transaction between the user computer and a resource provider
computer is received via an application associated with the resource provider computer
executing on the user computer. The method where the one or more attributes
associated with the transaction and the one or more attributes associated with the
resource provider computer are determined automatically by the server computer by
receiving only an identifier associated with the user computer. The method where the
first question and the second question are part of an interview script that is
automatically created using a machine learning algorithm, the machine learning
algorithm including a neural network or a k-means algorithm. The method where the first
question and the second question are part of an interview script that is automatically
created using data from a processing network that operates as a switch. The method
further including providing, by the server computer and to the user computer, one or
more options for answering the first and second questions. The method where the one
or more options are based at least in part on the response to the first question, the
response to the second question, the accessed one or more attributes associated with
the identified transaction, or the accessed one or more attributes associated with the
resource provider computer. The method where the one or more options are based at
least in part on a ruleset applied to the dispute, where the ruleset is based at least in
part on the accessed one or more attributes associated with the resource provider
computer. The method where the first question and the second question are generated
by a machine learning model. Implementations of the described techniques may
include hardware, a method or process, or computer software on a computer-accessible

medium.

[0007] One general aspect includes a server computer, including: a processor,

and a non-transitory computer readable medium, the non-transitory computer readable
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medium including computer executable code for executing a method for resolving a
dispute, the method including:. The server computer also includes receiving, from a
user computer that is a party to a transaction, information that can be used to identify a
transaction between the user computer and a resource provider computer. The server
computer also includes determining, from a database, one or more attributes associated
with the transaction and one or more attributes associated with the resource provider
computer. The server computer also includes presenting a first question pertaining to
the transaction based at least in part on the accessed one or more attributes associated
with the identified transaction and the accessed one or more attributes associated with
the resource provider computer. The server computer also includes receiving, from the
user computer, a response to the first question. The server computer also includes
presenting a second question pertaining to the transaction based at least in part on the
received response to the first question. The server computer also includes receiving,
from the user computer, a response to the second question. The server computer also
includes storing the received first response and the received second response in a data
storage element, where the data storage element is accessible by an authorizing entity
computer. Other embodiments of this aspect include corresponding computer systems,
apparatus, and computer programs recorded on one or more computer storage devices,

each configured to perform the actions of the methods.

BRIEF DESCRIPTION OF THE DRAWINGS

[0008] FIG. 1 shows a block diagram of an online resolution analysis system,

according to some embodiments.

[0009] FIG. 2 shows a flowchart illustrating a process for online dispute resolution

analysis, according to some embodiments.
[0010] FIG. 3 shows a server computer, according to some embodiments.

[0011] FIG. 4A shows another screenshot of a user interaction with the online
dispute resolution system via a user interface of an application executing on the user

computer 120, according to some embodiments.
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[0012] FIG. 4B shows another screenshot of a user interaction with the online
dispute resolution system via a user interface of an application executing on the user

computer 120, according to some embodiments.

[0013] FIG. 5 shows a block diagram of a transaction processing system that can

use a portable device with access data according to an embodiment of the invention.

DETAILED DESCRIPTION

[0014] Prior to discussing embodiments of the invention, descriptions of some

terms may be helpful in understanding embodiments of the invention.

[0015] A "user computer” may be a computer operated by a user. Exemplary
user computers may include mobile communication devices. A "mobile communication
device" may be an example of a "communication device" that can be easily transported.
A mobile communication device may also have remote communication capabilities.
Examples of remote communication capabilities include using a mobile phone (wireless)
network, wireless data network (e.g. 3G, 4G or similar networks), Wi-Fi, Wi-Max, or any
other communication medium that may provide access to a network such as the Internet
or a private network. Examples of mobile communication devices include mobile
phones (e.g. cellular phones), PDAs, tablet computers, net books, laptop computers,
personal music players, hand-held specialized readers, etc. Further examples of mobile
communication devices include wearable devices, such as smart watches, fithess
bands, ankle bracelets, rings, earrings, etc., as well as vehicles such as automobiles
with remote communication capabilities. In some embodiments, a mobile
communication device can function as a payment device (e.g., a mobile communication

device can store and be able to transmit payment credentials for a transaction).

[0016] A “payment device” may include any suitable device that may be used to
conduct a financial transaction, such as to provide payment credentials to a merchant.
Suitable payment devices can be hand-held and compact so that they can fit into a
user's wallet and/or pocket (e.g., pocket-sized). Example payment devices may include

smart cards, keychain devices (such as the Speedpass™ commercially available from
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Exxon-Mobil Corp.), etc. Other examples of payment devices include payment cards,
smart media, transponders, and the like. If the payment device is in the form of a debit,
credit, or smartcard, the payment device may also optionally have features such as

magnetic stripes. Such devices can operate in either a contact or contactless mode.

[0017] A “credential” may be any suitable information that serves as reliable
evidence of worth, ownership, identity, or authority. A credential may be a string of
numbers, letters, or any other suitable characters, as well as any object or document

that can serve as confirmation.

[0018] ‘Payment credentials” may include any suitable information associated
with an account (e.g. a payment account and/or payment device associated with the
account). Such information may be directly related to the account or may be derived
from information related to the account. Examples of account information may include a
PAN (primary account number or “account number”), user name, expiration date, and
verification values such as CVV, dCVV, CVV2, dCVV2, and CVC3 values.

[0019] A “user” may include an individual. In some embodiments, a user may be
associated with one or more personal accounts and/or mobile devices. The user may

be a cardholder, an account holder, or a consumer in some embodiments.

[0020] A “resource provider” may be an entity that can provide a resource such
as goods, services, information, and/or locations. Examples of resource providers
includes merchants, data providers, transit agencies, governmental entities, venue and

dwelling operators, etc.

[0021] A “merchant” may typically be an entity that engages in transactions and

can sell goods or services, or provide access to goods or services.

[0022] An "acquirer" may typically be a business entity (e.g., a commercial bank)
that has a business relationship with a particular merchant or other entity. Some
entities can perform both issuer and acquirer functions. Some embodiments may
encompass such single entity issuer-acquirers. An acquirer may operate an acquirer

computer, which can also be generically referred to as a “transport computer”.
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[0023] An “authorizing entity” may be an entity that authorizes a request.
Examples of an authorizing entity may be an issuer, a governmental agency, a
document repository, an access administrator, etc. An authorizing entity may operate

an authorization computer.

[0024] An “issuer” may typically refer to a business entity (e.g., a bank) that
maintains an account for a user. An issuer may also issue payment credentials stored
on a portable device, such as a cellular telephone, smart card, tablet, or laptop to the

consumer.

[0025] A “resolution analysis system” may be a system that is involved in the
process of resolving disputes between parties. A dispute may be a situation in which a
user questions the validity of a transaction that was registered to his/her account. Users
may dispute charges for a variety of reasons, including unauthorized charges,
excessive charges, failure by the merchant to deliver merchandise, defective
merchandise, dissatisfaction with the product(s) or service(s) received, or billing errors.
The resolution analysis system may facilitate the resolution of such disputes by
gathering information associated with the dispute and resolving the dispute in favor of

one party or another. A resolution analysis system may be a dispute resolution system.

[0026] An “access device” may be any suitable device that provides access to a
remote system. An access device may also be used for communicating with a
merchant computer, a transaction processing computer, an authentication computer, or
any other suitable system. An access device may generally be located in any suitable
location, such as at the location of a merchant. An access device may be in any
suitable form. Some examples of access devices include POS or point of sale devices
(e.g., POS terminals), cellular phones, PDAs, personal computers (PCs), tablet PCs,
hand-held specialized readers, set-top boxes, electronic cash registers (ECRs),
automated teller machines (ATMs), virtual cash registers (VCRs), kiosks, security
systems, access systems, and the like. An access device may use any suitable contact
or contactless mode of operation to send or receive data from, or associated with, a
mobile communication or payment device. In some embodiments, where an access

device may comprise a POS terminal, any suitable POS terminal may be used and may
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include a reader, a processor, and a computer-readable medium. A reader may include
any suitable contact or contactless mode of operation. For example, exemplary card
readers can include radio frequency (RF) antennas, optical scanners, bar code readers,
or magnetic stripe readers to interact with a payment device and/or mobile device. In
some embodiments, a cellular phone, tablet, or other dedicated wireless device used as

a POS terminal may be referred to as a mobile point of sale or an “mPOS” terminal.

[0027] An “authorization request message” may be an electronic message that
requests authorization for a transaction. In some embodiments, it is sentto a
transaction processing computer and/or an issuer of a payment card to request
authorization for a transaction. An authorization request message according to some
embodiments may comply with ISO 8583, which is a standard for systems that
exchange electronic transaction information associated with a payment made by a user
using a payment device or payment account. The authorization request message may
include an issuer account identifier that may be associated with a payment device or
payment account. An authorization request message may also comprise additional
data elements corresponding to “identification information” including, by way of example
only: a service code, a CVV (card verification value), a dCVV (dynamic card verification
value), a PAN (primary account number or “account number”), a payment token, a user
name, an expiration date, etc. An authorization request message may also comprise
“transaction information,” such as any information associated with a current transaction,
such as the transaction amount, merchant identifier, merchant location, acquirer bank
identification number (BIN), card acceptor ID, information identifying items being
purchased, etc., as well as any other information that may be utilized in determining

whether to identify and/or authorize a transaction.

[0028] An “authorization response message” may be a message that responds to
an authorization request. In some cases, it may be an electronic message reply to an
authorization request message generated by an issuing financial institution or a
transaction processing computer. The authorization response message may include, by
way of example only, one or more of the following status indicators: Approval --

transaction was approved; Decline -- transaction was not approved; or Call Center --
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response pending more information, merchant must call the toll-free authorization
phone number. The authorization response message may also include an authorization
code, which may be a code that a credit card issuing bank returns in response to an
authorization request message in an electronic message (either directly or through the
transaction processing computer) to the merchant's access device (e.g. POS
equipment) that indicates approval of the transaction. The code may serve as proof of

authorization.

[0029] A “server computer” may include a powerful computer or cluster of
computers that services the requests of one or more client computers. For example,
the server computer can be a large mainframe, a minicomputer cluster, or a group of
servers functioning as a unit. In one example, the server computer may be a database
server coupled to a Web server. The server computer may comprise one or more
computational apparatuses and may use any of a variety of computing structures,
arrangements, and compilations for servicing the requests from one or more client

computers.

[0030] A “memory” may be any suitable device or devices that can store
electronic data. A suitable memory may comprise a non-transitory computer readable
medium that stores instructions that can be executed by a processor to implement a
desired method. Examples of memories may comprise one or more memory chips, disk
drives, etc. Such memories may operate using any suitable electrical, optical, and/or

magnetic mode of operation.

[0031] A “processor’ may refer to any suitable data computation device or
devices. A processor may comprise one or more microprocessors working together to
accomplish a desired function. The processor may include CPU comprises at least one
high-speed data processor adequate to execute program components for executing
user and/or system-generated requests. The CPU may be a microprocessor such as
AMD's Athlon, Duron and/or Opteron; IBM and/or Motorola's PowerPC; IBM's and
Sony's Cell processor; Intel's Celeron, Itanium, Pentium, Xeon, and/or XScale; and/or

the like processor(s).
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[0032] FIG. 1 shows a block diagram of an online resolution analysis system 100,
according to some embodiments. The online resolution analysis system 100 may
include an authorizing entity computer 110, user computer 120, resource provider
computer 130, and server computer 140. Each of the authorizing entity computer 110,
user computer 120, resource provider computer 130, and server computer 140 may be
communicatively coupled to each other via an interconnected network, such as at the

Internet.

[0033] The online resolution analysis system 100 may gather information
pertaining a dispute by using a series of prompts to identify the information necessary to
resolve a dispute (e.g., a disputed transaction). Traditionally, this information may be
collected from a user of the user computer 120 by an agent or a caseworker associated
with the authorizing entity computer 110. The agent or caseworker may ask questions
to the user, obtain the necessary information, open a ticket, and perform further
investigation pertaining to the dispute. The online resolution analysis system 100 is
more efficient than conventional dispute resolution systems, since it can automatically
gathering this information, without the need for an agent or caseworker. The online
resolution analysis system 100 can do this by producing a series of unique prompts to
be presented to the user via the user computer 120. Answers provided by the user of
the user computer 120 to the series of prompts are used to obtaining the information
needed to resolve the dispute. The series of prompts may be generated via a machine
learning model where the prompts may be generated in real-time based on the user’'s
responses to prior prompts and based on additional knowledge of the transaction.
Suitable machine learning models may be based on algorithms including: neural
networks, decision trees, support vector methods, and K-means algorithms. The online
resolution analysis system 100 may also provide for the automatic gathering of facts
associated with a disputed transaction which may also be used in the resolution
process. Other details regarding the online resolution analysis system 100 and the

functions that it can perform are provided below.

[0034] At step s1, the user computer 120 initiates a transaction with the resource

provider computer 130. The resource provider computer 130 may be associated with a

10
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merchant that provides goods or services for purchase. The transaction initiated by the
user computer 120 may be for one or more goods or services available from the
merchant that the user of the user computer 120 wishes to purchase. The resource
provider computer 130 may include or operate an access device and the user computer
120 may interface with the resource provider computer 130 to begin the transaction.
Upon the transaction being initiated, the transaction may proceed and complete
according to any known payment transaction protocols. That is, upon the transaction
being approved, an account associated with the user of the user computer 120 may be
debited in the amount of the total goods or services purchased from the merchant.
Further details regarding a typical payment transaction are described below, with

reference to FIG. 5.

[0035] In some examples, the user computer 120 may be a smartphone device,
tablet, wearable device, etc. In some examples, the user computer 120 can be a
physical payment card that used for interacting with the resource provider computer
130. Accordingly, the online resolution analysis system 100 may support both card

present and card-not-present transactions.

[0036] At step s2, after the user computer 120 initiates the transaction with the
resource provider computer 130, the merchant associated with the resource provider
computer 130 may dispatch the goods to the user of the user computer 120. For
example, if the transaction was an in-person transaction at a merchant location, the
user may take the goods with him/her as he/she exits the merchant location upon the
transaction being completed. In another example, if the transaction was an online

transaction, the goods may be shipped to the user of the user computer 120.

[0037] At step s3, after the merchant associated with the resource provider
computer 130 dispatches the goods to the user of the user computer 120, the user of
the user of the user computer 120 may Initiate a dispute process against a merchant
associated with the resource provider computer 130, with the authorizing entity
computer 110. The user may initiate a dispute process for the transaction completed in
step s2 for any number of reasons, including unauthorized charges, excessive charges,

failure by the merchant to deliver merchandise, defective merchandise, dissatisfaction

11
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with the product(s) or service(s) received, or billing errors. Additionally, the user may
initiate the dispute process if attempts to come to a resolution directly with the merchant
have been unsuccessful. For example, if the user received a defective product from the
merchant, and the merchant refuses to issue a refund to the user for the defective

product, the user may initiate the dispute process.

[0038] At step s4, after the user of the user of the user computer 120 initiates the
dispute process with the authorizing entity computer 110, the authorizing entity
computer 110 may notify the server computer 140 of the initiated dispute, and the
server computer 140 may perform real-time research pertaining to the disputed
transaction. The server computer may be an online resolution analysis server
computer. In some embodiments, the user, using the user computer 120, may only
need to supply basic information such as the account number of the payment account
used to conduct the transaction, the merchant name, and/or the date (and/or time) of
the transaction. In some cases, even the credit or debit card account number need not
be provided, as the device identifier (e.g., a phone number) of the user computer 120
may be linked to the user’s debit or credit card number, and the server computer 110
may automatically determine the credit or debit card account used by the user computer
120. By only requiring the user to provide basic information related to the transaction,
the user experience is improved and there may be less friction when a user attempts to

initiate a dispute.

[0039] The research performed by the server computer may include gathering
information or attributes associated with the disputed transaction and information or
attributes associated with the merchant. For example, the server computer 140 may
determine the good/service for which the transaction was completed, the amount of the
transaction, the time of the transaction, the date of the transaction, which type of device
the transaction was initiated from, a website associated with the transaction, the user’s
shipping address, and/or the user’s billing address. In a further example, the server
computer 140 may also determine a name associated with the merchant, a name of a
parent organization associated with the merchant, a physical address associated with

the merchant, prior history associated with the merchant, and fraud data associated with

12
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transactions in which the merchant was involved. The information or attributes
associated with the merchant may be obtained from the resource provider information
database 142 within the server computer 140. Other information regarding the
attributes of the transaction may be obtained from a variety of the sources of
information, including the resource provider computer 130 which may store records of
the specific items purchased by the user at the particular resource provider, the
authorizing entity computer 110, which may have data regarding the time of
authorization as well as the user’s prior transaction history, and a processing network
(see 550 in FIG. 5).

[0040] The processing network may be a “switch” that resides between a plurality
of acquirers (and their merchants) and issuers, and may route and log transactions
occurring between these entities. It may, for example, transport and log decline and
chargeback messages, and this information may be used to drive the online resolution
interview script as explained below. For instance, in some embodiments, the
processing network may see that a particular merchant X has had a disproportionate
number of chargebacks in the past 24 hours relative to other merchants in the same
merchant category. Thus, in the initial dispute request provided by the user to the
authorizing entity computer 110 and the server computer 140, the user may only need
to provide his or her credit or debit card account number. In some cases, even the
credit or debit card account number need not be provided, as the device identifier (e.g.,
a phone number) of the user computer 120 may be linked to the user’s debit or credit
card number, and the server computer 110 may automatically determine the credit or
debit card account used by the user computer 120. The server computer 110 may
recognize that it is likely that the user is calling about problems with merchant X. The
server computer 110 may then prompt the user, without any information other than the

user’'s credit or debit card number, “Are you calling about merchant X?”.

[0041] Other information that may drive the interview script with the user may
include information from the global resolution database 146. This database may include
data regarding disputes with other users. The dispute data in the global resolution

database 146 may contain information on disputes between a large number of

13
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merchants and users (and their issuers). Unlike the data that may reside in the
processing network described above, the data in the global resolution database 146
may contain more detailed information regarding disputes (e.g., at least the name of the
user, the name of the merchant, the amount of the dispute, the resolution of the dispute,
the acquirer, and the issuer). The data in the processing network, however, may
contain more up to date and real time transaction information as a large number of
disputes may not yet have been initiated, but the data from other transactions
processed by the processing network may be used to predict the nature of the dispute

that the user is currently involved in.

[0042] Similar to the above example, if the global resolution database 146 has
seen a rise in the number of disputes about merchant X for a particular product Y over
the last week, this information may be used to drive an interview script with the current
user. For example, the server computer 110 may then prompt the user, without any
information other than the user’s credit or debit card number, “Are you calling about
product Y offered for sale by merchant X?” In this scenario, the user need not fill out a
form, or even type in or articulate the name of the product or merchant involved in the
dispute, but only needs to reply “yes” or “no.” Compared to conventional systems, this
can provide for much faster processing and can result in less human error (e.g., as may

result from the user typing in or providing incorrect information).

[0043] At step s5, after the server computer 140 performs real-time research
pertaining to the disputed transaction, the server computer 140 may access a ruleset
database 144 in order to determine further actions to take. The ruleset database 144
may contain rules that can be used for determining a set of questions or interactions to
ask to the user initiating the dispute, define responses, define processes, and define
possible results to the interactions with the user. The ruleset database 144 may contain
different sets of rules (merchant customizable ruleset) depending on the merchant for
which the dispute is initiated against. For example, a merchant that is an airline may
have a different set of prompts than a merchant that is an electronics store. The ruleset
database 144 may also contain different sets of rules (issuer customizable ruleset)

depending on the authorizing entity involved with the disputed transaction.
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[0044] The following examples may help illustrate a set of questions or
interactions that can be asked the user within different use cases. If the user initiates a
dispute regarding cancelled/returned merchandise and the merchant is an online ticket
retailer, the ruleset database 144 may include a rule that concludes that the ticket is for
an event and the user may be advised about the available cancellation policy and the
liability per the terms and conditions of the merchant. If the user initiates a dispute
regarding cancelled/returned merchandise and the merchant is an Internet Service
Provider (ISP), the user may be asked to approve an automatic blocking of all future
recurring transactions from that merchant as part of the dispute resolution process. If
the user is initiating a dispute for a fradulent transaction, the ruleset database 144 may
include a rule(s) that if the card was used at any compromised merchant location during
a certain time window, to flag the user’s card as potentially compromised. Additional
questions may be presented to the user to approve the automatic blocking of the card,
confirmation to reissue a new card, and the user’s preferred shipping method to receive

the new card.

[0045] At step s6, after the server computer 140 accesses a ruleset database
144 in order to determine further actions to take, the server computer 140 may invoke
an online session with the user computer 120. The online session may be used by the
server computer 140 to obtain more information and facts related to the disputed
transaction from the user of the user computer 120. The information and facts gathered
by the server computer 140 from the user may be information and facts that typically
would require a live agent or caseworker associated with the authorizing entity
computer 110 to gather. The information and facts related to the dispute may be
obtained by the server computer 140 and from the user by causing a series of questions
to be presented to the user via the user computer 120. The series of questions may be
dynamic in nature, in the sense that the questions to be presented may depend on the
user’'s response to previously asked questions. The online session may be initiated by
the server computer 140 with the user computer 120 via the authorizing entity computer
110. For example, the online session may be initiated via an issuer application
associated with the authorizing entity computer 110 that is being executed on the user

computer 120.
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[0046] At step s7, after the server computer 140 invokes an online session with
the user computer 120 (e.g., either directly or through the authorizing entity computer
110), the server computer 140 may cause a first question to be presented to the user,
via the user computer 120. The first question presented may be based on the accessed
ruleset database 144 in step s5. For example, the first question presented may ask the
user which good or service he/she would like to dispute, if more than one good or
service was involved in the disputed transaction. In another example, the first question
may ask about the user’s history with the merchant by asking the user how many times

in the past six months the user has conducted transactions with the merchant.

[0047] At step s8, after the server computer 140 causes the first question to be
presented to the user via the user computer 120, the user may input a response to the
question via the user computer 120. The user may select from a list of responses or
may manually enter a response to the presented first question. The user’'s response
may then be relayed back to the server computer 140, via the authorizing entity
computer 110, by the user computer 120. At step s9, the server computer 140 may

register and log the user’s response to the first question presented to the user.

[0048] At this point, step s7 may repeat such that the server computer 140 may
cause a second question to be presented to the user, via the user computer 120. The
second question presented may also be based on the accessed ruleset database 144 in
step s5 in addition to the response to the first question that was registered and logged in
step s9. In other words, the response to the first question presented to the user may
influence the second question that is presented to the user. For example, if the first
question asked the user which good or service he/she would like to dispute, and the
user responded that the good was a television set, the second question may ask the
user what may be wrong with the television set and provide the following options as
responses to the second question: (1) Does not turn on; (2) No volume; (3) Physical
Damage; (4) Other. In this way, the online resolution analysis server computer (e.g.,
server computer 140) may intelligently gather the appropriate information and facts from
the user of the user computer 120 that would typically require a caseworker or live

agent to gather. The intelligent gathering of the appropriate information and facts may
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provide numerous advantageous including an improved user experience, efficiency, and

cost savings for the authorizing entity computer 110.

[0049] This process may repeat for each subsequent question presented to the
user until the server computer 140 determines that it has gathered enough facts or
information pertaining to the dispute in order to take an action on the dispute or present
the gathered information for further analysis by a caseworker or live agent. Referring
back to step s9, after responses for all the presented questions are received, the
responses may be stored in a data storage element which may later be accessed by a
third-party. In some embodiments, the third-party may be the same as the authorizing
entity computer 110, or may be an independent dispute resolution party that may make

a decision to resolve the dispute.

[0050] Further details of the server computer 140 are described in the following
description.
[0051] FIG. 2 shows a flowchart 200 illustrating a process for online dispute

analysis. At step 202, information identifying a transaction between a user computer
120 and a resource provider computer 130 may be received by the server computer
140. This information may be received in response to a user of the user computer 120
initiating a dispute against a merchant associated with the resource provider computer
130. For example, the user may have purchased goods from the merchant that the
user has found unsatisfactory and for which a the user and the merchant could not
come to a resolution on their own. The information identifying the transaction may
include information identifying that the user has initiated the disputed. This information
may include a user device identifier (e.g., a phone number, serial number, secure
element ID, etc.), a primary account number (e.g., a credit or debit card account
number), or any other user ID. Other information might include the products purchased,
or the merchant at which the user has transacted. However, the information identifying
the transaction is preferably minimized to improve the speed of processing. Transaction
information can also be identified from the purchase statement , for example if the
cardholder decides to initiate dispute from the monthly statement. In some cases, the

information may or may not directly relate to the actual transaction. For example, only a
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phone number may be provided by the user and the system can determine the
remainder of the information from data collected by the system, and prompts to the
user. In some embodiments, the user may have initiated the dispute via an issuer
application associated with an authorizing entity computer 110 and executing on the

user computer 120.

[0052] At step 204, one or more attributes associated with the identified
transaction and one or more attributes associated with the resource provider computer
130 may be accessed by the server computer 140 from the resource provider
information database 142. The one or more attributes associated with the identified
transaction may include, but is not limited to, a transaction amount, transaction date,
transaction time, transaction type, item name, website address, shipping address, or
billing address. The one or more attributes associated with the resource provider
computer may include, but is not limited to, of a resource provider computer name,
parent organization name, resource provider computer address, resource provider
computer history, or fraud data. The server computer may also access a ruleset
database 144 in order to determine further actions to take. The ruleset database 144
may contain rules that can be used for determining a set of questions or interactions to
ask to the user initiating the dispute, define responses, define processes, and define
possible results to the interactions with the user. The ruleset database 144 may contain
different sets of rules depending on the merchant for which the dispute is initiated
against. The global resolution database 146 may contain data regarding past disputes

by other users (and their issuers) and/or merchants (and their acquirers).

[0053] At step 206, the server computer 140 may cause the presentation of a first
question pertaining to the transaction based at least in part on the accessed one or
more attributes associated with the identified transaction and the accessed one or more
attributes associated with the resource provider computer 130. The first question may
be presented to the user via the user computer 120 and for the purposes of aiding in
obtaining the information necessary to resolve the dispute. For example, an issuer
application executing on the user computer 120 may present the first question to the

user via a user interface (Ul) of the issuer application. The first question presented may
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be based on the accessed ruleset database 144 in step 204. For example, the first
question presented may ask the user which good or service he/she would like to
dispute, if more than one good or service was involved in the disputed transaction. In
another example, the first question may ask about the user’s history with the merchant
by asking the user how many times in the past six months the user has conducted
transactions with the merchant. In some embodiments, the first question to be
presented to the user may be generated by a machine learning model, where the
machine learning model may take as inputs the rules in the ruleset database, one or
more attributes associated with the identified transaction, or one or more attributes

associated with the resource provider computer 130.

[0054] At step 208, the server computer 140 may receive, from the user
computer 120, a response to the first question that was presented to the user in step
206. The user’s response may have been selected from a list of responses or may
have been manually entered by the user. As described further below, the user's
response to the first question may influence the next question, if any, to be presented to

the user.

[0055] At step 210, the server computer 140 may determine whether any
additional questions need to be presented to the user in order to aid in obtaining the
information necessary to resolve the dispute or prepare information for a third-party to
resolve the dispute. If the server computer 140 determines that no further questions are
needed to be presented to the user, the method may continue to step 216. Otherwise, if
the server computer 140 determines that additional questions need to be presented to

the user, the method may continue to step 212.

[0056] At step 212, if the server computer 140 determined that additional
questions need to be presented to the user, the server computer 140 may present
another question pertaining to the transaction based at least in part on responses to
previous questions. In other words, the response to the first question presented to the
user may influence the second question that is presented to the user. In this manner,
the server computer 140 may intelligently gather the appropriate information and facts

from the user of the user computer 120 that would typically require a caseworker or live
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agent to gather. In some embodiments, each question subsequent to the first question
may also be generated by the machine learning model described above. The series of
questions presented to the user may be used for gathering information on the user’s
side of the story pertaining to the dispute. The automated and intelligent question
asking process may reduce the amount of resources required by the authorizing entity
computer 110 and avoid costly calls to call centers. Responses to the questions may
be used to reference trends identified through historical transaction analysis and
merchant performance, incorporating risk models, and learning from interactions

providing intelligent and predictive responses throughout the questionnaire exchange.

[0057] At step 214, the user may provide a response to a question presented to
the user subsequent to the first question presented to the user. The response to the
question may be recorded and the process may then return again to step 210 where the
server computer 140 may again determine whether any additional questions need to be
presented to the user in order to aid in obtaining the information necessary to resolve
the dispute or prepare information for a third-party to resolve the dispute. If the server
computer 140 determines that no further questions are needed to be presented to the
user, the method may continue to step 216. Otherwise, if the server computer 140
determines that additional questions need to be presented to the user, the method may
continue to step 212. This process may repeat and further subsequent questions may

be presented to the user until the process continues to step 216.

[0058] At step 216, the server computer 140 may store the received responses
for all of the presented questions in a data storage element. The data storage element
may later be accessed by a third-party. In some embodiments, the third-party may be
the same as the authorizing entity computer 110, or may be an independent dispute
resolution party that may make a decision to resolve the dispute. The data storage
element may be accessible via the online resolution analysis system, for example, by
accessing an application programming interface (API). The third-party may be
authorized to enforce a payment refund from the resource provider computer 130 to the
authorizing entity computer 110 based at least in part on data stored in the data storage

element. In some embodiments, the user may be presented with different options for
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resolving the dispute. The options may be based on the responses to the questions,
the accessed one or more attributes associated with the identified transaction, the
accessed one or more attributes associated with the second party, or the accessed
ruleset. For example, the one or more options may include a full refund for the disputed

transaction, a replacement good for a defective purchased good, a store credit, etc.

[0059] FIG. 3 shows a server computer 140, according to some embodiments.
The components of server computer 140 may be used to implement an online resolution
analysis server computer. The server computer 140 includes an input/output interface
310, a memory 320, a processor 330, a resource provider information database 142, a
ruleset database 144, a global resolution database 146, and a non-transitory computer-
readable medium 340. In some embodiments, server computer 140 may reside within a
payment processing network cloud or may also operate as a subsystem of the

authorizing entity computer 110.

[0060] The input/output (I/0) interface 310 is configured to receive and transmit
data from external devices or apparatuses. For example, the I/O interface 310 may
receive a dispute initiation request from a user computer 120. The I/O interface 310
may also be used for direct interaction with the server computer 140. The server
computer 140 may accept input from an input device such as, but not limited to, a
keyboard, keypad, or mouse. Further, the I/O interface 140 may display output on a

display device.

[0061] Memory 320 may be any magnetic, electronic, or optical memory. It can
be appreciated that memory 320 may include any number of memory modules. An

example of memory 320 may be dynamic random access memory (DRAM).

[0062] Processor 330 may be any general-purpose processor operable to carry
out instructions on the server computer 140. The processor 330 is coupled to other
units of the server computer 140 including input/output interface 310, memory 320, and

computer-readable medium 340.

[0063] Computer-readable medium 340 may be any magnetic, electronic, optical,

or other computer memory device. In some embodiments, the computer readable
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medium 340 may comprise code, executable by the processor 330 for implementing a
method comprising: receiving, from a user computer that is a party to a transaction and
at a server computer, information identifying a transaction between the user computer
and a resource provider computer; accessing, by the server computer and from a
database, one or more attributes associated with the identified transaction and one or
more attributes associated with the resource provider computer; presenting, by the
server computer, a first question pertaining to the transaction based at least in part on
the accessed one or more attributes associated with the identified transaction and the
accessed one or more attributes associated with the resource provider computer;
receiving, from the user computer and by the server computer, a response to the first
question; presenting, by the server computer, a second question pertaining to the
transaction based at least in part on the received response to the first question;
receiving, from the user computer and by the server computer, a response to the
second question; and storing, by the server computer, the received first response and
the received second response in a data storage element, wherein the data storage

element is accessible by an authorizing entity computer.

[0064] The computer-readable medium 340 may also include a question
presentation module 340A, a data storage element generation module 340B, a machine

learning module 340C, and an online dispute resolution AP1 340D.

[0065] The question presentation module 340A may comprise code that, when
executed by processor 330, can cause the presentation of one or more questions to be
displayed to a user via the user computer 120. The question presentation module 340A
may transmit data to the user computer 120, either directly or via the authorizing entity
computer 110, pertaining to the question(s) to be presented. The question presentation
module may either directly generate the question(s) to be presented according to the
attributes and rulesets described above, or may interface with the machine learning
module 340C to obtain question(s) generated by the machine learning module. The
question presentation module 340A may also facilitate the receipt of responses to the

questions provided by the user via the user computer 120.
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[0066] The data storage element generation module 340B may comprise code
that, when executed by processor 330, generates a data storage element comprising
the responses to the questions presented to the user, the responses provided by the
user via the user computer 120. The generated data storage element may also include
additional information pertaining to the transaction that was gathered by the server
computer 140 (e.g., data accessed from the resource provider information database
142, the ruleset database 144, and/or the global resolution database 146). In some
embodiments, the data storage element may be encrypted. The data storage element
may be accessible by a third-party dispute resolution entity via the online dispute
resolution API 340D.

[0067] The machine learning module 340C comprise code that, when executed
by processor 330, that can learn from and make predictions on data. For example, the
machine learning module 340C may generate a question for presentation to the user
based on the accessed one or more attributes associated with the identified transaction
and the accessed one or more attributes associated with the resource provider
computer 130. Additionally, the generated questions may also be based on the user’s
prior responses to previously presented questions. All of this data may be input to the
machine learning module 340C and the machine learning model may then generate a
question along with possible responses to the questions. The generated questions and
response options may be transmitted to the question presentation module 340A, to
facilitate presentation to the user of the user computer 120. The machine learning
module 340C may use suitable machine learning models based on algorithms including,
but not limited to: neural networks, decision trees, support vector methods, and K-

means algorithms.

[0068] The online dispute resolution APl 340D may comprise code that, when
executed by processor 330, provides an accessible interface for third-party dispute

resolution entities to access the data storage element generated by the data storage
element generation module 340B. In one example, the online dispute resolution API

340D may provide for webpage access of the data storage element.

23



10

15

20

25

30

WO 2019/067477 PCT/US2018/052734

[0069] FIG. 4A shows a screenshot of a user interaction with the online dispute
resolution system via a user interface 410 of an application executing on the user
computer 120, according to some embodiments. The user may initiate a dispute with
the online dispute resolution system by selecting an option to “chat” with a dispute
resolution robot. The dispute resolution robot may serve as the front-end for interaction
with the user and may function as a result of the components described with respect to
the server computer 140. Upon chatting with the dispute resolution robot, the user may
express his/her desire to initiate a dispute by typing and sending the text “Dispute” to
the robot. The robot may reply by asking the user which transaction the user would like
to dispute. The robot may present a few response options outlining recent transactions
the user has completed based on information gathered by the server computer 140 in
accordance with the description above. In this example, the user’'s recent transactions
include (1) a purchase for an Oculus Rift at the merchant Amazon for a transaction
amount of $599 and (2) a purchase for AirPods at the merchant Apple for a transaction
amount of $159. The user may respond by sending the text “AirPods,” indicating that
the user wishes to dispute the transaction involving the AirPods. The robot may then
ask the user what the reason for the dispute is and present response options
corresponding to typical reasons for a dispute. This question may be intelligent in the
sense that server computer 140 may have knowledge that AirPods are an electronic
item and electronic items are often disputed for being defective, an thus may present
“defective” as one of the response options. The user may indicate that the AirPods are
in fact defective by sending the text “Defective” to the robot. If the server computer 140
determines that no further questions need to be presented to the user prior to
generating the data element for access by a third-party dispute resolution entity, the
robot may respond by saying “Thank you! We will investigate further and contact you
soon.” The data storage element may then be created with the user’s responses and
any further information or facts gathered by the server computer 140 in accordance with

the description above.

[0070] In some embodiments, upon an initial interaction with the dispute
resolution robot, the user may first be presented with a list of recent transactions

completed by the user. The user may then select to dispute one of the transactions by
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selecting a “Dispute” button presented next to the recent transactions that the user
wishes to dispute. This may be begin the dispute process with the online dispute
resolution robot. In some embodiments, the user may login to a website associated
with the authorizing entity computer 110 or server computer 140 and select a “dispute”
button next to a list of recent transactions presented to the user to begin the dispute
process. In some embodiments, the user may receive transaction alerts at the user
computer 120 as transactions are completed, and the user may select to dispute the
transaction in response to the transaction alert. These are all examples of the process

may be initiated to dispute a transaction.

[0071] FIG. 4B shows another screenshot of a user interaction with the online
dispute resolution system via a user interface 410 of an application executing on the
user computer 120, according to some embodiments. Similar to FIG. 4A, in this
example, the user has also initiated a dispute with the online dispute resolution system.
This time, the user has indicated that he wishes to dispute the transaction for a
Panasonic TV at the merchant Grey Market Televisions for a transaction amount of
$899. The server computer 140 may have gathered information or facts pertaining to
Grey Market Televisions and may be aware that this merchant has had a large amount
of disputes filed against them and thus may be a fraudulent merchant. Accordingly, the
robot may then proactively ask the user if the transaction was a fraudulent transaction.
This illustrates the intelligence of the presentation of the questions and how the
subsequent questions are based on the user’s responses to prior questions as well as
information and facts gathered by the server computer 150 pertaining to the transaction
and the merchant involved. The user may then respond that the transaction was
fraudulent by typing and sending “Yes.” The robot may then ask the user whether the
user’s card was lost or stolen since the user had indicated that this was a fraudulent
transaction. The user may reply “No” indicating that the card is still in the user’s
possession. In this example, the server computer 150 may be able to provide a
resolution to the dispute without the involvement of a third-party dispute resolution entity
or without further interaction by a caseworker or agent of the authorizing entity computer
110. For example, the server computer 150 may be able provide the user with an

immediate refund of the transaction amount because of the user’s response that the
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transaction was fraudulent combined with the past history of the merchant being known

as a fraudulent merchant.

[0072] FIG. 5 shows a block diagram of a transaction processing system that can
use a portable device with access data. FIG. 5 shows a user 506 that can operate a
portable device 510. The user 506 may use the portable device 510 to pay for a good
or service at a resource provider such as a merchant. The resource provider may
operate a resource provider computer 530 and/or an access device 520. The resource
provider may communicate with an authorization computer 560 (e.g., an issuer
computer) via a transport computer 540 (e.g., an acquirer computer) and a processing

network 550 (e.g., a payment processing network).

[0073] The processing network 550 may include data processing subsystems,
networks, and operations used to support and deliver authorization services, exception
file services, and clearing and settlement services. An exemplary payment processing
network may include VisaNet™. Payment processing networks such as VisaNet™ are
able to process credit card transactions, debit card transactions, and other types of
commercial transactions. VisaNet™  in particular, includes a VIP system (Visa
Integrated Payments system) which processes authorization requests and a Base |l
system which performs clearing and settlement services. The payment processing

network may use any suitable wired or wireless network, including the Internet.

[0074] A typical payment transaction flow using a portable device 510 at an
access device 520 (e.g. POS location) can be described as follows. A user 506
presents his or her portable device 510 to an access device 520 to pay for an item or
service. The portable device 510 and the access device 520 interact such that access
data from the portable device 510 (e.g. PAN, a payment token, verification value(s),
expiration date, etc.) is received by the access device 520 (e.g. via contact or
contactless interface). The resource provider computer 530 may then receive this
information from the access device 520 via an external communication interface. The
resource provider computer 530 may then generate an authorization request message
that includes the information received from the access device 520 (i.e. information

corresponding to the portable device 510) along with additional transaction information
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(e.g. a transaction amount, merchant specific information, etc.) and electronically
transmits this information to a transport computer 540. The transport computer 540
may then receive, process, and forward the authorization request message to a

processing network 550 for authorization.

[0075] In general, prior to the occurrence of a credit or debit-card transaction, the
processing network 550 has an established protocol with each authorization computer
on how the issuer’s transactions are to be authorized. In some cases, such as when
the transaction amount is below a threshold value, the processing network 550 may be
configured to authorize the transaction based on information that it has about the user’s
account without generating and transmitting an authorization request message to the
authorization computer 560. In other cases, such as when the transaction amount is
above a threshold value, the processing network 550 may receive the authorization
request message, determine the issuer associated with the portable device 510, and
forward the authorization request message for the transaction to the authorization
computer 560 for verification and authorization. Once the transaction is authorized, the
authorization computer 560 may generate an authorization response message (that
may include an authorization code indicating the transaction is approved or declined)
and transmit this electronic message via its external communication interface to
processing network 550. The processing network 550 may then forward the
authorization response message to the transport computer 540, which in turn may then
transmit the electronic message to comprising the authorization indication to the

resource provider computer 530, and then to the access device 520.

[0076] At the end of the day or at some other suitable time interval, a clearing
and settlement process between the resource provider computer 530, the transport
computer 540, the processing network 550, and the authorization computer 560 may be

performed on the transaction.

[0077] It should be understood that the present invention as described above can
be implemented in the form of control logic using computer software in a modular or
integrated manner. Based on the disclosure and teachings provided herein, a person of

ordinary skill in the art will know and appreciate other ways and/or methods to
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implement the present invention using hardware and a combination of hardware and
software. Any of the above mentioned entities may operate a computer that is

programmed to perform the functions described herein.

[0078] Any of the software components, processes or functions described in this
application may be implemented as software code to be executed by a processor using
any suitable computer language such as, for example, Java, C++ or Perl using, for
example, conventional or object-oriented techniques. The software code may be stored
as a series of instructions, or commands on a computer readable medium, such as a
random access memory (RAM), a read only memory (ROM), a magnetic medium such
as a hard-drive or a floppy disk, or an optical medium such as a CD-ROM. Any such
computer readable medium may reside on or within a single computational apparatus,
and may be present on or within different computational apparatuses within a system or

network.

[0079] Different arrangements of the components depicted in the drawings or
described above, as well as components and steps not shown or described are
possible. Similarly, some features and sub-combinations are useful and may be
employed without reference to other features and sub-combinations. Embodiments of
the invention have been described for illustrative and not restrictive purposes, and
alternative embodiments will become apparent to readers of this patent. Accordingly,
the present invention is not limited to the embodiments described above or depicted in
the drawings, and various embodiments and modifications can be made without

departing from the scope of the claims below.
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WHAT IS CLAIMED 1S:

1. A method for automated analysis using machine learning,
comprising:

receiving, from a user computer that is a party to a transaction and at a
server computer, information that can be used to identify a transaction between the user
computer and a resource provider computer;

determining, by the server computer and from a database, one or more
attributes associated with the transaction and one or more attributes associated with the
resource provider computer;

presenting, by the server computer, a first question pertaining to the
transaction based at least in part on the one or more attributes associated with the
identified transaction and the one or more attributes associated with the resource
provider computer;

receiving, from the user computer and by the server computer, a first
response to the first question;

presenting, by the server computer, a second question pertaining to the
transaction based at least in part on the received response to the first question;

receiving, from the user computer and by the server computer, a second
response to the second question; and

storing, by the server computer, the received first response and the
received second response in a data storage element, wherein the data storage element

is accessible by an authorizing entity computer.

2. The method of claim 1, wherein the data storage element is

accessible by the authorizing entity computer via an online resolution analysis system.

3. The method of claim 1, wherein the information that can be used to
identify the transaction between the user computer and a resource provider computer is
received via an application associated with the resource provider computer executing

on the user computer.
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4. The method of claim 1, wherein the one or more attributes
associated with the transaction and the one or more attributes associated with the
resource provider computer are determined automatically by the server computer by

receiving only an identifier associated with the user computer.

. The method of claim 1, wherein the first question and the second
question are part of an interview script that is automatically created using a machine
learning algorithm, the machine learning algorithm including a neural network or a K-

means algorithm.

6. The method of claim 1, wherein the first question and the second
question are part of an interview script that is automatically created using data from a

processing network that operates as a switch.

7. The method of claim 1, further comprising providing, by the server
computer and to the user computer, one or more options for answering the first and

second questions.

8. The method of claim 7, wherein the one or more options are based
at least in part on the response to the first question, the response to the second
question, the one or more attributes associated with the identified transaction, or the

one or more attributes associated with the resource provider computer.

9. The method of claim 7, wherein the one or more options are based
at least in part on a ruleset applied to a dispute, wherein the ruleset is based at least in

part on the one or more attributes associated with the resource provider computer.

10.  The method of claim 1, wherein the first question and the second

question are generated by a machine learning model.

11. A server computer, comprising:

a processor; and
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a non-transitory computer readable medium, the non-transitory computer
readable medium comprising computer executable code for executing a method for
resolving a dispute, the method comprising:

receiving, from a user computer that is a party to a transaction,
information that can be used to identify a transaction between the user computer and a
resource provider computer;

determining, from a database, one or more attributes associated
with the transaction and one or more attributes associated with the resource provider
computer,;

presenting a first question pertaining to the transaction based at
least in part on the one or more attributes associated with the identified transaction and
the one or more attributes associated with the resource provider computer;

receiving, from the user computer, a first response to the first
question;

presenting a second question pertaining to the transaction based at
least in part on the received response to the first question;

receiving, from the user computer, a second response to the
second question; and

storing the received first response and the received second
response in a data storage element, wherein the data storage element is accessible by

an authorizing entity computer.

12.  The server computer of claim 11, wherein the data storage element
is accessible by the authorizing entity computer via an online resolution analysis

system.

13.  The server computer of claim 11, wherein the information that can
be used to identify the transaction between the user computer and a resource provider
computer is received via an application associated with the resource provider computer

executing on the user computer.
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14.  The server computer of claim 11, wherein the one or more
attributes associated with the transaction and the one or more attributes associated with
the resource provider computer are determined automatically by the server computer by

receiving only an identifier associated with the user computer.

15.  The server computer of claim 11, wherein the first question and the
second question are part of an interview script that is automatically created using a
machine learning algorithm, the machine learning algorithm including a neural network

or a K-means algorithm.

16.  The server computer of claim 11, wherein the first question and the
second question are part of an interview script that is automatically created using data

from a processing network that operates as a switch.

17.  The server computer of claim 11, wherein the method further
comprises providing, by the server computer and to the user computer, one or more

options for answering the first and second questions.

18.  The server computer of claim 17, wherein the one or more options
are based at least in part on the response to the first question, the response to the
second question, the one or more attributes associated with the identified transaction, or

the one or more attributes associated with the resource provider computer.

19.  The server computer of claim 17, wherein the one or more options
are based at least in part on a ruleset applied to the dispute, wherein the ruleset is
based at least in part on the one or more attributes associated with the resource

provider computer.

20.  The server computer of claim 11, wherein the first question and the

second question are generated by a machine learning model.
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