
Online Case Management Solution
Increase profits and improve workflow.

Extraordinary Efficiencies
Managing chargebacks and retrievals can be a difficult, 
confusing and burdensome part of payment processing.  
Mailed or faxed notifications often get misplaced, 
overlooked or forgotten, resulting in unnecessary losses 
for your business. Elavon’s Online Case Management 
(OCM) solution allows you to easily receive, view, 
respond to and manage all your chargeback and 
retrieval activity through our online MerchantConnect 
Premium reporting tool.  

Dynamically Manage Your Workflow
Today’s paper-based chargeback and retrieval process 
is inefficient and labor-intensive, often resulting in costly 
write-offs. Elavon’s Online Case Management (OCM) 
solution automates the delivery, streamlines the response 
and makes it easier for staff to respond to requests. And 
since OCM supports the ability to prioritize cases on 
key factors, you can respond quickly, utilize staff more 
efficiently, and reduce write-offs. 

Superior State-of-the-art Technology 
With OCM, you can efficiently and effectively manage 
your chargeback cases through an easy-to-use online 
portal accessed through MerchantConnect Premium. All 
information is stored safely in Elavon’s secure data center, 
providing you with online access to the complete history 
of all cases and any related documentation — helping to 
reduce or eliminate paper storage and the related costs. 

Our state-of-the-art solution features a daily summary 
of case activity as well as automated alerts that allow 
you to monitor your cases based on preferences you 
set, including new chargeback and retrieval cases, 
status updates, high value amounts, and case aging. In 
addition, OCM features a broad selection of reports to 
effectively manage your activities and measure results.

Solution Sheet – Online Case Management

Efficiently Manage Chargebacks
With the advanced technology of our OCM 
solution, you have the flexibility to direct how cases 
are handled, dynamically manage workflow and 
streamline responses. OCM is a comprehensive 
workflow management solution that allows you to 
prioritize and manage case activity.

1Define 
Define custom work queues and activity views 
based on an array of attributes aligned with 
your business needs.

2Create
Create your own response templates based 
on practices that yield the best results for your 
business.

3Upload
Upload supporting case documentation such as 
receipts in a variety of formats.

4Label
Label up to ten filtering options to quickly find 
the information you need.

5Export
Export data to use in other enterprise systems. 

With OCM you can respond quickly 
to chargebacks, utilize staff more 
efficiently, and reduce write-offs.
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Flexible Workflow Management
OCM gives you the flexibility to direct how your cases 
are handled and the visibility to monitor cases throughout 
their lifecycle. 

	 •	Dynamically organize your workflow to better manage 
		  cases while meeting regulatory deadlines. Automated 
		  email notifications and alerts inform you when cases 
		  are above a particular dollar level, reach certain 
		  points in the aging process, or when additional 
		  information is required. 

	 •	Create queues and assign cases based on a variety of 
		  key, predefined attributes—from reason codes and 
		  card types, to the age of cases or transaction amounts.   

	 •	Prioritize cases based on their potential to be 
		  defended, the amount of the chargeback or other 
		  factors. 

	 •	Assign work queues based on case workers’ 
		  knowledge or experience—predefined role-based user 
		  profiles allow you to easily manage user entitlements, 
		  including the ability to assign functions and provide 
		  access to various levels of reporting.  

Streamlined Response Management
Improve efficiency and shorten the response process 
associated with handling requests by creating your 
own response templates. OCM offers auto text options 
— such as case number or merchant ID — to help you 
generate specific response letters. 

You also have the ability to select assisted response 
rules based on particular criteria, including reason 
code, monetary amount, type of card, type of case, and 
the minimum or maximum case amounts. The assisted 
response rules will automatically attach your response 
letters to a specific case while it is waiting to 
be reviewed. 

Electronic chargeback and retrieval system

Effective Reporting
OCM offers a broad selection of reports to provide full 
visibility and help effectively manage your case activities. 
Reports can range from a simple listing to a specific filtered 
report by date, location, card type, case ID and a number 
of other criteria. You can even drill further into a specific 
case for an in-depth look at the history, including actions 
taken and results achieved. OCM allows you to export the 
report data to other enterprise systems in multiple formats 
including html, csv, pdf, txt and xls.

Service & Support
Elavon’s experienced, highly responsive people truly set us 
apart. Our quality reputation is unrivaled in the industry. 
With us as your payment provider, you’re getting a partner 
you can count on, backed by a team of professionals 
dedicated to meeting your needs. We are available 24 
hours a day, every day, to assist you with your Online Case 
Management solution. 

For more information, please visit: www.elavon.com


