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What started our journey?

 Tesco Direct launched

 Trade levels increased

 Chargebacks started to 
spike
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What was our roadmap?

 Analyse
◦ Know our risks
◦ Know what differentiates good from bad
◦ Review business processes

 Change
 Evolve
 Review
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Where did we start?

 Focus on the quick wins

 Identify key stakeholders

 Create a development plan

 Identify resources needed

 Determine measures of 
success
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What did we discover?
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Balance is vital
Customer  
Experience Fraud Risk

“Easy option” 
perception by 

fraudsters

Loss of customer 
confidence in site

Fraud chargebacks 
incurred

Simple ordering 
process

Genuine customers 
not rejected – lost 

sales

Customers feel safe 
shopping on Tesco 

sites
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What can we do about it?

Source: Cybersource UK Online Fraud report 2010
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What can we do about it?
• But beware of automation – You will always need 
the human touch
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Ongoing analysis is vital

• Too many holes cause performance to decline

• Use existing tools effectively to plug holes

• See fraud prevention as ongoing journey, not 
something to be developed and then left

• Holes will appear and grow if undetected

• Keep up with new technologies to get ahead of 
the game
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When is the journey over?

Expect the 
unexpected
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Keeping in control of your 
journey

 Know what KPIs you are aiming for
◦ Zero fraud target will mean lost business

◦ KPIs need to reflect your balance

Illustrative data only
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There is always something new 
to deal with…

EXTERNALLY 

 Alternative payment types

 “Friendly fraud”

INTERNALLY

 Fraud prevention part of every website 
launch

 Changing business processes
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Our journey so far....
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