Fraud Protection Services Upgrade—

Inbound Sales Qualifying Telesales Script

Target Audience: Partner Link/Pro Merchants

SR: Here’s the way it works, you must have either VeriSign Payflow Pro® or Payflow Link® service before you can purchase the VeriSign® Fraud Protection Service.

SR: Do you subscribe to either of these services and are you located in the United States (required to be eligible for FPS)?

Prospect: Yes-Continue

No-See New Inbound Sales Script below

SR: Next, choose from either the Advanced Fraud Protection Package or the Basic Fraud Protection Package. I’d like to ask you a few questions that will help me to determine which fraud protection services package would be most useful for your business
SR: What types of products and services do you sell on your Web site?

Prospect: High ticket items = Advanced Fraud Protection Services

Downloadable items= Advanced Fraud Protection Services

SR: Approximately how many transactions do you process on your Web site each month?

Prospect: > 500 txns/month = Advanced Fraud Protection Services

< 500 txns/month = Basic Fraud Protection Services

SR: Do you regularly accept payments from overseas customers?

Prospect: Yes = Advanced Fraud Protection Services

SR: Looks like the ___________________ Fraud Protection Service package would best meet your business needs. Now let’s look at some of the customization options.

<If qualify for Advanced:>

SR: Since it looks like your Web site may be a critical revenue source for your company, you may also want to take advantage of our Account Monitoring Service. This provides live monitoring of your account by trained professionals. Would you be interested in this service?

Prospect: Yes = Account Monitoring Services

No = Continue

SR: Do you store customer data such as credit cards/SSN?

Prospect: Yes = Free Network Scan service from Qualys, included in every Fraud Protection Package.

No = Continue

SR: Did you know that a merchant, you are fully liable for any fraudulent transactions you accept? This means you incur penalties and fines assessed by the card associations as well as the loss of the goods themselves and any shipping charges. The new Buyer Authentication programs such as Verified by Visa and MasterCard SecureCode offer liability protection for each transaction processed using the programs.  They also offer a reduction in the interchange rate.  Are you interested in taking advantage of this program?

<SR: If Prospect is not aware of these services:>

Buyer Authentication is a new service that MasterCard and Visa have

developed (also known as Verified by Visa and MasterCard SecureCode). As a merchant, you are not liable for transactions processed using Buyer Authentication. It works via a customer password, similar to an ATM transaction. Customers receive a password from their card issuer and they submit this password at checkout. Your processor must have activated the service in order for you to use it. (Check with your processor directly to see if they have activated it). VeriSign Buyer Authentication Service integrates this program with your Payflow® gateway service seamlessly.

Prospect: Yes=Buyer Authentication Services

************************************************************************

Potential Merchant Objections:

Prospect: I’m not sure I really need this service, it sounds expensive.

SR: Many merchants aren’t aware that they are liable for fraudulent

transactions, and that fraud can happen to any merchant at any time. In fact, many criminals are targeting smaller merchants who don’t have defense systems in place via a process known as spidering. They send out intelligent agents or bots to search for network vulnerabilities, once they find them, they back into the merchant’s network and steal products or cash.

Many merchants also aren’t aware that a single fraud incident can put them out of business. Fines and penalties for merchants accepting a fraudulent are severe. And this is in addition to the loss of the goods themselves and shipping charges.

One of the most common misconceptions is that merchants only lose money when an actual fraud attempt is made. In fact, most merchants lose an average of between 1-5% of revenues by declining sales that look fraudulent, but are actually legitimate.

When you look at the facts, its clear that fraud protection is an investment in the profitability for your business. And when you sum it all up, it just makes good business sense to protect your Web site against fraud.  VeriSign’s® Fraud Protection Services provide best in class, yet affordable protection against fraud.

Prospect: Buy why VeriSign? I thought they provided domain names/payment gateway services.

SR: VeriSign is considered the industry standard for Internet security. 9 out of 10 merchants choose VeriSign for their Internet security needs. And with over 135,000 active merchants, VeriSign has in-depth market knowledge of how to design services for small and medium sized businesses.

Prospect: I’ve never had an issue with Fraud, and I don’t really process enough transactions to need this service.

SR: Many merchants aren’t aware that a single fraud incident can put you out of business. Fines and penalties can run into the hundreds of thousands for a single incident of fraud. And with increasing technological sophistication, criminals can single out merchants who don’t have fraud defense systems in place.

And even if you never have a single incident of fraud, this service could help improve your bottom line. One of the most common misconceptions is that merchants only lose money when an actual fraud attempt is made.

In fact, most merchants lose an average of between 1-5% of revenues by declining sales that look fraudulent, but are actually legitimate.

VeriSign’s® Fraud Protection Service will help you to identify these sales as legitimate sales, making sure you don’t lose revenue opportunities unnecessarily.

************************************************************************

Fraud Stats worth repeating:

· On-line Fraud amounted to $2.6 Billion in 2004 according to Forrester, fraud now accounts for one tenth of B2C eCommerce

· According to the FTC the median reported loss per merchant was $214.
· 1 in 10 on-line consumers has had their identity stolen
· 90% of on-line payments are handled via credit card

· Credit card fraud on the Internet is 12 times as high as at brick and mortar locations

· The median dollar value of a fraudulent transaction is 50% higher than valid transactions
Types of Fraud:

· Stealing Products-forwarding addresses, stealing card info from paper credit receipts.

· Stealing Cash-hacking into infrastructures and getting to gateway to refund money to credit card.

· Stealing Information-hackers break into infrastructure including credit card numbers, then used to steal products or customers identities.

· Becoming Accessory-using your site to test fraudulent credit cards to be used in other crimes. You are charged fees for use.

Merchant Liability:

· Inventory loss

· Chargeback penalties ($15-$50 per transaction)

· Higher discount rates

· Labor costs to investigate and resolve.

VeriSign Product Selling Points:

· No product like it… uses rules instead of scoring

· Customizable for your business and scale as your business grows

· Rules allows for screening

· Easy to integrate (upgrade to PFP)

· We help with set up, offering best practices

· Provides the necessary information to prove legitimate transactions (helps reduce chargebacks)

· We give you a chance to have a dress rehearsal before big performance by providing an Observation Mode.  Offers ability to observe what impact rules will have on your website

· Reduce charge back fees and shipping costs from fraud transactions

· Provides merchant a proactive service instead of reactive to fraud.

· When you screen your customers you have the control in your hands (“we have the right to refuse service” merchant rule.)

· Allows for audit trail of transaction (add notes after review, switch to good list)

· With 135k+ merchants and transacting 1million transactions a day VeriSign® Fraud Prevention Services has a unique position in understanding our merchants needs.

