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About the
Company

American Express, founded in 1850 as an
express mail business, has grown into a
global financial powerhouse renowned for
its charge cards, credit cards, and traveler's
cheque services. Catering primarily to
affluent individuals and corporate clients,
Amex Is known for its premium services,
exceptional customer care, and exclusive
rewards programs. With a history of over 170
years, it stands as a symbol of trust and
prestige in the financial industry, offering
diverse financial solutions and operating a

global network.
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Problem Statement

LACK OF TRANSPARENCY IN AUTHORIZATION HOLDS

Cardholders are not promptly notified when their card is blocked for payment
by hotels or organizations, resulting in delayed reflection of blocked amounts and

absence of transaction history.



LACK OF TRANSPARENCY IN
BLOCKED CARD PAYMENTS
(AUTHORIZATION HOLD):

. . e Delayed/no notifications about
p(]ln pOln]:S Authorization holds cause confusion and
inconvenience.
e Difficulty tracking finances due to delayed

reflection of blocked amounts and absence

of transaction history.



USER

JOURNEY

Problem Statement:

Lack of Transparency in Blocked Card
Payments (Authorization hold)

User Persona:
Ananya, 45, Executive

CUSTOMER ACTIVITIES

CUSTOMER GOALS

TOUCHPQINTS

EXPERIENCE

Scenario:

Customer Journey Map

Ananya, 45, a high-earning executive, loves luxury travel for work and
leisure. Now, planning a family trip, she seeks opulent experiences.

AWARENESS

Starts planning a
trip with family

None at
this point

Mone at
this point

Excited

CONSIDERATION

Shortlists multiple
hotels

Reserves hotel with
Amex card, using
authorization hold.

Details of
Authorization hold
to show in app.

Requires effort

) Excited
but excited

DECISION LOYALTY AND ADVOCACY

Change in plans and
find a better
property elsewhere.

Should be able to
view the details of
Authorization hold.

Contacts customer
utharization
old detai

Frustrated Frustrated




Features

ADD 'AUTHORIZATION HOLD' SEGMENT IN STATEMENTS
SCREEN.

MENTION "AUTHORIZATION HOLD" TRANSACTIONS IN THE
STATEMENT HIGHLIGHTED IN ORANGE.



User Stories

User Stories

Authorization Hold amount to be shown in statements screen and in detailed statement

User Story Title

Authorization Hold segment to be
added in statements screen.

Detailed statement to have
authorization hold amounts within
24-48hrs. The amount to be highlighted
in Orange color.

User Story Description

As a user | should be able to view the
authorization hold total on the
statements screen. This will be above
the 'Available Credit' amount, so that
the amount being held is shown clearly
in Orange color.

As a user | should be able to view the
authorization hold details in the
detailed statement screen. This amount
will be shown in Orange color.

Acceptance Criteria

GIVEN user has made some
reservation

WHERE payment is being blocked and
will be deducted at a later stage
THEN user should be able to view the
blocked amount in that segment.

GIVEN user has made some
reservation

WHERE payment is being blocked and
will be deducted at a later stage
THEN user should be able to view the
blocked amount in the detailed
statement with 24-48hrs.

Priority Definition of Done

Nice to have Testing
Production

Launch

Must have

Testing
Production
Launch




Statements Screen
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Balance due

348725.65

Last statement balance

Recent payments and credits

Latest transactions

Total balance

O

¥48725.65

¥0.00

$17331.72

¥66057.37

Available credit ¥248942.00
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Last statement balance
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Recent payments and credits
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Available credit
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UX Mockup Screens

Detailed Statement
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Thank you!

Email
harsimran.1025@gmail.com

Linkedin
https:.//www.linkedin.com/in/harsimran-bhogal/

WhatsApp
+91 62808 92464



