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Financial Services Organization
Overcomes Service Provider Gaps
To Achieve PCI DSS v4.0.1 Compliance
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Assessment Type: Assessment Mode:
PCI DSS v4.0.1 Hybrid
Entity Type: Assessment Duration:
Financial Institution 5 Months

Description

Organization specializes in providing a wide range of credit card products and
services. Here are the key aspects of what Organization does:

Credit Card Offerings:

Variety of Cards: Organization offers over 50 types of credit cards tailored to different
customer needs. These include travel, cashback, rewards, and lifestyle cards, each with
unique benefits and features.
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Rewards Programs: Many cards come with attractive rewards programs, allowing users
to earn points for every purchase.

Travel Benefits: Organization provides travel credits that can be converted into air miles
or hotel points. They also offer benefits such as complimentary airport lounge access and
travel insurance.
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Payment Solutions:

Flexible Payment Options: Organization allows customers to manage their payments flexibly,
including options for part payments and converting purchases into easy EMIs (Equated
Monthly Installments) for larger expenses.
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Online Services: Customers can manage their credit card accounts online through a
website or mobile app, enabling them to track spending, pay bills, and redeem rewards
conveniently.
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24/7 customer Support: Organization provides round-the-clock customer support for
inquiries related to card services, billing issues, and assistance with lost or stolen cards.
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In summary, organization plays a significant role in the Indian financial landscape by
offering diverse credit card products that cater to various consumer needs while
providing robust customer support and online management options.
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Key Challenges Identified

During the initial assessment, the Assessor identified two significant compliance barriers:

« Service Provider Compliance Gap: The organization has outsourced most of its critical
services to third-party service providers. A comprehensive review revealed that many
of these providers lacked proper PCI DSS compliance with documentation or
certification. Since the organization's compliance was dependent on these service
providers, this presented a significant roadblock to certification.

¢ Merchant Resistance to Compliance Requirements: The organization's merchants
demonstrated reluctance to undergo formal PCI DSS compliance processes due to the
following:

1. Technical complexity of compliance requirements.

2. Cost concerns related to implementing controls.

3. Resource constraints and operational overhead.

4. Limited understanding of applicable compliance pathways.

These challenges required innovative approaches beyond standard assessment
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Strategic Solutions Implemented

Third-Party Service Provider Management

To address the service provider compliance challenges, the Assessor implemented a
comprehensive strategy:

« Extended Scope Approach: Rather than requiring independent certification of all
service providers, the assessment team expanded the organization's assessment
scope to include the specific services being consumed from third-party providers.

» Service-Focused Assessment: The team performed targeted assessments of
third-party services, focusing specifically on the security controls relevant to the
organization’'s cardholder data environment.

* Integrated Compliance Validation: By including service providers in the assessment
scope, the assessor could directly verify compliance of critical outsourced services
without requiring providers to undergo separate certification processes. This approach
eliminated the dependency on service providers obtaining their own certification while
ensuring that all relevant controls were properly implemented and validated.

Merchant Compliance Program

To overcome merchant resistance to compliance requirements, the Assessor developed
a tailored merchant compliance program:

¢ Customized SAQ Approach: The assessment team analyzed each merchant
integration type and identified the most appropriate Self-Assessment Questionnaire
(SAQ) type that aligned with their business model and technical integration.

* Merchant-Specific Checklists: Developed custom checklists tailored to each
merchant type, simplifying the compliance process and focusing only on relevant
requirements.

« Evidence Review Support: Provided direct assistance to merchants in gathering and
reviewing compliance evidence, reducing the technical burden on merchant staff.

¢ Comprehensive Program Management: Established a structured program to guide
merchants through the compliance process, with clear guidance and support at each
stage. This merchant-focused approach significantly increased participation and
reduced resistance by tailoring compliance requirements to each merchant's specific
circumstances.
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Conclusion

By understanding the organization's unique challenges related to service provider
management and merchant compliance, assessors were able to develop tailored
solutions addressing these specific pain points. The strategic approach of incorporating
service provider assessments into the primary certification scope and creating a
simplified merchant compliance program demonstrated the assessment team'’s ability
to adapt standard methodologies to meet specific client needs.

This flexible yet comprehensive approach enabled the organization to achieve full PCI
DSS compliance despite the initial challenges with service providers and merchants. The
successful certification validates the effectiveness of the assessment methodology and
innovative compliance solutions implemented throughout this engagement.




