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Dispute Best Practices

Disputes unlocked

The Dispute Best Practices Guide is designed to help merchants and their teams better understand transaction
processing and the dispute lifecycle. It provides practical, educational guidance on how disputes work, what to
expect when they occur and steps you can take to reduce financial loss and manage liability.

Disputes can feel overwhelming and complicated, but you do not have to navigate them alone. This guide
brings together the tools and information you need to respond to disputes efficiently. With a clear, step-by-step
approach, you can spend less time managing disputes and more time focused on running your business.

This guide is provided as a courtesy and is to be used for general information purposes only. This guide has been assembled from materials supplied by
the networks; therefore, Fiserv is not responsible for any inaccurate or incomplete information. Furthermore, the matters contained herein are subject
to change; individual circumstances may vary, and these procedures may be amended or supplemented by the networks. This document is not
intended to be a complete listing of all applicable guidelines and/or procedures.

All chargebacks should be reviewed and presented as individual cases. Although the reason codes may be the same, supporting documentation
required to remedy individual chargeback scenarios may vary. You should always refer to the relevant network rules and procedures when handling
matters addressed in this manual.

Information in this guide does not alter or amend any existing contractual obligations between Fiserv and its clients.
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Dispute Best Practices

Authorization overview

Authorizations are a key part of how card payments work. When a customer makes a purchase, you submit an
authorization to confirm the card is valid and that funds are available. Approval comes as a six-digit code confirming the
issuing bank will allow the transaction amount to be charged to the cardholder.

Most purchases have a final amount right away, but some transactions don’t (for example, when the total changes during
the customer experience). In those cases, estimated and incremental authorizations help you secure funds up front and
adjust as needed.

At authorization time, you can reduce risk by checking the same signals the networks and issuers rely on when
evaluating fraud and disputes. These indicators can help you decide whether to approve, decline or send an order for
review before you ship or fulfill.

- 3D Secure (3DS) results (CNP): 3DS is one of the strongest tools available to reduce fraud risk and, when requirements
are met, support fraud liability shift. To get the benefit, you must capture and pass the full 3DS authentication data with
the authorization, especially the ECI (Electronic Commerce Indicator) and the required authentication values (for example,
CAVV and related fields, when applicable). An ECI that suggests 3DS without matching authentication data can prevent
the transaction from qualifying for program protections and may result in liability shifting back to the merchant. It is also
critical to correctly identify the transaction type: CIT (Cardholder-Initiated Transaction) versus MIT (Merchant-Initiated
Transaction). 3DS (including customer step-up methods like biometrics) generally occurs during a CIT because the
cardholder is present to authenticate. Subsequent charges such as recurring, installment or delayed charges are typically
MITs and rely on the original CIT/consent and proper MIT indicators. Incorrectly flagging CIT/MIT or missing the required
3DS/ECI data can weaken fraud defenses and impact dispute outcomes

- Issuer authorization response: An approval means the issuer is allowing the charge, but it is not a guarantee the
transaction won't later be disputed. Declines and issuer risk responses are a strong signal to stop and reassess (for
example, avoid repeated retries or splitting transactions to “force” an approval)

- AVS (address verification): For eCommerce and other CNP transactions, AVS can be a practical decision point.
Consider holding or reviewing orders where AVS is a mismatch or unavailable, especially for high-value goods or when
the shipping address differs from the billing address

- Amount/”$ checks” and velocity: Use simple thresholds (order amount, number of attempts, unusual purchasing
patterns) to trigger step-up authentication (like 3DS challenge), manual review or a decline

- EMV and entry mode (CP): How the card was captured matters — chip/contactless generally provides stronger
protections than swipe or keyed entry. If you see fallback from chip to swipe or a keyed transaction when a chip read is
expected, consider treating it as higher risk and follow proper fallback procedures
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Transaction overview

A transaction is an interaction between a customer and a merchant that results in an exchange of funds for goods or
services. In card payments, a transaction is more than the moment of sale — it is a sequence of steps that begins when
the customer provides a payment method and continues through authorization, fulfillment and settlement. When you
accept card payments, several parties work together to move the transaction through the system. The customer’s
issuing bank approves (or declines) the purchase, the card network routes the message, and your acquiring bank/
processor helps you submit the transaction and receive funding.

At a high level, most transactions follow this lifecycle: Authorization (the issuer approves and may place a hold),
Settlement (the final amount is submitted for payment) and Funding (proceeds are deposited to your account, minus
fees, on your payout schedule). After settlement, a transaction can still have follow-up activity — such as refunds or
disputes/chargebacks, so keeping clear records and consistent customer communication is important.

Transaction process flow

Network checks

E S \ Customer presents Merchant requests @ the customer’s
— @ payment method at — authorization code —> ™ account for a valid
%\ point of sale from the network TT  card number and
sufficient funds
J Not valid |
o
A decline message °
An approval
sent to merchant, mes:: - b Qe
M “please request another @ o merghant
form of payment”
\I/ I
Merchant provides .
oods and?or Merchant batches A Acquirer funds
gervices — sales at end of day — H H H the merchant

Simultaneously, the issuing
@: bank debits the customer's
account and sends funds to
TTTT .
the acquirer

5 | Fiserv Confidential flsen’.



Dispute Best Practices

Inquiry overview

An inquiry is a request for transaction documentation. An inquiry received from a network does not mean that your
account will be debited; however, if an inquiry Request is not fulfilled properly, the request could result in a
non-representable chargeback.

Your account may be debited if you receive a non-representable chargeback, and you will not be able to recover funds
through the dispute process. If that happens, the next step would be to pursue alternate methods to recover funds from
the cardholder.

Inquiry process flow

Cardholder or @ Request is
$ bank initiates an — > transmitted to

@ inquiry request T TT  acquirer/processor

l

Merchant services . Sends request to
. Creates substitute
receives the request merchant;
) . draft on behalf of or )
and enriches it with merchant reviews and

) the merchant .
transaction data fulfills the request

@ Merchant services

fulfills request to

ITTT  network

=
=
=
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Inquiry reason codes

Currently, American Express, Discover and STAR are the only credit networks that support the inquiry cycle. The
customer’s bank submits an inquiry request to satisfy a customer’s need or to support a chargeback right. Each inquiry
request includes a reason code explaining why the request was initiated.

Reason code

127, 176 Not recognized by customer
147 177 693 No customer authorization
169 Correct currency code not provided
AMERICAN 193 Fraud investigation
EXPRESS
154, 170 Customer canceled
691 Request for copy

155, 158, 173, 175, 680, 684, Customer dispute
004, 021, 024, 059, 061, 062,

063
6023-01 Transaction documentation request
6042-03 Transaction documentation request due to

cardholder dispute

DISC‘VER 6041-04 Transaction documentation request due to

fraud analysis

6040-05 Good faith request

1000 Cardholder inquiry

- * 1100 Fraud investigation
: 1200 Healthcare
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Causes

- Customer does not recognize the transaction
- Customer needs details for expense reports or personal records

- Bank to validate a transaction before deciding to pursue a chargeback

Prevention

Merchant response
time frame

-~ Make business name clear on your invoices
- Always post your return and refund policies

- Process corrections or credits timely You have 20 days to respond
to your inquiry requests

How should | respond?

Include the original notification and the case number with each response
Write the case number on each page when submitting multiple pages
Reply before the due date to fulfill the request in a timely manner

Provide clear and legible copies that support the transaction

NN N N N

Save proof of completion for your records

Chargeback process overview

Chargeback overview

A chargeback occurs when the customer or the customer’s bank challenges all or part of a purchase. An adjustment may
be applied to your account.

There are various reasons that a transaction can be disputed and returned through the chargeback process. However,
the customer’s bank must first confirm that a chargeback right applies. The networks have rules outlining rights and
processing requirements for the customer’s bank and for you. The customer’s bank is responsible for ensuring that the
chargeback is submitted using the correct reason code within the predetermined time frame. The bank must provide all
required documentation and meet all regulatory requirements.
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Chargeback process flow

Responds to Issuer |

Cardholder or Dispute is
Bank initiates @ transmitted A Merchant
$ a dispute for a K A to Acquirer/ K ]:[ ]:[ ]:[ SIS
@ 2 . TT 1T g — L L Reviews dispute
transaction ————  Processor ———
\L Notifies Merchant |
Merchant Accept
% ;
selan e el Merchant reviews and accepts @
: Notification reviews and
sent; funds N decides to accept | or
]:[ ]:[ ]:[ withdrawn from or challenge
————  the merchant's Merchant Challenges
account N Response is represented to
cardholder’s bank. Funds may
be adjusted to merchant
|
\L Favour of Merchant
Issuer decides in merchant'’s
— .
Morch favour. No additional case @
erchant . i
@ Services submits Issuer reviews received
> Q - documentation = or
case to the
1T 1T
—— lIssuer
Favour of cardholder
Prearbitration is initiated
|
\L Merchant Accept
Merchant N Merchant review and accepts.
A FraEE revieus e merchant’s account
' decides to
]:[ ]:[ ]:[ funds not - —— . or
withdrawn from
T e et challenge Merchant Challenges
account —> Dispute may progress to

arbitration

Network reviews
Card network reviews arbitration case and makes final decision

@ Dispute end
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Exception overview

An exception occurs when the issuer and acquirer make an additional attempt to resolve a dispute outside of the
initial chargeback process because the issuer maintains the transaction violated a Payment Card Network rule
or regulation. If a resolution cannot be reached, issuers and acquirers will rely on the Payment Card Networks to
rule on a case and to assign the liability of the dispute.

Each Payment Card Network utilizes different exception types and each type is handled differently based on the Network
regulations and guidelines by Reason Code. The merchant'’s ability to resolve the dispute at this stage is dependent on various
technical and regulation-specific factors. Should Fiserv receive an exception case from a customer’s bank, all the appropriate
steps will be taken to remedy that dispute. This process can be done with or without requesting additional documentation
from the merchant. The outcome of the case is based on the validity of the dispute as well as the documentation that was
provided to remedy the dispute. Whether the case is won or lost, the chargeback will be adjusted accordingly.

Exception case types
Pre-arbitration — incoming and outgoing:

- Process where the Issuer and Acquirer continue the dispute after the initial chargeback
- A pre-arbitration case may follow a chargeback; however, it cannot precede a chargeback
- For Mastercard EMV fraud and authorization reason codes, a Pre-Arbitration is not required

- By challenging an incoming Pre-Arbitration the issuer may submit a Filed Arbitration, which could come with fees in excess of
$450 if ruled in favor of the issuer by the Payment Card Network

Arbitration - incoming and outgoing:

-~ Process where the Payment Card Network determines financial liability between members for transactions
that have been charged back

-~ An Arbitration case may be filed without a prior Pre-Arbitration

-~ For Mastercard EMV fraud and authorization reason codes, a Pre-Arbitration is not required

- If alost ruling is received from the Payment Card Network, fees in excess of $450 could be incurred

Pre-compliance - incoming and outgoing:

- Process where the issuer and acquirer identify a rule violation has occurred and no chargeback rights exist for the merchant or client

- Notification of these types of disputes allows the member to address the problem and attempt to settle the dispute; however,
notification is not required prior to filing a compliance case

Compliance - incoming and outgoing:
-~ Process by which the Payment Card Networks resolve disputes between members arising from violations of the operating

regulations. The requesting member certifies that a financial loss has occurred or that a financial loss will occur for a specific
amount and that there are no chargeback rights available

Good faith collections — incoming and outgoing:

-~ A collection case is sent to the Customer’s bank or acquirer on a reciprocal basis when additional information is supplied beyond
chargeback time frames

- This process is not monitored or regulated by the networks

NYCE utilization of reason codes NC and R3

- NYCE will utilize reason code NC — Non-Compliant or reason code R3 — Representment Denial as a fatal chargeback reason code
when the merchant has responded to the first chargeback, but the issuing bank is continuing to dispute the transaction

-~ Representments for reason codes NC and R3 will not be permitted by NYCE
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Exceptions chart

Network

Incoming

Outgoing

Filed
arbitration

Pre-compliance

Filed

pre-arbitration

pre-arbitration

compliance

American .
Express No Exceptions Apply
Discover 30-Days from 15-Days from Acquirer 30-Days from the Dispute
1CB Reversal Pre-Arbitration Decline Notice issue date
Mastercard 30-Days from Within 15-Days of the date the ~ Within 120-Days of the Within 30-Days from the
1CB Reversal Pre-Arbitration was rejected or  violation date or date of non-response or response to the
Mastercard Authorization/EMV  discovery Pre-Compliance attempt
chargeback was challenged
STAR 30-Days from 30-Days from 30-Days from acquirer or issuer  90-Days from the violation date  30-Days from the acquirer
Chargeback Reversal Chargeback Central response to Pre-Arbitration or date of discovery or issuer denial of the
Processing Date Pre-Compliance
Visa 30-Days from 30-Days from 1CB 10-Days from Issuer/Acquirer 90-Days from the processing, Within 30-Days of response

1CB Reversal

Central Processing
Date

Pre-Arbitration Decline

violation date or date of
discovery

or non-response to
Pre-Compliance attempt

Good Faith Collections No timelines; Fiserv does have internal guidelines for initiating GFC requests.
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Best practices to avoid disputes

Reducing chargebacks ties directly to the priorities every business cares about most: keeping customers satisfied,
protecting revenue, minimizing losses and reducing risk. Even organizations with strong prevention practices will still
encounter disputes as part of day-to-day operations. While there isn't a single solution that eliminates chargebacks entirely,
understanding what they are, why they happen and how to prevent them makes the impact far more manageable.

Ways to avoid

Recognizable transactions

Make your business name clear on invoices, so
customers know precisely who is billing them and
for what

&S

%{3‘

wWow —
PARAS

Customer experience

Deliver a smoother customer experience through
timely, accurate responses

G
Robust fraud detection, use of payment network

protection programs (3DS); ensure terminals are
EMV compliant for CP transactions

Strong security

&

5

iin

Transaction documentation

Generate detailed, itemized receipts that list each
product and specifications

)&

Refund policy

Create a concise return policy that specifies
timelines, conditions and refund options

==

Efficient delivery

Provide reliable, timely fulfillment for
goods/services

Monitor activity

Process payments timely. Analyzing transactions
and orders for potentially suspicious activity

S

0N

Contactability

Provide contact information, so customers can
quickly contact you before disputing a transaction
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Chargeback reason code categories

Chargeback reason codes are unique codes provided by card networks that indicate why a customer or bank initiated

a chargeback.

Chargebacks are categorized into four main category types, each with its own set of reasons and implications for
merchants and cardholders: fraud, authorization, processing errors and cardholder disputes.

Four categories

Fraud

Fraud refers to any reason codes tied

@ to fraudulent transactions. This category
is used when a cardholder claims the
transaction was made without their
knowledge or consent, often due to stolen
card details or a case of friendly fraud.

Processing errors

@ Processing errors refers to chargebacks
caused by technical mistakes in how the
transaction was processed. This would be
used for duplicate-processing, incorrect
charge amount and so on.

Authorization

Authorization chargebacks
reflects instances where issues
were encountered with the
transaction authorization process.

Cardholder disputes

Cardholder disputes occurs when the
cardholder is unhappy with the fulfillment
and/or the transaction outcome. Includes
products not being delivered, product not
meeting expectations and processing errors.
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fiserv.



Dispute Best Practices

Compelling evidence

Compelling evidence supports information used to prove a chargeback is invalid, the original transaction is valid and that
the merchant followed policies and procedures when processing the transaction.

According to network regulations, compelling evidence is not a remedy for a chargeback; however, compelling evidence
will be strongly considered when a customer’s bank is deliberating the validity of a chargeback.

Compelling evidence is primarily used to defend claims of fraud in a CNP environment. Some networks will allow
merchants to use compelling evidence to respond to customer dispute with specific reason codes.

It is important to remember that providing compelling evidence does not provide a remedy; therefore, the customer’s
bank may continue to dispute the case by processing an exception item such as a second chargeback or a pre-arbitration.

Note: See individual reason code guidelines for what documentation can be used for compelling evidence.

What can | supply as acceptable compelling evidence?
Fraud - CNP

Evidence type What could be supplied

Sales draft showing customer’s name that matches Signed sales draft by customer
customer letter

Evidence of one or more non-disputed payments for ARN, transaction amount, transaction date and at least one of the following:
same merchandise or service -~ IP address
— Email address
-~ Physical address
- Phone number
-~ Customer account/login ID
-~ Device ID
-~ Device fingerprinting ID
Proof of authorized signer known by customer Documentation that proves signer is a member of customer’s household
or family
Signed mail order/phone order form Copy of original order information
Legitimate spend across multiple payment types for Invoice proving transaction processed for full amount across multiple
same merchandise payment types and other payment types not in dispute
Evidence the cardholder is using the goods/services Photographic or email evidence Documentation to prove cardholder is in

possession of and/or using the merchandise or services.

For recurring transaction with binding contract or previous undisputed
recurring transactions and proof the cardholder is using the merchandise
or service

Positive Address Verification Services (AVS) code and Evidence showing positive AVS and proof of delivery showing the

proof of delivery merchandise was delivered to the defined shipping address
Proof the cardholder picked up the goods at Signed Delivery form or copy of/details of identification from cardholder
a merchant location as proof goods were picked up at merchant location
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Chargeback reason codes: Fraud
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Chargeback reason codes: Fraud — card-not-present (CNP)
A card-not-present (CNP) dispute happens when a cardholder says they did not authorize or take part in a transaction

where the physical card was not used. This can include phone/mail orders, online purchases, subscriptions, recurring
payments and prepayments.

Chargeback reason codes

Reason code

Fraudulent transaction, no cardholder

37 L
authorization
mastercard 49 Questionable merchant activity
1040 Other fraud card absent environment

VISA 1050 Visa fraud monitoring program

S-/I-A—ﬁ 6000 Unauthorized/fraud dispute

4752-AA Cardholder does not recognize the transaction
DISC.VER 4868-UA02 Fraudulent transaction — card-not-present

FR4 Immediate chargeback program

FR5 No further recourse immediate

chargeback program

y.\\"; 19 :d[e:\,] FR6 Partial immediate chargeback program
EXPRESS FR2 Fraud full recourse agreement
F14 Multiple ROCs
F29 Fraudulent transaction card-not-present
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Causes

%

Stolen/lost card or account hacked and used for fraud

Friendly fraud, a family member makes purchase without the
cardholder’s knowledge

Unauthorized transactions
Cardholder falls victim to scams

Unclear or confusing merchant name

Prevention

\Z

N2

Use clear merchant name for billing
Obtain issuer authorization for every transaction

Implement internal fraud policies and procedures for monitoring
suspicious activity

Participate in network protection programs for eCommerce
fraud detection

Confirm AVS and ship only to the verified address
Cancel sales/returns when appropriate if a prior fraud dispute exists

Validate and pass required values in settlement using tools like CVV,
CAVYV, CID and UCAF during authorization

How should | respond?

- Proof of refund if already processed

- Copy of transaction document with details

Initiation time frame

Cardmembers have up to
120 days from the transaction
date to dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express

- Prove use of fraud protection programs

Visa 3D Secure

- Customer details obtained with transaction — Mastercard SecureCode

- Proof authorization was obtained

Discover ProtectBuy

— For AMEX and Discover, provide evidence of CID — American Express SafeKey

validation attempt

-~ Proof of delivery showing the merchandise/services

— For Visa, provide evidence CVV2 validation attempt was delivered to the defined address
— For Mastercard, provide evidence CVC2 - Other undisputed transactions for same
validation attempt cardholder account

17 | Fiserv Confidential
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Examples

9

If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

If Visa transaction: Provide documentation showing the transaction was authenticated using Visa Secure. Alternatively,
provide evidence the cardholder completed at least two non-fraud transactions that settled more than 120 calendar
days before the dispute, and those transactions share at least two matching data elements with the disputed
transaction (device ID, device fingerprint or IP address)

If the transaction was online: Submit proof of cardholder participation, purchase details, transaction documentation,
signed proof of delivery (matched full street address and zip code), digital download, screenshots of checkout flow
(where the customer entered billing info and agreed to terms) or confirmation of goods or services usage. In addition,
provide evidence of one or more undisputed transactions for the same cardholder account

If the transaction was mail/phone: Submit proof of cardholder participation, purchase details, transaction
documentation, signed proof of delivery (full street address and zip code) or confirmation of goods or services usage

If the transaction was travel and entertainment: Submit proof of cardholder participation which may include
a signature or imprint obtained during the stay/trip/rental. In addition, you may provide evidence of one or more
undisputed transactions for the same cardholder account

If the transaction was a recurring charge: Submit copy of the subscription agreement, with timestamps showing
opt-in and the cardholder agreed to the terms and conditions

If the transaction was processed with AVS: Submit copy of the receipt with complete transaction details, and proof
address verification (AVS) was used during authorization and proof that goods were delivered to the shipping address
with cardholder signature and other documents explaining the product documents explaining the product

If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Response template: Fraud — card-not-present (CNP)

Sample fraud CNP merchant response:

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE - Compelling CO1E
Case Number: Amount 49.99 Reason Code: 1040 Meschant Mumbaes:
[ Merchant Accepts Labity
[] Credit Issued: Credi [ssued Amount Date Cred® Issusd (MMDD/CCYY) |

Credt lssued ARN

Fleaze select all applicable reasons and data conditions for challenging this dispute. Additicnaly, include all supporting
documentation &s reguired by the Issuer. Please ensure the case number & writien in the upper night-hand commer of esch page
D CE 01 Evidence of phatographic or email evidence, documentation to prove cardholder is in possession of andfar using the
merchandise or services
[ CE 02 Evidence of skigned delivery form, or copyfdetails of cardhokies identf|cation as prool goods were packed Up a1 merchant site
[] CE 02 Evidenca that Address Verfication (AVS) was used during authonzation and the |ssuer returned a vaiue of Y or M, and
proof that goods were delivered 1o the shipping address (date and time]

D CE 04 Evidence that Digital goods were downloaded  Download Date "IMMODOCCYY) [ | Time “(HH MM ___
Select ot least TWO of the following and provide data:
I Purchaser IP Address: and Device Gaographic Locabon:
[ Gevice 13 and Device Name
[JPurchaser hame: and Purchaser Email
[ Prood of Profile Setup o Application Access Suppied [ Pract of Merchant Website or Applization Access Supplied
[ Same Device was used by cardhoider for pravious undispated trensaction on sama card
ARN Transsckion Amount ™ Eimoe 5 Transecion Date™ (IMMDDVCCYY) 0/

[ ©E 05 Evigence that merchandise was delivered 1o cardhalder o thew place of employment

[[] CE 06 Evidence that T&E Loyalty rewsrd transactons were undisputed for the same cardholder account related to purchase

[] CE 07 Evidence that additional undsputed TAE purchases were made throughout service pericd

[] CE 08 Evidence that Passenger Transport ticket was receved, and scanned at gate or other information [e.g. frequent fyer miles)
[] CE @8 Evidence of ane or move undisputed payments for the same cardhoider, including Onginal Credit Transaction (OCT)
Transacion Date® (MMODVCCYYY L/

Q1P sadress: [ Priane saumiber:

[l Physical Address ] Bmast Adkdiress:
[ Owvice 10 (] bevice Fingerprint:

[ Customer Account / Logn ID:
[0 CE 10 Evidence that a virtual card transaction was used al a lodging merchant
[ SE 11 Evidence of a signed mail ordenphane order form returned by the cardholder
[ ©E 12 Evidence the transaction was a wallel set up, and otiwr undisputed ransactons contained al wallet-related data
[ CE 13 Evidence of undisputed recurring transastion with contract of previous undisputed recuming transactions and proof the
casdholder 5 usng the mefchande of sefge
ARN L ion Ambunt* Transacion Date® (MMDDECCYYY I
[ SE 14 Evidence the transaction was completed by member of cardholder's househald

[0 CE 16 Evidence the transaction was for the purchase of non-fial currency or non-fungible token
Destination Walet Addness™ Blockchain Transacton Hash®

[1 CE 19 Evicence of one or more undisputed paymeants for same merchandise or savice
[ CE 20 Evicence that the trangaction is retated to a Value Added Tax Refund

[ Evidence of Verfied by Visa, MasterCard Secuwre Code, Amex Sale Key, or Dscover Protect Buy
*« Required Data if conditon is checked

FOR FAST PROCESSING SIGN INTO Commerce Control Disputes WWW .COMMERCECONTROL . COM
DR FAX YOUR REEPONSE TO: 402-315-5427
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Page 2 — Transaction details, shipping name and address, order number

PWab Number Svdar Status Cormpted Creatad Ey Tax ExemptiD
Order # WN47510538 WNATS 10538 Shipped Q142720006 0820 PM DNUME Ingigibie 0 D Selecs Action
Fq‘lﬂm Fromotions Communications
Customer Information
| % Ship To Home (STH) 1 ltems | 465033
BEEng Adoress
- #  Iem Descipton Inem Status FulliBenrinde Dalivary StMus oTYf Tatzl "
= 1 Bitwatskee W B 18V Lith fon REDLITHIUM  Shipped PO & B5971659  Standard Shipping 2 465033
Q- FORGE XC 2.0 Ah Battory v FORGE T2 0Ah 46 diys & retui PERRIS DFDC 0128026 $299.000Ea B + Informath
=B  esiery & Change Recmpt#: DFC & 5507 DELIVERED h ayment Infermation
Metacdat iR 1910GE-8-1 10T INTH DETTAERED B BRIVIE20N 2A202 Cralit Cardl
SKEUE 10040613748 &
Pricing Details
g Datalis Merchandise Totak 3102400
Shipping Details Sales Tax: 45233
Déscpunit Totak - Sl O
Price Details B Carrier Information 7 Package Infarmathan @ Destination information
Creles Totak $650.33
Carrier: oaTrad Status: WOt avaitalile Marii:
Currgeit Ttak $ES0.33
Werdor Detals Shipping Weight &5 Fhanee: -
Tracking #s Shipping Address: Grder Wotes (Optional)
Aty Lag
1§ of 2000 Characters
Page 3 — Delivery tracking information with order number and delivery address
1320, 425 PV Home Oeco: Dewvery “racher
_E E DELIVERY TRACKER
Last Updated: 3/13/2026
P
(Estimatac Delivery Day ) (order Number )
[® DELIVERED [& WN47510538
Deliver to:
Allen
Processed Shipped Out For Delivery Delivered T WD'
Palm Desert, 92211
Order Dote:
Items in Order January 28, 2026
1418 18V Lith lon REOLITHIUM FORGE XC 8.0 Ah Battery w/ FORGE 12, 0Ah Battery Samp; Charger Carrier:
SKIYII0T 46127460
& o el
. Tracking Number:
-
January 28, 2028 Delivered. Palm Deserl, CA 04:02 pm DELIVERY DETAILS ~
Out for delivery. Palm Desert, CA 10:50 am Carrier: OnTrac
Packoage received at facility.  Redlands, CA 07:02 am Tracking#: C12285820050794
Package received at facility.  Reclands, CA o701 Yololes A
- " Y- - Delivery Type: STH
Package received at facility. Commerce, CA 02:03 am Services: N/A

Looking for olher orders? Wa've got you. Yiay iy orders

We're here to help!
[ call 800-466-3337

20 | Fiserv Confidential

IServ.



Dispute Best Practices

Page 4 — Return policy

Online Retuarn Policy

Most merchandise can be returned within 90 days of purchase unless noted in our Return Policy
Exceprions. Refunds will be issued to the original form of payment (credit card. Pay Pal. etc_).
Original shipping charges will be deducted from the reflund unless the return is the result of an
error by Homedepot.com. Please note bundled items need to be returned with all components for
@ fuall refund.

Online Return (Odplions

Roeturn o Store
For yvour convenience, items purchased on homedepot.com can be returned to any of oor retail
stores nationwide.

Credit will be issued at time of return and no return shipping charges will be incurred. *

To enable quick processing of your return, please bring with yvou a copy of your bar coded
shipping contlirmation email or the credinl card ased o oamake the purehase,

By Mail

For st orders delivered by UPS or Fed Ex. you can use the enclosed small parcel return label
(18] FOUIE Teturm. A stely, you Can arrange o relurn on your own, using the address
apecified on the return label, **

For most ovders, credit will be issued at the time the merchandise is successiully picked up
By the return carvier. For re ning orders. credit will be issued at the time the
merchandise is received in our warchouse, *+

Retarn shipping costs will be the responsibility of the customer unless the return is the resalt
of an error by Homedepol.com.

FPreparing Your Return by Muail

Fill e and include with your return the Return Porm located on the lower section of your
packing =lip.

Pack the item carcfully in the original packaging.

Page 6 — Refund policy

General Refund Policy

This is The Home Depot's General Refund Policy for Store and Online Purchases.

Getting your refund is easy.

For the quickest refund, just bring your return items back to the store.

For returns sent to us by mail or carrier, we'll process your refund after we receive and verify your return. It
typically takes about 7 business days to process your return.

Once we're done, it may take up to 10 business days for your bank to put funds back into your account.

See Seller Return Processing Times and Bank Refund Processing Times below for more details.
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Dispute Best Practices

Chargeback reason codes: Fraud — card-present (CP)

A card-present (CP) dispute happens when a cardholder says the transaction was processed without their permission
or participation.

Chargeback reason codes

Reason code

37 Fraudulent transaction, no cardholder
authorization

mastercard 70 Chip liability shift

71 Chip/PIN liability shift
1010 EMV liability shift counterfeit fraud

VISA 1020 EMV liability shift non-counterfeit fraud
1030 Other fraud card-present environment
6000 Unauthorized/fraud dispute

- *

SI-AR“ 6500 Counterfeit chip card fraud

4752 AA Cardholder does not recognize the transaction

4866 UAO5S Chip card counterfeit transaction
DISCOVER . ...

Fraud-chip and PIN transaction

4537 UAO1 Fraudulent transaction — card-present
F10 No swipe — keyed transaction
F14 Multiple ROCs
AMERICAN F30 EMV counterfeit
EXPRESS F31 EMV lost/stolen/non-received
FR2 Fraud — full recourse agreement
M49 Unauthorized charge — car rental
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Dispute Best Practices

Causes

Card was not swiped or the chip was not read
Key-entered transaction

Card imprint not obtained

N2 RN N 2

transaction

\Z

Unauthorized transaction

Prevention

- Use clear merchant name for billing

- Process all transactions with EMV compliant devices, obtain a PIN

when required
- Obtain magnetic swipe when applicable

- Obtain issuer authorization for every transaction

- Do not key-enter transactions, if you do then make a manual imprint of

the card

— Implement internal fraud policies and monitoring for suspicious activity Visa, Mastercard and Discover, and

%

- Train staff on how to identify potentially fraudulent behaviors or

counterfeit cards during transactions

How should | respond?

- Proof of refund if already processed

- Sales draft with proof the transaction was
electronically captured

- Video/photographic proof the cardholder participated
in the transaction

- Customer signature on transaction receipt

- Submit the authorization record as proof that your
payment terminal read the card’s magnetic stripe
or chip

Counterfeit card, cardholder claims they did not participate in the

Double-check all transaction receipts before depositing

Initiation time frame

Cardmembers have up to
120 days from the transaction
date to dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for

14 days for American Express

Evidence the transaction was processed using a PIN
enabled terminal; however, customer presented a
non-PIN card

A copy of the identification presented by the customer
along with either receipt, contract or invoice

Other undisputed transactions for same
cardholder account

Provide a copy of the manual imprint if obtained for
the transaction
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Examples

- If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the transaction was completed at an EMV or EMV/PIN compliant terminal: Submit specific information that
shows the transaction took place at an EMV compliant terminal

- If the dispute was received for EMV liability shift and transaction was not completed at an EMV terminal: You
must accept the dispute

- If the transaction was key-entered: Submit documentation of an imprint of the card-present transaction

- If the original transaction involves a card-present transaction and subsequent were key-entered: Submit
documentation showing all transactions related to the same service and provide evidence of an imprint for the initial
card-present transaction

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Dispute Best Practices

Response template: Fraud - card-present (CP)
Sample fraud CP merchant response:

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE - Compelling COME
Case Mumber, Maemgunt: 35,30 Reason Code: 10240 Merchant Mumbes:
] Merchant Accepts Labilty
[] Creditlssued:  Credi lssued Amount Date Cred# lssusd (MMWDDVCCYY): 1 |

Credit |ssued ARN:

Please select all apphcable reasons and data conditions for challenging ths dspute. Additonally, indude all supporing

documentation s required by the issuer. Plaase ensure the case numbar & written in the upper right-hand corner of each page

) CE @1 Evidence of photographic or email evidence, documentaton io prove cardholder is in passession of andiar using the
merchandise or serices

] CE 02 Evidencs ol signed daliedy form, o copyidetails of cardhoider dantification as proo! goods were picked up st merchant ste

O] CE 03 Evisence that Address Verfication (AVS) was used during authonzation and the lssuer returned a value of ¥ of M, and
prrescl that goods wede delivered 1o the shppsng sddeess (date and bme)

O CE 04 Evisence that Digital poods were downlosded  Downlosd Date MMODCCYY ___f__ ( Teme SHe MM
Salect at lsast TWO of the following and provide data:
] Parchaser IP Address: and Device Geographs: Localen
] O 1D and Device Mame
[l Parchaser Name: and Purchaser Emai
] Poced of Profile Selup or Spplicatson Access Suppied ] Frecd of Mercaard Webste o Appication Access Supplied
Clsame Device wis usad oy candnolier 108 provsous uhdiaoulng INensecaon of Rame cand
ARN® Ti than Aot T Eon Date® (MBMDDCCYYY 0

0 ©E 06 Evidence tat merchandse wos delivered to cardhalser at thesr place of smplayment

O] CE 08 Evigenca that TAE Loyalty reward iransactions were undisputed fior the same cardholder sccourt related 1o purchase

[ CE 07 Evigence mat additonal undisputed TAE purchases wese made throughout service penod

[0 CE 08 Evidence that Passanger Transport tickel was received, and scanned at gate or ather information (e g frequent fiyer miles)
) GE 08 Evidence of one or more undisputed payments for the same cardholder, including Onginal Credit Transacton (DCT)

ARM® Trastachon Araunt Transachon Date® (MWDDNVCCYY). ). XL
Salect 1 least THREE of the following and provide data:

DIF AR, me

[ Prysicsl Adarss ) Bt Adesrans

] owwee inx ) Device Fing

Oe hooount | Logn D

0 CE 11 Evidence of a signed mall ordernphamne orde form elurned by the candhokier

[0 CE 12 Evidence Ba transaction was a wailet sel up. and other urdmputed ransactons contamned sl wallel-related data

[0 CE 13 Evidence of undepuled recurring transaction with conact of previous undeputed recurrng ransactons and proof e
cardhokler s using T merchandsss of sedyice
ARM® Tiamnachon Amount * Transadbion Dabe® (MWDDVCCYYY ___J___/

IC] CE 14 Evidence the tansaction was completed by membes of cardholder's househald

0] CE 17 Evidence thal the sama card used in the disputed barmaction was used in anather transacton that wes not disputed
) GE 18 Evidence of cardhalder dentfication matching the cardhoider name on either receipt, contract or imvoice

[0 CE 20 Evidence tat ihe transaction i related to @ Value Added Tax Refhund

|0 Evidence of Vedilied by Visa, MaseiCard Secure Code, Amex Sale Key, or Dacover Protect Buy

*« Required Data if condition is checked

FOR FAST PROCESSING SIGN INTO Cemmarce Control Disputes WWW COMMERCECONTROL. COM >
OR FAX YOUR RESPONSE TO: 402.015-5427 R
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Dispute Best Practices

Page 2 — Transaction details, shipping name and address, order number

Account S9ETEOES
= logo oas: ez
Roome 120 &
Arval Dates 701528
Merchant Mame Deparmwe Date-  7/17/25

Rewands Program 1D
You were cheched in oy nohaik
You were checked out 2y mpatel
Total Balance Dwe: 50,00

The2s Rsorm Charge

Fbf2s Oacupancy Tax
T525 Sales / Misc tax
TNsszs Other Tax
TNGE2E Tourism Levy
THBs2E ‘viga Payment
000D T

THi6s2s Rioom Charge
TIBZS Oocupency Tax
TH6/25 Eales / Misc tax
TAE25 (ther Tax
TIE2ZE Tourism Levy
7728 isa Payment

Room Charge
Docupancy Tax
ey T
Sales / Mizc 3x
Tourlsm Levy
Wisa Payment

With this rate you are able to earn
points to redeem for free nights and other rewards!

Fave & graat day!

Earn reward nights at Jain today at
Earn reward nights faster with the
Learn more at

Merchant Address Check In Time:  7/115/25 330 Pul
Merchant Phone Number Check Out Time: 7517725 11:42 A

(598.28)

§79.00

56,72
$474
m7e
51,19
(59244)

516300

51286
8163
s078
$245

(519072}
$0.00
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Dispute Best Practices

Page 3 — Transaction details, shipping name and address, order number

o e

ele

=t logo

Merchant Name
Merchant Address
Merchant Phone Mumber

Rewards Program ID:

| hereby acknowiedge that smoking is not aiowed in
my guest room. | will be charged for smoking in
Buest room of unauthorized Jrea.

We require a cash or credit card deposit at check in
that & fully refundable once room i inspected after
check-out Pleate note Credit card deposits may
take up 1o 15 days 1o go back to your acoount.

WE DO NOT ACCEPT PET

PARKING: paricng is $5 per night per vehicle with
one vehicke per room limited. Any additional parking
will be charged $10 per night, and it is based on
avallability

Hotel: Ky149
Room 120
Account SMTBO81S
Arrival 071525
Depariwre: azN72s
Aduls: 1

Children: Q

Room Type: MK

Your rate(s) are as follows

Rate Datefs)
84.00 QTS5 - 0771525
79.00 QNG5 - ar625

TDipes na el L OF 20y OOheY gty fres

Signature:

Date Created: L-u!ﬁ:ﬂ-l 1Pu T
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Chargeback reason codes: Authorization
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Dispute Best Practices

Chargeback reason codes: No-valid-authorization

A no-valid-authorization dispute happens when the customer’s bank is claiming that the transaction was processed
without sufficient electronic authorization or account verification.

Chargeback reason codes

Reason code

07 Warning bulletin file
08 Authorization-related chargeback
mastercard 12 Account not on file
37 No cardholder authorization
1110 Card recovery bulletin
V’SA 1120 Declined authorization
1130 No authorization
* 2000 Authorization
-
S-I-AR@ 6500 Counterfeit chip card fraud
SC‘ 4863 AT No authorization
6050 DC Dispute compliance
AO1 Transaction amount exceeds
authorization amount
A02 No authorization/invalid approval code
AMERICAN T )
EXPRESS A08 Authorization approval code expired
P01 Non-matching account number
F22 Expired/invalid card
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Dispute Best Practices

Causes

9

N2 N RN N2

Merchant did not request authorization from issuer before
processing transaction

Transaction was processed after authorization code expired
Using an authorization code that was declined or invalid
Transaction amount exceeds the authorized amount

Device failures resulting in invalid auth code

Duplicate processing

Prevention

N\%

9
9

Obtain valid six-digit authorization code for all transactions
Discontinue processing a transaction if a card has been declined

Avoid splitting transaction amounts into separate, smaller amounts to
obtain authorizations after a “Decline” has been received

Avoid processing an authorization for more than the allowed tolerance
level for the applicable MCC

Validate card has not expired by checking the expiration date on the
card presented for the transaction

Avoid processing a transaction past the allowable authorization time
frame (the time frame depends on the type of authorization)

Ask for an alternate form of payment

Avoid including tip on a previously authorized amount

How should | respond?

9

Initiation time frame

Cardmembers have up to 120
days for Visa, American Express
and Discover, and 90 or 120
days for Mastercard from the
transaction date to dispute

the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express

Provide documentation supporting that the transaction - Provide proof that a valid six-digit authorization

was processed using a chip terminal and that the approval was obtained and the date of the
transaction was authorized authorization approval

Provide proof that the card had not expired on the - Provide proof showing that the transaction was
transaction date settled while the authorization approval obtained

was still valid

Provide proof that the charge was incurred prior to the
card expiration date
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Examples

- If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the transaction was authorized: Submit evidence the transaction was authorized, provide documentation showing
transaction details with authorization approval code and date

- If the transaction required special authorization procedures: Submit the following for each authorization event,
date/time submitted, amount requested and amount approved, response code and approval code and transaction
identifier number tying the authorizations together

- If the transaction was not authorized: Accept the chargeback

- If the transaction was a late presentment: Submit proof that the transaction date initially used to process the
transaction was incorrect, or a copy of the receipt showing the transaction was completed within the time limit

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Dispute Best Practices

Response template: No-valid-authorization

Sample no-valid-authorization merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE RO1E
Case Mumber; Armourk, 1558 Reasan Code: 1320 harchant Mumbe
[C] Waerchant Accepts Labety
[ Creditisaued Credd Issued Amount Dake Credd Issesd (MMDO/CCYY): 0/

Credi lssund ARM:

Pleass salact all applicable reasons and deta candmons for challenging thes dispute. Addmionaly, indude aif supparting

dacumentalion as requirsd by the Issuer. Please ensure the case rumber S writlen in the upped right-hand comer of each page

[] Evidence of a signed andfor lectronioally captured sales sip

[ Evidence of a signed return ar canceliaton policy or order fom

[] Evidence of & signad crder fonm

[ Evidence that ar Addreds Verficaton Service o ¥ of M and SIGNED proof of deliveny to AVS confirmed addreds

[0 Evidence ol & Signed rental agreement or HatedWioted folic

[ Evidence ol the Recurring biling agréement

[0 Evidence of T & E Documentalion shawing layalty ransactions ralated to this puichase

[ Evidence of T & E Dotumentation showing subsequent purchases made throughout the service pesiod

[ Evidence that tha techet veas tved for o o trarspart

[ Evidence the name cn the fight maniest matches the Cardhoidar name on punchassd fnerary FOR MRLINE MERCHANTS
CMLY

[ Evkdence that a wald CNG2 [Cardholder Vakdation Gode) was obfained in beu of imgriat

D Evidence that the customer authorized the trarsachion to be complieded

[ Evidence that a 30 Secure authenication appraval was recared through use of Venfied by Visa, MasteiCasd Secure Code,
AMEX Safe Koy, or Discover Pratect Buy

[0 ©eher decumentation (Pleass Describa)

FOR FAST PROCESSING SIGH INTO Commarce Control Disputes WWW COMMERCECONTROL.COM
OR FAX YOUR RESPONSE TO: 402-833-1525
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Page 2 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

=t logo

Merchant Mame
Merchant Address
Merchant Phone Mumber

FTCIER (TR T ]
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OoUELE EALT ]
FLUHULL WROsEA S B0
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Beer AN sy
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el 5430

Dbl 01, 100 B dg s

10 Syl T

ki W1 O PR D0RE R0
il gl blaksarl

vy

Vi U T
Cadey mmmpd
fin
Cagnar R

e Bl

it ]
RS

fumd

Coawdl Wb DRSIT M4
Chglolen 1], L B P
dath sl BT
Aah iy am1
Flglerans iy YRR b
Aalbn g Rerand VAL
Al AT N TIEEAY
TV S RATL Y

N e 1 sy Pl e b
Cnam

THAME UL FUE VOIS B

b

33 | Fiserv Confidential

fiserv.



Dispute Best Practices

Page 3 — Transaction details including merchant information, transaction date and time, approval code, truncated card

number, transaction amount and itemized description

=t logo

Merchant Name
Merchant Address
Merchant Phone Number

Dine In

Cashier: Mafenz|
11-0ct-2025 8.44:44

Transaction 323979

Sulstotal

Total Taxes

Hon-Gash Adjust (3.5%)
Total

DERIT CARD AUTH
VISA (924

Tip

Tolal

11-00t-2025 B:44:45)>
53933 | Metho: My
LS DEBIT Xxxx W00 0024

Referenca i S2A500545420
Auth ID; 44p351

MID: Hawddainnig g

Al .ﬁl]UUUUUU?EUHdL‘I
AthNtwhMm; viga
Rilnel:CREDI

SIGNATURE

THANK YOU FOR YOUR BUSINES 5!
Merchant Copy

Clover I0: DEFEXQRS 7YY

Payment CAYOKOQEKST V2N

Clover Privacy Puolicy
}1tIpn:.F.Fnlr:nver.nurn.-'plhrac}r

i

*agree 1o pay the ahove amount per the

cardholder and/os merchan agreement
Slallon: Station 2 .
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Dispute Best Practices

Chargeback reason codes: Late presentment

A late presentment dispute happens when the customer’s bank claims that the transaction was not processed within
the required time frame

Chargeback reason codes

. Reason code

08 Authorization related chargeback
mastercard
V’SA 1330 No authorization/late presentment
- *

S-I-AR 3000 Processing error
DISC.VER 4542 LP Late presentation

AE@E}A&%’; P07 Late presentment
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Causes

- Authorization was not obtained for a transaction

- Merchant processed a transaction for an amount greater than what
was authorized

- Merchant did not submit a transaction for processing in time before
the authorization expired

- Merchant did not submit timely and the account has since
been closed

- Transaction posted after the permitted days of the original
transaction date

Prevention

- Deposit order receipt with your processor as soon as possible,
preferably the day of the sale

- Process all transactions within the required time frames
- Obtain authorization on the day of the transaction

- Always authorize every transaction in accordance with card
network rules

-~ Do not include a tip on a previously authorized amount

Initiation time frame

Cardmembers have up to 75 days
from the transaction date with a
maximum of 120 calendar days to
dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express
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How should | respond?

- Provide proof that the transaction was deposited and processed within the required time limit

- Submit evidence demonstrating the transaction received authorization

Examples

- If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the transaction was authorized: Submit evidence authorization was obtained timely for the transaction

- If the transaction was processed within network time frame: Submit evidence of authorization and transaction
logs showing authorized and settled dates

- If the transaction was not properly authorized or settled: Accept the dispute

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Dispute Best Practices

Response template: Late presentment

Sample late presentment merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE ROME
Casn Mumber Amount 1999 Reason Code 1320 Merchant Number
[] Mechant Accepts Lakskty
[ Creditissued Credi sswed Amount: Daie Credit lssved (WMDDCCYY ) L1
Crodit lssusd ARM

Pease select all applcabie reasons and data condions for chalengng thes depute Addfonaly noude 3l suppormg

documentation &5 required by the Issuer Please ensure the case number & wiiten in the upper right-hasd comer of sach page

[ Evidence cf a signed andier slectronicaly captured sales sip

[ Evidence of a signed retum or canceliation policy or order form

[] Evidence cf a signed crder fanm

[ Evidence that an Address Verficaton Servce of ¥ or M and SIGNED proof of delvery to AVS confrmed addiess:

[] Evidence cf a Signe rental agreement or HolelMotel foiie

[ Evidence of the Recuining illing agresment

[ Evidence of T & E Documentation showing loyalty Fansactons related io this purchase

[ Evidence of T & E Dox Labon showing aub puithades mace Fvoughoul he servce pencd

[ Evidence that the bcket was recaived for passenger transpart

[ Evidenca the narme on the flght manilest matches the Carcholder rame on purchased inerarn FOR AIRLINE MERCHANTS
OHLY

] Evidence that a valk VG2 (Cardhoider Vasdation Code) was obfained in beu of imgrint

[[] Bvidence that the customer authorized the ransachon 1o be compietad

[ Evidenice that a 30 Secuse sulhentication approval was recened Bvough use of Verfied by Visa, MastesCard Secure Code
AMEX Safe Key, or Discover Pratect Buy

D Dther decumentation (Pease Descnbe):

FOR FAST PROCESSING SION INTO Commerce Contred Disputes WWW COMMERCECONTROL COM vl
OR PAX YOUR RESPONSE TO: 40246031525 :‘.1‘ -
|

[
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Dispute Best Practices

Page 2 — Transaction details, shipping name and address, order number

Shipped From:

Bill To:

Altn: CATHY AP
Customer ID 123734

Zlogo

Merchant Name
Merchant Address
Merchant Phone Number

Ship To:

INVOICE

INVOICE
SYT28169

Invoice Date Page
3412025 1ol3
ORDER NUMEER
13708297

Ordered By. **ORDER *CONFIRMATIO

PO Number Term Description Discount Amount|
158-1842-RADLOGO-J107133 CiC 03/04/2025 03/04/2028 0.00
Order Date Pick Ticket No Ship To Taker
01/27/2025 36446062 PATRIOT-EWR
Quantities Pricing
o <[ tem D ucm Unit Extondod
Ordered| Shipped  Remaining]” o o | # Itemn Description ;ln Price Price
Order Note:
[ 1/27/2025 09:47:26 - |
Carrier: Federal Express Tracking #&: 286058685540
2 2 0 EA SJOZB-IPGS-Z2X EA Z3ETO0 AT.54
10 Hooded Pullover Sweatshirt Gm Cl 3 Blk 1.0000
1 1 O EA 501108-32G5-2% EA 37,5100 3751
14 Cl 3 Black/Green Bomber Jacke! 1.0000
2 2 0 EA SJ1108-32G5-XL AT.5100 75.02
10 2| 3 Black/Green Bomber Jacked 1.0000
2 2 0 EA SJ1108-32GS-M 37.5100 75.02
10 21 3 Black/Green Bomber Jacke! 1.0000
7 T 0 EA 4800152 EA 32500 2275
10 Safely Jackel Logo - 2 color 1.0000

Remit To:

** REPRINT ***
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Page 3 — Transaction details, shipping name and address, order number

Shipped From:

= logo

Merchant Name
Merchant Address
Merchant Phone Number

INVOICE

INVOICE
ST72B16D

Invoice Date Page
472025 2003

ORDER NUMEER

13708207

Quantities

UM

Ordered| Shipped | Remaining| |\ © .

o
]
(=1

Item 10 oM
ftem Description

Pricing

Unit
Un Price

Extended
Price

Card:

Tran Type:

Name:

Account Number;
Authorization Numiber:
Reference Number:
Batch Numiber:
Merchant ID:
Autharization Amount:
Amaunt Applied To Invoice:
Retrieval Number:

VISAME
Final Sale
*“ORDER “CONFIRMATIO
5490
06178G
753815
3862
*++3798
11,58

11.58
1568323141

Card:

Tran Type:

Narme:

Account Numiber:
Authorization Number:
Reference Number:

Balch Number:

Merehant ID:

Authorization Amount:
Amount Applied To Inveice:

Remit To:

| agree to pay above lolal
amount according to card issuer

VISAMC

Priar Auth

“*OROER *CONFIRMATIO
5400

0aemG

T4B555

3a62

sssenpan

25824

25824

4+ REPRINT = *
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Dispute Best Practices

Page 4 — Transaction details, shipping name and address, order number

+o s REPRINT ***

Shipped From: |NVO|CE
= logo voice
57728160
Merchant Mame Invoice Date Page
Merchant Address 4025 203
Merchant Phone Number
ORDER NUMEER
13708297
Quantities Pricing
= Item ID Uom Unit Extended
Ordered| Shipped | Remaining "':"m size| £ | M2 Description Un Price Price
Retrieval Number: 1589323037
X
| agree to pay above lotal
amount according to card issuer
Total Lines:5 SUB-TOTAL: 258.24
Total Freight In:0.00 Total Freight Out: 11.58 TOTAL FREIGHT: 11.58
TAX: 0.00
VISA/MC: 269.82
AMOUNT DUE: 0.00
U S Doliars
Remit To:
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Chargeback reason codes: Cardholder disputes
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Dispute Best Practices

Chargeback reason codes: Credit-not-processed

A credit-not-processed dispute happens when the customer is claiming that a credit was not issued, even though the
merchant issued a credit transaction receipt or provided a refund acknowledgment. Or, the customer is claiming that a
credit was not issued, even though the merchandise was returned or the services were cancelled.

Chargeback reason codes

Reason code

53 Cardholder dispute
mastercard 60 Credit-not-processed
VISA 1360 Credit-not-processed

SI'AR 5000 Cancellations and returns
DISC‘VER 4560 RN2 Credit-not-processed

C02 Credit-not-processed
AMERICAN Co4 Credit-not-processed/returned merchandise
EXPRESS
C05 Credit-not-processed/cancelled transaction

Causes

Failure to process refund

Merchant did not acknowledge the return or cancellation

Merchant issued credit but was not processed in time or incorrect amount, there was a delay in processing
Voided transaction error

Unclear refund policy

N2 N N2

Issuers do not allow original credit transactions (OCT) on certain types of cards due to local law

43 | Fiserv Confidential flsen’.
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Prevention

- Simplify return and refund policies and post them prominently

- Disclose the refund policy for returned/canceled merchandise or
services to the customer at the time of the transaction

- In a CP environment, the customer must sign the transaction receipt
containing the disclosure

- Inan electronic environment, provide disclosure on the website on
the same page as the checkout, and require the customer to “click-to-
accept” the disclosure prior to completion of the transaction

- lIssue credit to the customer for the correct amount, in a timely
manner and on the same account as the purchase

- Ensure delivery of the merchandise or services ordered to the
customer on or before expected delivery date

- Process all transactions using the proper transaction code

How should | respond?

- Show that a credit is not due by providing proof that the disclosure
was accepted by the customer at the time of the transaction

- Provide an explanation of why the credit is not due

- If the cardholder did not attempt to cancel the transaction, ensure
your challenge response outlines this information. This will explain
to the issuing bank that their customer did not attempt to cancel the
payment prior to disputing the transaction

- If the cardholder returned the merchandise in an altered state,
therefore making the return illegible for a refund, supply evidence
to support the merchandise returned by the cardholder was altered
when responding to the dispute

Initiation time frame

Cardmembers have up to 120
days from the transaction date
with a maximum of 540 calendar
days to dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express
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Examples

- If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the transaction was processed in card-present environment: Submit proof the cardholder participated in the
transaction with the order receipt showing cardholder’s signature and clearly disclosed the return/cancellation policy

- If the transaction was online and no credit is due: Submit proof of cardholder participation, purchase details,
transaction documentation, signed proof of delivery (matched full street address and zip code), digital download,
screenshots of checkout flow (where the customer entered billing info and agreed to terms/cancellation policy) or
confirmation of goods or services usage, evidence the customer did not meet refund conditions, return never received,
cancellation outside allowed time frame or non-refundable item/service already provided

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Response template: Credit-not-processed

Sample credit-not-processed merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE ROME
Case Mumbar Amount 5000 Reason Code: 53 Marchant Nurnber:
[] Merchant Accepts Labilty
[] Credit issued:  Credit [ssuad Amount: Date Crede ssued (MMWDODCCYY) 0 |
Credi |ssuad ARN:

Please select all applicable reasons and data conditions for challiengng this dispute Additonally, include all suppaorting
documentation as required by the issuer. Plsase ensure the case number i written in the upper right-hand comer of sach page
[] Ewidence of a signed andior electronically captured sales skp

[] Evidence of a sgred return or canceliabon polcy of order form

[[] Evidence of a sgned arder form

[] Evidence that an Address Verfication Servioe of ¥ of M and SIGNED proof of delvery to AVS confirmed address

[ Evidence of a Signed rental agresment or HotelWotel folio

] Evidence of the Recurmng biling agreement

[] Evidence of T & E Documentaton showing loyalty vansactions related to this purchase

[ Evsence of T & E Documentabon showing subsequent purchases made froughout the servce period

[0 Evidence that the ticket was received for passenger iransport

[ Evesence the narme an the flight maniest matches the Caraholder name on purchased inerary FOR AIRLINE MERCHANTS
ONLY

[] Evidence that a valsd CVC2 [Cardholder Vabdation Code) was cbtained in leu of imprint

[] Evigance that the customas authorized the transaction o be compisted

[ Ewvstence that a 30 Secure authentcation approval was recened through use of Vediled by Visa, MasterCasd Secure Code.

AMEX Safe Koy, or Discover Protect Buy
[[] Evigance that the cardnolder atered or falshed documentabon to sSUppO the dspute

[[] Evigance that the cardnolder replaced or altered onginal merchandise when returmed
[ Othae decumentabon [Plsase Describe)

FOR FAST PROCESSING SION INTO Commarce Control Disputes WWW COMMERCECONTROL COM
OR FAX YOUR RESPONSE TO: 402-933-1525

fiserv.
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Dispute Best Practices

Page 2 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

Merchant Name
Merchant Address

Merchant Phone Number

e $10,0224

Juilly V0, DCHS E38 pmn
Payrnacd Il KeFRERABILIGRA
Oader I WKATWGKHRENWS

Payme
AMIICAN DOREES 2004 1007244
Drder st NoE

Card: AMPRICAN FXPRESS F004
Julky 10, 026, 854 PM
Metiod: CONTACTLESS:

Bugth Kx: B0 60
Pateranes |0 ST0R0SETIOL
A0 ADOOOOCOZEY] D801
VL SIINATURE

Wienw this Frivacy Policies for
.00

Thank you, Wa do nod offer refunds or
returns. Howesar, eachanges &
lhwe wilkim 14 deys. Al aples pre
Ensl and Hems are sobd ss-is A 2

negtncking fee &p plies 10 ey approved
refurms.

aaaaaaa amaaa
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Page 3 — Transaction details including merchant information, transaction date and time, approval code, truncated card

number, transaction amount and itemized description

= logo

Merchant Name
Merchant Address
Merchant Phone Number

R wwokew: L{OCGS|  Salesperson: Sohn o 4 -10- 25

Shipping Information (Pleass Print Only)

T [First and Last name):

Addresi:

City/State/ Zip Cote country: ), § A
Cell Phane; Secondary Phone:

Emadl for the Tracking info:

REFUND POLICY FOR ELECTROMICS
«  ALL SALES ARE FINAL Mo refunds are avallable for electronics purchases.

Exchanges are permitted wnder the following conditions. The request must be made within 14 days of the
purchase date, Opened or used items are not eligible for exchange.

«  Dellvery time; 7 to 15 business days (longer for international orders).

«  Customs: Customers are responsible for any customs fees, we are not responsible for any delays.
Return Shipping: Customers are responsible for return shipping fees,

«  Tracking: Tracking numibsrs are genevated within 3-5 busingss days,

+  30% Restocking fees will B¢ applied to returned products or in the event of a refused delivery.

REFUND POLICY FOR MASSAGE CHAIR ONLY
1. Cancellation Perlod: Customers may cancel thalr massage chalr order within 48 hours of purchase for a
full refund.
2. Restocking Fee: Cancellations made after the Initlal 48-hour period will incur & 30% restocking lee
Flinal Sale: After 48 hours, all sales are fiaal. No returns will be acoepled.
4, Requesting a cancellation for MASSAGE CHAIR by emall ONLY: To initiate a cancellation within the 48-
houwr window, please cONTACT our customer service team at info@gadgetssupport.com

5. Should you fall to cooperate with scheduling, or third party fail to reach you, you are responsible for a
30% restocking fee.

Lo

%' Ploase Initial LAV | read, acknowledged and understand the terms of this agreement.

S Please Initlal L4 | agree and acknowledge that products will be shippad to me, and | agres the packige My
b left ot the front door if necessary.

Mame: Signatura _t:j_g O Date ’f"/,r & f’i{

Customar Support
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Page 4 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

= logo

Merchant Name
Merchant Address
Merchant Phone Number

Invoice @ 31009

D Trursdary, 10 July 2024 8 58 FM

E[f‘!‘."l:."_ Q".j- Prica

Al Pro 15000
Simart Proje-
claf 1 §$10.000.00
10-220
*Digcownt -3 1 S0
§8,000 .00
Al Pro 13000
Smart Proja-
ctor 3 $68.500.00
ID-2189
‘Duzcounl’ -§25 500 OO
30.00
Al Pro Hewd-
phanes i@ 548988
1D-212

“Ciscount -§ 10, 0808

Al Pro Spea-
ke B 5Ia8s
213

“INzcound -84, 700 B2

LIFETIME Wa-
REANTY&LFREE
UPGRADE I TR

Descount - 82 46%

Sublotal: $8,000.00

Tax: §T84. 20
Tig: $0.00
Total: §8,754.20

Payrnent dMethodis]

Cradit Card 48,754 20

Arman

Your sales fe(lesanial

Jaer
John

Thank you for shogping win us!

Al sajes are finel. with o refunds oF netums.
Exchanges ané perrmined within 14 days IT @ retum is
escepanaly approved, B 30% resiocking fes wil be

tharged

37 Ly

4220570

——
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Chargeback reason codes: Services/merchandise
defective or not as described

A services/merchandise defective or not as described dispute happens when the customer is claiming that the
goods or services received were not as described on the transaction receipt or other documentation presented to
the customer at the time of the purchase, or that the merchandise was received damaged, defective or otherwise
unsuitable for the purpose sold.

Chargeback reason codes

Reason code

53 Cardholder dispute

mastercard

Not as described or defective
merchandise/services

V’SA 1340 Counterfeit merchandise

1350 Misrepresentation

1330

-k

SrAR 4000 Cardholder dispute
Cardholder di lity of good
DISC’VER 4553 RM ora:rser\?ic:sr isputes quality of goods

C31 Cardholder dispute — not as described

AMERICAN o

Cardholder dispute — defective

EXPRESS

M10 Capital damages

50 | Fiserv Confidential flsen’.
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Causes

N N N N 2

Merchandise was damaged in transit

Merchandise does not match description

Cardholder disputes the quality of the product

Product descriptions are vague, inaccurate or insufficient
Merchant shipped wrong merchandise to cardholder

Merchant did not perform the services as described

Prevention

N2

Provide merchandise or services as described to the customer
Double-check orders to ensure correct orders are shipped

Obtain the customer’s signature to validate merchandise was
received in good condition

Resolve the issue with the customer at first contact, if the customer
received defective merchandise or the merchandise received was not
as described

Make sure accommodations are available to the customer as reserved

Ensure that customer is aware that returned merchandise must be in
same condition as it was when received

Create detailed product descriptions, add photos/videos
to descriptions

Implement best practices for packing/shipping

Initiation time frame

Cardmembers have up to 120
days from the transaction date
with a maximum of 540 calendar
days to dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express
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How should | respond?

- Provide a written rebuttal addressing all of the customer’s concerns and include copies of all transaction receipts,
order forms, invoices or contracts if applicable

- Supply evidence that customer was aware that the merchandise was purchased in “as-is” condition (that is, signed
disclosure, screen print for electronic environment or customer’s admission they purchased merchandise “as-is”)

- Provide proof that replacement merchandise was shipped

-> Provide a shipping date, if replacement merchandise is in the process of being shipped

- Supply proof that the goods/services were not returned to the merchant

- Supply proof that an attempt was made to repair or replace damaged or defective goods or provide
replacement services

- State how customer did not comply with the clearly documented cancellation policy, return policy or applicable law if
merchandise was returned or services cancelled

- Document in a rebuttal that even though the customer states that defective or not as described merchandise was
returned, there is no record of receiving the merchandise

- |f the cardholder returned the merchandise in an altered state, therefore making the return illegible for a refund,
supply evidence to support the merchandise returned by the cardholder was altered when responding to the dispute

Examples

-~ If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the transaction was online and no credit is due: Submit proof of cardholder participation, purchase details,
transaction documentation, signed proof of delivery (matched full street address and zip code), digital download,
screenshots of checkout flow (where the customer entered billing info and agreed to terms/cancellation policy) or
confirmation of goods or services usage or confirmation goods or services were delivered and were not damaged and
cardholder accepted

- If the merchandise or service was as described: Submit detailed information to refute the cardholder’s claims,
with a signed invoice or contract

- If cardholder claims goods were returned but not received: Submit records showing there is no evidence the
cardholder attempted to return or cancel services

-~ If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the

cardholder stating they no longer dispute the charge
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Dispute Best Practices

Response template: Services/Merchandise
defective or not as described

Sample services/merchandise defective or not as described merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE RO1E
Case Mumber Amount. 5000 Feason Code: 53 Merchant MNumber
[ Mecchant Accepts Labiity
E]Cmﬂmwue-d: Credi lssued Amount Date Credit issued (MMDDNCCYT) I I
Credit lssued ARMN
Plosas scioct all applicable rascns and dats condilions for challenging this dapuls. Addliotaly, ncleds

documentation &S required by the issuer Please ensure the case number & writien n the uppser right-hend comer of sach page
(] Evisence of 3 signed andior slectionizaly caplured Ssles sip

[] Evidence of a signed return or cancefation policy or crder form

[ Evidence of a signed order form

[ Evisence that an Address Varfication Service of Y or M and SIGNED proof of deivery 1o AVS confirmed addness.

[] Evigence of a Signed rental agreerment or HosedMoted folio

[ Evidence of the Recuring biling agreement

[] Evigence of T & E Documentation showing ioyalty FarSactons related 10 this purthass

[ Evisence of T & E Documertation R P i Evoughoul T S8NEE PaTiod

[0 Evidence that the ticket was recened for passenger ranspart

[] Evidence the narmé on the fight manfest matzhes the Cardholder name on purchased dnerary FOR AIRLINE MERCHANTS
OhLY

|:|Evlﬂ!ﬂbal!‘!l\rllﬂ“m[ﬂiﬂlﬂﬂ\‘mW“Mnmﬁm

[] Evigence that the customer authorized the fransaction o be complisted

[ Evidence that a 30 Secute authentcation approval was recewved through use of Verfed oy Vs, MasterCard Secure Code,
AMEX Sale Key, or Discover Protect Buy

[] Evidence that the cardholder akered or docur to support e dspute

[] Evisence that the cardholder replaced or akesed onginal merchandse when retumed

D Chhar documentaton (Plesse Descnbe)

FOR FAST PROCESSING SION INTO Commaerce Contrel Disputes WWW . COMMERCECONTROL COM s
OR FAX YOUR RESPONSE TO: 402-833-1525 Q‘

53 | Fiserv Confidential

fiserv.



Dispute Best Practices

Page 2 — Detailed explanations and findings

Suests: 2

Suite: VN 24134 es ID: 458366250659 ~ logo
Ahe  OF0B025  Depart 071142005

TOTAL NIGHTS:

RATES: Refer tn e details. Merchant Name
Nightly Chge RESORT. FEEH SEEVTAX PER NIGHT Merchant Address

city view Merchant Phone Mumber
| accept the suibe information, including rates, presented and acknowiedge that conditions apply to any and all

cnmﬂimmtam.
CHECK-OUT TIME IS 11:00AM
A departure after 11:00AM will incur a late check-out fee. Check outs prior to the scheduled departure date will

result in @ char nf51m+h1hrﬂchrﬁrﬂm:3mj the reservation. Rates are based on double occupancy.

Depending on suite, additional guests (13 a will be charged 550 or 375 per person, per naght. Larmit
digumupﬁm mnqhw;gf%ammm ~ mh&ammﬁlh“lmmw
minimum incidental deposit pﬂl‘#ﬂ charging privileges
Unusad amounts of the incidental deposit wall mmmnd ﬁ‘m cards, changes will be posted
|mmedlaierra1dmﬂtedfurﬂam1ahewtu1um h:bere'l-‘urﬂad
Mavies and snacks/beverages from mini-bars are available for purchase at the prices available in the suite.
Mini-bars use weight sensors and fees are charged nrrecl?gzmrarmmm A fee is assessed per call
fwallummtﬁephmﬁﬂmrmmtolﬁeerﬂﬁﬁu calls, made from the suile.
nmmtw&:uﬂwﬂlmwwﬂm

Fmda ENCEESIVE IN-SLEbe smokdng deterrmined
ma mllbewhgaﬂm:mnmumm]ﬂmm {Huiﬁmﬂaqm

check out. Exhibiting andfor sake of goods, products or services are not permitied in the suites.
Use, pommsmngslenfwaﬂmﬂmsﬂmmm nanya‘nmﬂurfnrmyreasm Is sirictly prohibited

anywhere on the For the and of 2 frearms licensse of
pemnthﬂldermpetmmpﬁl?dmm gt H’WMW pmpﬁty persmm'aﬁ'eummuﬂ
immediately contact Security to nmeﬁrmndli're on the casino floor. For the

safety and security of all guests, a visual suite inspecton will mmzmuammmw
being placed on a suite door or declined housekeeping serice.

Pursuant to Ihehalnlumtrmpnrﬂuleh’ﬂ‘-em loss, damage, or
destruction of any property, money, jewelry, documents, clothing, or on the proparty or left in the
suite or suite safe dun orafterasmr Mammmngwlbedmwd at the then-curment rate as
posted. Event parki hemelfectindan:s-uheﬂtﬂm

For more details a r.'u' ion practices and your nghts see our Privacy Notice available at

or contact us at

| have read and understand the above information.

Mame:
Credit Card: ==*=*==****02628 Exp.Dste: W00

By signing below, | accept the terms and conditions presented.
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Dispute Best Practices

Page 3 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

0 MAID ©T: TTHARGER

1/05%/25 458469106586 BESORT FEE 62.36
FESORT FEE - $35+TAX P/RT

1/0%/25 ARBAGS106507 FOOM CHARCE UBGRADE VEM S5¢.69
UBGRACE CHARGE - ADDITION

T/10/25 458479107035 FESIRT FEE 62.36
FESORT FEE — $55+TRX P/NT

1/10/25 450475107036 FOOM CHARCE UDCRADE VEN 5¢.69
UPGRADE CHARGE — ADDTTICN

1/11/25 458409107234 FESORT FEE 62.36
FESORT FRE - $35¢TRX P/NT

/11725 458489107235 FOOM CHARGE, ITPGRATE, VEN 5€.69
UPGRADE CHARGE — ADDITICH

112/25 458499107051 FESORT FRER 62.36
FESORT FEE = S35+TRX PB/KT

/12725 4584559107052 FOCM CHARCE UPGRADE VEN 5¢.69
UBGRADE CHARGE = ADUDITION

7/13/25 458500106571 FESOHT FEE 62.36
FESCHT' FEE = S55+TRM B/NT

7/13/25 A5A500106572 FOOM (CHARCE UPGRADE VEN 5¢.69
UPGRATE. CHARGE - ADDTTICM

1414725 450513241526 VISR 595,25

Page 4 — Transaction details including merchant information, transaction date and time, approval code, truncated card

number, transaction amount and itemized description

FUOLIO BALSNCE =00
TOTAL BIilikD T0 SUITE 35.23
TOTAL LEPS/PiMIS/FIIS 595.25-

]
458462 3326098
0

™ 24134
4

2
4538366250655
O7/09/2023
0771472023

ivilwut*uliic‘zﬂg

CAMPOSR

55 | Fiserv Confidential
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Chargeback reason codes: Services-not-provided,;
merchandise-not-received

A services-not-provided or merchandise-not-received dispute happens when the customer is claiming that the
services were not provided, or that the merchandise was never received.

Chargeback reason codes

I I Reason code

53 Cardholder dispute
mastercard 55 Goods or services not provided
1310 Merchandise/services not received
U ISA 1390 Non-receipt of cash
S'I-AR 4000 Cardholder dispute
4555 RG Services/MDSE/cash not received

DISC&VER
4590 NF Non-receipt of cash from ATM

AEA)EIBIIQ%ASI; Ccos8 Non-receipt of merchandise/services
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Causes

NNZ

Merchant failed to ship the merchandise or service as agreed

Merchant failed to ship the merchandise by the promised delivery
date/time

Merchant ships on time but does not inform the cardholder
Cardholders fraudulently claim the goods or services did not arrive

Merchant has gone out of business

Prevention

N\

NN N N N

Provide services/merchandise as agreed upon to the customer

Contact the customer in writing if the merchandise or service cannot
be provided or is delayed

Offer the customer the option to cancel, if your policies allow

Indicate the expected delivery date on the transaction receipt
or invoice

Deliver the merchandise to the specified location by the expected
delivery date

Issue credit to the customer if you are unable to deliver merchandise
or provide services; do not issue credit once chargeback is received

Obtain signed POD for shipped merchandise

Charge the customer after the merchandise is shipped

Issue refunds as applicable, when you cancel the services

Make sure accommodation is available to the customer as reserved

Ensure the customer has been billed only once, if alternate
accommodation is provided

Initiation time frame

Cardmembers have up to 120
days from the transaction date
with a maximum of 540 calendar
days to dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express
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How should | respond?

- Provide a signed POD for shipped merchandise
- Provide a written rebuttal addressing the customer’s concerns and providing proof that services were:
— Rendered in full
— Available but were refused by the customer
— Provided and acknowledged by the customer
— Available but were not utilized by the customer

- Supply form/waiver signed by the customer that allows packages to be left at the customer’s residence without
requiring a signature, and provide an unsigned POD

- Provide a rebuttal addressing the customer’s claims, if stating merchandise was returned but was not received

\Z

Provide proof that services were rendered or merchandise was received by customer
- Provide one of the following for internet electronic delivery:

—  Proof that the customer's IP address at the time of purchase matches the IP address where the digital goods
were downloaded

—  Proof that the customer’s email address at the time of purchase matches the email address used to deliver the
digital goods

—  Proof that the merchant’s website was accessed by the customer for services after the transaction

- For purchases of non-fiat currency or non-fungible tokens, provide evidence of the destination wallet address and/
or blockchain transaction hash (which must be searchable on an open-source website). Additionally, supply proof of
similar approved transactions using the same cardholder account

- Provide photo evidence showing the goods were delivered to the customer

- Provide evidence showing the cardholder was provided with a QR code, PIN or similar one-time access code to a
physical mailbox or merchandise locker where the goods were delivered to the customer

Examples

- If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the merchandise was delivered on time and at correct location: Submit delivery receipt, the carrier’s delivery
confirmation or anything showing the cardholder received the merchandise/services

- If the order was cancelled by cardholder: Submit proof the cardholder cancelled prior to delivery date

\Z

If the transaction was travel and entertainment: Submit addendum or “no-show” hotel charges are valid

- If the transaction was a recurring charge: Submit copy of the subscription agreement, with timestamps showing
opt-in and the cardholder agreed to the terms and conditions
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- If the transaction was airlines or transportation: Submit proof the designated passenger boarded the flight,
permissible documents such as boarding pass. Additional documents could include seat upgrade, baggage payment or
payments made on board

- If the transaction was for digital goods: Submit proof IP address was used by cardholder at the time of purchase
matches the IP address of the point at which the digital good were downloaded or assessed. Additionally, provide the
email address to which the digital goods were delivered, along with the description, date and time the digital goods
were downloaded or assessed

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Dispute Best Practices

Response template: Services-not-provided;
merchandise-not-received

Sample services-not-provided; merchandise-not-received merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPFUTE RESPONSE ROME
Casn Humser Amauet 2370 Fipasen Coda 34 Mmrrchant Mumses
] Merchant Accapts. Labiry
] Credtimmues  Credd sseed Amourt Date Credit Issued (MWDDCCYTY ___J |
Crmcist bnmme) ARH

[ Fease coioct all appicabie reasors and 03l condiions for chalongang fis dEpuie AGdborally, (MGUCE 3 SUCpomng

doGumEemation a5 requined by the [ssuer Plsase ensure the Gase number i wirtien in e upper right Fand comer of aach page

Dh‘-ﬁmﬂnmmdimrmmmmﬂﬂdp

] Exdmnce of & signod soiwm o can celation poboy or edes fem

™) Ewdence of & signed ader torm

] Ewcnca il an Address Verficabon Servoe of ¥ o W and SIGHNED grool of deisery o & 4S5 confiomed aderses:

7] Ewiimnce of & Signed rental agreement or Holedbote! infio

7] Evidanca of thi Recurring biing sgresman

] Evidence ol T & E Documentation showing yalty bamscions nelabed 1 ths pochass

] Ewusmnca ol T & E O fiom afaowan () Subig et o M Miougho M o perod

(0] Ewidurece that th lic kel was ecesd fof passange rassoon

] Ewidanes the name an ihe fight man fest raleees the Candhaider name on puichassd Anenry FOR ARLINE MERCHANTS
ONLY

|":| Ev danca hat a valel CH02 [Candhal der Yaldaiion Code was claned & lmu of imgeai

C"" i that the ith a th i 0 e cormpleted

m Exidonce that & 10 Seculs sufelicabon apaioval was nezened thiough uvee o Vedilied by V& MastenTard Secure Code
AMEX Safe Koy, or Disoover Protect Buy

7] Exidonce that the cardegkier a8ered o Rislied 0ocumenmabon b SUEPaN NG Jacuts

g Ciher documerinbon (Fleans Descnbe):

FORA FAST PROCESIING SION INTO Commance Conrol Disputes WAW COMMERCECONTROLCOM
OR FAX YOUR RESPONSE T 4029231533
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Page 2 — Transaction details, shipping name and address, order number

?‘r[:ﬂeminn Start Time: 07/14/2025 05:57:47 PM Transaction End Time: 07/14/2025 05.58:20 PM
Imvoice MumbEr : 000304187820 Criginal Temninal : 41 ROELR04
Customen Number . Current Terminal : 4 : RO3LRO4
Custamer Nams : Receipt Number : 187820
Cashier : 228116 .
ltem ID Receipt Alias Quantity Sold Unit Price | Extended Price
015000045296 GERBER FRT.PU 1.480Z 1.000 1/ 2885 £2.89
611269991000 RED BULL ORIG 8.40Z 1.000 1/ %249 £2.45
E11Z269991000 RED BULL ORIG 8402 1.000 1/ %249 $2.49
015000074395 GERBER ZNDOR 3507 1.000 1/ %189 $1.60
052200011065 BEECHNUT BFST 3.5 02 1.000 1) %145 $1.45
05220001 1065 BEECHNUT BFST 3.5 02 1000 1/ %145 £1.45
(152200011058 BEECHNUT FRT 3502 1.000 14 %145 £1.45
074752606018 DISTILLATA WAT 1 GAL 1.000 1/ #1069 £1.00
074752606008 DISTILLATA WAT 1 GAL 1.000 14 Silo9 £1.009
Q30TT2158227 LUVS DIAFERS P 24 CT 1.000 1/ 4780 £7.00
015000005351 GCRBCR GRAD MW & OZ 1.000 11 %239 $2.39
015000005368 GERBFR GRAD MW 6 OZ 1.000 1/ 5230 $2.29
(34006004409 REESE'SPEBCU 1502 1.000 1} $1L37 $1.37
Credit Card $30.83
SUBTOTAL $30.43
TAX B% .40
TOTAL F30.83
TOTAL TEMDERED $30.83
Change $0.00

=== Card Information --

Card Type: Visa Inser

Account & )OO0 10

Exp Date : 0230
Amount: 30.83
Approval B 005817

Dafe: 714125, 5:58:30 PM EDT

Reference #: 345187820001
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Chargeback reason codes: No-shows

A no-show dispute happens when the customer is claiming that a no-show transaction was billed to their account or that
an addendum charge was added to an original valid transaction from the same merchant.

Chargeback reason codes

Reason code

. 53 Cardholder dispute
mastercard 59 Addendum, no-show or ATM dispute
V’SA 1370 Canceled merchandise/services
AMERICAN .
EXPRESS C18 Guaranteed reservations canceled
DISCOVER 4863 AT No authorization
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Causes

Merchant has not yet issued due credit

Merchant issued credit, but has not yet posted to
cardholder’s account

Customer misunderstood or was never clear on the return policy
Customer was billed for lodging services that were eligibly cancelled

Merchant added a “no-show fee"” to the original transaction,
without informing the cardholder

Merchant added an additional charge, without informing
the cardholder

Prevention

9

NZZ

N N 2

Ensure the customer is aware of all terms and conditions and costs
prior to completing the transaction

Ensure the customer is aware of the cancellation and no-show
policy at the time of the reservation

For online booking, ensure cancellation policies are clearly displayed

Respond to cancelling requests in a timely manner, and confirm
with the customer

Issue credit upon cancellation of reservation by the customer
Notify customer when the credit has been issued
Provide a cancellation number for all cancellations

Train staff on proper handling of cancellation or reservation changes

Initiation time frame

Cardmembers have up to 120
days from the transaction date
with a maximum of 540 calendar
days to dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express
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How should | respond?

\Z

Prove that the cancellation policy was properly disclosed to the Customer at the time of the reservation
Provide a rebuttal of the validity of the cancellation code

Prove that the cancellation policy and or no-show was properly disclosed to the Customer at the time of the
reservation, and the customer acknowledged/accepted the terms and conditions

Provide a rebuttal of the validity of the cancellation code provided by the customer if the cancellation code is not valid

Examples

9

If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

If the transaction was processed in a card-present environment: Submit documentation showing the return/
cancellation policy is clearly visible on transaction documents

If the transaction was processed in a card-not-present environment: Submit proof of cardholder participation,
purchase details, transaction documentation, digital download, screenshots of checkout flow where the customer
acknowledged the refund policy and the click-to-accept button/check box was selected additionally, provide a written
explanation stating that the transaction was not canceled in accordance with the disclosed policy

If the goods/merchandise was never received or returned: Submit documentation and explain why you never
received or refused the merchandise return

If the cancellation did not adhere to your policy: Submit documentation demonstrating your policies were
properly disclosed, and show how the cardholder did not adhere to the policy

If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Response template: No-shows

Sample no-show merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE RO1E
Caes Mumber, Arraunt 5000 Foason Code: 53 Merchant Murmber.
[ Merchant Accerts Labity
[] Creditissued  Credi lssued Amount Diste Credit lssved (MMDDVCEYY: ___/___/

Cradt |ssued ARMN.

Flease select all applicabie reasons and data conditions for chalenging ths dispute. Addtenaly, include all supparing
docurnentation as required by the lssusr. Plaass snsure the coss number s writhen in the upper right-hand comer of sach page
[] Evidence of a signed andor electronicaly captured sales sip

[ Evidence of a signad return or cancellation palicy or arder form

[ Evidence of a signed crder farm

[ Evidence that an Address Verfication Service of ¥ or M and SIGNED proof of delivery to AVS corfirmed address.

[ Evidence of a Signed rental agreement or HolelMated folic

[ Evidence of the Recurnng biling agreement

[ Evidence of T & E Documaniation shewing loyalty rarsactans related io this purchase

[ Evidence of T & E Deeu Shiwing SubSEgUent p £4 Friade hraughoul the servios penad

[ Evidence that the bcket was received for passenger ransport

[ Evidence the name on the flight manifest matches the Cardholder name on puichased ibnerary FOR AIRLINE MERCHANTS
OMLY

[ Evidence that a vahd CVC2 (Cardholder Vabdabon Code) wars abtained in leu of imprnt

[} Evigence that the customes authonzed the bansaction 1o be completed

[ Evidence that a 30 Secure authentication approval wes recewved theough use of Verfied by Visa, MasterCard Secure Code.
AMIE X, Sale Key, o Discoves Pratect Buy

[ Evigence that the cardhalder shered o llufed documentaton to suppart the dmpute

[] Evigence that e cardnoloes repiaosd of a8ered orgiral Marchandiss whed retumad

[ Ceher chow [Flaass D ba):

FOR FAST PROCESSING SIGN INTO Commernce Control Disputes WWW COMMERCECONTROL COM ey
BT

OR FAX YOUR RESPONSE TO: 400.033-1525
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Page 2 — Detailed explanation and findings

To whom it concerns:

In reference to claim case 7 created on 08/29/25 by our mutual

customer for a total of $277.50.

Upon our investigation we found booked a reservation
online on 07/07/2025, to stay with us from 07/21/2025 1o 07/22/2025. After that,
received a confirmation email to but
never cancelled the reservation, therefore, is being charged a Wo-show penalty.
Guests or the third party most have cancelled reservation 3 days prior to arrival
date to waive penalty. Due to our cancellation policy, we are entitled to charge

8230 (1 night), plus Tourism Room Tax of $27_30.

See receipt of charges, cancelation policy details attached, and cancelation

information advised to guests upon booking on

Hope this information is helpful. If additional information is needed, please feel

free to contact us.

Best regards,

_,/é__x
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Page 3 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

= logo

Merchant Manme
Merchant Address
Merehan! Phane Number

Cardholder Name
Address
United States

B ET0153275

Arrive: 07,2125 Time:  Depart: 07/22125
T78L.791.0404 F 737.791.1460

Room:
Room Type: ISTM
Mo. of Guests: |
Rate: 3 250.00 Agent: 363
CRS Mumnber 82807736
Folio Mumber: 302361
Date Description Charges Credits
07/22/25 Mo Shows 250.00
0712225 Tourizm Room Tax 27.50
07,2225 Visa 27750
card # X00000000XES15
Amount: *277.50 Auth: 012970 Signature on File
Balance 0.00 UsD
Asz IMember, you could have earned points towsrd your free dream vacation today. Start earning pointz and elite status, plus enjoy

exclusive member offers. Enroll tod=zy at the front desk.
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Page 4 — Terms and conditions, cancellation policy

What Ch read/agreed to when making reservation:

Rate Details

Member Rafe Flexible

Guarantee policy

We will need a credit card number to reserve your room.

When You Check In

Please be prepared 10 show proof of eligibility for your
rate (such as a membership card, corporate or
government™\t identification card. or proof of your
age.)

Modifying Your Reservation

Change in the length or dates of a reservation may result in
a rate change.

Cancellation Policy

You may cancel your reservation for no charge before
11 PM local hotel ime on May 10, 2022 (2 days before
arrival). If you fail to cancel within this imeframe, you
will be billed a No-Show fee, applicable to a one-night

stay.
iMust click this box, that you accept/acknowledge
these terms, to continue/complete your booking.
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Chargeback reason codes: Cancelled-recurring-transaction

A cancelled-recurring-transaction dispute happens when the customer is claiming that the merchant billed a transaction
to the same account number after the recurring payment plan expired, or after the customer canceled or withdrew
permission to charge the account as part of the recurring payment plan.

Chargeback reason codes

I I Reason code

53 Cardholder dispute

mastercard 41

Canceled recurring or digital goods transactions

VISA 1320 Canceled recurring transactions

-k

S'rAR 5000 Cancellations and returns
DISC‘VER 4541 AP Recurring payments

AEA)EIBIIQ%ASI;: C28 Canceled recurring
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Causes

Customer did not understand original terms of transaction

Customer received goods/used services after cancelling the
transaction

Merchant did not cancel the transaction

Merchant failed to set the cardholder up with an account for minimal
controls and could be used for digital goods/services

Customer withdraws permission to charge the account or cancels
payment for subscription

Cardholder/issuing bank cancels the account

Merchant neglects to cancel a recurring transaction after being
notified the cardholder’s account was closed

Merchant increases charge amount without informing
the cardholder

Prevention

9

\Z

N2 2N N N 7

Cancel the recurring billing as soon as notification is received from
the customer

Do not increase transaction amount without the
cardholder’s consent

Do not prematurely bill the cardholder’s account

Send notifications for upcoming charges

Issue a credit as needed to the customer in a timely manner
Ensure billing and cancellation terms are clear in the contract

Discontinue billing the customer’s account after a chargeback
has been received; You may pursue collecting from the customer
through another form of payment

Initiation time frame

Cardmembers have up to 120
days from the transaction date to
dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover,
and 14 days for American Express
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How should | respond?

- Provide valid legible copies of all transaction documentation which may include:

— Arreceipt or invoice signed by the customer indicating that the customer authorized each of the card transactions
charged to the account

— Evidence that the customer did not cancel the Recurring Payment Plan in accordance with the merchant’s policy

— Supporting documentation that the customer did not cancel the Recurring Payment Plan at least 15 calendar days
prior to the posting of the card transaction

—  Proof that the cancellation number provided by the customer is invalid and that the disputed card transaction was
processed correctly

— Avrecord that a credit was processed to the account

—  Proof that the terms of the Recurring Payment Plan require the customer to pay the amount(s) subject to dispute,
notwithstanding the termination or cancellation of the Recurring Payment Plan

—  Confirmation from the buyer that they read and agreed to terms

\Z

Provide a copy of the cancellation policy, an explanation of the procedures for disclosing it to the customer and
details explaining how the customer did not follow the cancellation policy

Provide copies of any emails or any phone/text conversations with the buyer
Proof the cardholder did not cancel or canceled in violation of terms

Give proof that the customer has not canceled and continues to use the services or receive the goods

N2 2 2\ 2

Supply proof that the cancellation occurred during the same month as the billing and that partial services
were rendered

NZ

Records of previous, undisputed transactions from the same buyer

Examples

-~ If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the transaction was a recurring charge: Submit copy of the subscription agreement, with timestamps showing
opt-in and the cardholder agreed to the terms and conditions

- If the transaction was canceled, but goods/services were used prior to cancellation: Submit evidence the
transaction in question was payment for services used by the customer prior to the cancellation date

- If the transaction was online: Submit proof of cardholder participation, purchase details, transaction documentation,
signed proof of delivery (matched full street address and zip code), digital download, screenshots
of checkout flow (where the customer entered billing info and agreed to terms) or confirmation of goods or
services usage

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Response template: Cancelled-recurring-transaction

Sample cancelled-recurring-transaction

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE ROE
Casss Hurber Amount: 5000 Reason Code: 53 Merchant Number
[ Merchant Accepts Lsbiity
DCIHRPSBHM. Cradit |ssued Amount Date Credit issusd (MMIDORCCYY) I I

Cradit |ssued ARN

Please select all applicable reasons and data condiions for chadenging ths dspute AddSonally, indude all

docurmentation &5 requined by the lssuer Please encwie e CA58 NIEMDET 5 WITIEN N The uppsr rght-nand comer of 2ach page
[ Evidence of a aigned andior slectronically captured sales sip

[] Evidence of a signed return or canceliation palicy or order form

[ Evidence of & signed arder fomm

[J Evidence that an Address Vierfication Service of ¥ of M and SIGNED proof of delvery 1o AVS confirmed address

[] Evidence of a Sgned rental agreement of HotedMotel foko

[ Evidence of the Recurning biling agreament

[ Evidence of T & E Documentation showing loyalty tansactions related io this purchase

[ Evidence of T & E Docurmertation shawing sub t punch rade Brcughout e servoe penod

DE\-idmmMmt:lutmsmfwmmwt

[ Evidence the name on the fight maniest s the Carcholder name on imerary FOR AIRLINE MERCHANTS
OHLY

[ Evidence that a vald CVC2Z (Cardholder Vabdation Code) was abtained in beu of imprint

1 Evidence that the customer authorized the Irensaction o be completed

[ Evidence that a 30 Secuse authenbcation approval was recesed through use of Verified by Visa, MasterCard Secure Code,
AMEX Sale Koy, or Discover Protect Buy

[] Evidence that the cardholder akered or falsfed decumentation o suppornt the dspute

[[] Evidence that the cardholder neplaced or alered onginal merchandse when retumed

Dmmrducum (Please Deacribe)

FOR FAST PROCESSING SIGN INTO Co Contrel Disp WWW COMMERCECONTROL COM P

OR FAX YOUR RESPONSE TO: 402-933-1525
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Page 2 — Order details including merchant information, transaction date, truncated card number, transaction amount and

itemized description

July 20, 2025
Ta:

Visa

Case Number:

Customer Name:
Card Ending In:

0in

Chargeback Amount:
104.01

To whom it may concern,

Thank you for contacting

and allowing us to assist in resolving this issue. The disputed payment was
applied to the customer's account for services rendered and has been deemed valid. The images below are intended

=t logo

Merchant Hame
Merchant Address
Merchant Phane Number

to clarify the reason for the charge. We look forward to this case being resolved in favor with the
chargeback being reversed and the original payment upheld.

The attached documentation shows that the incurred charge is owed to

A credit card qualification authorizing

Drate

/2025

Frometlon

DHAZELITE

VIS MEW CUSTOMER DHAS ELITE

to charge this credit card with valid charges,

Mafress

C8G A-rount CEL Mursbier
BIEEONIRLI 0SS @
BIGRRCHVIRA1R0SE
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Page 3 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

Acct Numiber - Run Date & Payment Acct Number + Payment Type & Amount
B255909925419085 TR2025 03T Visa 3am
B255909925419065 B/5/2025 DERRI - 3 Visa $104.01
B255909925410065 SR25 [=nh Y Viga S04
B255009925419085 452025 .21 Visa S104.01
Criate date Frinen To Drescription Amcurd Batarce
oras CARD CHARGERACK Sipast Shanim
E 07/12/275 onve 0B/12/25 BALANCE DUE - 07/27/25 - 4017
CTALIs EARLY TERMeNATION TV 342000 54437
'D OTL2S OT/1228 TS AMEICA'S TOP 120 2011 £3217
oravIs BOD RETURN FEE §Ie00 LTTE
{:} on122s or/ivzs ornws HOPPER OVR SERVICE 5187 $29.28
orALTs oTAYIS arANs T 2 VEAR GUARANTEE . $2113
D 071224 671334 OFiwEs Deie PROTECT $3%a [ = L]
'D oriaa 0712123 27N LOCAL CHANNELS 381 $24.49
o128 EAUTOREY LAANGS £ 0F24 119 53010
or/ALzs ROPPER SAVINGS £ OF 24 $129 $2a51
{:} orazs oTAYs arwzs NETFLEX - STANDARD fLds $27142
erALs Dol PROTECT 30F ¢ $334 $3214
weds Plr L] STATEADCAL TAX Sal g 12as fam
h oro428 WISA PRCVENT 310451
[E] ocszwas 04/20/23 07A2s BALAWCE DUE - 07/05/25 . $10201
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Chargeback reason codes: Processing errors
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Chargeback reason codes: Duplicate-processing

A duplicate-processing dispute happens when the customer is claiming that a single transaction was processed more
than once to the same card number, at the same merchant location, for the same amount and on the same date; and

the customer did not receive the benefit of more than one transaction

Chargeback reason codes

Reason code

5 34 Point-of-interaction error
VISA 1261 Duplicate processing
S'frA—ﬁ 3000 Processing errors
DISC‘VER 4534 DP Duplicate processing
P08 Duplicate transaction
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Causes

-~ Merchant tried to submit multiple batches at one time

- Merchant deposited both copies of the sales receipt (merchant and
sales copy)

- Merchant created two sales receipts for a single transaction

—» Transaction duplicated in the merchant’s system

Prevention

- Ensure transactions are not processed multiple times. If a
transaction is processed more than once in error, immediately issue
a void, a transaction reversal or a credit

- Accept only one form of payment per transaction. If two or more
forms of payment are accepted for one transaction, document each
form of payment on one transaction receipt confirming that the total
of all payments does not exceed the total of the purchase

- Ensure the customer is billed only once per transaction
- Reconcile transaction reporting daily

- Ensure only one copy of sales draft is submitted, if you submit
paper drafts for processing

- Void/Credit any duplicate transactions

Initiation time frame

Cardmembers have up to 120
days from the transaction date to
dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express
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How should | respond?

- Provide valid, legible copies of all transaction documentation which may include:
— Two distinct transaction receipts
— Two invoices
— ltemization reflecting different transactions

- Provide evidence that the transactions were not for the same service or merchandise, if two separate transaction
receipts are not available

- Provide evidence that a credit was issued to the account to correct duplicate billing

- Provide proof of a transaction reversal to correct duplicate billing

- Provide documentation to support transactions were processed as chip transactions (for example, application
counters are different)

Examples

- If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the transaction was duplicated: Accept the dispute

- If the transactions are not duplicates: Submit evidence the two transactions are separate and do not represent the
same goods/services

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the

cardholder stating they no longer dispute the charge
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Response template: Duplicate-processing

Sample duplicate-processing merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE RO1E
Carse Mumber: Amaunt: 23.79 Reason Code: 34 harchant Numbes
[J Meschant Accepts Labikty
[ Creditissued  Cred# |ssusd Amount Diate Credit Issued (MMDOICCYY) 0!

Credit Issued ARN.

Prease select all apphcable reasons and data conditons for challenging ths dispute. Additonally, indude all supporting

documentation 85 required by the Issuer. Please ensure the case number is writien in the upper right-hand comer of esch page

[] Evidence of a signed andior elecironicaly captured sakes slip

[ Evidence of a signed return or cancedation policy or order form

[ Evidence of a signed arder foim

[ Evidence that an Addiess Verficaton Service of ¥ or M and SIGHED proof of delvery 1o AVE confirmed address

[ Evidence of a Signed rental agreement or HolelMotel folo

[] Evidence of the Recuring kaling agresment

[ Evidenes of T & E Docurnentation shawing loyalty ransactions related to this purchass

[ Evidence of T & E Documentation showing subsequent purchases made throughout the senvice peried

[ Evidence that the leket was received fol passanger banspart

[ Evidence the name on the fight manifess matches the Cardhoider name on purchased tinerary FOR AIRLINE MERCHANTS
DMLY

[ Evidence that a vabd CVC2 [Cardholder Vabdation Code) was oblaned in leu of imomnt

[[] Evidence that the customer authorzed the transaction to be completed

[ Evidence that 2 30 Secure authentication approval waes recered through use of Vedified by Visa, MasterCard Secure Code,
ANEY, Safe Key, or Discover Protect Buy

[ Evidence that the cardholder abered or falsfhed documantaton b suppot e dspute

[J Cther documentation [Piease Describe):

FOR FAST PROCESSING SIGM INTO Commarce Control Disputes WWW.COMMERCECONTROL.COM
OR FAX YOUR RESPONSE TO: 402-833-1535
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Page 2 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

Transaction: 042124
08/23/2025 T:14PM

=1 logo

Merchant Hame
Merchant Agdress
Marchant Piome Mormibier

Transaction: 042124

Car: White BMW - (STANDARD)
Enter: 08/23/2025 10:31AM

Exit: 08523/2025 7:14PM

Stay: 00408hrdZmin

Total: £25.00

Paymants

-CreditvVisa: 525.00

Rate: Spacial Rates - Weekend
Special 012.0hr

TRANS TYPE: SALE
DATETIME: 08/23/2025 7:14PH

AMOUNT: 25.0
PAM: vswsawsswwsw]]T2
EXP: 0928

APPROVAL: 034126
HAME :

APP: VISA CREDIT
TYPE: Visa

CVH: Signature

CARD PRESENT: true

TRANS ID: 235542469286
ENTRY: Chip Read

HOST CODE: 000

HOS5T RESFOMSE: A

INVOICE: 847g001340292124c00
MESSAGE: Approwval

TERM REF NUM: 235542489286

(
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Page 3 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

Transaction: 042128
08/23/2025 T:15PM™

= logo

Werchas Nara
erchaw dodresy
FLU T PR g e e

Transaction: O0421%8

Car: Gray MERCEDES -
(STANDRRD)

Enter: 08/23/2025 11:27AM
Exit: 08/23/2025 T:15PM
Stay: 00d0Thed?min

Total: 325.00

Payments

=CreditVisa: 32%.00

Rate: Special Rates - Weakend
Special 012, 0hr

TRANS TYPE: SALE

DATETIME: 08/2372025 7:15PH
BMOUNT: 25.0

FRE]: tllitiiiilijujjz

EXE: 0528

APPROVAT: 06538BG

HAME :

APF: VIER CEEDIT

TY¥PE: Yica

CWiM: Signature

CARD PRESENT: true

TRAMS ID: 2354259693151
ENTRY: Chip Read

HOST COREt 0Gd

HOST RESPOMSE: A

INVOICE: B4T7g00Ll9cc292128+00
MESSMAGE: Approval

TERM FEF NuM: 2354259693151

/!
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Page 4 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

= logo

Merchant Hame
Merchant Address
Merchanl Phane Number

BIZARS T:14:4T PM
Raf & R235542465706
Authereation Code: 034126

Total: $25.00 uso

Card Mumber. XoO0OOOOOOOI0TT2
Card Holder:

Card Brand: VISA

AND: ADDDCDOCOS 1010

IAD: D802 1203AMM002

TRz DOS0HE000

Apphication Preformed Name: CHASE VISA
Eniry Method: Chip Read

iustharization Mode: ssuar

Page 5 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

= logo

Merchant Hanme
Merchant Address
Merchant Phone Number

BRARE 71551 PM
Raf #: R235425069251
Aushorization Coce: 0E56G

Total: $25.00 uso
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Page 6 — Transaction details including merchant information, transaction date and time, approval code, truncated card
number, transaction amount and itemized description

Vehicle Claim Ticket #: 042124
poar 2097103

iES 07:14FM
Enter: 0B/23 10:31AM
White BEMW

STANDARD

Mates & Hours as Foated

042124

*

Vaehicle Claim Ticket d: 042128
SChr HAVI0L

Entec: 06/23 11:
Gray MERCEDES

STANDARD

Pateos & Heurs bs Pusted

042128
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Chargeback reason codes: Paid-by-other-means

A paid-by-other-means dispute happens when the customer is claiming that the transaction in dispute was paid by

another form of payment.

Chargeback reason codes

Reason code

g 34 Point-of-interaction error
VISA 1262 Paid by other means
S'fr_Aﬁg 3000 Processing error
DISC.VER 4865 PM Paid by other means
C14 Paid by other means
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Causes

-~ Merchant charged customer’s card, but customer used a different
payment method, and the first transaction was not cancelled

- Merchant did not void multiple transactions

-> Cardholder had card saved on file, but made a purchase using
alternate payment method, and the saved card was still charged

Prevention

-~ Accept only one form of payment per transaction or, if multiple
forms of payment are accepted, then document each form
of payment on the transaction receipt, confirming the total of
payments does not exceed transaction total

Double-check totals and final transaction amount before processing
Ensure the customer is billed only once per transaction

Void any transactions if cardholder uses a different payment method

N N 2

Implement training to ensure staff understands proper procedures
for processing transactions with multiple forms of payment

Initiation time frame

Cardmembers have up to 120
days from the transaction date to
dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express
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How should | respond?

Provide proof that the transaction was not paid by an alternate form of payment
Provide evidence that a credit was issued to the account

Prove that the alternate form of payment was not valid

N2 2 N2

Provide documentation to prove that the merchant did not receive payment by other means for the same
merchandise or service

\Z

Provide proof that there are two or more separate transactions along with an explanation of each transaction

Examples

- If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including
the amount of the credit and the date it was processed

- If the cardholder used two different payment methods: Submit documentation showing proof of two
distinct transactions

- If the first transaction was voided: Submit documentation showing proof the transaction was voided

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Response template: Paid-by-other-means

Sample paid-by-other-means merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE ROME

Case Mumber Amount, 15.80 Reason Code: 1320 Marchant Number

[ Merchant Accepts Labilty
[ Croditissued: Credi lssued Amount
Crel |ssued ARN

Date Crodi lssued (MMDORCCYY): L] 1

Rease select all applicaile reasons and data conditions for challenging ths dispute. Addibonally, include alf supposting
dacumertation as requited by the lssuer. Please ensure the case number is wrilten in the upper right-hand comer of each page
[[] Evidence of a signed andior eiectronically captured sales slip

[ Evidence of a signed return o cancelation policy or onder form

D [Evidence of a signed order form

] Evidence that an Address Verficaton Servce of ¥ or M and SIGNED proaf of delvery to AVS confimed address

[[] Evidence of a Signed rental agreement or HoselMoted folio

] Evidence of the Recurng biling agresment

[[] Evidence of T & E Documentation shawing loyalty trarsactions related fo thes purchase

[ Evidence of T & E Decurnentation showing subsequent purchases made Bwoughcit the service paricd

[ Evidence that the ticket was received for passenges transport

] Evidence the narme an the flight mandest matzhes the Cardholder name on purchased ibnerary FOR AIRLINE MERCHANTS
QMLY

[ Evidence that a vald CVC2 (Cardholder Vabdation Code) was obtained in leu of imprint

[ Evidgancs that the customenr athored the ransaction 1o be completad

[ Evidence that a 30 Secure authentication approval wes recetved through use of Vierified by Visa, MasterCard Sacure Code,
AMEX Sale Key, or Descoved Probect Buy

[] Other documentation (Pleass Describe):

FDR FAST PROCESSING SI0N INTD Commarce Control Disputes WWW.COMMERCECONTROL.COM
OR FAX YOUR RESPONSE TO: 4029331525
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Page 2 — Transaction details showing evidence of payment by alternate means for both transactions

Dzle Range

Today Yesterdey LastTdaye Lsst 30 days

Sterk:

Emnel:

D&/ 198 2035, 12:00 AM O

06 /182075, 11:55

B Hide deatails

18-Jun-20256 3:51 pm

|Gy SCHIOMMXBIFE]

18-Jun-2025 3:38 pm

1T BE0XINVESK/EIP

Choeolate Chip Cookie
L

Flain Sticky Bofl

£5.08

Cream Cheese lcing
$0.78

By The Pound
Chooolate

4,16

Hello Kitty Plush
Keychain

£12.92

30 Keyahain
$10.40

Croc Charm
1,58

3178
Paymants:

Credit Carc:

$27.07
Paymenis

& Chamge de’ault reporting times

=)

Paid Dbl

M Racsip:

Paid
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Page 3 — Transaction details showing evidence of payment by alternate means for both transactions

= logo

Merchant Name
Merchant Address
Merchant Phone Number

N129

Hello Kitty Plush Keychain $12.93
3D Keychain £10.40
Croc Charm 51.56
Subtotal 524,89
Sales Tax B.75% 5218
Order tatal $27.07

I
wa 27

June 19, 2025 3:38 pm
Payment ID: XK3BDWGCAWXMR
Order ID: 940X5VESKTEIP

Order Employee: Virginia

Payment
VISA CREDIT 5785 527.07
Order amount 527.07

Gashier: Virginia
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Page 4 — Transaction details showing evidence of payment by alternate means for both transactions

= logo

Merchant Name
Merchant Address

ORDER #
Checolate Chip Coolde x 2
Plain Sticky Roll
Cream Cheese lcing
By The Pound Chocolate

Total Taxes
Order total

Juna 19, 2025 3:51 pm
Paymant ID; ECY2ZXZAZPTOME
Order ID: SDEJOMMXIIFS.)
Order Employes: Luke

Payment

Merchant Phone Number

$6.24
§5.98
$0.78
84,16
§17.18

$0,00
§17.18

ma 1973
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Chargeback reason codes: Data-entry-error
A data-entry-error dispute happens when the customer is claiming that a data-entry-error was made at the point of

sale. The items incorrectly entered may include, but are not limited to, the following: a credit entered as a debit; a debit
entered as a credit; transaction amount; transaction code; card number; account number or currency code.

Chargeback reason codes

Reason code

46 Correct transaction currency code
31 Transaction amount differs
mastercard
34 Point-of-interaction error
1220 Incorrect transaction code
1230 Incorrect currency
VISA 1240 Incorrect account number
1250 Incorrect amount
1270 Invalid data
S/I_Aﬁ 3000 Processing error
4550 CD Credit posted as a card sale
DISC.VER 4512 IN Invalid cardholder number
4586 AW Altered amount
P03 Credit posted as a card sale
PO4 Card sale posted as credit
AMERICAN P05 Incorrect transaction amount
EXPRESS P22 Card number does not match original charge
P23 No cardholder authorization
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Causes

Transaction currency differs from currency submitted

Processed transaction differently than obtained transaction, for
example, processed a debit instead of a credit

Transaction was processed to a different account number

An error was made while entering the transaction amount
manually, or the transaction amount was changed without the
cardholder’s consent

Merchant submits an authorization request that has an incorrect
transaction date, MCC, transaction type indicator, country or state
code, or other required fields

Prevention

9

Ensure all transactions are processed accurately with proper
transaction code

Process all transactions in the proper currency as stated on the
transaction receipt

Ensure that credit transaction receipts are processed as credits and
sale transaction receipts are processed as sales

Confirm that the transaction amount and account number are
correct prior to processing

Initiation time frame

Cardmembers have up to 120
days from the transaction date to
dispute the charge

Merchant response
time frame

You have 15 days to respond to
your chargeback notifications for
Visa, Mastercard and Discover, and
14 days for American Express
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How should | respond?

- Provide a copy of transaction receipt or other documentation to prove that transaction was processed under the
appropriate transaction code

- Provide documentation to prove the transaction was processed utilizing the appropriate currency code

- Provide a copy of the sales draft showing that there was no error in the transaction amount or credit
amount processed

Examples

-~ If you already processed a reversal or issued a credit: Submit documentation of the credit reversal, including the
amount of the credit and the date it was processed

- If the transaction was processed in correct currency: Submit proof showing evidence the cardholder actively
chose DCC (Dynamic Currency Conversion) and a copy of the sales receipt

- If the account number on the dispute and the transaction account number match: Submit copy of the receipt
and, if applicable, a copy of the authorization log

- If the transaction amount is correct: Submit a copy of the transaction receipt

\Z

If the transaction amount is not correct: Accept the dispute

- If the transaction is no longer disputed by the cardholder: Submit email, letter or other documentation from the
cardholder stating they no longer dispute the charge
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Response template: Data-entry-error

Sample data-entry-error merchant response

Page 1 — The dispute compelling response form should be completed with the appropriate selections

DISPUTE RESPONSE RO1E
Case Numer: Amount 16.96 Reason Code: 1320 Marchant Mumiber,
[ Merehart Accapts Lability
[ Creditisssed: Credi Issued Amount Date Cred lssued MMIDOICCYYY /1

Credit Issuad ARN

Pleasa salect all applicable reasons and data conditions for challenging this dispute. Additonally, include all supporting

documantation a5 required by the Issuer, Please ensure the case number & weitizn in the upper right-hand comer of ach page.

[ Evidence of a signed andior electronically captured sales sip

] Evidence of a sigred retumn o cancelation policy or order form

l:‘] Evidance of a signed order form

[ Evidance that an Adcress Verficaton Service of ¥ or M and SIGNED proof of delvery to AVS confirmed address

[ Evidance of a Signed rental agreemant or HotalMote! folic

[ Evidance of the Recwering bling agreerment

[ Evidence of T & E Decumentation showing loyalty transactans related to this purchase

[ Evidence of T & E Documentaton showing subsequent pulchases made throughout the senice period

[[] Evigence that the ticket was received for passanger transpart

[ Evickence the narme on the flight manifest matches the Cardhalder name on purchased tinerary FOR AIRLINE MERCHANTS
QMLY

[ Ewvidence that a valed CVC2 [Cardhokier Vabdation Code) was obtained i leu of imprnt

[[] Bwidanca that the custermer authorzed the transaction 1o be completed

[] Bvidence that a 30 Secuss authenticalion approval was feces ad through use of Vedled by Visa, MasterCand Secure Code
AMEX Sale Key, or Discover Protect Buy

[ Gther documentation (Please Describe).

FOR FAST PROCESSING SIGN INTO Commaerce Conirel Disputes WWW COMMERCECONTROL.COM
OR FAX YOUR RESPONSE TO: 402-833-1525
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Page 2 — Transaction details including merchant information, transaction date and time, approval code, truncated card

number, transaction amount and itemized description

fiw In
Bhae TNAT 1 wame
i J Denliid ¢ §.%H
of COoY
f BARE D3 Bk %3.01
el
ind
P J Banlics 2.99
TAx 3.0101 =il O 3.8
Phiaaas (AR L

nerneal 3.'%
Tat 3.1
iudr it 335 .69

IHASE YOU 1ap YOUR JURTeE3E.

Page 3 — Transaction details including merchant information, transaction date and time, approval code, truncated card

number, transaction amount and itemized description

=t logo

Harchznt Hame
Herpmant Address
Herchant Phore Humber

Zaghear:
Transaction 30R0SS

Tata 8605
Tip $15.49

DEBIT CARD SALE 510154
VIEA 5336

Retzin this copy fior stztement
vaication
16-A0g-3023 514280
5107 34| Methog EMY
US DEBIT XX 000000005528

Reference I0- S22ED0963111
Auth ID- 441634

Mln tﬂﬁ*“l:guj

AlD- ADDGOC D09E2A40
Alhhtakbim YIEA

Etindt CREDIT

SIGHATURE

Online

Paymen: XCWRAI 4400

Ciower Prevacy Poiicy
MALE= . C lower coniprivacy
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Page 4 — Transaction details including merchant information, transaction date and time, approval code, truncated card

number, transaction amount and itemized description

P MENT [ TARS BOTAL

Py ek Srsounl. 8605
lio kst 15,48

Pipmaet 100 ACWEMSCILAD 0
Crested: M5-Aug-200% 54 pm
Tewdwr: Dbt Coed

Sl B

ALY 1EAMITAC T IO N Osisl AL 0N

1 Wiaw Fayman] Fassing

Card Detabs: WISA - 5336
Cused Dty Mathod, EMY CONTACT
Ciared Tepemaction ALITH
Trpa:
Cared Tesrmmction GO
Sirne
Wil
Ak B0
Sefprenoe G G0
O SIHINATURE

/

.I'I

F _'r

Y,

\ i

W A
% s I'-

\ /
v NS
b b

4 /
¥ /

EAEMLOTFLR

LR H
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Appendix
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Merchant messaging by reason code

Mastercard

Category Reason code Reason code description Message description
This transaction has been identified as fraud. To challenge this
Fraud 37 Fraudulent transaction, no dispute, provide proof of cardholder participation, purchase
rau
cardholder authorization details, transaction documentation, signed proof of delivery, digital
download, or confirmation of goods or services usage.
. This transaction has been identified as fraud. This chargeback
Fraudulent transaction, no ] ) ]
Fraud 37 o cannot be challenged with anything other than proof of credit due to
cardholder authorization }
payment network rules and regulations.
) Cardholder states that this key-entered transaction was
Fraudulent transaction, no ) ) o
Fraud 37 o unauthorized. Therefore, there is no remedy for this dispute.
cardholder authorization .
Contact the cardholder directly to resolve.
This transaction has been identified as fraud. To challenge this
dispute, provide proof of a partial or fully authenticated Mastercard
Fraud 37 Fraudulent transaction, no 3D Secure response, as required by payment network rules.
rau
cardholder authorization Additionally, include evidence of cardholder participation, purchase
details, signed proof of delivery, digital download, or confirmation of
goods or services usage.
To effectively challenge this dispute, provide evidence demonstrating
) that the cardholder authorized and participated in the transaction. The
Fraudulent transaction, no . : " L .
Fraud 37 o following items are required: A positive Address Verification Services
cardholder authorization . L .
(AVS) response; proof of delivery indicating that the merchandise
was shipped to the address verified by AVS.
To effectively challenge this dispute, provide documentation indicating
) o you were not listed in the Questionable Merchant Audit Program, that
Fraud 49 Questionable merchant activity ) ) ) )
the disputed transaction was outside the program time frame, was
not reported as fraud or did not have chargeback rights.
This transaction was processed without reading the EMV chip and
Fraud 70 Chip liability shift flagged as fraud. This chargeback cannot be challenged with anything
other than proof of credit due to payment network rules and regulations.
This transaction was processed without reading the EMV chip
i . , and flagged as fraud. This chargeback cannot be challenged with
Fraud 71 Chip/PIN liability shift

anything other than proof of credit due to payment network rules
and regulations.
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Mastercard

Category

Reason
code

Reason code description

Message description

Fraud

71

Chip/PIN liability shift

This transaction was processed without reading the EMV PIN-
preferring chip card and flagged as fraud. This chargeback cannot be
challenged with anything other than proof of credit due to payment
network rules and regulations.

Authorization

07

Warning bulletin file

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Authorization

08

Authorization-related
chargeback

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Authorization

Account number not on file

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Cardholder
dispute

50

Installment billing disputes

To effectively challenge this dispute, provide a signed copy of the
contract that clearly outlines the specific terms of the installment
billing agreement agreed upon by the cardholder.

Cardholder
dispute

53

Cardholder dispute

To effectively challenge this dispute, provide a written explanation
that goods/services were delivered as described, a refund was issued
if agreed upon, a recurring transaction was not canceled, items/
services were not counterfeit, addendum or “no-show" hotel charges
were valid, a timeshare agreement was canceled appropriately, or a
refund was not incorrectly posted as a purchase.

Cardholder
dispute

54

Cardholder dispute not
elsewhere classified
(US region only)

To effectively challenge this dispute, provide a written explanation
that goods/services were delivered as described, a refund was
issued if agreed upon, a recurring transaction was not canceled,
items/services were not counterfeit, addendum or “no-show”
hotel charges were valid, a timeshare agreement was canceled
appropriately, or a refund was not incorrectly posted as a purchase.
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Reason . o
Category g Reason code description Message description
code
To effectively challenge this dispute, provide a written explanation
that goods/services were delivered as described, a refund was
Cardholder 55 Goods or services issued if agreed upon, a recurring transaction was not canceled,
dispute not provided items/services were not counterfeit, addendum or “no-show”
hotel charges were valid, a timeshare agreement was canceled
appropriately, or a refund was not incorrectly posted as a purchase.
To effectively challenge this dispute, provide a signed copy of the
Cardhold contract that clearly outlines the cardholder's liability and the specific
ardholder
disput 41 Cardholder dispute terms of the agreement or cancellation policy. Alternatively, you
ispute . N S
P may submit proof indicating that the transaction is related to an
installment billing arrangement.
To effectively challenge this dispute, provide a written explanation
that goods/services were delivered as described, a refund was
Cardholder ) issued if agreed upon, a recurring transaction was not canceled,
, 55 Cardholder dispute ) , ) B .
dispute items/services were not counterfeit, addendum or “no-show
hotel charges were valid, a timeshare agreement was canceled
appropriately, or a refund was not incorrectly posted as a purchase.
To challenge this dispute, provide a written explanation addressing all
Cardholder Addendum, no-show . ) ) )
, 59 . of the cardholder's concerns. Ancillary charges require electronically
dispute or ATM dispute ) ] )
captured documentation for the stay/rental along with an explanation.
To effectively challenge this dispute, provide a written explanation
confirming the addendum or “no-show" hotel charge was valid, or
Cardholder 59 Addendum, no-show that a refund was issued if agreed upon. Additionally, include a copy
dispute or ATM dispute of the folio and reservation information, including the credit card
number, guest name, address, phone number, check-in date and
confirmation number.
To effectively challenge this dispute, submit a written explanation
Cardholder ) outlining why credit is not warranted, along with the specific terms of
] 60 Credit-not-processed ) ) ) )
dispute the agreement or cancellation policy. Alternatively, you may provide

evidence of a refund issued, if that was agreed upon.
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Reason . o
Category g Reason code description Message description
code
To challenge this dispute, provide copies of all transaction
documentation such as sales drafts, invoices, order forms, folios or
Processing ) ) rental agreements. The documentation must show that the correct
31 Transaction amount differs ) ) )
errors amount was charged. If paid-by-other-means, provide a written
explanation addressing all of the cardholder's concerns and proof that
the transaction was not paid by another payment method.
To effectively challenge this dispute, provide copies of receipts, sales
Processing ) ) ) invoices, or order details to prove both transactions identified by the
34 Point-of-interaction error ) ) . L L .
errors issuer are unique. Detailed transaction information is included in the
bank documentation provided.
To effectively challenge this dispute, provide a copy of the receipt,
Processing 46 Correct transaction sales invoice, or order details to prove the correct transaction amount
errors currency code and currency code was submitted. Detailed information is included in

the bank documentation provided.
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Reason . o
Category code Reason code description Message description
This transaction was processed without reading the EMV chip
Fraud 1010 EMV liability shift and flagged as fraud. This chargeback cannot be challenged with
counterfeit fraud anything other than proof of credit due to payment network rules
and regulations.
Your request to reverse this dispute has been declined. No further
N ) action can be taken on the case. The transaction was disputed as
EMV liability shift . . . e
Fraud 1020 ) fraud and was missing the EMV chip data required to provide liability
non-counterfeit fraud ) ) :
shift protection. Please contact the cardholder directly to resolve
this matter.
This transaction was processed without reading the EMV PIN-
Fraud 1020 EMV liability shift preferring chip card and flagged as fraud. This chargeback cannot be
non-counterfeit fraud challenged with anything other than proof of credit due to payment
network rules and regulations.
This transaction has been identified as fraud. To challenge this
Fraud 1030 Other fraud — card dispute, provide proof of cardholder participation, purchase
present environment details, transaction documentation, signed proof of delivery, digital
download, or confirmation of goods or services usage.
This transaction has been identified as fraud. To effectively
challenge this dispute, submit proof of a valid 3D Secure response
Fraud 1040 Other fraud — card or evidence of a refund if it was agreed upon. Additionally, proof
absent environment the cardholder participated in the transaction may be provided by
following the compelling evidence requirements as outlined by the
payment network rules.
To effectively challenge this dispute, present evidence showing that
Fraud 1040 Other fraud — card the cardholder authorized and participated in the transaction. You will
absent environment need to provide proof of delivery confirming that the merchandise
was sent to the address verified by AVS.
This transaction has been identified as fraud. To effectively challenge
this dispute, you should provide evidence of a refund if one was
Other fraud — card . . :
Fraud 1040 agreed upon. Alternatively, proof of the cardholder participated in the

absent environment

transaction may be provided by following the compelling evidence
requirements as outlined by the payment network rules.
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Category

Reason

code

Reason code description

Message description

Fraud

1040

Other fraud — card absent
environment

To effectively challenge this dispute, present evidence showing

that the cardholder authorized and participated in the transaction.
You will need to provide one of the following: a positive Address
Verification Services (AVS) response; proof of delivery confirming
that the merchandise was sent to the address verified by AVS; or the
CVV2 of U along with a presence indicator.

Fraud

1050

Visa fraud monitoring program

To effectively challenge this dispute, provide documentation
indicating you were not listed in the Visa Fraud Monitoring Program
or evidence of a refund if it was agreed upon.

Authorization

1110

Card recovery bulletin

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Authorization

1120

Declined authorization

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Authorization

1130

No authorization/late
presentment

Your request to reverse this dispute has been declined by the
Issuing bank. The self-service terminal transaction exceeded the
approved threshold. No further action can be taken on the case.
Please contact the cardholder directly to resolve this matter.

Authorization

1130

No authorization/late
presentment

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Cardholder
dispute

1310

Merchandise/services not
received

To effectively challenge this dispute, provide a written explanation
that goods/services were delivered as described or evidence a
refund was issued if agreed upon.
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Reason . o
Category g Reason code description Message description
code
To effectively challenge this dispute, provide a signed copy of
) the contract that clearly outlines the cardholder's liability and the
Cardholder Cancelled recurring N ) ) .
, 1320 . specific terms of the agreement or cancellation policy. Alternatively,
dispute transaction ) o L
you may submit proof indicating that the transaction is related to an
installment billing arrangement.
. ) To effectively challenge this dispute, provide a written explanation
Cardholder Not as described or defective ) ) ) .
, 1330 . . that goods/services were delivered as described or evidence a
dispute merchandise/services ] )
refund was issued if agreed upon.
Cardhold To effectively challenge this dispute, provide a written explanation
ardholder
disput 1340 Counterfeit merchandise confirming that the items/services were not counterfeit, or include
ispute
P evidence that a refund was issued if that was agreed upon.
To effectively challenge this dispute, provide a written explanation
Cardholder ) ) demonstrating that the verbal and/or written terms of the sale, to
] 1350 Misrepresentation ) ) i
dispute which the cardholder agreed, were not misrepresented, or evidence
a refund was issued if agreed upon.
To effectively challenge this dispute, submit a written explanation
Cardholder ) outlining why credit is not warranted, along with the specific terms
] 1360 Credit-not-processed ) ) )
dispute of the agreement or cancellation policy. Alternatively, you may
provide evidence of a refund issued, if that was agreed upon.
To effectively challenge this dispute, provide a written explanation
stating that the transaction was not canceled in accordance with
Cardholder ) ) the disclosed policy, along with proof that the cardholder accepted
} 1370 Cancelled merchandise/services i ] i )
dispute the cancellation/return policy, demonstrating that a refund is not
warranted. Alternatively, you may provide evidence of a refund
issued, if that was agreed upon.
. ) ) You are receiving this credit from the customer's bank because the
Cardholder Original credit transaction not ) )
, 1380 issuer was unable to process a refund. This chargeback cannot be
dispute accepted )
challenged due to payment network rules and regulations.
Cardholder ) To effectively challenge this dispute, provide proof that services
] 1390 Non-receipt of cash )
dispute were rendered or cash was dispensed.
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Reason . -
Category g Reason code description Message description
code
To effectively challenge this dispute, provide a copy of the receipt,
Processing ) sales invoice, or order details to prove the correct amount was
1220 Incorrect transaction code ) ) o o )
errors billed. Detailed transaction information is included in the bank
documentation provided.
To effectively challenge this dispute, provide a copy of the receipt,
Processing sales invoice, or order details to prove the correct amount was
1230 Incorrect currency . . L L .
errors billed. Detailed transaction information is included in the bank
documentation provided.
To effectively challenge this dispute, provide a copy of the receipt,
Processing sales invoice, or order details to prove the correct account number
1240 Incorrect account number ) . L . .
errors was billed. Detailed transaction information is included in the bank
documentation provided.
To effectively challenge this dispute, provide a copy of the receipt,
Processing sales invoice, or order details to prove the correct account number
1250 Incorrect amount . . L . .
errors was billed. Detailed transaction information is included in the bank
documentation provided.
To effectively challenge this dispute, provide copies of receipts,
Processing . . sales invoices, or order details to prove both transactions identified
1261 Duplicate processing ) ) . L .
errors by the issuer are unique. Detailed transaction information is included
in the bank documentation provided.
p . To effectively challenge this dispute, provide a copy of the receipt,
rocessin
g 1262 Paid by other means sales invoice, or order details to prove that the transaction was not
errors .
paid for by another payment method.
To effectively challenge this dispute, provide evidence that a valid
P . six-digit authorization approval code was received from the issuing
rocessin
g 1270 Invalid data bank. Additionally, include documentation confirming that the
errors

transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.
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Reason . o
Category g Reason code description Message description
code
To effectively challenge this dispute, provide evidence that a valid
. six-digit authorization approval code was received along with proof
Cardholder does not recognize ) )
Fraud 4752 . the cardholder agreed to the transaction and that merchandise or
the transaction . . : . .
services were delivered. Alternatively, you may provide evidence of
a refund issued, if that was agreed upon.
. Your response to the inquiry was either not received or incomplete.
Cardholder does not recognize ) ) )
Fraud 4752 . This chargeback cannot be challenged with anything other than
the transaction ) i
proof of credit due to payment network rules and regulations.
This transaction was processed without reading the EMV chip
Fraud 4866 UAO5 chip card counterfeit and flagged as fraud. This chargeback cannot be challenged with
rau
transaction anything other than proof of credit due to payment network rules
and regulations.
This transaction was processed without reading the EMV PIN-
Fraud 4867 UAO06 fraud chip and preferring chip card and flagged as fraud. This chargeback cannot be
rau
PIN transaction challenged with anything other than proof of credit due to payment
network rules and regulations.
This transaction has been identified as fraud. To challenge this
dispute, provide proof of valid authorization and cardholder
Fraud 4537 UAO1 fraud — card-present participation, purchase details, transaction documentation, signed
rau
transaction proof of delivery, digital download, or confirmation of goods or
services usage. Alternatively, you may provide evidence of a refund
issued, if that was agreed upon.
Your response to the inquiry was either not received or incomplete.
UAO1 fraud — card-present : . .
Fraud 4537 ; t' This chargeback cannot be challenged with anything other than
ransaction
proof of credit due to payment network rules and regulations.
To effectively challenge this dispute, submit proof of a valid 3D
Secure response, delivery to the verified AVS address, valid
authorization with a CID response of No Match or No Response,
UAOQ2 fraud — card-not-present ] ) o
Fraud 4368 or evidence of a refund if agreed upon. Additionally, proof the

transaction

cardholder participated in the transaction may be provided
by following the compelling evidence rules as outlined by the
payment network.
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Reason . o
Category g Reason code description Message description
code

To effectively challenge this dispute, provide evidence that a valid

six-digit authorization approval code was received from the issuing

o o bank. Additionally, include documentation confirming that the

Authorization 4863 AT - no authorization . ) o
transaction occurred prior to the card expiration date and was posted
to the cardholder within the authorization approval validity time

frames as mandated by network regulations.

To effectively challenge this dispute, provide a signed copy of

the contract that clearly outlines the cardholder's liability and the
Cardholder

disput 4541 AP recurring payments specific terms of the agreement or cancellation policy. Alternatively,
ispute

you may submit proof indicating that the transaction is related to an
installment billing arrangement.

To effectively challenge this dispute, provide compelling evidence

such as transaction documentation showing cardholder approval
Cardholder 4553 RM — cardholder dispute of goods/services, proof of delivery, signed work orders, attempts
dispute quality of goods or services to correct quality, or terms confirming goods/services matched the

agreement within the required time frame. Alternatively, you may

provide evidence of a refund issued, if that was agreed upon.

To effectively challenge this dispute, provide proof that the

. cardholder agreed to the transaction and a written explanation

Cardholder RM - services/MDSE/cash ) , )
, 4555 . including any correspondence exchanged with the cardholder that

dispute not received , . ) i

proves goods/services were delivered as described or evidence a

refund was issued if agreed upon.

To effectively challenge this dispute, submit a written explanation
Cardholder 4555 RM - services/MDSE/cash outlining why credit is not warranted, along with the specific terms
dispute not received of the agreement or cancellation policy. Alternatively, you may

provide evidence of a refund issued, if that was agreed upon.

To effectively challenge this dispute, submit a written explanation
Cardholder . outlining why credit is not warranted, along with the specific terms
, 4560 RN2 credit-not-processed . . ,
dispute of the agreement or cancellation policy. Alternatively, you may

provide evidence of a refund issued, if that was agreed upon.

To effectively challenge this dispute, provide copies of receipts,
Processing . . sales invoices, or order details to prove both transactions identified
4534 DP duplicate-processing ) ) . o L
errors by the issuer are unique. Detailed transaction information is included

in the bank documentation provided.
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Category g Reason code description Message description
code

To effectively challenge this dispute, provide evidence a valid six-
digit authorization approval code was received from the issuing
Processing bank within the approval validity time frames as mandated by the
4542 LP — late presentment . . . .
errors network regulations. Additionally, you may provide proof of signed
cardholder agreement for late submission once the goods/services

are completed.

To effectively challenge this dispute, provide documentation

, ) showing the cardholder agreed to the transaction and a copy of the
Processing CD credit posted as a ) o )
4550 receipt, sales invoice, or order details to prove the correct amount
errors card sale . ) . .
was billed. Alternatively, you may provide evidence of a refund

issued, if that was agreed upon.

To effectively challenge this dispute, provide transaction
documentation or compelling evidence indicating the cardholder
Processing agreed to the transaction, or a copy of the receipt, sales invoice, or
4586 AW - altered amount ) )
errors order details to prove that no alteration was made and the correct
amount was billed. Alternatively, you may provide evidence of a

refund issued, if that was agreed upon.

To effectively challenge this dispute, provide a copy of the receipt,
Processing ) ) sales invoice, or order details to prove the correct account number
4512 IN — invalid cardholder number ) R o
errors was billed and a valid six-digit authorization approval code

was received.

To effectively challenge this dispute, provide a copy of the receipt,

p , sales invoice, or order details to prove the cardholder agreed to the
rocessin
g 4865 PM - paid-by-other-means transaction and it was not paid for by another payment method.
errors
Alternatively, you may provide evidence of a refund issued, if that

was agreed upon.

To effectively challenge this dispute, provide proof the cardholder
4864, ) agreed to the transaction and that services were rendered or cash
Other Non-receipt of cash from ATM ] ) ) )
4590 was dispensed. Alternatively, you may provide evidence of a refund

issued, if that was agreed upon

This adjustment resulted from your acceptance of the Good Faith
Other 4762 Good faith investigation Request, and since you accepted financial liability, this dispute
cannot be challenged.
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American Express

Reason . o
Category g Reason code description Message description
code

To effectively challenge this dispute, provide documentation
Fraud FR4 Immediate chargeback program indicating you were not listed in the Immediate Chargeback
Program, or evidence of a refund if it was agreed upon.

To effectively challenge this dispute, provide documentation
Fraud FR5 Immediate chargeback program indicating you were not listed in the Immediate Chargeback
Program, or evidence of a refund if it was agreed upon.

To effectively challenge this dispute, provide documentation
Fraud FR6 Immediate chargeback program indicating you were not listed in the Immediate Chargeback
Program, or evidence of a refund if it was agreed upon.

This transaction has been identified as fraud. To challenge this
. ) dispute, provide proof of cardholder participation, purchase
Fraud F10 No swipe — keyed transaction ) ) , ) . .
details, transaction documentation, signed proof of delivery, digital

download, or confirmation of goods or services usage.

This transaction has been identified as fraud. To challenge this
) dispute, provide proof of cardholder participation, purchase
Fraud F14 Multiple ROCs ) ) ) ) . .
details, transaction documentation, signed proof of delivery, digital

download, or confirmation of goods or services usage.

To effectively challenge this dispute, submit proof of a valid 3D
Secure response, delivery to the verified AVS address, valid
) authorization with a CID response of No Match or No Response,
Fraudulent transaction — card-not- ] ) o
Fraud F29 ; or evidence of a refund if agreed upon. Additionally, proof the
resen

P cardholder participated in the transaction may be provided by

following the compelling evidence rules as outlined by the

payment network.

This transaction was processed without reading the EMV chip
) and flagged as fraud. This chargeback cannot be challenged with
Fraud F30 EMV counterfeit ) )
anything other than proof of credit due to payment network rules

and regulations.

This transaction was processed without reading the EMV PIN-
, preferring chip card and flagged as fraud. This chargeback cannot be
Fraud F31 EMV lost/stolen/non-received ) ) i
challenged with anything other than proof of credit due to payment

network rules and regulations.
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American Express

Category

Reason
code

Reason code description

Message description

Fraud

FR2

Fraud - full recourse agreement

To effectively challenge this dispute, provide documentation
indicating you were not listed in the Fraud Full Recourse Program,
or that the transaction was processed as Contactless Transit for less
than or equal to $15.00. Alternatively, you may provide evidence of a
refund if it was agreed upon.

Fraud

M49

Unauthorized charge — car rental

To effectively challenge this dispute, provide documentation that
the charge was not for theft or loss of use. Alternatively, provide
evidence a refund was issued.

Authorization

A01

Transaction amount exceeds
authorization amount

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Authorization

A02

No authorization/invalid
approval code

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Authorization

A08

Authorization approval
code expired

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank. Additionally, include documentation confirming that the
transaction was posted to the cardholder within the authorization
approval validity time frames as mandated by network regulations.

Authorization

F22

Card expired/invalid

To effectively challenge this dispute, provide evidence that a valid
six-digit authorization approval code was received from the issuing
bank, or that the transaction occurred prior to the card expiration
date. Additionally, you may provide evidence of a refund issued, if
that was agreed upon.

Authorization

P01

Non-matching account number

To effectively challenge this dispute, provide a copy of the receipt or
sales invoice along with proof a valid six-digit authorization approval
code was obtained for the correct account number. Alternatively,
provide evidence a refund was issued.
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American Express

Reason . o
Category g Reason code description Message description
code

To effectively challenge this dispute, submit a written explanation
Cardholder . outlining why credit is not warranted, along with the specific terms
] C02 Credit-not-processed ) ) )
dispute of the agreement or cancellation policy. Alternatively, you may

provide evidence of a refund issued, if that was agreed upon.

To effectively challenge this dispute, provide a copy of your return

) policy, along with proof the cardholder accepted and did not adhere
Cardholder Credit-not-processed/returned ) N ) i
, Co4 . to the policy. Additionally, include proof that the goods or services
dispute merchandise . ] .
were accepted, or documentation showing that a refund was issued

if agreed upon.

To effectively challenge this dispute, provide a written explanation

stating that the transaction was not canceled in accordance with
Cardholder o5 Credit-not-processed/cancelled the disclosed policy, along with proof that the cardholder accepted
dispute transaction the cancellation/return policy, demonstrating that a refund is not

warranted. Alternatively, you may provide evidence of a refund

issued, if that was agreed upon.

i , To effectively challenge this dispute, provide a written explanation
Cardholder Non-receipt of merchandise/ . . . .
] Cco8 ) that goods/services were delivered as described or evidence a
dispute services . .
refund was issued if agreed upon.

To effectively challenge this dispute, provide a written explanation
stating the guaranteed reservations were not canceled in accordance
Cardholder ) with the disclosed policy, along with proof that the cardholder
] C18 Guaranteed reservations canceled ) ) )
dispute accepted the cancellation/return policy, demonstrating that a refund
is not warranted. Alternatively, you may provide evidence of a refund

issued, if that was agreed upon.

To effectively challenge this dispute, provide proof the cardholder
did not cancel and continues to use the service. The cancellation
Cardholder ) policy, proof of disclosure and details proving the cardholder did
, C28 Cancelled recurring . . )
dispute not follow the policy must be provided. For introductory offers,
submit proof requirements were met. Additionally, you may provide

evidence of a refund issued, if that was agreed upon.

To effectively challenge this dispute, provide a written explanation

confirming the goods/services were delivered as described, or the
Cardholder 31 Cardholder dispute — not as cardholder accepted them. Include documentation of any attempts
dispute described to repair or replace defective items or evidence that the cardholder

did not follow the cancellation/return policy. Additionally, you may

provide evidence of a refund issued, if that was agreed upon.
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American Express

Reason . o
Category g Reason code description Message description
code
To effectively challenge this dispute, provide a written explanation
confirming the goods/services were delivered as described, or the
Cardholder ) ) cardholder accepted them. Include documentation of any attempts
. C32 Cardholder dispute — defective , o )

Dispute to repair or replace defective items or evidence that the cardholder
did not follow the cancellation/return policy. Additionally, you may
provide evidence of a refund issued, if that was agreed upon.

To effectively challenge this dispute, provide the signed rental
agreement proving the cardholder agreed to pay capital damages,

Cardholder , evidence the charge equals the estimate plus the contractual

. M10 Capital damages . . .

Dispute 15% fee, proof the insurance was waived or, if purchased, was
insufficient, or documentation that the charge was not for theft or
loss of use. Alternatively, provide evidence a refund was issued.

p , To effectively challenge this dispute, provide a copy of the receipt,

rocessin

£ g C14 Paid by other means sales invoice, or order details to prove that the transaction was not

rrors .
paid for by another payment method.

p , To effectively challenge this dispute, provide a copy of the receipt,

rocessin

£ g P03 Credit posted as a card sale sales invoice, or order details to prove the correct amount was billed.

rrors ; i i i
Alternatively, provide evidence a refund was issued.

p , To effectively challenge this dispute, provide a copy of the receipt,

rocessin

£ g P04 Card sale posted as a credit sales invoice, or order details to prove the correct amount was billed.

rrors ; i i i
Alternatively, provide evidence a refund was issued.
To effectively challenge this dispute, provide a copy of the receipt,

Processing ) sales invoice, or order details to prove the correct amount was billed,

P05 Incorrect transaction amount ) o

Errors or evidence the cardholder agreed to pay for any additional/delayed
transactions. Alternatively, provide evidence a refund was issued.
To effectively challenge this dispute, provide evidence that the

Processing transaction was posted to the cardholder within transaction

P07 Late presentment ) , ,

Errors processing time frames as mandated by network regulations.
Alternatively, provide evidence a refund was issued.

To effectively challenge this dispute, provide copies of receipts,

Processing ) ) sales invoices, or order details to prove both transactions identified

P08 Duplicate transaction ) ) _ ) ]
Errors by the issuer are unique. Alternatively, provide evidence a refund

was issued.
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Reason . L
Category g Reason code description Message description
code
, To effectively challenge this dispute, provide a copy of the receipt,
Processing Card number does not match o .
p22 o sales invoice, or order details to prove the correct account number
Errors original charge . ) . . .
was billed. Alternatively, provide evidence a refund was issued.
Processing o This chargeback cannot be challenged with anything other than
P23 No cardholder authorizations ) ]
Errors proof of credit due to payment network rules and regulations.
) Based on your acceptance, this dispute has been financially adjusted
Other MO1 Local regulatory/legal disputes
to your account.
) Based on your acceptance, this dispute has been financially adjusted
Other MO04 Local regulatory/legal disputes
to your account.
You are receiving this credit from the customer's bank either
Other M11 Credit processed because a refund was unable to be posted by the issuer, or to offset
a prior chargeback that has already been debited to your account.
To effectively challenge this dispute, provide proof the cardholder
authorized the transaction, signed confirmation that goods/services
Other M36 Dispute other were delivered to the approved address, or evidence a recurring
payment was not canceled along with applicable terms and
conditions. Alternatively, provide evidence a refund was issued.
M19
M23
M27
M38 ) Your account is being adjusted as a result of our review of
Other Offset adjustment o
M43 this dispute.
M44
M45
M46
To effectively challenge this dispute, provide proof that you
. responded to the original inquiry and your response addressed the
Other RO3 Insufficient doc ) . ) )
reason for the dispute. Alternatively, you may provide evidence of a
refund issued, if that was agreed upon.
To effectively challenge this dispute, provide proof that you
. ) responded to the original inquiry and your response addressed the
Other R13 Retrieval response not received

reason for the dispute. Alternatively, you may provide evidence of a
refund issued, if that was agreed upon.
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Connect with us

For more information

about Dispute Best Practices:

® 800-872-7882
<Z] getsolutions@fiserv.com

6y fiserv.com
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