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Credit Card Chargeback Mechanism £ Fi=3X 335 #45|

What is Chargeback Mechanism? EERERFERXZIES#EE ?

The chargeback mechanism established by Credit Card Associations (Visa/Mastercard/UnionPay) aims to protect
credit cardholders in which they can apply through the card issuing banks for reimbursement of their payments for
the products and services which they do not receive or are not satisfied with. The chargeback is bound by relevant
rules and regulations as stipulated by Credit Card Associations.

15 A -RH#4E (Visa/Mastercard/sRE)RT 2 BB 5 FERIER RA R REIBARBRZ HEN R B ERE RIS A
HERRITHBER - ARENRFOZER FERBMHIRTAERBIRMIPTAR -

Review Monthly Card Statement and Report Disputed Transaction
EHWBALE  BREHERXRS

It is the responsibility of a cardholder to review his/her monthly credit card statement and report to the Bank any
questionable or irregular transaction(s) in 60 days from the statement issue date. The Bank regards the statement
as correct and in order should noirregularity/error is reported within this specified period.

FRABEETRMENEHNAKE  NERERABERRETNORS - AEAGEREL AR Z60RAABITIRE © |17
SHEFTHNRARENAEER R IEEER -

Right of the Cardholder to Lodge a Dispute Request B FAZERRBEHFENER

If a cardholder finds a questionable or irregular transaction, as listed in card statement or already posted to card
account, and for certain reason he/she does not want to pay or be held liable for it, he/she is protected by the
chargeback mechanism of Credit Card Associations (Visa/Mastercard/UnionPay) to lodge a disput request
through the card issuing bank to claim for a full/partial refund of the transaction.

IR RARALE LA EHEARZFERIERRLREEBINZLHHMAZX /R R BB REER
THBENEHREMEBEBERRITRIRSFEE - EREHAH RN -

Responsibility of the Card Issuing Bank to Resolve Disputed Transaction for Cardholders

RFRITAEERE FABREBRNRS

A card issuer must help resolve cardholders' disputes under the chargeback rules and regulations prescribed by
Credit Card Associations and extending to cardholders all the protections as appropriate.

BRBOTBEEIUF FARENR ZFZR R - LI MERREESENEMEPERES T ARG -



Common Dispute Reasons & BB REH

e S

e Transaction Not Authorized ) BEIER S

* Non-receipt of Merchandise/Service WERTE|E f/AR TS

e Defective/Not as Described Merchandise/Service 1B3%/%8 /8 TNERE /RS
* Recurring Service Already Cancelled EEUH8)1EIRARTS

* Refund/Credit Promised but Non-receipt A UKZEIf P # HIR

e Merchants Closed for Business FF 45 R4 2

Case Officer will review cardholder's dispute case and apply the most appropriate reason code to execute a
chargeback proceeding in accordance with prescribed rules and regulations of Credit Card Associations.

BREEEHRSEFHER  CREIE AR SFB-FREFTENER 6] 31 AR 1A% 0T iR EH

Handling of Payment of the Disputed Transaction REF &R 5 BB

In general, the Bank will arrange hold fund of the disputed transaction and cardholder will not have to pay for the
amount in dispute during the course of chargeback.

—RME - CAXRTIREFENRZFEERE - MNENEFETT S RATBARNZFERS -

Sales Draft/Transaction Document Retrieval BREE/RXZ X4 MR

Prior to the chargeback, a retrieval request may be processed to allow cardholder to review the transaction
document to determine the validity or further pursuance of the disputed transaction.
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Time-frame for initiating a chargeback proceeding BREDIE {372 5 K BFBR

There are different time-frames governed by dispute types in execution of chargebacks as stipulated by Credit Card
Associations. In general, a chargeback for Visa/Mastercard is required to be executed within 120 days from the
date of the disputed transaction or up to a maximum of 540 days from the transaction date for merchant closed
cases; and 360 days from transaction date for UnionPay for all cases including merchant closed cases of full refund
claims.

Cardholders are strongly advised to observe the 60 days from statement date to lodge a disputed transaction so as
to avoid possible loss of chargeback right due to time-frame exceeded. (Please note respective reminder printed on
the monthly credit card statement.)

ERRRELFEREED SIBRIFIRT NREMR - —MRME - Visa/Mastercard®IER 2B B XX 5 BHiF120
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Time-frame for concluding a chargeback proceeding 5 IE 1312 F I BF PR

After execution, it normally takes 6-8 weeks to conclude a chargeback case unless an arbitration is required from
Credit Card Associations. Cardholder will be notified of the result or further pursuance (if needed) of the
chargeback case accordingly.

—RME  ENEFNEERPARAR6 2  BRIEFTEAFEBNAME  FRENERIARETEREERE
RATERAFFRA -

Channels to Lodge a Dispute Request IRHFBZERKEE

e Download and complete the Cardholder's Declaration of Dispute and fax/email to Bank. AZR{THUL T &I
B "ERFEFAREEZZRER RBH/EHREIANTERE -

e Call our Customer Service Hotline at 2543 2223 BREARITARIEELR

e Visitany of our Banks' branches BERARITEAI D ITHIE o

Points to Note T =E1H

e Cardholder is suggested to contact the merchant (if still in business) in an attempt to resolving the dispute in
the firstinstance. FFABREFBATHEBEQNEEE)  EXSKMNME -

e Cardholder should provide relevant documents (if any) and information to substantiate and justify the
chargeback. FHFABREFZAAXDREEEARZXHERER - FRWEENEFNEE

e Cardholder should allow reasonable buffer period for Bank to review the case and prepare documents for
chargeback for cases lately reported with tight timeframe. &+~ ABERMEIERRE HMERBEMNENERS
FRITEENEFRERERAERIMFEE -

e (Cardholder should be bound by the chargeback rules and regulations as prescribed by Credit Card Associations
the arbitration (if any) of which is final. -~ ABZE A FHEEFHIETNESESIORLEAEFR (OB A

B2 /j%ﬂ': °



Quick Reference HERE

(A) Chargeback Process Flow E{JBRERTFE
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FEA [zl
. 4 5 Refund 5. Refund 14 Raise
ihﬁggag’fz;est (if applicable) (if applicable) :::;%z?ack
FREEIR ’E# ’Eﬂ (if applicable)
SERER (L) Sl SRIBMER
(amsEA)
7. Refund 6. Refund
v (if applicable) (if applicable) v
B B
(aN5ER) (@A)
e . — Merchant
Card Issuer iredlt, Card Acquirer
B%-E g A ssociation W BE A AR
2. Raise chargeback 3. Raise chargeback
request request
RHEIRMRER RHHBRRER

(B) Chargeback Timeframe Table {E{Jf2FFRE—E %

Timeframe for cardholder to Timeframe for Bank to Timeframe for Bank to
raise a dispute request initiate a chargeback conclude a chargeback
FFFEN L FBEL G PR 2575, (general cases)
TR(B)FET: =
TEEMETEERR | iR
1E%)
VISA/ 60 days from statement date of | 120 days from transaction 6-8 weeks after execution
Mastercard the disputed transaction date of the disputed REN1%6-88
Bty ARite0 xRN transaction (All Dispute Types)
FRBE RS HiEst120XA
(FrE#ES)

540 days from transaction
date of disputed transaction
(Merchant Closed for Business)
FREER 5 Bicst540KKN
(B PR RES)

UnionPay ditto-F_E 360 days from transaction —ditto-F_L
date of disputed transaction
(All Dispute Types)

PRBEEAR S HiEEFT360KA
(ArE#EE)




£)OCBC EERTER R FARASRES

OCBC Credit Card Cardholder’s Declaration of Dispute

Please complete and return the Form with relevant documents (if any) by fax to 2142 3836 OR by email to: cardau_hk@ ocbc.com

BRCEZHRBEREGEXTA) BEE 21423836 () EBZE : cardau_hk@ ocbc.com

For any query, please call our Customer Service Hotline at 2543 2223
WEEAER - FEATEFRGT LA - BREE 025432223 ¢

Cardholder name: Card number:
FRALS =R
ltem Transaction Date Merchant Name Txn. Amount (HK$) Disputed Amount (HKS)
| XHHEH [EIaEL R HEE (HKS) FEDH (HKS)
1.
2.
3.
4.
5.

I have examined the above transaction(s) and am writing to dispute it/them for the following reason(s):
RABFEBREU RS RERTYIEAYREREFE © (Please mark “X” in the appropriate space sEEEE Z T HEAE_E “X”)

]

1.

| certify that the above transaction(s) was/were not made & authorized by me or by any person authorized by me to use my
card, nor were the goods or services or value represented by the above transaction(s) received by me or by any person
authorized by me. | do have the above card in my possession at the time of the disputed transaction(s).

RALEERES ,\&Tﬁﬁéuix% TSBREE=FERRAEAR - RAKEMBERAAREEDRIE BEBREUA LR
ZTNEMHRTE IR - B LAFBXHELER - AADAKEERERR -

Incorrect Transaction Amount / Currency. The correct transaction amount should be (transaction
receipt copy enclosed)
RPEH | BB R EESER (B Lz AR B IRRIE)

| certify that the charge in question was a single transaction, but has been billed twice on my statement.

AANRFR—RRS - AMAANZ AHEE EAIRGEER TRIX

| agree that | did authorize one transaction of HK$ at the above merchant. However, | have also been
billed for the above transaction(s) which I did not authorize and engage in. | do have the above card in my possession at the
time of the disputed transaction(s).

RAREARBFRFER—RRXS @ @FH HKS CERALAREE RS - B P FRRHESE
B RADAREEEERTR -

| have requested to terminate the Direct Debit Authorization with the merchant on (date) by
email / letter / facsimile. The merchant was not authorized to debit any charge from the above credit card account
thereafter. Enclosed is a copy of the termination notice sent to the merchant before.

AABR (BH) LES /(51 / BRBAN LB FEUE BB ERRE - Rt EREEE L ERFR
FRYEUEMER - M EARTABUE BB R BAERIA -

| was issued a credit slip / promised of a refund which has not appeared in my statement. Enclosed is a copy of the credit
slip.
RANBWEAER S ZRFKER | BPAGERR - AMAAZ ABERDRBRERERR - W LR REZEIK -

Cancelled Reservation at Hotel 2 EUHTEE] =R -

| have made a room reservation at the above Hotel but cancelled it at (am/pm) on (date).
I was given a Cancellation No. .

RAG R EMBEETRE - BERAER (B HA R 5 ) (R B JS BUB T 5 X0 BUS — BUH
%EE/% o

EBIRTT (BE) BRAF
OCBC Bank (Hong Kong) Limited



[] 8 The merchantis unable or unwilling to provide the service / merchandise. | have attempted to contact the merchant by
phone / email, etc to resolve the matter (please explain the details in “Others” regarding the result). Enclosed is a copy of
order form / invoice and relevant correspondence with the merchant.

HilimPE LA TREREABRSINRG / FIB2EMR - AAGEANEFEBENEMEEH P S RERIDE (Bt
FERBARERNAT "EtEE XM EREMERZIANMERP 2B X

[[] 9. The merchant is unable to provide the purchased service / merchandise due to its closure of business. | am writing to
dispute the unused portion of the services valued at HK$ . Enclosed is a copy of service
contract/agreement | entered with the merchant.
tiBPFEEREZE  BEZRBEEEXZIORB/AIBZER  AARRDARAEANRBHA L AN EHE
HKS EITER - M LA AR RZFTRBAHAHEE -

[] 10. The service / merchandise received is defective / not as described as my original ordered from the merchant. (Please explain
the problem in “Others” and provide the relevant proof to show the difference / defective)
AR 2 BR7 | EamEARANR Lt P AR ENRSE/EmB TR/ER (B "EtEa NFAFBRTRZE / BRIE
Mo WERHSAFAERR)

[] M. I'have made payment of the above stated transaction(s) by &XAE AL T HAZHES
O Other Credit Card Efi{=FA (No. )
OCash H&
O Cheque X2 (No. )
(Copy of card statement / cash receipt / cheque & bank statement enclosed Z&Mf_F{ER~ AL / RS UL / X ZERIRTT
R&EERIT)

[] 12 Others Azt

*Principal cardholder signature Contact Number *Supplementary cardholder signature
EFRRRARE B4 E B FRFARE
Date HER :

(*Must be the same as the one shown on your credit card #7835 A~ L 2 2B A8R)

EBIRTT () BRAA
OCBC Bank (Hong Kong) Limited



