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Basic Information about Credit /Debit Card Chargeback Mechanism

HEERER/HIRRX BB R ?
What is Chargeback Mechanism?
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The chargeback mechanism established by Card Associations (e.g. VISA, MasterCard and UnionPay) aims to protect
cardholders by allowing them to request reimbursement through their card issuing bank in cases of transaction
disputes, such as payments for products and services which were not received, not as described, or were defective.
The chargeback requests are subject to the rules and regulations stipulated by the respective Card Associations.
Applications may be unsuccessful if they are not raised within relevant required timeframe.
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Chargeback Process Flow
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The role of the card issuing bank
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OCBC Bank (Hong Kong) Limited (“OCBC Bank (Hong Kong)” or the “Bank”) as the card issuer, after receiving the
details of the disputed transactions from the cardholder, will raise a chargeback request for the cardholder to the
respective merchant acquirers in accordance with the rules and criteria of the relevant Card Associations (e.g. VISA/
MasterCard/ UnionPay) and will extend applicable protections to the cardholder.

1 EFRIT (BB BRAT
May 2026 OCBC Bank (Hong Kong) Limited



$)OCBC

FRANEE

Cardholder Responsibilities
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It is the responsibility of a cardholder to review each monthly card statement and report to OCBC Bank (Hong Kong)
any questionable or irregular transaction(s) within 60 days from the statement issue date. The Bank regards the
statement as correct and in order should no irregularity or error is reported within this specified period.

FRADMEREER, TR R ERIRER ?

How can you initiate a chargeback request?
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If a cardholder identifies any questionable or irregular transaction(s) listed on the card statement or already posted to
the card account, and for certain reason the cardholder does not wish to pay or be held liable for such transaction(s),
the cardholder may contact OCBC Bank (Hong Kong) to dispute such transaction(s) and request for chargeback.
OCBC Bank (Hong Kong) will ask for supporting documents (e.g. invoice or service contract) and examine the
request. If the request is accepted, OCBC Bank (Hong Kong) will raise a chargeback claim against the related
merchant acquirer pursuant to the applicable scheme rules of the relevant Card Association (e.g. VISA/ MasterCard/
UnionPay). Upon acceptance of the chargeback claim by the merchant acquirer, OCBC Bank (Hong Kong) will cancel
the related transaction and arrange a full or partial refund (as applicable) to the cardholder. Cardholders may submit
dispute requests via any of the following channels:

1) 24-hours Customer Services Hotline (Phone Number +852 2543 2223)
2) Internet Banking / OCBC Bank Mobile App / Velocity App
3) Download and complete the OCBC Cardholder's Declaration of Dispute and submit it together with any
relevant transaction receipt(s) or contract(s) (if applicable) via
e E-mail / Fax (Please refer to the OCBC Cardholder's Declaration of Dispute for instructions);
e Mail (To: 161 Queen's Road Central, Central, Hong Kong); or
e Visit any of our Bank’s branches
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NERHRFREMNZFHLS (EERANEN RS B RALHACESIAZAY T EEEIRTR R ASRAFH#E ) Keft
RATERMEFRIER) o EATTUE R BRIR STE A - (AR EEGBEE R AEBIMEBIEI S X > LUREZ S
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After the case officer of the Bank (“Case Officer”) has received the OCBC Cardholder's Declaration of Dispute from
the cardholder, an acknowledgement the receipt will be sent to the cardholder within 7 working days. In general, the
bank will place a hold on the disputed transaction amount and cardholder will not be required to settle the disputed
amount during the course of chargeback process (applicable to credit card transaction only and subject to the
submission of the completed OCBC Cardholder's Declaration of Dispute and sufficient supporting information). If the
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Bank receives updates from the merchant acquirer, the Case Officer will contact the cardholder to review the
transaction document(s) and determine whether the dispute should be proceeded further. In case of any unresolved
dispute, the decision of the respective Card Associations shall be final.

EEETE Important Matter

AR ATAER NI GBI RFL S HE - FR BRSO E e P i -
Please note that dispute request for the following transaction types is not accepted. The cardholder should contact
the merchant and try to resolve the dispute with the merchant.

. i N B R | A ok B o
(u%ﬁﬁ%mx%ﬁ%ﬁﬁlﬁ
Card-not-present transaction authenticated via OCBC Bank Mobile App / Velocity App or One-Time Password
(OTP) (Use Unauthorized Transaction as The Dispute Reason)*

o PR G CUREREN S P iN)

ATM Card Transaction (Use Unauthorized Transaction as The Dispute Reason)
o JEEHEBMERBHEEEERS

Octopus Automatic Add Value Service (AAVS) Auto-Reload Transaction
s HPRESHIRS

Interest-Free Merchant Instalment Transaction

TEE ) EARESY BRI M IR IE R 2 — MRS st

o 4 LEGK
E-Bill Payment
o WEFEL

Cash Advance

EHRFR A B C R Eatagy RN RS 2ER - BB E T - MEETFE DA o o - B
(ERFRABREL 7 _Eali T8 - mﬁ*ﬁ%}%ﬁ B SR RAT: -

*Please report to Police immediately for further investigation if you think you might be deceived in any authenticated
card-not-present transaction, and kindly be reminded that you may still be held responsible for the relevant

transactions even if the above-mentioned action has been taken.

BREIR ]
Processing Lead Time
FER AR A 45 825 1 H BIEE 60 RAEZHIRS R4 1 H BIEE 60 RNTR S35 - DUESRTTA & S5 bt B KR

HERZREZE - BRIL S - FIRFHEREA &S B HREIIR - UM RS ey g gt 25 -

Cardholder must submit their dispute requests within 60 days from the statement issue date or within 60 days from the
merchant close down date so that the Bank can have sufficient time to review and follow up on the case. Please note
that each dispute reason is subject to its own processing deadline and the dates as shown in the following table are
for reference only.

FRFER BRERHARR
Dispute Reasons Processing Deadlines
Visa ‘ E@HiZ £ MasterCard $5B% UnionPay
RIS A FE R AT 120 KA 2 g EE st 180 KA

Within 120 days from the transaction processing date Within 180 days from the

transaction processing date

R g EE H T 150 RA(BHE
30 KAy AL B R)
Within 150 days from the

Unauthorized Transaction

EEER PR AR HilEEr 120 RN AL SR HilgEt 90 KN
Duplicate Processing Within 120 days from the Within 90 days from the
transaction processing date transaction processing date

TG | SHATT
Incorrect Transaction Currency /
Amount

transaction processing date
(including 30 days’ mandatory
retrieval request time)
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ZHERCH | BAAE BAR B
Transaction Cancellation / Credit
Not Processed

AR F R AR H st 120
PG

Within 120 days from the
transaction processing date /
credit receipt

OR
EHABCHE SRS » R R AR UCE
P RS Bk R R RS R B 17
TE HE 51 120 RAEAHESS)
HAEHEET 540 K
For cancelled merchandise /
service, within 120 days from the
date the cardholder received or
expected to receive the
merchandise or services, but not
exceeding 540 days from the
transaction processing date

RO BRI RO B R R
[B H#EET 120 R

Within 120 days from the date of
the credit documentation or the
service cancellation date or
goods were returned

g E H R 150 RA(EE
30 KAy AL B R)
Within 150 days from the
transaction processing date
(including 30 days’ mandatory
retrieval request time)

WCEIHY B | IR RS BRI A [
Merchandise / Service Received
Is Not as Described

R SEE HALET 120 KA
Within 120 days from the
transaction processing date

OR
AR AL IR R & H RS 120
R AEAR AL 5 E R H Lt 540
PN
Within 120 days from the delivery
date of the service / merchandise
but not exceeding 540 days from
the transaction processing date

AR GEE H ST 120 KA
Within 120 days from the
transaction processing date

OR
TP e A IR A S B R UM H L
5t 120 XN
Within 120 days from the
delivery / cancellation date of the
merchandise / service

OR
RS E% 1L HEEET 120 RNEAR
ST B E R HERT 540 K
Within 120 days from the service
ceased but not exceeding 540
days from the transaction
processing date.

i Not Applicable

RBEN & | s
Non-Receipt of Merchandise /
Service

AR SERHREET 120 XA
Within 120 days from the
transaction processing date

OR
TR s HR AR P v o HARES T
120 RAMEAR #5075 R H T
540 X
Within 120 days from the agreed
delivery date of the service /
merchandise but not exceeding
540 days from the transaction
processing date

A G E R HEEE 120 KA
Within 120 days from the
transaction processing date

OR
PR AR R fn g o HEE 5t
120 X
Within 120 days from the agreed
delivery date of the service /
merchandise

AL GER HilEst 150 KA (E1E
30 KAYEHIMAEEAZSL FHER)
Within 150 days from the
transaction processing date
(including 30 days’ mandatory
retrieval request time)

PP
Merchant Close Down

AR S ER A RS 120 XA
Within 120 days from the
transaction processing date

OR
PR fE B AR RS i tih & HAES T
120 RAMEAR B3 5 R HAEET
540 K
Within 120 days from the agreed
delivery date of the service /
merchandise but not exceeding
540 days from the transaction
processing date

AR R ANRIZERR 4% 1L HREET
120 RNEARHEEZ 55 R HE
51 540 K

Within 120 days from the
cardholder aware that the
service ceased but not
exceeding 540 days from the
transaction processing date

FHAEME -~ HEPIHIE K &8 7Y
WAL S » I AR HEE 360
KA (EFE 30 RAVIRFIM LS5
iS3E))

For Hong Kong, Macau and
Taiwan domestic transactions,
within 360 days from the
transaction processing date
(including 30 days’ mandatory
retrieval request time)

BBz - AL S E R E
150 RA(EIFE 30 KAYaHIMEE %
gzl )]

For other countries / regions,
within 150 days from the
transaction processing date
(including 30 days’ mandatory
retrieval request time)
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oS OCBC Cardholder’s Declaration of Dispute
$)OCBC P

E/IMTR T IRAFHEY

Cardholder Information £ A&}

Credit / Debit Card Account No. Cardholder name Contact Tel No.
A/ KRR BRAER % 4% &

Details of Disputed Transactions E#3 S5 15

Transaction Date Merchant Name Txn. Amount (HKD) Disputed Amount (HKD)
R HE DD/IMM/YYYY Sk R 5 %% (HKD) FHTE (HKD)

| have examined the above transaction(s) and am writing to dispute it/them for the following reason(s):
AANSHABEU ERXZRER NIERHRIERESFE
(Please mark “X” in the appropriate space BB E 2 FFEAE L “X”)

Unauthorized transactions R 4&IZHEZZ 5

Unauthorized transactions. | 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).

O REFERS  AABELASERERULELRS  MEARES-_EFFEAARAGH/HRF - RAEMBALRA
REZFLAGKNEU RS PNENHRT IR - 8 LHFERS8EN - AADAFEERER /K< -

(*This option is not applicable for card-not-present transactions authenticated via OCBC Bank Mobile App / Velocity App or OTP)
(CHEERNERARER ERRTEEEREDR | BFRIMEMRBEAER o —RUBEFBIEN "BFZM. X5)

Service related transactions FRIS1EREZZ 5

Incorrect Transaction Amount / Currency. The correct transaction amount should be $ in
0 (Currency). Enclosed is a copy of transaction receipt.
ROEH | EBAT R ZEESES F S ° (M _EZERREEEIL)

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

O statement.
BEWR - KARBRE—RRE - AMAAZBEE LAIHREER TMR -

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

[ previously sent to the merchant .
BENERBECKL - RASR (HER) ABEL / 51 / Hti@H B FEUE BB EIRIEE - FIE
BREESZEB LMER/ MRFFOWNRECUER - ZM - ERFEEE S ERZ BMNERX -

Credit Not Processed. | was issued a credit slip / promised of a refund which has not appeared in my statement.
Enclosed is a copy of the credit slip.

D mgrskEmE - AABKEN RS ZERERE | BEEABER  AMAAZBEENNFERERER - ZM L%
BREZEIR -

Not as Described or Defective Merchandise/Services. The service / merchandise received is defective / not as

described as my original order from the merchant. (Please explain the problem in “Others” and provide the relevant
[] proof to show the difference / defect)

Em/RFFEMER T RBEER - AAWBIZRS | EmBEAAO HEBFPMBEENRB/ERA A AE/ER -

(FEREMET AFARAARZE /88BN - WRHXHER) -
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Services Not Provided/Merchandise Not Received. | he merchant is 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.

BEREERMRT / RBEWRETREZEY - LHBFPEINAEEREEEEISHRE /FIBZ2Em - AAZSEM

DIBFEIEBMET EMEBESKEBAYE - (FAFARBEAGERNUT “Hitt” WM LB SR I ANBEFHE

Z @A R )

Merchant Closure of Business. 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 HKD . Enclosed

[] s acopy of service contract/agreement | have entered into with the merchant.
BEEREZE - LB E,.c. =% Eﬁ,m/iw B SMNRE SIEZEm - AARMIDAKRZERNRIEFTE K
A EEHKD BEY - M EARANBEBEFREFIINRESH ZE8IAUHSE -

Paid by Other Means. | have made payment of the above stated transaction(s) by

EEREMAXNR - AACSHAUTSTAZNER

OOther Credit / Debit Card E{5F3 / #18RF (No . )
[0 OCashR=E
OCheque X Z (No. )

(Copy of card statement, cash receipt, cheque and/or bank statement enclosed Zi[f -IEFFB4EE / RSB /
X ERIRITRALEEREIE)

Cancelled Reservation at Hotel. | have made a room reservation at (hotel name) but have cancelled

it at (time) on (date). I was given a Cancellation No. . Enclosed is a copy
[] of the relevant proof.

EBUHTERTER - AARE O EAEES] R - BARASR (B RSB S BUHE] B ES -

HUB SRS ° (%M _EAB AR BRI 2 BIAR)

Others. (If none of the above dispute reasons is applicable) Please specify:
Hth - (W0 L FZmREAER) B0

| certify that | have submitted all the documents which can support my claim and have attempted to resolve the dispute

0 with the merchant but failed.
KAANEBRHFBAELSFERGHEBAIXH NI EALFHEF - BIIREBRRIEFEE -

Notes 5T

1) If the above disputed transaction is found to be conducted by the cardholder, the Bank will debit the above card account for the
transaction amount, any interest incurred and a processing fee of HKD50.00 for each transaction without further notice.
MERERBRHFAERFERHE RAFERFL  ATHERELMER/ NRFFOVNBERISRIE - BN ZANEREIR

RSB FHEEHKDS0.00 - MAEESSITEH -

or within 60 days from the merchant close down date so that the Bank can have sufficient time to review and follow up on the case.

ZRER -

2) Cardholder must submit their dispute requests and relevant supporting documents to the Bank within 60 days from the statement date

BRALARBABRL B0 R A HERE FEF L L H 60 RNR B FHPB MR MR - IERTTHEEHNEEIREKIRE

Submit the Dispute Declaration £33 5 ;%2 AP
Attn Card Security Section : EHAFRZH

I _____ 5 _mzl I_ _EB_ ———— T ______ F_ _@T,E\_ ______ i_ ______ T ;”Tﬂ% ______

| | I 161 Queen's Road Central, Central, Hong Kong |
+ R oo hY =]

L chargeback_hk@ocbc.com _I_ (+852) 2815 7816 I RS A D1615E

s =2

Cardholder's signature R A% & O | hereby consent for my personal data to be collected, used and

disclosed by OCBC Bank (Hong Kong) Limited and its related
corporations for the purposes of investigating the dispute and to

facilitate any other requests submitted in this form, in accordance with

OCBC Bank (Hong Kong) Limited Data Protection Policy.

Date H#H ZUAK T BREBILRE PRI AEMBEK -

(*Must be the same as the one shown on your credit / debit card
WRBERA HRF EZEEARERE)

KAHE%?EEF; (&8 ) & - ERANKERANEAZR - BRE

|
J
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