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Credit Card Chargeback Mechanism {EAEX 5B

What is Chargeback Mechanism? EFERERA KR HIER#E ?

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.
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Review Monthly Card Statement and Report Disputed Transaction

EHREAARE - ERRELFHRXD

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.
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Right of the Cardholder to Lodge a Dispute Request 1 RAZARRK IR HFHHOEF]

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 dispute request
through the card issuing bank to claim for a full/partial refund of the transaction.
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Responsibility of the Card Issuing Bank to Resolve Disputed Transaction for Cardholders

B RROTEAERFRABRRFIZNR S

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.

BRBTEEERF FARENRZFZIRRHE) - W MER FHEEHE BN EPIE T RER R AR



Common Dispute Reasons & B S H

e Transaction Not Authorized 2 B RIER 5

e Non-receipt of Merchandise/Service WERTE| & & /ARTS

e Defective/Not as Described Merchandise/Service 181/4 8 /& T ¥R & f/ARTE
e Recurring Service Already Cancelled EEUH8I1EIR RS

e Refund/Credit Promised but Non-receipt RUE P EGEHE R

e Merchants Closed for Business PR &%

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.

BREAGTRGEEHER W IE RS A-FEEFT OB 3| PR % R mRieH

Handling of Payment of the Disputed Transaction BRIEF 3 5 RS

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 - CARTREFENRFERRE - MANENEFETT S RATBARNZIERS -

Sales Draft/Transaction Document Retrieval BREE/3E 5 N E

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 FXENETE FHIEER

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.)
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Time-frame for concluding a chargeback proceeding FeRXIEf 12 FRIRER

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.
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Channels to Lodge a Dispute Request IRHE:ZERAEE

e Download and complete the Cardholder's Declaration of Dispute and fax/email to Bank. RAZRTTAYHE T &I
B "ERARFRARBRERZEN REE/SHRIANTRIE

e Call our 24-Hour Customer Service Hotline at 2543 2223 BEARTT24/ N RIS EL4R -

e Visitany of our Banks' branches FREGATTE(I D TTHHE ©

Points to Note ¥ =51

e (Cardholder is suggested to contact the merchant (if still in business) in an attempt to resolving the dispute in
the firstinstance. FRABBEFHLITHERS (WHER) - ERAS KA -

e Cardholder should provide relevant documents (if any) and information to substantiate and justify the
chargeback. FRABREFZARFRBERI S RER  (EAIHEEMNEFAEE -

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. #~ AZERL EIEE LR H ifn HAPR 23000 IB( Z K44
TRITAENEFIERERT LM EE -

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. #-~ AR REEATHIRT BN RLZQEFEGBE) R
RIRIE °



Quick Reference RFELZRE

(A) Chargeback Process Flow 1E{EIE T2
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(B) Chargeback Timeframe Table E2FFRE—
Timeframe for cardholder to Timeframe for Bank to Timeframe for Bank to
raise a dispute request initiate a chargeback conclude a chargeback
KRNI BHRGHR RITRBIETEIFHIR (general cases)
RITTHIENEFHR(—K
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VISA/ 60 days from statement date of | 120 days from transaction 6-8 weeks after execution
MasterCard the disputed transaction date of the disputed BREh 1% 6-88
BB A0 RR transaction (All Dispute Types)
FRIBEER S HB120K N
(%)
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(All Dispute Types)
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OCBCWING HANG OCBC Wing Hang 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@ocbcwh.com

BRDEZNRRERGEFHE) BEE ¢« 21423836 (2k) EHZE : cardau_hk@ocbcwh.com

For any query, please call our Customer Service Hotline at 2543 2223
MBEMER - wEATEPRIET O - BMES 25432223 ¢

Cardholder name: Card number:
FRAGLS ERRRE
Item Transaction Date Merchant Name Txn. Amount (HKS) Disputed Amount (HK$)
BHH RH A [EiaEat] RSEF (HKS) FEET (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):
RADFABBA LR H RER T IRHERIERHFE © (Please mark “X” in the appropriate space FEIEEE 2 FEAE L “X”)

[l

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).
ANIEERBESERFEANERS  TWREREE=EFERRAGAR - AAREMARAREEDLHE LRI LR
STNEMIEHR IR - B LAFERHBLER - AADABERBERTK -

Incorrect Transaction Amount / Currency. The correct transaction amount should be (transaction
receipt copy enclosed)
R BT P EBESES (ZM LR BRBIREIAR)

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

RARFR—RRS - AMAANZ ABE EAMESR TR -

| agree that | did authorize one transaction of HKS 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).

RAAREMBEPRFR—RRS » ®FR HKS CERANKREE LIRS - B FIMFERSESE
i’ RADAFERBERR -

I 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.

RABR (BH) LB/ E/ BERBMN LABPEUE B BERRE - At P BEREEE Ll ERR
PRWEERIER - 24 B REATEUE B BB R BMERX -

. I'was issued a credit slip / promised of a refund which has not appeared in my statement. Enclosed is a copy of the credit

slip.
RABUGEA ER 5 ZBHRER | P AR - AMAAZ ABERDABRBERRR - ZM EZRRE 2 BIAR -
Cancelled Reservation at Hotel EEUE TR =R :
I have made a room reservation at the above Hotel but cancelled it at (am/pm) on (date).
I was given a Cancellation No. .
RABEE EEERRE - BEAAER (B B e B ) e B S XU BT 5 W BRAG — BUE
SRS o

EHKFRITBRATR

OCBC Wing Bang Bank 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.

HiEmPEERTRERTAEBRINRG / FIB2ER - AAGEANEFHEBENEME P S RERIDE (FrtA
THABEERNAT "B YN EZEBYERBIANMERS 2 BAE R

[] 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.
tEEPFEEREE  MEZRBEAEXZIORB/AIBZER  AARRDREANREA L LN EHE
HKS EITER - M EARAREPREBFT ORI HWAHEE -

[] 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)
AANWRZ R | EamBEARAR REPABENRSE/EmB TNR/BR FR "HibEE AFAHBTEZE /1BRI5
W WIRHSAFAERR)

[] 1. I'have made payment of the above stated transaction(s) by XA EBIAT I AZNEF
[ Other Credit Card A {ZFA < (No. )
O Cash B
O Cheque % 2 (No. )
(Copy of card statement / cash receipt / cheque & bank statement enclosed Z[f F{EA~A4E / B UK / L Z RIRTT
R EEIT)

[] 12 Others Hftufst

*Principal cardholder signature Contact Number *Supplementary cardholder signature
ERFRARE BR B - R AR
Date HHH :

(*Must be the same as the one shown on your credit card %788z A< EZ #EXNEMER)

FEFEXFRITERRAE
OCBC Wing Bang Bank Limited



	Credit Card Chargeback Mechanism(140617)
	Cardholder's Declaration_May2017
	Merchant Name
	Item


