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Credit Card Chargeback

What is chargeback mechanism?

Chargeback mechanism is a way by which cardmembers who make lump sum payments for
goods and services, request for refunds, whether in whole or in part, of their payments under
certain circumstances in accordance with the rules of the respective card associations.

What is our role as a card issuer?

We, being a card issuer, will assist cardmembers on the chargeback in accordance with the
rules of the respective card associations where the circumstances justify. It is important for
cardmembers to provide us with sufficient information and supporting documents in order to
establish a valid claim of chargeback.

How can cardmembers initiate chargeback requests?

According to the chargeback mechanism stipulated by the card associations, only one dispute
can be raised for each transaction. Therefore, cardmember is encouraged to try to resolve the
dispute with the merchant first before raising a chargeback request.

A cardmember can initiate a chargeback request by submitting to us a completed transaction
dispute form with supporting documents (e.g. sales slip, receipt, invoice, delivery note, etc.) as
required by us. The information in the transaction dispute form and the supporting documents
are required to establish the validity of the chargeback request so as to ascertain whether or not
the request will be considered and processed by the acquirer. If the request is established to be
valid at a later stage, cardmember will be refunded an appropriate amount of his payment in
accordance with the rules of the respective card associations. In case of any dispute, our bank
reserves the right of final decision.

Copies of the transaction dispute form can be obtained from our branches or downloaded from
“Transaction Dispute Form & Guidelines on Page 6-7” on our website.
http://www.asia.ccb.com/hongkong/personal/credit_cards/download_form.html

What is the chargeback processing flow?

Upon receipt of a chargeback request with the required information and supporting documents
from a cardmember, we will submit the information to the acquirer for processing the request
under the rules of the respective card associations as soon as practicable. Depending on the
circumstances, the chargeback request may be accepted or rejected.

Time limits of different card associations

Cardmembers should examine their statements and report any error or omission in the
statements to us within 60 days from the statement issuance date in accordance with the
cardmember agreement. If no error is reported with the said period, the statements are deemed
to be conclusively true and correct and binding on cardmembers.

Chargeback process usually takes 6 to 12 weeks, which is counted from the date when all the

required information and supporting documents are received by us from the cardmember. The
processing time may be longer depending on the complexity of the case.
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Card associations impose time limits on chargeback request submission, and the time limits
vary with dispute types and card associations.

Card associations

Cardmembers should raise dispute request to us within 60 days from
the statement issuance date. For the dispute types, please refer to
‘TRANSACTION DISPUTE FORM’ for details.

For the dispute related to non-receipt of refund, goods/services and
merchant out of business case, please refer to the below chargeback
time limits. The chargeback time limits are strictly for reference only.
The card association guidelines may be subject to changes from time to
time without prior notice.

Visa / Mastercard

Dispute of non-receipt of refund:
e Within 120 days from the issuance date of refund receipt /
documentation.

Dispute of non-receipt of goods/services or merchant out of business:

e Within 120 days from transaction processing date, or within 120
days from the expected delivery date of the services/goods, or date
of merchant closed down , but not exceeding 540 days from the
transaction processing date.

UnionPay

Dispute of non-receipt of refund:

e Within 150 days from the transaction date, but not exceeding 240
days from the transaction date (including 30 calendar days of
mandatory retrieval request).

Dispute of non-receipt of goods/services:
e Within 150 days from the transaction date (including 30 calendar
days of mandatory retrieval request).

Dispute of merchant out of business:

e Hong Kong, Macau and Taiwan domestic transaction:
Within 360 days from the transaction date (including 30 days of
mandatory retrieval request).

e Other countries/regions:
Within 150 days from the transaction date. (including 30 days of
mandatory retrieval request)

In order to have sufficient time to process chargeback request through card associations,
cardmember must raise a chargeback request together with the supporting documents at least
14 days prior to the chargeback deadline imposed by the respective card associations for non-
receipt of refund, goods/services and merchant close down dispute case.
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Not accepted transaction type for chargeback request

Chargeback request is not accepted for the below transaction types. Cardmember should
contact the merchant directly to resolve the dispute.

e Octopus Automatic Add Value Service (AAVS) transaction

e Interest-free Merchant Installment Transaction

e Related to the quality of goods/services provided by merchant.

Not accepted transaction type for using chargeback reason of “Unauthorised

transaction”

Since the below transaction types are authenticated, the liability would be on the Cardholder

and “Unauthorised Transaction” cannot be used as a reason for chargeback request.

e Face-to-Face transactions with card-presented

e Transaction processed via various e-Wallets (including but not limited to Apple Pay,
Google Pay, Unionpay mobile QuickPass, Alipay, WeChat Pay, Octopus Wallet, etc.)

e Online Transaction with OTP (One-Time-Password) authentication.

Contact Us

Cardmembers can contact us for enquiries on credit card chargeback via any of the following
channels:

e Credit Card Customer Services Hotline 317 95533

e Email (cs_contact@asia.cch.com);

e OQur official website (www.asia.cch.com);

e Fax (Fax No. 311 16279);

e Any of our branches.
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Frequently Ask Questions

Q : Why are cardmembers encouraged to contact the merchant before raising the credit card
chargeback request?

A : Cardmembers are encouraged to contact the merchant first (if possible), as it may take
shorter time to resolve the request.

Q : Will I need to pay any handling fee for submitting chargeback request?

A : If the chargeback claim is invalid, you may have to pay for the relevant fees and charges
such as dispute handling fee, statement retrieval fee, card replacement fee, interest and finance
charges incurred during the investigation period, etc. (if applicable) in accordance with the
cardmember agreement.

Q : I am currently making payments to a merchant by credit card direct debit authorization
(DDA) every month. | now want to cancel the DDA. Could your Bank take my instruction
and cancel the DDA? What can | do?

A : The credit card DDAs in connection with contracts entered into with merchants are given
directly to the merchants (and not to our Bank). Accordingly, a request for cancellation of a
DDA should be made to the merchant. You can give the merchant a written instruction to
cancel the authorization. If the DDA is still not cancelled, you can provide a copy of the
cancellation instruction to us, and we may help to contact the merchant to seek reimbursement
of the disputed charge and / or cancellation of the authorization in dispute (as the case may be).

Q : I signed a merchant installment plan for a tenor of 24 months with a merchant for fitness
services with CCB (Asia) credit card. However, the merchant was later out of business. Can |
stop the remaining 10 months of the installment payment?

A : Merchant installment plan is a loan agreement between you and us, wherein the full
amount paid by us to the merchant represents a loan made by us to you and your continued
liability owed towards us in all circumstances until full repayment of the loan no matter or not
the goods or services contracted for are delivered.

Q : How should I know the Chargeback Time Limits for non-receipt of goods/services or the
merchant going out of business.

A : Chargeback time limits vary according to the type of disputes and card associations. The
chargeback time limits are strictly for reference only. The card association guidelines may be
subject to changes from time to time without prior notice.

Example A
Customer uses a Visa/Mastercard to pay for merchandise which is not delivered as scheduled.

The chargeback time limit is 120 days from the last date which the cardmembers expected to
receive the merchandise or services, not to exceed 540 days from the transaction processing
date.

Example B
Customer uses a Visa/Mastercard to pay for a prepaid service and later found the service

provider has closed down.

The chargeback time limit is 120 days from the date of merchant closed down, not to exceed
540 days from the transaction processing date.
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Credit Card Chargeback Process
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To: China Construction Bank (Asia)
B PEEESGRT (TE)

Address il : P.O. Box 60126, Tsat Tsz Mui Post Office, Hong Kong . ATk EIE =4 60126 57
Email Address &k cs_contact@asia.cch.com Fax {EE5EME: 311 16279

Please contact Credit Card Customer Service Hotline at 317 95533 before completing this form.

AER ILRIAT » SEBEERRE IR HER 317 95533 -

TRANSACTION DISPUTE FORM
(FRXZBHS)

Card Number £5%

Transaction Details 32 5&K}

Transaction Date Merchant Name Transaction Amount
X5 H P X5

I did not consent to the above transaction(s) for the following reason(s), please investigate: -
AL FEE  WREE bt S5 E 5

|:| I did not authorise the transaction(s) indicated above.

ARNERIEILFER S -

|:| | certify that the transaction(s) was/were not signed by me nor by any person(s) authorized by me. |
further declare that my Credit Card was not stolen and has always been in my possession.
RANERFZ_EHAIIRIEN HARAREM NS ERL S - A NGEERARBERENRIL—EFH
EZa N

In case of suspicious fraud case(s) or unauthorize transaction(s), please call our Customer Service
Hotline at 317 95533 to suspend card.

ARSESFIRIE LR EIRMES S - BB EATEAREFRER 317 95533 UEHEZ B -

|:| The amount of the sales slip was altered from $ to$ . The cardholder copy of the
sales slip is enclosed.
RAGEE Bt 52 GiRaoE DI o AT B2 B RN BT B

FFRABIALIESS -

|:| The transaction(s) was/were paid by other means as shown in the document (receipt/invoice/statement)
attached. | have attempted to resolve the dispute with Merchant but failed.

BESER S EHEM TS () - RAACESIERF, (ERREMAIL F -

[ ] 1authorised only one transaction for $ (sales slip attached) but did not authorise in the other
transaction(s) for $ . My card was in my possession at the time of the other transaction(s).
RNARE—ERS > &Mk (5 HIDSARES 25 EH

o ML ERIEL B 20 - KASFFAERRICARESE -

] Non-receipt of goods / services. The expected date was (supporting document
attached). | have attempted to resolve the dispute with Merchant but failed.

e ARUENTHE T Z B/ IR - WO s H R () - AABEFHEBEEE, BR
REME LTt
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|:| | authorised the transaction, but | cancelled on with a cancellation number
The cancellation notice is enclosed.
RNEYHE_LE 5 (BB AT HO¥ > BUB4RSR By

BRI EROMBAIE -

|:| Credit not processed. | enclose my copy of Credit/Refund slip, which has not been credited to my card
account. | have attempted to resolve the dispute with Merchant but failed.
RERERFN - RANIARUEB(TEKE) - AACEBBRERE S - (ERREMIALIL T -

|:| I have cancelled the recurring transaction(s) with the Merchant on but I am still being
charged. The Merchant was notified of the direct debit authorization cancellation. (supporting document
attached). | have attempted to resolve the dispute with Merchant but failed.

ANEHUHIFEEER S > RUSHIR G HEBARE AR &4y () -
ANEEHIEREFE - [ERAEMAILFE -

Any other comments: (Please use another sheet if necessary) EAtl : (X175 FETFHIEANMTHIEE)

Note : To expedite the investigation process, please provide your supporting document(s) as stated above.

WfaE « AR ftARE S LA B &

CARDMEMBER’S SIGNATURE & DATE (G~ AZEZE R HE)
(Signature should correspond with the specimen signature as per your Credit Card)

(FEAREE T ZERRERRER)

I understand that it will take 6-12 weeks to investigate the disputed transaction. If the dispute is found invalid, a
dispute handling fee (please refer to Cardmember Agreement for details) will be charged to HKD Credit Card
account; and | am obliged to pay the dispute amount plus finance charges incurred during the investigation period.

ANHEEHL S HE 6-12 (E 23] - WFRBE I FHRE T RS AAAEEEHFFEOEE AR
RHFRFHTHEGHEFASEERTEEES) - A NTMARGN BRI (BB ER -
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