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Credit Card Chargeback Protection Mechanism {5 Fi =3RSk {7 p ]

What is Credit Card Chargeback Mechanism? 8t 2(= AR 2tk 2

For disputable credit card transactions, cardholder may request a chargeback from the merchant’s acquirer (“acquirer”)

through his/her card issuer. Based on the rules set out by credit card association (such as Visa, UnionPay), if the request is
accepted by the acquirer, the acquirer will reimburse the card issuer which will in turn refund the transaction amount to the
cardholder. 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 TEHEifeRT H4EEE » WIF IR ISR S

It is the responsibility of a cardholder to review his/her monthly credit card statement and report to the issuer any suspicious
transaction(s) in 60 days from the statement issue date. The issuer regards the statement as correct and in order should no
irregularity/error is reported within this specified period.
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Common Dispute Reasons g F i h

° Unauthorized / Duplicate / Incorrect Transactions
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e  Defective/Not as Described Merchandise/Service
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e  Non-receipt Merchandise / Services
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e  Cancelled Transactions / Credit Not Processed
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e  Merchants Closed for Business
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How to submit a chargeback request? #{o] FHES{Z FHRIEE0?

Cardholder should complete and submit the Transaction Dispute Form together with required documents / information to
Issuer within the specified timeframe as mentioned in “Timeline to apply for chargeback” below. The supporting documents
/ information will be submitted to the acquirer for review and assessment of validity of the chargeback claim.
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Timeline to apply for chargeback HIZE5 (= H-RiE 2 IF[R

For all disputed transactions, cardholder should apply for chargeback within 60 calendar days from statement issue date and

within 120 calendar days from the date of the transaction. For the dispute of merchant closure, the time limit for dispute
request is 120 calendar days from the merchant close-down and cannot exceed 540 (Visa) and 360 (UnionPay) calendar days
from transaction date. Cardholder should apply chargeback and to provide relevant documents to prove the transaction(s)
is/are questionable, such as credit card payment slip(s) and sales slip(s), as soon as possible.
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Time-frame for concluding a chargeback proceeding FEEVIE TR VISR

Normally, it 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 3 HFk B KA E

e  Download and complete the Cardholder's Declaration of Dispute and fax/mail to PrimeCredit.
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e  Contact our 24-Hour Customer Service Hotline 2269 8899.
BUEEAAT 24 /NFF AR TS ELAR 2269 8899 -

e  Visit one of the PrimeCredit Branches
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Points to Note ¥ = EIH

e  Cardholder is suggested to contact the merchant (if still in business) in an attempt to resolving the dispute in the first
instance.

R AL H 3 e T4 e = (e &2 58) - B Sl DR FHRE 3k -

Cardholder should provide relevant documents (if any) and information to substantiate and justify the chargeback.
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Cardholder should allow reasonable buffer period for issuer to review the case and prepare documents for chargeback

for cases lately reported with tight timeframe.
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Cardholder should be bound by the chargeback rules and regulations of the Credit Card Association and accept its

arbitration (if any) as the final decision.
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Credit card instalment plan is ineligible for chargeback claim as the loan agreement between the card

issuer and the cardholder is not recognized as a typical credit card transaction.
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Quick Reference [Jiifisa#

Chargeback Timeframe Table {E{[fZFPHFR—EF

Timeframe for cardholder to raise a

Timeframe for Issuer to initiate a chargeback

Timeframe for Issuer
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360 days from transaction date of the disputed
transaction. Relevant sales slips or invoices
from the merchant acquirer is required in the
chargeback process and will be completed
within 30 days, ample time should be reserved
to ensure the chargeback is executed within
the valid timeframe. (Merchant Closed for
Business)
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dispute request B E I RER to conclude a
FEENIEHBETBER chargeback (general
cases)
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Visa 60 days from the issue date of the 120 days from transaction date of the disputed | g_g \veeks after
monthly statement transaction (All Dispute Types) "
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540 days from transaction date of disputed
transaction (Merchant Closed for Business)
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UnionPay | 60 days from the issue date of the 120 days from transaction date of the disputed | g_g \weeks after
monthly statement transaction (All Dispute Types) .
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