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Card Transaction(s) Dispute Mechanism =32 S1E {1l
What is Dispute Mechanism? EEE R SIE[HH ?

The dispute mechanism established by Card Associations (Visa/MasterCard/UnionPay) aims to protect cardholders in
which they can apply through the card issuing banks for reimbursement of their payments for dispute transactions.

The chargeback is bound by relevant rules and regulations as stipulated by Card Associations.

TR SBAIEHZ R R FAEB(Visa/MasterCard/iREF) A FARRRERD, ELIRFTFEBRZE K FAJBEEHR
FEIRTEBE PR ERKSIR LR PE - MARIEMNIEF IR R EBPRHIET AR IRBIPTAR -

Review Monthly Card Statement and Report Disputed Transaction(s) E##RIBEE - BIFIREHFER
2

It is the responsibility of a cardholder to review his/her monthly card statement and report to the Bank any
questionable or irregular transaction(s) in 14 days from the statement issue date. The Bank regards the statement as

correct and in order should no irregularity/error is reported within this specified period.

FRABEIRRSHNALE  (IRRABENERNRS - AERGERHRBZI4RAEIRITIRY - RITZHE
ERRNRAEBNRGERRLHEES -

Right of the Cardholder to Lodge a Dispute Request I EAZE MR HiE L FEAER

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 dispute
mechanism of 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.

MFFARBEE LR EHRNRSERNERRLERR BB NIZRZNOZRZAE - /it o] Z2ARIER~HE
BEEHREMZEBEZFRTREERZFE - BREZHAEONER -

Responsibility of the Card Issuing Bank to Resolve Disputed Transaction(s) for Cardholders 8 £R1T
BEERERABREEBNRZS

A card issuer must help resolve cardholder’s disputes under the dispute rules and regulations prescribed by Card
Associations and extending to cardholders all the protections as appropriate.

BRIBTEEEMFRARLNRSFRRMRHE - W5IRERFHRBHENEMRABE M RERT F AN -



Common Dispute Reasons & R F:ZIEH

Transaction Not Authorized ;8 BEER S

Non-receipt of Merchandise / Service WELAZIE m /AR

Defective / Not as Described Merchandise / Service #£18/%58/E A ¥ k& m/AR 7
Recurring Service Already Cancelled 2EUHITEIR R

Refund / Credit Promised but Non-receipt RULEIE FEGERIEMR

Merchants Closed for Business & P45 58 & 2

Cases officer will review cardholder’s dispute case and apply the most appropriate reason to execute a dispute
proceeding in accordance with prescribed rules and regulations of card associations.

BEREESHREEFEEE  UREMERERR SR RAMMRE] EENIRS - SIRRGEERIBERRE
-

Handling of Payment of the Disputed Transition(s) IR FE X S008I

In general, the Bank will arrange hold fund of the disputed transaction(s) and cardholder will not have to pay for the

amount in dispute during the course of dispute processing.
—RM=E - CEAATREFENRSEERRE - MRNEBNEFETS T RABBERNZFERS -

Time-frame for Initiating a Dispute Proceeding R{ENiE {112 FF RIS IR

There are different time-frames governed by dispute types in execution of dispute as stipulated by card associations.
In general, a dispute or Visa/MasterCard/UnionPay is required to be executed within 120 days from the date of
disputed transaction(s). For merchant closure cases, Visa/MasterCard must be executed no later than 540 days from
the transaction date, and UnionPay must be executed no later than 360 days from the transaction.

Cardholders are strongly advised to observe the 14 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.)

R A B B B RS R E N MR - —ARTES - Visa/MasterCard/SRBHROTB IR 5 /B4 225 B3t

120RPIEE - B SREEIER - Visa/MasterCard B R 1555 HBETSA0RAIBEY - i eRi A BE R M B2
S RAEE3C0RMEE - ATRES FABERALERNE URNBRELLISH - MEBAEINET - F2E
TR+ A E LA RIRT)



Time-frame for Concluding a Dispute Proceeding 5B 1E {112 FF B9 A5 PR

After execution, it normally takes 6-8 weeks to conclude a dispute case unless an arbitration is request from the card
associations. Cardholder will be notified of the result or further pursuance (if needed) of the dispute case accordingly.

—RiM= - ENEFNEEFRHANANE/EES - BRIFFERFEENAMH - ARENERIEEFEREER
RATERAFFA -

Channels to Lodge a dispute Request I HFEEKAEE

Download and complete the " Credit Card Cardholder’ s Declaration of Dispute s and fax/e-mail to Bank.
RAETHIU T HIIEY "ERRERARBEZZEN, 2EE/BHERTEE -

Call our Customer Service Hotline During Office Hour at (853)2832 3641 iRER1T## T RFREI B EARITARFSELAR -
Visit any of our Bank's Branches #i k& A1T A2 1THHE -

Points to Note ;¥ ==18

Cardholder is suggested to contact the merchant in an attempt to resolving the dispute in the first instance. -+
ANEBHEFRTTHMEBDPWEEE) - EXSKME -

Cardholder should provide relevant documents (if any) and information to substantiate and justify the dispute
right HFRABMESZOATRHEBRSGXGRER - (ERPEENERFIERE -

Cardholder should allow reasonable buffer period for Bank to review the case and prepare documents for
dispute for cases lately reported with tight timeframe. 5+~ AZE 7, EEE 12 1 HPR E3B8 AIE M Z5K 48 FIR 1T 538
AR EHRIE R EZREOT R R R -

Cardholder should be bound by the disputed rules and regulations as prescribed by Card Associations the
arbitration (if any) of which is final. F& A5 B KRB PRI ET BB B AR M E P E (NB) REERE



Quick Reference RFESE
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B. Dispute Timeframe table EENEFRE—EBR

Timeframe for cardholder

to raise a dispute request
BRARERSFEHIR

Timeframe for Bank to initiate
a dispute
RITRENIENZ ISR

Timeframe for bank to conclude a

dispute (General cases)
RITERIBENEZERRIR(—REZR)

Visa /
MasterCard /
UnionPay

14 days from statement
date of the disputed
transaction(s)

BB HIEERT14KA

120 days from transaction date
of the disputed transaction(s)
(all dispute types*)

S HEET120KA(PrBE%R

\iEzs

FarX

All*)

6-8 weeks after execution
RiEIBANE/\B

Remark &%:

*|f case is related to merchant closure, Visa/MasterCard must be executed no later than 540 days from the transaction
date, and UnionPay must be executed no later than 360 days from the transaction.

REFES KB FEIE - Visa/MasterCard BZRTERZ HIE 540 KRWIT - IREEFELAER S HE 360 KAMTT -




< EBIRTEARERAREFZEN
SOCBC . -
OCBC Credit Card Cardholder’s Declaration of Dispute

BHRALR SFHERES
Cardholder Name : Card Number :

FZ 23X 504 DISPUTE DETAILS :
1= RZAH BEEE REEEH FCIRARSE
Item Transaction Date Merchant Name Transaction Amount Reference Number

SE—#B% Part1

O SESREMBEEEREER : FAKREERLERS  WERRIEEEBRIREREREFE  AAREXNHBNFEERERIEEEHRAK/ 8
#5 50 7o (B Rz _EE AR AIME) WA LS A-RIREARINE -
Request for Sales Draft Retrieval : | cannot confirm with the above transaction(s). | would like to request the copy of relevant Sales Draft(s)
for my reference. And | agree to pay for the retrieval fee MOP/HKD 50.00 per copy, please debit my account stated above.

O *ACHMAGEU L XS RERTIIERKMIRIBRY SIS (FESE 55
I have examined the above transaction(s) and am writing to dispute it/them for the following reason(s) (Please fill in Part 2)

85 Part 2

BEBEEZHEAREL v Pleasemark “v" inthe appropriate box

O 1. AABRRESENTEL RS INEERES-EERAASHE - RAFEMBRABEEEDRIEGENED FXSPHEYSIZE Y
R - ELMEFRRISBER - AADREEBHEERT® -
| certify that the above transaction(s) was/were not made or 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. The
above card was with me at the time of the disputed transaction(s).

U 2. R5&H/EBEARNARENR D SE/EBAAT - WIBRH - HIRERALIERRR -
The billed amount/currency of the above transaction was different from the sales draft that | have authorized. Enclosed is the sales draft
copy for proofing.

O3 sARIRSE—EXT  EHEEENE - ELUFERIRER  SANRBEERERE -
| have only made one transaction, the above transaction(s) is/are duplicate(s). The above card was with me at the time of the disputed
transaction(s).

O 4 AARLEEBERBR—REZS - £585 MOP/HKD CERANKREE LR S - B LB ERSEBER - AADNAREE
BEERF -
| agree that | did authorize one transaction of MOP/HKD at the above merchant. However, | have also been billed

for the above transaction(s) which | did not authorize and engage in. The above card was with me at the time of the disputed
transaction(s).

O 5. RABEH LB FEUHEHRERSNERIET - BINKEZBER LRERFINEER S 2 - BW LA BUSHFIERUEERS -
I have cancelled my recurring payment instruction with the above merchant but my credit card account is still being charged. Enclosed
is my cancellation notice for proofing.

O 6. AABBM LAEEEUHT R ENHZE R LERFNE - 240 EBEEUHE B2 BMEEIALERR -
| have made the cancellation of the above hotel room reservation but my credit card account is still being charged. Enclosed is my
cancellation record for proofing.

O7 AABSEHERHNWENZRER  BAAZSNHRWEEE 2B - REERM_HIEERBIERIALUIEER -
| was issued a credit transaction receipt(s) from the merchant, but the refund has not been credited to my card account. Enclose is the
credit slip for proofing.

O 8. RAFHMARAREEICARIIEEREZRYE / SH2ER - REERW LTEEEIE -
Neither I nor any person authorized by me received the service / merchandise from the merchant. Enclosed is the order form.



< EBIRTEARERAREFZEN
SOCBC . -
OCBC Credit Card Cardholder’s Declaration of Dispute

O9. AAKBIZEM/RFEARARBE](B) 2EN/MBEBEABZE ERUT "HEMFE2RE" #ARBIER - WRHSCHER -)
The merchandise / service received is not as described as my original ordered from the merchant. (Please specify in below “Other
Dispute Reason” how the merchandise is not as described and provide relevant proof to show the difference)

0 10. RACBUTARZNES
| had paid the above transaction(s) by
OO0 E#hf=FF Other credit card
O 3R< Cash
O =% Cheque
RBER M EAERANERFRAERR / REWIREIR / XZEAUERR -
Copy of relevant card statement / cash receipt / cheque is enclosed.

O 11. Eth=# 2 FE R Other Dispute Reason (it please specify in detail)

F=8% Part 3
O AAGETHN ERER  NRBFAARERS - FLHERIAA LREARESRA -
| will settle the above transaction(s) first, refund should be made to my credit card if | am not liable for the transaction(s).

O RAREBMLTHN LRS- FHEEHEISHIE - IRBAABEE LIRS  AAREZNEERSRBELEERG EERFITTENTIR
RFEE -
| will not settle the above transaction(s) now, please put the transaction on hold until the investigation results. | understand that | will be
liable for the disputed item together with the retrieval fee (if any) and accrued interest if the transaction(s) is/are responsible by me.

5+ A%ZE Cardholder Signature H# Date



