General Information for Credit Card Transaction Dispute
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Processing Flow
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Citi Cardholder
Contact Citi for disputed transaction and request a Chargeback within 60 days from the
statement date
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Citi Dispute Team (Card Issuer)
Review all relevant supporting documents/information provided by the cardholder
including Transaction Dispute Form (if any)
Arrange a temporary refund of the dispute amount within 7 working days and issue a
temporary refund notification if the transaction is eligible for dispute.
If required, we will be in touch with you to discuss the details of the transaction and get
more information from you
Submit the request together with relevant document(s) to the Card Association
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Card Association
Received requests from different Card Issuers and send to respective Merchant Acquires
for handling
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Merchant Acquirers
Inform the merchant about the dispute and request the merchant to provide relevant
supporting documents or refund
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Merchant

» Provide supporting documents or refund to Merchant Acquirer for verification or handling
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Merchant Acquirers
» Reply the result to the Card Association
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Card Association
» Received replies from different merchant acquirers and send to respective Card Issuers for
handling
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Citi Dispute Team (Card Issuer) \
» Received the result from the Card Association
» Reply to the Cardholder of the chargeback result
» If the chargeback is unsuccessful, we will arrange to reverse the temporary refund from
the card account
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How to submit a Chargeback Application
e h&’r“ FRRRE

Gather the necessary supporting documents. Please refer to the table below to view the substantial supporting required for
different dispute reasons. More supporting may be required depending on each unique case. You should supplement more
information if you believe it is necessary.
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Dispute Reason
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Substantial Supporting
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Transaction currency and/or amounts which
the Cardholder are incorrect
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« Sales invoice and/or receipt to show incorrect currency/amount billed

V)RR R B FR LSS IR 5 B BT

. Supportlng document to prove the original/agreed transaction currency
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. Proof of dispute raised with the merchant (e.g. email correspondence)
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Duplicated billing
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« Sales invoice and/or receipt
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* Proof of dispute raised with the merchant (e.g. email correspondence)
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Paid by other means
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« Sales invoice and/or receipt
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« Proof of dispute raised with the merchant (e.g. email correspondence)
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* Supporting document for the payment by other means
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Merchant agreed to refund but the fund not
received
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« Proof of refund acknowledgement by the merchant (Example: refund note)
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* Proof of dlspute raised with the merchant (e.g. email correspondence)
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Cancelled Merchandise/service
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« Proof of refund acknowledgement by the merchant (Example: Void slip / refund
note)
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* Proof of dlspute raised with the merchant (e.g. email correspondence)
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Recurring direct debits and regular payments
that the Cardholder has previously cancelled,
where the cancellation date is before the
recurring bill
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« Proof of cancellation request made to the merchant
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* Proof of merchant’s acknowledgement of the cancellation
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« Proof of dispute raised with the merchant (e.g. email correspondence)
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Goods and/or service received is not as
described, for example, counterfeit goods
(Note: Not applicable to UnionPay)
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« Sales invoice and/or receipt
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« Proof of dispute raised with the merchant (e.g. email correspondence) and
attempt to resolve the matter / returned merchandise / attempt to returned
merchandise
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« Details of what was not as described
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« For counterfeit goods, proof from an expert or professional / the owner of the
intellectual property or its authorized representative / a customs agency or law
enforcement agency that supports the claim
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Dispute Reason

Substantial Supporting
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Goods and/or services that the Cardholder « Sales invoice and/or receipt
did not receive e B e Ry B s EE
FrR ARWEE A 310 s i/ B « Proof of delivery date
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* Proof of dispute raised with the merchant (e.g. email correspondence) and
attempt to resolve the matter
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Merchant closure resulting in failure to
deliver goods and/or services after a one-off
pre-payment (inclusive of payments by
instalments)
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« Sales invoice and/or receipt of pre-payment |nd|cat|ng that goods and/or
services are still outstanding
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« Detailed description of the goods/services purchased
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« Proof of dispute raised with the merchant (e.g. email correspondence) and
attempt to resolve the matter
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Unauthorised Transactions

RS T

» Documents required are subject to a case-by-case basis. For example, Police
Statement would be required for lost card.
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2. Submit your request via the following channels:
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- Call our 24-hour Customér Service Hotline (2860 0333); OR
EEERMH24 N F AR RS (2860 0333) 5 5K

- Download and complete the latest version of this Cardholder’s Declaration of Dispute Our Disputed Transaction

Protection Webpage

Return the form along with supporting documents to the Bank by email or post as stated at the top of the first page of

this form.
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If you need to submit additional supporting documents separately, please note that the time limit for submitting such documents
cannot exceed a maximum of 14 days from the date of chargeback application (depending on the processing time limit of
each case). In order not to delay the progress of the application or miss the application deadlines set by credit card associations,
you are recommended to provide the supporting documents through the above channels as soon as possible.
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Card Associations’ Processing Periods
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The time limit for chargeback requests varies by different card associations, details as below:
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Important Note EEEEHER

As the Bank would need to first process your application, requests still have to be submitted within 60 calendar days of the statement issue date
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- The below table is strictly for reference only and guidelines from card associations may change from time to time and without prior notice
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Dispute Reason

Card Association

Visa

MasterCard

UnionPay

Incorrect Transaction Currency/
Amount
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Within 120 calendar days from the transaction
processing date

REHEEHKEL20 HA

Within 90 calendar days from the transaction
processing date
X5 E R HEE90 HA

Within 120 calendar days from the transaction
processing date (including 30 calendar days
mandatory retrieval request time)
TEERHRE120 HN (BFE30H &l ER
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Duplicated billing
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Within 120 calendar days from the transaction
processing date
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Within 90 calendar days
from the transaction processing date
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Within 120 calendar days from the transaction
processing date (including 30 calendar days
mandatory retrieval request time)
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Refund not received
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Within 120 days from the date on credit
documentation is applied
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Within 120 calendar days from the date on the
credit documentation, or the date the service

was cancelled, or the goods were returned
RRCERIBRURAYHI. BRGECHHEYH RAERE i
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Within 120 calendar days from the

transaction processing date (including 30
calendar days mandatory retrieval request
time)
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Cancelled Merchandise/service
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e Within 120 calendar days from the transaction processing date, OR
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e  For cancelled merchandise / services, within 120 days from the date cardholder received or
expected to receive the merchandise or services but not exceeding 540 calendar days from the

transaction processing date
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Within 120 calendar days from the transaction
processing date (including 30 days mandatory
retrieval request time)
L EEREHRL120 HA
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Dispute Reason

Card Association

Visa | MasterCard

UnionPay

Recurring direct debits and regular
payments that the Cardholder has
previously cancelled
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Within 120 calendar days from the transaction processing date
THEREHEI20 HN

Within 120 calendar days from the transaction
processing date
(including 30 calendar days mandatory
retrieval request time)
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Goods and/or service received is not
as described, for example,
counterfeit goods
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e Within 120 calendar days from the transaction processing date, OR
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e Within 120 calendar days from the delivery date of the service /merchandise, but not exceeding 540
calendar days from the transaction processing date
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Cardholder did not receive Goods
and/or services paid for
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e  Within 120 calendar days from the transaction processing date OR
THHEHKEL20 HN » 5

e Within 120 calendar days from the delivery date of the service /merchandise but not exceeding 540
calendar days from the transaction processing date
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Within 120 calendar days from the transaction
processing date

(including 30 calendar days mandatory
retrieval request time)
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Merchant close-down
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e Within 120 calendar days from the delivery date of the service/ merchandise, OR
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e  Within 120 calendar days from the date which cardholder was first made aware that the services
would not be provided (e.g. merchant close-down date) but not exceeding 540 calendar days from the
transaction processing date
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Within 360 calendar days from the transaction
processing date

(including 30 calendar days’ mandatory
retrieval request time)
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Unauthorised Transactions
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Within 120 calendar days from transaction processing days
Lo EREHEI20 HN

Within 180 calendar days from the transaction
processing date
X oEREHELI80 HN




