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What is chargeback?
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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,
Mastercard, UnionPay or JCB), 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.
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Types of disputable transactions
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e Unauthorized* / Duplicate / Incorrect Transactions F4&HFHE / 18 / R IEHEINIE 5

e Merchandise / Services not as described / Defective Merchandise F4§.5h / IRFSEAHE 7R - / BG5S A GG
* Non-receipt Merchandise / Services AU %5 o / AR

e Cancelled Transactions / Credit Not Processed T HU H/ KR R AVIE AL 5

*If you noticed any transaction on your card’s statement that you had not made or authorized, please notify us
immediately by calling our Customer Services Hotline. AI{R{F45EE &I IERIRETEIZMES v Z BEIE
IRAILRIB B R PR EGRBAAST -
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Note: Credit card instalment plan (“IPP”) is ineligible for chargeback claim as is it a loan agreement between the
card issuer and the cardholder rather than a typical credit card transaction.
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How to submit a chargeback request?
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Cardholder should complete and submit the Transaction Dispute Form together with required documents /
information to BEA within the specified timeframe as mentioned in section (IV) 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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Transactions Dispute Form JETE Pk FH 5 A
e  Applicable to unauthorized use i 4 H X HERTAL 5
e  Applicable to the dispute types other than unauthorized use /A4 G FIHERT 5 LA M 2058 7]

Note: A chargeback handling fee of HKD/CNY150 will be levied if it is finally determined that the cardholder is
liable for the disputed transaction. The fee in HKD or CNY for the BEA UnionPay Dual Currency PLATINUM Credit
Card will be levied according to the account currency.
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(IV) Notes ;¥=EIF
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Request Time limit B35
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Cardholder must submit the request within the time limits below. ¥+ ASER T HIERATHE A FREZHIREHBE -

Dispute Reason 5 H

All Credit Card FiB 2R+

e Duplicate Processing 1876 8&

e Incorrect Transaction Amount/Currency X 5 £ 58/ ¥ T

Within 60 days of the credit card statement date {5 R4 E % H H60R A

Important Note (Applicable to the following dispute reasons only) EEEIE(RERAR T E:AEH)

If information/supporting documents provided is insufficient for BEA to submit a valid chargeback request to the merchant’s acquirer, additional processing time of up to 36 days will be required for retrieval of the related transaction
record before BEA could submit a chargeback request for a cardholder. Hence, cardholder is strongly advised to submit all the required information with completed Transaction Dispute Form as early as possible to avoid missing

the dispute time limit above.
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Dispute Reason & H

Visa/Mastercard BEEF

UnionPay £REf

JCB

Merchandise/Services Not as
Described or Defective
Merchandise
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Within 120 days from the delivery date of the Merchandise/
Services AND not exceeding 540 days from the transaction
processing date
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Not applicable
TEA

Within 120 days from the transaction processing date
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Non-receipt Merchandise/
Services
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Within 120 days from the expected delivery date of the
Merchandise/Services AND not exceeding 540 days from the
transaction processing date
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Within 150 days* from the transaction date (including 30 days’
mandatory retrieval request time)
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# Merchant close down B #3541

For Hong Kong and Macau domestic transactions, within 360
days from the transaction date (including 30 days’ mandatory
retrieval request time)
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Within 120 days from the transaction processing date
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Cancelled Transactions/
Credit Not Processed
EECH/REENERRS

Visa :

Within 120 days from the date on the credit receipt / the date
the cardholder received or expected to receive the
Merchandise/Services AND not exceeding 540 days from the
transaction processing date
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Mastercard BE#EF -

Within 120 days from the date on the credit documentation /
the date the goods were returned or the service was cancelled
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Within 150 days from the transaction date (including 30 days’
mandatory retrieval request time)
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Within 120 days from the date on the credit sales draft (return
date or cancellation date) AND not exceeding 1 year from the
transaction processing date
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will be levied according to the account currency.
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2. A chargeback handling fee of HKD/CNY 150 will be levied if it is finally determined that the cardholder is liable for the disputed transaction. The fee in HKD or CNY for the BEA UnionPay Dual Currency PLATINUM Credit Card
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(V) Chargeback Process and Role of BEA as Card Issuer
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Cardholder Fi £ A

e Submits a chargeback request to BEA with supporting information within specified timeframe
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/ BEA as Card Issuer BEEH$R1T RS FER1T

o review whether the required information and Transaction Dispute Form are completed
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e withhold the amount in dispute (if requested by the cardholder)
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platform
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o submit relevant documentation to the acquirer for review and assessment via the credit card association
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/ Acquirer I{ EEH41E

valid
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send it back to the card issuer
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e Review the chargeback request and pay back the card issuer the transaction amount if the chargeback is

e If the acquirer determines that the chargeback is invalid, the acquirer may refute the chargeback and
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( BEA as Card Issuer B anfR{T R&£ER1T )
¢ Inform cardholder of the Chargeback result
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Issued by The Bank of East Asia, Limited B8 on¢R{THPRA =138





