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A. What is Chargeback?

Dah Sing Credit Card Chargeback Mechanism

Under the scheme rules of Card Associations (Visa, Mastercard and UnionPay), cardholder could raise
request for refund, whether in whole or in part, on the paid credit card transaction amount under

specific circumstances (for instance, where the merchant failed to deliver the relevant goods /

services). Please refer to the below diagram for the General Process Flow of the Chargeback

Mechanism.
General Process Flow of the Chargeback Mechanism
Cardholder Merchant
:rénizics:t?on 8. Refund > Refund iralisA:sess &
(if applicable if applicable
dispute request & appl ) (iFappl ) I chargeback
provide relevant request
supporting 7. Refund Card 6. Refund (if applicable)
documents (if applicable) . .. (if applicable)
< Associations
Card ) —— Merchant
Issuer (Visa / Mastercard / Acquirer
e.g. Bank A —_—
(e.g ) UnionPay) 3 Ra‘se' (e.g. Bank B)
> Review & chargeback
raise chargeback request
request

as and when needed.

Notes: Above diagram is for illustration only. The merchant acquirer or merchant may, in accordance with the
rules of the respective card association, accept or reject a chargeback request. The merchant acquirer may
dispute the validity of chargeback claim and the case might be referred to arbitration under the scheme rules

B. Role of Card Issuing Bank

Dah Sing Bank, Limited (the "Bank") as a card issuer, after receiving the transaction dispute request

from cardholder, will review if relevant supporting documents of the request have been provided

and the request is within the relevant Card Association's Chargeback time limits prior to raising

Chargeback request against the merchant acquirer via the card association platform. Subsequently,

the merchant acquirer will process the assessment and Chargeback decision.

Remarks: After the Bank receives your transaction dispute application and provided that the Dah
Sing Credit Card Transaction Dispute Form and related supporting documents are in compliance
with the requirements set out by the relevant card association, we will arrange temporary refund
of the dispute amount (if applicable; where such refund (if any) will be reflected in the relevant
credit card statement), and send a notification to you to acknowledge receipt of your application

within 7 working days.
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C. Types of Transaction Eligible/ Ineligible for Chargeback

M Credit Card one-time retail spending payment

Credit Card Instalment Payment Plan, as it is a loan agreement between the card issuer (i.e. the
Bank) and the relevant cardholder. Under the said Plan, the Bank has paid the full amount to the
merchant where the relevant cardholder undertakes to repay such amount to the Bank by
instalments until fully settled, regardless of whether the relevant goods or services are delivered
to or received by the relevant cardholder.

D. Before raising a dispute request, here are some possible explanations that might help you identify
the transaction:

e Check the retailer's name
Retailers are sometimes registered under a different name so the one on your statement might
not be what you expect. Try looking up the name on the internet to see if you can find more details
on it.

e Look out for additional charges
Some retailers, such as hotels, taxis, airlines or hired cars services, can add additional surcharges
to your basic payment package.

e Check your receipts and your email inbox
Dig out your receipts to see if you have any transaction made on the same day and for the same
amount, but listed under a different retailer name. Also, have a look at your email inbox, as you
will often get digital confirmation emails or receipts, and these might also contain the retailer's
registered name.

e Adjacent transactions
Check other transactions appearing on your statement with a similar timestamp. This may remind
you of where you were when the transaction that you do not recognize was made.

e Consider exchange rates
If the transaction you do not recognise was made in a foreign currency, the final amount could be
different to the amount at the time of your purchase. For refund transaction, the refund amount
in Hong Kong dollars could be different from the amount of your purchase.

e Check recurring payments
It could be that the transaction is part of a series of ongoing payments such as an autopay, related

to something you set up or subscribed to some time ago.

KFEER1TABR/A S Dah Sing Bank, Limited Page 2 of 8 CC/M3268/2406



@D k574817

€4 DAHSING BANK

o Free trials
If you have signed up for a free trial recently, check the free trial period and its corresponding
terms and conditions. The free trial could have expired, and you may now be paying for the

relevant goods or services.

If you still do not recognise the transaction after taking these steps, please contact the Bank to
raise a dispute request immediately.

E. How to Raise Chargeback Request
In most cases you will need to try and solve the problem by first contacting the retailer. If that
proves unsuccessful, then you may contact us to raise a query about the transaction. You’ll need

to:

1. Raise a dispute within 60 calendar days after the statement date (for details, please refer to the

Timeframe for Submitting Chargeback Request below) so we will have sufficient time to process
your dispute request.

2. Submit Chargeback request and provide relevant supporting documents to facilitate the
processing of the request, including but not limited to below (please refer to the Dah Sing Credit
Card Transaction Dispute Form for the types of supporting documents per chargeback reason):

a. Completed and signed "Dah Sing Credit Card Transaction Dispute Form";

b. Transaction documents, e.g. payment receipt copy, service agreement or contract, etc.; and

c. Any proof that the merchant failed to deliver the relevant goods or services and calculate
the undelivered / unconsumed portion, if applicable.

3. Fax all the required information to Dah Sing Credit Card Centre at 2232 5991
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F. Timeframe for Submitt

ing Chargeback Request

To assist the Bank in making a chargeback request to the merchant acquirer, please take note of the

timeframe requirements among Card Associations:

Card
Associations

Timeframe for Card Issuer to submit Chargeback Request to Merchant Acquirer

Visa

For Merchants close down: within 120 calendar days from the merchant close
down but not exceeding 540 calendar days from transaction posting date.

For other dispute reasons: 75 to 120 calendar days from transaction posting
date.

Mastercard

For Merchants close down: within 120 calendar days from the merchant close

down but not exceeding 540 calendar days from transaction posting date.

For Travel industry transaction: within 120 calendar days from the latest
anticipated delivery or performance date specified by the merchant, but not to
exceed 365 calendars days from the original expected service date.

For other dispute reasons: 90 to 120 calendar days from transaction posting
date.

UnionPay

For Merchants close down: i) overseas transaction, within 120 calendar days
from the transaction posting date. li) Local transaction, within 330 calendar days

from the transaction posting date.

For other dispute reasons: 60 to 120 calendar days from transaction posting
date.

Remark: Each dispute reason has its relevant time limit, and the dates in the above table are for reference only.
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B KHRITARAS ( "TAWRT, ) (BEESREE : 22325991)
To :Dah Sing Bank, Limited (the "Bank") (Fax number: 2232 5991)

AFIEHEEHERZ5HFRIE Dah Sing Credit Card Transaction Dispute Form

EFEEMS Credit Card Number®:

HE AR cardholder's Name: Ft 4% 855 Contact No:

R5IEB R R5HEA BREE FERXHEBRTE
Transaction Transaction Date Merchant's Name Disputed Transaction Currency and
Item No. Amount

1

2

w

H

*NEEMZEREAFREFERS  VWAEBRRERS RFZBERSERI - If you need to dispute transaction(s) in respect
of more than one Credit Card, please complete and submit another Transaction Dispute Form.

> BERRBELEIZRRREZRIEE . GAF—RUEEHEE Type of transactions eligible for raising dispute: Credit Card one-
time retail spending payment

> AABEHZZSEEFENREDT (BREEHSBAMLE v 5§, IFERZBFENRRAREFERS - MWAE

BERERS—RFERHERIE ) . ldispute the above transaction(s) for the following reason(s) (please tick in the appropriate

box(es); if you need to dispute transaction(s) in respect of more than one reason, please complete and submit another
Transaction Dispute Form):

% REEKENA S Unauthorized Transaction
L ARANISELERBE T VRS R—EFA LR ZERE - AABRARBRITRIERBE LR 2ERE - LR
B EEXR AR AKIIRITECRIMEED BN AL -

I did not participate in or authorize the above transaction(s) and am always in possession of the above Credit Card. | request
the Bank to terminate and re-issue the above Credit Card and mail the new card to my relevant correspondence address
registered at the Bank.

5t /Remarks:

1. HARERFBRAFRBRTHEILREEN T —EILEXREL - A THEEELE FERF - BHAKNMRTEERBIAR 2828
8188 ° The above Credit Card will be terminated on the next working day after the Bank's receipt of this Form. If you need to terminate the
above Credit Card with immediate effect, please call the Bank's Customer Service Hotline 2828 8188.

2. PHERRERIERIKAKRY  BEAER FREAEEN ARG - T HERBEFEZEIFE : Once the above Credit Card has

been terminated, it becomes invalid immediately and cannot be re-activated or used again in any circumstances. The following related services
will be affected:

o HAEHEEMERRHENNFIRFE ; any payment services connected with the above Credit Card;
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o FHUKLEHBHFEEERMWBEBIRIET (HINRME - BFE - LAES ) ; any scheduled autopay instructions (such as insurance
premium, telephone or internet bills, etc.);

o FHABERHNEFEE (HIW PayMe ~ B ~ IEZIE ) ; any registered e-wallets (if applicable) (such as PayMe, AlipayHK,
WeChat Pay HK, etc.);

o HUBERH "RESZMARIS ., (WHER ) (BIU Apple Pay * Google Pay * Samsung Pay % ) ; K /3% any registered mobile
payment services (if applicable) (such as Apply Pay, Google Pay, Samsung Pay, etc.); and/or

o HUIEEZHMEFIEMES - any merchant refund in progress, etc.

NERE  FEREHENERREENMHIEL LARTE - Where necessary, please re-arrange the above services after re-issuance of new credit

card.

3. RUEBRIEZERFRHER FETNSREZENESARRRED (MER ) 595 ME T HER G EFE AHIRTT - To prevent
unauthorized use of the terminated Credit Card, please cut the terminated Credit Card across the magnetic stripe and chip (if applicable) into

halves and dispose of it or return such card to the Bank as soon as possible.

< EEFSIR Duplicate Processing

L AAR L F R0 RRG - BAIZEPEINZW LR R—EFA LiERF - R EERER
BIARDIFEEHA -
| have engaged in transaction(s) at the merchant(s). However, | have been further charged for the above

transaction(s) and am always in possession of the above Credit Card. | enclose copy(ies) of the sales slip(s) as evidence.

> RSEHH / BRRZKEIR Transaction Cancelled / Credit Not Processed
O AAERAUTES AN Lt 2335 » | have paid for the above transaction(s) by one of the following means.
L1382 cash (IRM EABIRSUWIE ZEIARHEZ2E | enclose copylies) of the relevant cash receipt(s) for your

reference )

L] Efth& Other card(s) =955 card number(s) IR EERRITASE Y

BIARMZE | enclose copy(ies) of the relevant bank statement(s) for your reference
L] Efth other ( 555EF8 Please specify ;

IR - B RIRBAE 2RI AREZE2E | enclose copy(ies) of the relevant evidence for your reference )

X ANZEEOBLIELEBITBER (HE ) WHEHZEE -WME/2ZREH
| had made the reservation with the merchant(s) but then | cancelled it on (date). The cancellation code /

reference number is

L AASEEERUBAERER - BAABZHEEB IR LMRKEEEOER - IR RAEPEER A
1ERE AR -

| have received credit transaction slip(s) from the merchant(s). However, no relevant credit has posted to my card account
up to the date of this Form. | enclose copy(ies) of the credit transaction slip(s) as evidence.

OARAERSKINEREBAEDTS - BMRKIER - EXBH - BERASHNAANBRER - BH AR HE
= .

| have received the merchandise and returned it to the merchant(s) but no credit has been received. The merchant did not
disclose the Return Policy to me at the time of the transaction. | enclose copy(ies) of the relevant document(s) for your

[

reference.
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LI AAER (HE) M ofett 0B oEE BRANEPREUERT - IR EEUERIE NG - BEKEHPE
LEEHER -
I have requested for the termination of the service with the merchant(s) on (date) by Oletter

O email O fax. | enclose copy(ies) of the termination document(s). Please request the merchant(s) to stop further billings.

v X5 EHE | £EALH Incorrect Transaction Currency / Amount

LU ARARBHESERS (BEMREE ) NIRS - MitIE (EBEEE ) ZARR
S - IR EEEREEEIARLIERR -
| have only authorised the transaction amount of (currency and amount) instead of (currency

and amount). | enclose copy(ies) of the sales slips as evidence.

< KUWBIE @ / BRFE Non-receipt of Merchandise / Service
U bt P fmisy R R E AR MRS / BE 2 HE (B8 HAZAIAARARE ERAR G PEE /
B ZBRTS / Bm - RN EARRRB S / BEEBRNEIR - WM EBRRE / BmzRER / RRMAEB 2 HIRRA
T DURPTBE /IR / BmFEBR MRS / BEREIASHF1EERR -

The merchant(s) was / were unable or unwilling to provide the service / merchandise(s) purchased / ordered under the

above transaction(s) on or before the expected service / delivery date (date). I enclose copy(ies) of the
relevant services agreement(s) and / or sales invoice(s) with the breakdown amount for the unconsumed / undelivered
portion of the relevant service / merchandise(s) and the documentary proof of the expected delivery schedule / date of the
ordered service / merchandise(s).

L &EFEEr (HH) &% (MEA) - FABEER (HH8 ) LIERE / BE0 / Efth
(FX) BErP / BBANFEER  BFRNAEFERRAERTRERRZ ZRY / MmN
B - IR EHERB X / BEERNEIAX - W EBRERY / BmZARER / RO WIRMAEER - DURAR
BE /FBRY / BmpRBRNIER / B HR0ER S IFERR -

The merchant(s) was / were closed down on (date) (if applicable). I have attempted to resolve the dispute
with the merchant(s) / liquidator(s) by Phone / Email / Other (method) on (date).
However, the dispute was unable to resolve and | have not received the service / merchandise(s) or refund from the

merchant(s). | enclose copy(ies) of the relevant services agreement(s) and / or sales invoice(s) with the breakdown amount
for the unconsumed / undelivered portion of the relevant service / merchandise(s) and the documentary proof of the
expected delivery schedule / date of the ordered service / merchandise(s) as evidence.

O EthFEMER (FEFul IR 1EEAEME ) Other dispute reason(s) (Please specify in details and provide the relevant
proof)
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2 / BEEIE Points to Note / Agree
1. AABERBEANBETELERFRAEENPEEcBBHARLEEEIERIHE (FEASHNEEREEER

FURFEHEIR F 2 (BFURFEEERPE ) ) © 1agreetoraise the relevant transaction dispute application within 60

days from the date of issue of statement from the Bank (for details, please refer to Section F (Timeframe for Submitting
Chargeback Request) of the attached "Dah Sing Credit Card Chargeback Mechanism".

2. AAWECEZKEZEUIRS - W EREXXE (NER) - FABBNEARHAEXXS  BRZFERFS

B AR - MBAEAFEE - KNIRITIHRBERIZRER - | confirm that | have completed and signed this Form and

enclose the relevant document(s) (if applicable). | understand that if | am unable to provide the required document(s), the
transaction dispute application may not be processed. The Bank reserves the right of final decision in case of any dispute.

3. AANPBBERZFERIFERABEPNBAFLZAMBUERBETRE MBPZFBWEREEH I EEZP

75 ° lunderstand that the transaction dispute application will normally take 8 weeks for investigation with the merchant

acquirer and the merchant acquirer may reject the application.

4. AABBAHRTIEFEEDEVIRANIERZHHF - MRS RBERAXXAFEHEBRFAS ZRFRA
KATIRITER7E TAFRA LB ER( B )WL R A AL B - R AIRITUE S ARYEES | understand

that after the Dah Sing Bank Dispute Team receives my transaction dispute application and provided that this Form and
related supporting documents are in compliance with the requirements set out by the relevant card association, the Bank
will arrange be temporary refund of the dispute amount (if applicable) and send a notification to me to acknowledge
receipt of my application within 7 working days.

EABROHM - FEHRAEN LEFE / AESEIE -
I confirm that | have read, understood and agree to the above Points to Note / Agree.
HEE - AR : To Customer — please ensure that you have:
L (FERARALEENRS ) EREEAEANL v 58 UERRBTERKXHIRTARIERFEE B 2RI
B EEE TNRAFIRITECAIMEREEMNIL ; (applicable to unauthorized transaction(s)) ticked in the appropriate

box to signify that you request the Bank to terminate and re-issue the above Credit Card and mail the new card to your
relevant correspondence address registered at the Bank;

Ll SRE/ EMEESEANMLE v 58 ; ticked in all the / other appropriate box(es);
L 2% 21548 ; LUK signed this Form; and
L] B E4BREERRSIHE (MN3EA ) © enclosed copy(ies) of the relevant supporting documents (if applicable).

HREAZE Cardholder Signature HHE Date
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