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Basic Information about Credit Card/Debit Card Chargeback Mechanism
What is Chargeback?

Generally speaking, customer using credit cards/debit card to make lump-sum payments upfront are eligible to apply for a refund of the payment or a
“chargeback” for transaction have disputes later on. Chargeback is a mechanism set out by Card Associations (e.g. Visa, Mastercard and UnionPay)
which allows transactions to be reversed and makes refunds of the transaction amount or outstanding transaction amount to the cardholder under
certain circumstances. For instance, if the merchant fails to deliver the goods or services that you paid for credit card/debit card, or the goods
delivered are damaged or do not comply with product specifications, you can contact the card issuing bank and request a chargeback be raised.

However, the chargeback applications are subject to certain rules and criteria set by the respective Card Associations, for example, the application
may fail if it is not raised within relevant timeframe. One should also note that the processing of a chargeback application takes time because the
bank needs to ascertain the customer's claim about the services he/she had contracted for.

Remark: The debit card transaction including the transaction by ATM Card.

Diagram: General (simplified) process flow of the chargeback mechanism
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Notes (5-8): A merchant acquirer or a merchant may, in accordance with the rules of the respective card association, accept or reject a chargeback request. Where the
merchant acquirer or the merchant rejects the chargeback request but the card issuer or consumer does not agree with the decision, the card issuer may in accordance with the
rules of the respective card association submit the disputed transaction to the card association for arbitration.

What is the role of the card-issuing bank?

Hang Seng Bank Limited (“Hang Seng") as a card issuer, after obtaining the details of the disputed transactions from customer, will raise chargeback
request for customer against the merchant acquirers under the rules and criteria of respective Card Associations.

How can you initiate a chargeback request?

Where necessary, customer can contact Hang Seng for disputed transactions and request a chargeback to be raised. Hang Seng will ask for
supporting documents (e.g. invoice or service contract), and examine the request. If the request is accepted, Hang Seng will raise a chargeback claim
against the related merchant's acquirer pursuant to the scheme rules through Card Associations. Upon acceptance of the chargeback claim by the
acquirer, Hang Seng will cancel the related transaction and refund the amount at stack to the customer.

In general, depending on the chargeback reason and the rules of the respective Card Associations, customer can submit chargeback request to Hang
Seng within 120 days (Visa/Mastercard) or 180 days (UnionPay), incorporated Hang Seng processing time, from actual transaction date or expected
delivery date together with the relevant transaction receipt(s) and record(s) via one of the following channels:

(1) Call Customer Services Hotlines (Please call the hotline printed on the card back)

(2) Download “Cardholder Dispute Form” from hangseng.com or Hang Seng Personal e-Banking, and submit the completed form together with
relevant transaction receipt(s) or contract(s) (if applicable), by e-mail (e-mail address: dispute@hangseng.com) or Mail (To: P.0O. Box No.
74147, Kowloon Central Post Office)

As the dispute process takes time to complete, customer is advised to submit supporting documents to Hang Seng at earliest convenience.

After Chargeback Team has received the Cardholder Dispute Form from the customer, notification will be sent to the customer to acknowledge the
receipt of the dispute request within 5 working days. In general, Chargeback Team will refund the dispute amount temporarily to the customer within
5 working days (Only applicable to credit card transaction and upon completion of the Cardholder Dispute Form and provision of sufficient
information). The temporary refund notification will then be issued to advise the customer that the temporary refund is processed and the dispute will
normally take 6 to 8 weeks for processing with the acquirer. The dispute case is closed if no representment is received from the acquirer within 8
weeks. Otherwise Hang Seng will contact the customer to follow up with. In case of any dispute, the decision of respective Card Associations shall be
final.
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Important Information EFEEE

Process

Please note that dispute request for the following transaction types is not accepted. You should contact the merchant and try to resolve
the dispute with the merchant.

LR ATRER NI BRI R - BT e Pl B s g SRR T -

. Card-not-present transaction authenticated via Hang Seng Mobile App or One-Time Password (OTP) (Use Unauthorized
Transaction as The Dispute Reason)*

MRS ) BB ZE MBS Mobile App 21— RIEERREIETAE (MR AT S v F R R)

e Mobile Wallet-Based Payment Method” (Use Unauthorized Transaction as The Dispute Reason)*

LA TR A RIS TR (DRGSR 5 oy Pk )

e ATM Card Transaction (Use Unauthorized Transaction as The Dispute Reason)

PERK R G (LRGSR 2 5 By Tt RN

. Octopus Automatic Add Value Service (AAVS) Auto-Reload Transaction
JNEEE A S ER B B EE(ER S

. Additional transactions due to left behind card at merchant

R RAFOHBE RS FER AR PRI S

. Interest-Free Merchant Instalment Transaction

[Ela s
. E-Bill Payment
. Cash Advance
PEAE L
Note J3:75:

* Please report to Police immediately for further investigation once you think you might be cheated in authenticated card-not-present transactions, and kindly be
reminded that you should bear the responsibilities for the relevant transactions even the above-mentioned action has been taken.
—HREITRAE I REECRSN TR KPR o SFI A EE TR » DEE TSR © AL - BIER TRE T LA TE) - RS R SRR
HE -

# Included but not limited to: AlipayHK, WeChat Pay HK, PayMe, Apple Pay, Samsung Pay, Google Pay, Android Pay, etc.
EFEEARPRRS: LTS - S ZAEE  PayMe « RS ~ 2 WA - BHCE (IR E % -

For Merchant Close Down cases, please submit the dispute request together with the supporting documents to us within 60 days from
the merchant close down date. We will try to raise a chargeback claim against the related merchant acquirer pursuant to the scheme
rules of Card Associations. In case of any dispute, the decision of respective Card Associations shall be final.

ARG P EA RN - FEARE RS L B HARE60R P I AE BHRE H SC AT B A THE RS o ATTRARISIEHIRE - BHa-RAHS
1575 TR P = P S S B A B M E R AR RS - AR ik - AR A SR R B RS e -

ing Lead Time BRIHEAERT

Cardholder must submit their dispute requests within 60 days from the statement date or within 60 days from the merchant close down date so

that the B

ank can have sufficient time to review and follow up the case. Besides, each dispute reason has respective processing deadline, the

dates in the following table are for reference only.
F R A RMER H 4 B3 ) H HIHE60R P sl P 3£ 1548 11 HHIRE60 R TR tH s B 5% DUESRITA R S el hg il R PR Z SR (B 2R - BRI 251
HPFRFEREA & EHEEIIR - MR P HEE S -

Dispute Reasons Processing Deadlines FREHHAIR
FREFER
Visa MasterCard BHEE £ UnionPay §5E#
Unauthorized Transaction Within 120 days from the transaction processing date Within 180 days from the
RTINS ARG EE 12084 transaction processing date
A SEE HERT180RA
¢ Duplicate Processing Within 120 days from the transaction | Within 90 days from the | Within 150 days from the
EEEIE processing date transaction processing date transaction processing date
e Incorrect Transaction N GEEH 120K A NG EEH 90K A (including 30 days’ mandatory
Currency / Amount retrieval request time)
G | SHERLE TS 5 A H HEETH150R A (H14530
RATGRHEIMEEL L S )
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Transaction Cancellation /
Credit Not Processed

RBTECH | B SR

o Within 120 days from the transaction
processing date / credit receipt
AL B B R AR R HREST 120K 7Y

OR

e For cancelled merchandise / service,
within 120 days from the date the
cardholder received or expected to
receive the merchandise or services,
but not exceeding 540 days from the
transaction processing date
HIABUS S /IR R ARILERE
i RS B P e/ Pl s ER 1A 1 I EE
sHM120R N{EA BB 5 E E B s
540K

Within 120 days from the date of
the credit documentation or the
service cancellation date or
goods were returned
RS 2R TS BUOM 208 2R
| HFEET120KR A

Within 150 days from the
transaction processing date
(including 30 days’ mandatory
retrieval request time)

A5 5 R HEFH150R N (E11530
RIFEFEIMEERZA G )

Merchandise / Service
Received Is Not as Described

WEIRT B / RSB A A =)

o Within 120 days from the transaction
processing date
A BB E HEEET1200R A

OR

e Within 120 days from the delivery
date of the service / merchandise but
not exceeding 540 days from the
transaction processing date
IR ES R AL/ A MR e i HAE ST 120K A
(BRI FE R HAEST540R

e Within 120 days from the
transaction processing date
A E B E HEEET1200R A

OR

e Within 120 days from the
delivery / cancellation date of
the merchandise / service
TP dn R R R R AL SO H
HEET120RA

OR

e Within 120 days from the
service ceased but not
exceeding 540 days from the
transaction processing date.
PRI H s 120 R A {EA
B S AR AT 540K

Not Applicable
IR

Non-Receipt of Merchandise /
Service

RUCEIE G /R

o Within 120 days from the transaction
processing date
A BB E HEEET1200R A

OR

e Within 120 days from the agreed
delivery date of the service /
merchandise but not exceeding 540
days from the transaction processing
date
IR HR L/ A MR P T E H #E5 1120
RAE 5 HE HFEST540R

e Within 120 days from the
transaction processing date %
L ERHREET120R A

OR

e Within 120 days from the
agreed delivery date of the
service / merchandise
TR IR v L fop E HEE
FT120K

Within 150 days from the
transaction processing date
(including 30 days’ mandatory
retrieval request time)

A EE HEEH150R (530
REYFEHIMEERLA G H)

Merchant Close Down

RIFZERBKIE

o Within 120 days from the transaction
processing date
A BB E HEEET1200R A

OR

e Within 120 days from the agreed
delivery date of the service /
merchandise but not exceeding 540
days from the transaction processing
date
TR AR e B4 MR R hn i E H R 120
RAEA I ZHE HEET540R

e Within 120 days from the
cardholder aware that the
service ceased but not
exceeding 540 days from the
transaction processing date
R ANANE R % 4% 18 B st
120K Py (B R B2 55 F HI L
5540F

e For Hong Kong, Macau and

Taiwan domestic transactions,
within 360 days from the
transaction  processing date
(including 30 days’ mandatory
retrieval request time)
T - HPTHE F 5B &
HISENA S > IR B IEE AT
360K A (ELFE30RAYFRHIMEA %
RIS E))

e For other countries / regions,
within 150 days from the
transaction processing date
(including 30 days’ mandatory
retrieval request time)
HABERME » BREFEHIE
150K A (B HE30RAY5RFIM: &
A G )

HX Page 2/3




General Dispute Processing Flow —{Fi5 m g

HANG SENG CARDHOLDER fH&FF A
e Contact Hang Seng for disputed transaction and request a Chargeback within 60 days from the statement date

A F SRR HY F L 60 R TEAE R HIIRIA A SR 35

/ HANG SENG (CARD ISSUER) {5 4= (Z£451T) \
e Review whether all relevant supporting documents including Cardholder Dispute Form are received
T T AP A AR RS S R R R AR RS UL
e Arrange a temporarily refund of the dispute amount within 5 working days and send a Temporary Refund notification (Not applicable for card-
not-present transaction authenticated via Hang Seng Mobile App or OTP, Card Present Transactions and Overseas Cash Withdrawal)
> 5 8 TAE R P s i AR F H BRI R0 38 HH BRI AR RUEAL (REFITYEBIEA: Mobile App Bl—RMESERETRIRERY MR, &
Zy » HR R GG &)
e Submit the request together with relevant document(s) to the Card Association

\ Il 4k A FH BB RR_EARRE S /

4

CARD ASSOCIATIONS —R4H %%
e Receive requests from different Card Issuers and send to respective Merchant Acquirers for handling

FAR F SRR TRYEOR 3 R B A R A (R 2

MERCHANT ACQUIRERS It BB {41
e Inform the merchant about the dispute and request the merchant to provide relevant supporting documents or refund

BRI A R PR 2 A SR PR A BRI S 8RN

MERCHANTS B 5
e  Provide supporting documents or refund to Merchant Acquirer for verification or handling

SEA BRI S BB RS U R b A I e B

MERCHANT ACQUIRERS I B 1A%

d

CARD ASSOCIATIONS F4H &%
o Receive replies from different Merchant Acquirers and send to respective Card Issuers for handling

FAR FE R AR L Y B I S A E AR - R R TR 2

HANG SENG (CARD ISSUER) fE4= (8F$R1T)

e Reply the result to the Card Association
[l -RAHS ARG

e Receive the result from the Card Association
WCEIRABAAYAS R
e Reply to the Cardholder of the chargeback result (Only applicable for some dispute reasons)
[~ AHVRRR &S S (B A Lt Fg H )
e If the chargeback is invalid, will arrange to reverse the temporarily refund (if any) from the cardholder’s card account

RS RAL > 2R R ALY P LHTIER SR BT
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FrR ANRIER SR
Cardholder Dispute Form

2 EASRITHRIE RS A
To : Chargeback Team, Hang Seng Bank Limited

SRR - HE (B EE LT T EE A R T
Please submit the completed form enclosed with attachment (if applicable) via one of the following channels:
1. EH FEdispute@hangseng.com
E-mail to dispute@hangseng.com
2. HHFES T REBUTEET41479
Mail to P.O. Box No. 74147, Kowloon Central Post Office

& AEF Cardholder Information

BERRATERE P4

Name of Credit Card / Debit Card Customer

{ERA-R/AIER P D95 FRé& B

Credit Card / Debit Card Account Number Contact Tel. No.

FH#H X 5 5F15 Details of Disputed Transactions

§%+E/DJIJ z N=t = -
Transaction Type e DL 5T S O S P T G
(HETEEEITRENELE TV, 38 Withdrawal Date Merchant Name / Bank Name of ATM Dispute Amount

Please tick in the appropriate box.)

Di%

Transaction

] TN R

Overseas Cash Withdrawal

R NBRARIRHRE - WAR B AREIE - REOT:

| have examined the above transaction(s) and do not agree to pay it/them for the following reason(s):

] A ETIRE FARTE - CE - ILBEEA R AR () REN (] B 4 Mobile  AppZi— U MEERSRERRENT TR ) &5 DUR(REFR G
i I EORE R R /BT FA N RS 1F LG F T R B AR S =J7HTR S © )
| have neither participated in nor authorized the above transaction(s). (Note: This option is not applicable for (i) Mobile Payment and
card-not-present transactions authenticated via Hang Seng Mobile App or OTP; and (ii) transactions effected by third parties where the Cardholder
has acted fraudulently or with gross negligence in using or safeguarding the card and/or any PIN.)

ANIZE—THR S - AR P EEGK

| engaged in one transaction, however, | was charged for more than once.

IR SRR RS » NBRAR B 4ER RS I EEIRERDUFS -
The transaction amount on the sales slip was altered from $ to $ without my consent.
Attached is the copy of sales slip.
|:| EVNIESES ST &Y B EEIREE RETEE R UFSE -
| have not received the merchandise that | ordered on . Attached

is a copy of the order form/invoice.

[ AACEAE BRAR S | A AROT 2R - S LA F S -

| have already settled the above transaction by autopay/other means. Enclosed is the proof of payment.

KAER DIEEE @A FROY Eiss 5 B ARSI LMESS -
| engaged in the transaction, but cancelled it on with a written notice to the merchant. Attached is a copy of this notice.

e e
Others, please specify:

WIBETESREFER AL - AIARITRF g B E -~ P DUREUE RESE ZIRIE » JE( 2 RIS R GTEAE By B e T4 EHK$40/US S5 -
If the above dispute transaction is found out to be conducted by the cardholder, the Bank will debit the above card account for the transaction amount, the
interest incurred and a processing fee of HK$40/US$5 for each transaction.

ZF%%E Customer’s Signature H#H Date
FE R ARMEN A 45 B3 H HHARE60R A =l ph s P 2R 15545 11 F HREB0 R 42 T ak FR SR A AR A HERRIRE BA ST DU SRA T & Shss Rl el B PR % SR 2 -

Note:Cardholder must submit their dispute requests and relevant supporting documents to the Bank within 60 days from the statement date or within 60 days from
the merchant close down date so that the Bank can have sufficient time to review and follow up the case.
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