18 & 4R 47

HANG SENG BANK

FBRAERF/NRFERRERTG—RER
EERERF/NRFERRE ?

—RifE  BEEEBEAR/MERME-RMERSFR - FRREXZAEMFERR - IR NOFIRIERREE - EAF/HERER
RF% (Chargeback) & —fEf A (10 : Visa - EFERLRE) MEIENKS  THEREBATHEBERR/ MR SRR
B3 IR FORREAMM RN TR RA - Pl - BRPERTEREAR/MERRIREREXINERIEHRY - AERXTNER
BRYATTAZERZHY - BT A BRERRITILIRE RBRREL

A - REFERFAZER RABPTHIE R RGEHOR - 1R PERRBRTREN G LASMEL 2 REE A 8 RIBR - thsh - B
RRENBREE  AARRRITFERTEPIRHAREESTIANZZER

B R R IBEATMRR S -

MiE - RFREREEHE S — AR (B{L) iR

FRA 1
1. HRER RS 8. 3R 5. 3R 4 1B HIRZER
5K (mni@m) (@) (aER)
7R (W) 6. ‘B3R (1)
— +—
BERME FHB4 WrBS 4R
e e
2 RHBREK 3 ARHBRENR

1 (5-8) « U BB HEAE sl i /= A PAIR IR RABARFT RT3 6035 BB S IB IR A B » IR IB S P ERRNES - BRREEBIHBETRERRIAE - EREHE IR
ERABPTAT MR R ZR FEBR AT RS EH &M

BRTRENABRER?

EAERTARAR ([BED ERERERBEEREESE TREABRFRIZNHBR  REFESNENFHRAUIOER TREAR/M
RRFAARBPHRERERABRIZRETHE  WEIER -

T REn iR SR/ I0AR-FE MR EER ?

EPNARER A URAATREREAASRREFE  AMTEEREPRMMEEEAXM (HI0 : BRXRBEH) - UEPHHEE
HEZ - MRAITERARF - AMTESRBRBIRTE  BEFESRNERRPMBRERBENRRRR - BRERBERSRR - K17
EeREMRZIRE  WHEBERR/MERINOFIRRFIRRAARNNBRTERGEES

—&ME  AEEFPMEHNRERRERAMMRBIRARAZKNGR - EPANX S AHRBEMEIEERSE 2 AL 120K
(Visa/BFER) 180K (iRE) M (REATRIBENERER) ERBEBRH 2 BREBIBERCHE - EBUTITERRITREERREX :

(1) BEFFPREAG (FERITOEEAFHRAREENEZRG)
(2) P hangseng.com A E T & [ RARBEHZARE ] BZREER  ERBEBHLRSZXHREH (WER) - LLES (FEH0iL
dispute@hangseng.com) S E &7 (B : NLEER RECERDEHE 74147 57) KEIBREFRE °

RRRIER B - B T RERRHEAAREAX RREATT -

EREZAAUEIZEFPOHRARBZARR K  SORAETERARNFFPELBA - BRANTDRIEEREZANER - g0
RIERER - —RME - RAZAESNOLBEATHERAZHEREFRGES (BREPLARERDEZNHRARBRGARSE] R
HEMERMEER) » ATERLBREFRN - BNEPHREERE R - MABRBEESNT A EN\ERMNEP 2 P8 E MR g
I - ENEBMARE R RERENRER - BIRIBEN AR - EATRIINERBENREAN  AIXTEBHEEF BFR
o MAEAFE - AR REMRKRE RERTERE -

PPL1312-R6(YX) sht 02/24 P F



18 % 4R 47

HANG SENG BANK

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 BERWEFC 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— R IEERREIETAE (MRE AT S v F R R)

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

LA TR A PRI S 7T (LRGBS 5 oy Pk R R)

. Debit Card Transaction (Use Unauthorized Transaction as The Dispute Reason)

IR 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

FrRATOHEIEHE - FER RPN 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 EBA RN - FEARE R L B HARE60R Y I AE BHRE A SC AT B A TR AR RS © ATTRARISHIRE - BlEHFR
AR E AT RE P AR AR S S RS - AR (R RER » BRAE R SR R B A e R -

ing Lead Time BRIHEERT

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.
Fi R ARMER H 4 B3 H HIHE60R Y sl i P 3£ 1548 1 HHIRE60 R TR tH sk B 5% DUESRITA e S el hg il R PR L SR (B 2R - BRI 251
HPFRFEREA & EHEEIIR - MR P HEE S -

Dispute Reasons Processing Deadlines pREHHAIR
FRFR
Visa MasterCard BHEE £ UnionPay §5E#
Unauthorized Transaction Within 120 days from the transaction processing date Within 180 days from the
REZENZ S ARG EEHER120R 4 transaction processing date
A SEE HAERT180RA
¢ 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 NG EEHE120K A NG EEH 90K A (including 30 days’ mandatory
Currency / Amount retrieval request time)
RGN | SRR TS 5 A H HEETH150R A (H14530
RATGRHEIMEERL L S )
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Transaction Cancellation /
Credit Not Processed

REBTECH | Bk SR

o Within 120 days from the transaction
processing date / credit receipt
AL B B AR R HREST120R 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 R 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)

AR5 5 R HEFH150R N (E11530
REYFEFEIMEERZA G )

Merchandise / Service
Received Is Not as Described

WEIRT B / RS A A =)

o Within 120 days from the transaction
processing date
A F B E HEEET120R 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 R e i HAE ST 120K A
([ERHEEIZE R HEET 540K

e Within 120 days from the
transaction processing date
A BB 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
#EFT120RA

OR

e Within 120 days from the
service ceased but not
exceeding 540 days from the
transaction processing date.
PRI L H s 120 R A {EAR
B S E R HHEET540R

Not Applicable
IR

Non-Receipt of Merchandise /
Service

RUCEIE A / IR

o Within 120 days from the transaction
processing date
A E B E HEEET 120K 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
KRB ZHEE HEGT540K

e Within 120 days from the
transaction processing date %
R ERHREET120RA

OR

e Within 120 days from the
agreed delivery date of the
service / merchandise
TR IR v L fop E HEE
FT120R

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

A EE HEEH150R (530
REYFEFINEERLA G H)

Merchant Close Down

[ eI

o Within 120 days from the transaction
processing date
A F B E HEEET120R 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
KRB ZHEE HEGT540R

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 EI L
§+540%

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 (ELFE30RAY TR A ME A %
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 )
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General Dispute Processing Flow —{Fi5 m g

HANG SENG CARDHOLDER fH&fEF 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= (2-£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 4%
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 55
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 {f%

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) {5 4= (2F$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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