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Basic Information about the Credit Card Chargeback Mechanism

(ElE R EEG Pl

1. What is chargeback? {25 KEH{RE?

Chargeback is a protection mechanism provided by Credit Card Associations (for example, Visa,
Mastercard and UnionPay) to their cardholders. Each Credit Card Association sets out specific
circumstances and time frames in which the cardholder may request through the card issuing bank
and from the acquirer (the merchant's acquiring bank) for a refund of the amount paid in connection
with a disputed transaction. If the chargeback request is accepted by the acquiring bank, the acquiring
bank will refund the transaction amount to the cardholder through the card issuing bank.
{EHREBEFZE N REIFHSAN Visa ~ B2 -RAMERED R R ARBE RS - fERF &35 M -RED
PREHBFTETAVRR E B DL BAEWHAR T - -~ A nlE i (E R E R TR R S L A AYROR R R
AR P ER1T) RS R - AR SE B BEAR R R A » W AR G R A RITCH A 1B 8 FRER EI4EF R
Ao

2. Types of Dispute / Chargeback Request 532 532 K H

Unauthorized Transactions

REEIZHERI ST 5

Merchandise / Services not as Described / Defective Merchandise
P e/ R 255 BB 1A 1T/ P e A

Non-receipt of Merchandise / Services Not Rendered
RAEWEE /R

Cancelled Transactions / Credit Not Processed
EHUBHIA S ARz FRAVIERK

Duplicate Transaction / Paid by Other Means

AR SEHR DL T Z NS B i

Incorrect Transaction Currency / Amount

R G B HAARTT

If you notice any transaction(s) on your card’s statement that you did not make or authorize, you must
notify our Bank immediately by calling our Bank’s Credit Card Customer Services Hotline on (852)
2818 8236; or obtain from any branch of Shanghai Commercial Bank or download from our website
the "Notice of Credit Card Transaction Dispute / Chargeback" form, and submit the completed form
along with the relevant supporting document / information to our Bank.

W1 P NEG RGBSR ERIED B N ETERER I 2505 - B MBI EA T EH &
52445 (852) 2818 8236 A1 AT TEGHIEE LIBRG SRR T2 0T TR AT H N (E R
GIRFRECKBAIE" R HIE 200 [E R S BRI B AT -
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3. What types of transaction cannot be raised for “Unauthorized Dispute”? FRELMEEIFYRLT

DARELAREFTE” HEHIE L FR?

Online transaction authenticated via "Shacom Bank" mobile App’s built-in “Mobile Security
Token” function or One-Time Password (OTP)

i R FRERRE AN BRI R RIS IR B — R MBS S ERss I L5 5
Face-to-face card present transaction at POS terminal with EMV chip read or Contactless
payment

2 A It S R A SURER Y S THZC S

Octopus Automatic Add Value Service (AAVS) auto-reload transaction

J\EE i B BN E ARG B B EAC S

E-Bill Payment

i G

4. Credit Card Installment Plan (“IPP”) (E -5 HIfSZETEI(“IPP”)

Credit Card Installment Plan (“IPP”) is not eligible for a chargeback claim as an IPP is a loan
agreement between the card issuer and the cardholder rather than a typical credit card transaction.
BRI HIRGTHECIPP AR & E - RRIREZCK - [N IPP Z 8 RIS BLIR -~ A Z RV &K1
i MFE—MRAERRACS -

5. How to submit a chargeback request? {Ifa3EX{EFHFEXEFE?

Cardholders should complete and submit the “Notice of Credit Card Transaction Dispute/ Chargeback”
form together with the relevant supporting documents / information, such as merchant service contract,
invoice, signed sales slips and/or credit voucher, to our Bank within the specified time limit as
mentioned in section (7) below. The relevant supporting documents / information will be submitted to
the acquiring bank for review and assessment of the validity of the chargeback claim. Cardholders
must report any disputed transaction and/or raise any chargeback request within the specified time
limit, otherwise the disputed transaction(s) or chargeback request might not be processed by our Bank
in accordance with the Credit Card Association’s rules. Under the scheme rules of respective credit
card associations, the chargeback process under normal circumstances takes about 45 to 90 calendar
days to complete. When a dispute is resolved, the disputed amount will be refunded to your card
account directly and shown in the next monthly statement. Cardholder will be liable for the disputed
item together with a HK$50 Sales Slip Retrieval Fee and accrued interest, if the transaction(s) is
proved to be authorized by cardholder.

FFRATRAE N B (DEATIATE EHIRA » IATRREHEZZ “ERH-RRER GRS ARE
MRASCARE R AR P IRE &4 ~ 5~ (EHRUUE K/BURFCER - MRS & RHR & A S U B
RS KRB 3 288 A% o FERAEE E HAMR A RUAE ] 34 3850 Z b HH S5 S /B F LR AK
0K BRI MRS - REIFRAASRA - AITARE REER T8 5 BUREDR i — P U - FRYE
M-RERHBEHE - P AERFERE - —fOGESTEFTRETRRRF 45-90 H » M15935C 5 FARR R » #%
R EREREIEH-RIRFA » ARSI TR SEENA - AR ER RATERERELS
R~ AR AR SR AR E R BT S0k e 4= 2 F B R HK$50 REGE IS iR AZH] -
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6. What is the role of Shanghai Commercial Bank Limited ("our Bank") as credit card

issuing bank in the chargeback process? FRBEXGHVAERET - FEEEIRTAERAE
( "A1T ) MERZE MSEI REEAE ?

With the exception of the situation referred to in Section 3&4, our Bank shall assist cardholders to
raise chargeback request against the merchant acquirers according to the relevant chargeback rules
of Credit Card Associations. Our Bank shall analyze and examine the request and the supporting
documents pursuant to the scheme rules through Credit Card Associations. When the merchant's
acquirer (the merchant's acquiring bank) accepts the chargeback claim, we will collect and refund the
disputed amount to cardholders.

FREBG&AERFTFIRVIF SN » AT ERIBE - REIESAERICT 5281 R ) BIR R AR S
RS AL B AIFTE TR T RE R 85 SRR AR B AEREES B S 1T A A0 1%

AT AR R AR R A i 5 R PR 4 m S B A (R s PR TR B R - 5 U BT PR R R

FE AN TG RA -
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7. Chargeback Time Limit 3235 EWHATR
Cardholders must submit the completed “Notice of Credit Card Transaction Dispute/ Chargeback” form together with the relevant supporting

documents / information to our Bank within the applicable time limit below. & AXVER Ny ABRATAAI TR CHEZ Y “EHEFFELS
TR ER RIS R ARRRE IS &Y -

Important Note EEZEETH

If the supporting documents / information provided is insufficient for our Bank to submit a valid chargeback request to the merchant’s acquiring bank, an additional
processing time of up to 30 days will be required for retrieval of the related transaction record before our Bank could submit a chargeback request for a cardholder. Hence,
cardholders are strongly advised to submit the completed “Notice of Credit Card Transaction Dispute/ Chargeback” form and all relevant supporting documents / information
as early as possible to avoid missing the Chargeback Time Limit.

A BREEEIISCIF/SORA S DAl = Y B R LR R A TIFRR SRS 2 30 RAPRIRI RACRAUHBA S S50k - BRI - AT R ARSI RSz 2
‘(5 R FR K BB EREAIE" s A tHRE G I S &R > DA gk EAB iR -

Reason for Dispute F#EH Chargeback Time Limit B2 55580 HAR
Visa Mastercard EHIEZEF UnionPay §RE#

Duplicate Processing EE#:EHE Within 60 days of the issue date of the Within 60 days of the issue date of the Within 60 days of the issue date of the
relevant credit card statement relevant credit card statement relevant credit card statement
{EH-F&SEE T H 60 XN EHR&ERTH 60 XY EHR&ERTH 60 XY

Incorrect Transaction Amount / Within 60 days of the issue date of the Within 60 days of the issue date of the Within 60 days of the issue date of the

Currency 3 5 &%EI SR ET relevant credit card statement relevant credit card statement relevant credit card statement
{EH-F&EEE T H 60 XN B R&ERTH 60 XY EHR&EERTH 60 XY

Merchandise / Services Not as Within 120 days from the delivery of the Within 120 days from the delivery of the Not applicable

Described / Defective Merchandise Merchandise / Services AND not Merchandise / Services AND not ENE e

P it PR S5 S AN 5 P S exceeding 540 days from posting date of | exceeding 540 days from posting date of

the transaction {5 S/ARTS H#EST 120 | the transaction A2~ /AR S HEEST 120
RHA A EBEZ GaERA R 540 RN | RN A EBEZ Sabik HiEET 540 KN

Non-receipt of Merchandise/Services Within 120 days from the expected Within 120 days from the expected > Local spending Ay &
G RRIETHE > pE LR TS delivery of the Merchandise / Services or | delivery of the Merchandise / Services or | Within 360 days from transaction date: %%

from the merchant closure date AND not | from the merchant closure date AND not | 5 H#E:t 360 KA

exceeding 540days from posting date of | exceeding 540days from posting date of | > Overseas Spending /59N 0E:

the transaction TEZTA{ /AR TS H =k the transaction FHETAC R /AR H 26 Within 180 days from transaction date: %
P FEIR HAEET 120 HAN R BB HEE | EEIRFHEET 120 HRNRNEER S | 5 HEET 180 XA

ARHEEET 540 KN R HAEST 540 KN

V]
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- & B F b J
CLIANICLIAL FCOMWAMEDCIAT  DANIK
(Sl VAR NI LN | iy VAR N | NNV MY AN WL L/ \ N

Chargeback Time Limit 3Rz B8 WHAR

F/4 expected to receive the merchandise or
services, whichever is earlier

X Gyl H B S s e/ AR s H AEE T
120 RN, DI R Ry

Merchandise was returned B4R % E0E

Bl AmEEET 120 KA

Visa Mastercard EHIEZER UnionPay $RE%
Cancelled Transactions / Credit Within 120 days from the posting date of | Within 120 days from the day the Within 180 days from transaction date %%
Not Processed ELEUHAVAS Z/ R EEFEAVIE | the transaction or the cardholder Services was cancelled or the S HAEET 180 £

8. General Process Flow of Chargeback Mechanism {Z - R BRZRE

(1) Conmtsctthe retailer toresolve the

dispute
Cardholder >

(2] 1F{1} falled, submit
the Dispute Form/
Chargeback Request

[4) Investigate the
transaction with
merchant

General Process Flow of Chargeback Mechanism

Merchant

(7) Refund ar
Discuss if proceed
to CreditCard
Association for
stbitration

(3)Filethe chargeback to the Acquirer in
accordance with the scheme rules

Credit Card A:
|Visa, Maste

(1) BB ER LA PR l

~

{5} Refund or Remedy
the chargeback, if
applicable

Acquiring Bank

(8] Refund or Re-present the
chargeback, if applicabls

transaction to the Card Association for arbitration.

Mote (5-7): In accordance with the rules of the respective Card Association, @ merchant acquiring bank or
a merchant may accept or reject a chargeback request. If the merchant acquiring bank or the merchant
rejects the chargeback request but the card issuing bank does not agree with the decision, the card
issuing bank may in accordance with the rules of the respective Card Association submit the disputed

W)
(2) SO(LVARERED [
HESSRAE R o G
(7) AR (SIREEZ R
34{K RN -
il B SRR
()RFRINFS EEPREIE 1R
SRAE BRI 4
ORI
1
(6RARAE PRI

£E(5-7): RIS AR R FEREEAR T AERR WSS E T LR T RIRIRRI TS - B R
{EEEFEERIER - MBFRITRSFF AT ERARAE - 2 FRITULIREERNER FEREEENR
SINEAPR IR S A F RN AR RS B P e -
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EHREBRS | BRERBASE
Notice of Credit Card Transaction Dispute / Chargeback

B DEmERTARAE - SHFREE (TET,) {HE5EH Fax No.: (852) 2816 2699
To: Shanghai Commercial Bank Limited — Credit Card Service Department (the “Bank”)

Hilk: FAAPRZREEER 51 9 UEE 5l 2 JFE 26 £
Address: Level 26, Tower 2, Kowloon Commerce Centre, 51 Kwai Cheong Road, Kwai Chung, N.T., Hong Kong

FEHEE Email Address: dispute.creditcard@shacombank.com.hk

YEEER > FEEAIT(EHRE 2% (852) 2818 8236 -
If you have any enquiries, please call our Credit Card Customer Service Hotline on (852) 2818 8236.

ST ATSEERIE UL » SHECEEAT TS A RE P ER (852) 2818 8236 ET{2(SHIF -

In case of suspicious fraud cases, please call our Credit Card Customer Service Hotline to suspend your card on (852) 2818 8236.

EEARE SR EER Cardholder and Disputed Transaction Information

FRA#EH

Cardholder Name

BRI Brég e

Credit Card No. Contact Tel. No.

L)y REHE (HIRI4F) R G

Merchant Name Transaction Date (DD/MM/YY) | Transaction Amount

FNH ERZRBEHU T2 R (GFREEHEAN LY S S A8 —IEF) :

| dispute the above transaction(s) for the following reason (please v'the appropriate box) :

Q REWEZRZS - AR NSUT A S EalE AR TARIEAR ) ) 28 A S8 DL
FEAL S o RANBHM AR A IAEE LA G KU LL_EF3#5 5 PR e Bl - 8 D 558 e
I AR A ARG AR - AREEAREH - RENEER - AAREBPIEZERRERES -
Unauthorized Transaction: | certify that the above disputed transaction(s) was/were not made and authorized
by me or by any person authorized by me to use the credit card referred to above (the “Card”), nor were the
merchandise or services or value represented by the above transaction(s) received by me or by any person
authorized by me. | do have the Card in my possession at the time of the disputed transaction. | agree to the
credit card account being terminated if the Card is found to be used fraudulently.

Q eAKBIFTETREZ RS EURE © P RSB A A SR AT THE Y iR o GEIN ARSI 2 BIA K2
AR 2 X E B R I - )
Non-Receipt of Ordered Merchandise or Services: The Merchant was unable or unwilling to provide me with
the ordered merchandise or services. (Please enclose a copy of the order record with the Merchant agreed
merchandise or services delivery date.)

® TR BRI (R R R B e A N S AR - B R L BISR ) R L BE o )
Type(s) of ordered merchandise or services (details or description of the merchandise or services,
including: brand / model number / name / quantity, etc. must be provided):

® EFEEZEESIRBIEMHI

Merchant agreed merchandise or services delivery date:

e KAER (HHH) LA (BB RS =0)BisEm = - EAREER
DIBtsEIRg = 1 Bips e -
| have attempted to contact the Merchant on (date) via

(email/phone/etc.). However, | was unable to contact the Merchant / resolve the dispute with the Merchant.

® P4/~ [o/7 Merchant's Response:
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Q =Wl AR (AR ERIE - (I WS BIAR BRI 8 - )

Duplicated Charges: | have been charged multiple times but have only authorized one transaction. (Please
enclose a copy of the credit slip with the authorized transaction amount.)

BERAEMTANK 0 AACH O5e OHEAMIT ( MK o (FEMT EUE 2 B4 <)
Paid by Other Means: | have settled the transaction(s) by Ocash or Oother means ( )

(Please enclose a copy of the transaction receipt.)

R RRATARUEE ¢ AACHCELL EAC G IR - AMNA N 2 HSS BT - G5 2R RIA)
Credit Not Processed: | was issued a credit slip which has not been posted to my account. (Please enclose a
copy of the credit slip.)

CHUHR S | EEEREAE - A AT (HEA)LAE A _Eafips 2t BUH RS 5 | B Ehid
IRAZHE - (EARNZ BRI - GEMS ARSI FHUS 2 582 RIA - )

Cancelled Transaction / Direct Debit Authorization: | have informed the Merchant via written notice to cancel
my Transaction / Direct Debit Authorization on (date). However, my credit card account
was still being charged. (Please enclose a copy of the cancellation letter / form.)

AT | KGERAT © GEIf SR ZEIA )

Incorrect Amount / Transaction Currency: (Please enclose a copy of the transaction receipt.)

® T HER (B | &) mAZE (B¥% 1 &) -

Transaction amount should be (Currency / Amount) instead of (Currency / Amount).
& AAREELL (B") #1725 WEEMPIYRGANERELS S 2B -

| do not agree to (Currency) being used as the transaction currency, as the Merchant

did not offer a choice to me for selecting transaction currency.

HtFRmREN G AR Z 8IS T)

Others dispute reason (Please specify and enclose any relevant supporting document):

EzHH Declaration :

1.

2.

£ A% Cardholder Signature : HHH Date :

A NHERS LA EERAR A A A a8 S IERERRR -

| confirm that the above information is true to the best of my knowledge.

AN B RZAPAHRA B &S B S 60 RS B R SRt ek - A1 MRIBEM - REIZESHRA > BTARERERFHR
G BB SR E i — D PR -

| understand that the above disputed transaction(s) should be reported within 60 days of the issue date of the relevant
statement, otherwise the disputed transaction(s) or chargeback request might not be processed by the Bank in accordance
with Credit Card Scheme’s rules.

AN A N A E BT R AR S DA B R A 25000 Ot 8 S Bl = e AR L Fra (B R BERT) -

| understand that supporting documentation must be provided to the Bank to facilitate the dispute process and confirm that |
have attempted to resolve the dispute with the Merchant but without success.

WHEAANFEE LIRS, AANEE AR SIRE R ERE RS E £ 2 FE R HK$S0 REGEIHEERIAE -
| agree that | will be liable for the disputed item together with a HK$50 Sales Slip Retrieval Fee and accrued interest, if the
transaction(s) is proved to be authorized by me.

EHIERR B F HTREAZE Please sign according to the specimen signature filed with the bank
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