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Octopus Cards Limited Chargeback Mechanism

1.

What is “Chargeback Mechanism”?

Chargeback is a protective mechanism provided by Card Associations (e.g.: MasterCard or UnionPay) to
their cardholders. Under the scheme rule & time limit of Card Association, cardholder could raise request
for refund, whether in whole or in part, in connection with a disputed transaction such as failure to
provide goods/services by a merchant.

General Process Flow of the Chargeback Mechanism

Cardholder Merchant
1. Apply 6. Refund (if :' Rﬁz:’;fei'f 3. Raise
chargeback applicable) pp chargeback
request
request
Card Association
Merchant
5. Refund (if applicable) .
Acquirer
2. Raise chargeback
1. Cardholder reports the dispute transaction
2. Upon receiving supporting documents, the card issuer will raise dispute and refund request

against the merchant acquirer on behalf of cardholder under the chargeback conditions set
by card association

3 The merchant acquirer will handle the dispute or pass it to the relevant merchant for follow
up according to different situations

4-6 (if applicable) If the merchant acquirer / merchant accept the dispute request, refund will
be arranged to cardholder’s card account directly via card issuer. The merchant acquirer
may dispute the validity of chargeback claim and the case might be referred to arbitration
under card association rules as and when needed.

Role of Card Issuer

Octopus Cards Limited as a card issuer, after receiving the transaction dispute from cardholder, shall
review the request in supporting documents pursuant to the scheme rules & time limit through Card
Association. We shall assist the cardholder to raise chargeback request against the merchant’s acquirer
via the card association platform. When the merchant’s acquirer accepts the chargeback claim, we will
collected disputed amount and refund the amount to cardholders.
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In general, cardholders can raise MasterCard or UnionPay transaction(s) dispute and request for refund

under the following circumstances:

e Unauthorized use of Internet / Mail Order / Telephone Order Transaction

e Duplicate Charge (authorized one transaction but the merchant charged more than one)

e Incorrect Amount / Transaction Currency

e Paid By Other Means (e.g. Cash)

e Services Not Provided / Merchandise Not Received from Merchant #

e Credit / Refund Not Processed #

e Informed merchant to cancel the direct debit authorization. However, the merchant still billed the
transaction #

3. Types of Transaction Eligible for Chargeback

4. How to Raise Chargeback Request?

i) Call to Octopus Cards Limited Hotline at 2266 2222

ii) Download “Cardholder Dispute Form” from www.octopus.com.hk and submit the completed &
signed form together with relevant transaction receipt(s) (Please refer to “Cardholder Dispute Form”)

iii) Document(s) should be submitted by email (email address omp@octopus.com.hk)

Chargeback Time Limit

Card Associations impose time limits on chargeback request submission, and the time limits vary with
types of disputes. In general, the time limit for chargeback has below situations:

Merchandise / Service received is Within 120 days from the delivery of the Merchandise /
not as described / defective Services AND
Not exceeding 540 days from posting date of the transaction
Non-receipt of Merchandise / Within 120 days from the expected delivery of the
Service Merchandise / Services or merchant closure AND
Not exceeding 540 days from posting date of the transaction
Others The time limits for the transaction posting day will be 45 to
120 calendar days.

As the investigation process takes time to complete and we are required to comply with the Card
Association time limits, you are advised to submit supporting to us at earliest convenience (within 14 days
after you raise the dispute request). It is important for cardholder to provide us with sufficient
information and supporting documents in order to establish a valid claim of chargeback.

# Prior to raising these kinds of dispute, cardholder must make reasonable effort to resolve the dispute with the merchant.
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