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Card Associations’ Processing Periods
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The time limit for chargeback requests varies by different card associations, details as below:
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e  As the Bank would need to first process your application, requests still have to be submitted within 60 calendar days of the statement issue date
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e The below table is strictly for reference only and guidelines from card associations may change from time to time and without prior notice
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Dispute Reason S5 5 K Card Association 1= F-E404%
MasterCard
Incorrect Transaction Currency/ Amount Within 90 calendar days from the transaction processing date
X5 G R BT LHEEHFE 90 HN
Duplicated billing Within 90 calendar days from the transaction processing date
HHEEIR LHEEHE 90 HN
Refund not received Within 120 calendar days from the date on the credit documentation, or the date the service was cancelled, or the goods were returned
ARAWENRK BRI H A - BRSECEHY H BRERE moR e HY H #AEE 120 HN
Merchant claimed that the credit card e  Within 120 calendar days from the transaction processing date, OR
payment failed but Cardholder was still REEEHE 120 HN » =
billed N L . e  For cancelled merchandise / services, within 120 days from the date cardholder received or expected to receive the merchandise or
?1’:5)5 FREARRKGRA - HREFRAL services but not exceeding 540 calendar days from the transaction processing date
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Dispute Reason F:% /5 [

Card Association {5 F-F4H4%%

MasterCard

Recurring direct debits and regular
payments that the Cardholder has
previously cancelled
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Within 120 calendar days from the transaction processing date
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Goods and/or service received is not as
described, for example, counterfeit goods
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e  Within 120 calendar days from the transaction processing date, OR
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e  Within 120 calendar days from the delivery date of the service /merchandise, but not exceeding 540 calendar days from the
transaction processing date
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Cardholder did not receive Goods and/or
services paid for
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e  Within 120 calendar days from the transaction processing date OR
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e  Within 120 calendar days from the delivery date of the service /merchandise but not exceeding 540 calendar days from the
transaction processing date
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Merchant close-down
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e  Within 120 calendar days from the delivery date of the service/ merchandise, OR
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e  Within 120 calendar days from the date which cardholder was first made aware that the services would not be provided (e.g.

merchant close-down date) but not exceeding 540 calendar days from the transaction processing date
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Not receiving cash or only receiving the
partial amount after performing Cash
Advance via ATMs
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Within 120 calendar days from transaction processing days
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Unauthorised Transactions
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Within 120 calendar days from transaction processing days
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Ineligible transactions for chargeback
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Not all credit card transactions are protected by chargeback / dispute resolution.
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Ineligible Transactions Details
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Requests submitted after the deadline Chargeback requests should be raised within 60 calendar days of the statement issue date.
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For cases where the reason of request is that the merchant closed resulting in failure to deliver goods and/or services after a one-off
pre-payment / instalment, the eligible claim period shall not exceed 540 days from the transaction posting day.

After this 60-day / 540-day period, We reserve the right to reject any request. You shall be responsible for any loss or damage (if
any) arising out of or in connection with the relevant Card transaction.
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0% Merchant Split Purchase instalments 0% Merchant Split Purchase instalments are loan agreements between you and us. We advance a one-off loan to you and pay the
i E 0 BT HARTER full amount to the merchant, while you undertake to repay us and not the merchant by instalments.

You can still raise chargeback request on the transaction to the merchant itself but are still bound to repay the instalment amount on
time to us while the chargeback request is still in progress.
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Online Transactions with One-time Password
(OTP) or Mox app Authentication
DL—RAREZEEEAE Mox app SLE5HI4E FA2 5

Numerous online merchants have implemented secure payment technologies. Your identity is verified by the one-time password
(OTP) sent to your registered mobile phone with us via SMS or through confirmation in Mox app. Authentication must be
completed before the purchase can be executed. Since the transaction is authenticated, the liability would be on you and
“Unauthorised Transaction” cannot be used as a reason for chargeback application.
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Face-to-Face transactions (i.e. Card-Presented and
contactless) where magnetic strip is not used (i.e.
chip read)
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Since the transaction is authenticated, the liability would be on you and “Unauthorised Transaction” cannot be used as a reason for
chargeback application.
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Transactions processed via various e-Wallets
including but not limited to Apple Pay, Google Pay,
Alipay, WeChat Pay and Octopus Wallet
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Since the transaction is authenticated, the liability would be on you and “Unauthorised Transaction” cannot be used as a reason for
chargeback application.
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Other Reasons
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For example, quality of goods and/or service provided by a merchant or contract-related disputes are not covered service offered by
Card Associations.
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