To# : The Hongkong and Shanghai Banking Corporation Limited &3 FJ/SES$RTEIRAE
Cardholder Dispute and Chargeback Section, Card Centre: 8/F Tower 2&3 HSBC Centre, 1 Sham Mong Road, Kowloon
KL X5 FRPE A NEERTEE 1 5RES 0 E 2 K 3 8 f#

TRANSACTION DISPUTE FORM F 33X 5 R 1%

Transaction Date Merchant Name Transaction Dispute
R HEA =y Currency/Amount Currency/Amount
R GEM/H FRER/eH

Important Information
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.

AR > MIRGERIAERZFH S - B MNERGE L E Sl PR R -

e Octopus Automatic Add Value Service (AAVS) auto-reload transaction
JNEE B H B E ARSI E BE EAC S

e Interest-free Merchant Instalment Transaction (Except Merchant Close Down)
PSRBT (R ERLLIRERIN )

e Online Transaction with OTP (One-Time-Password) authentication (use Unauthorised Transaction as the dispute
reason)

B G EE R EEESEENES ( DUREHERR 5 R ekt F A )

Note /=& : Please Vin the appropriate box 352 2 BRI EV 5E

[0 Unauthorised Transaction R&IFHERIAC F
1 One-off —2 M4 1 Recurring Posting fEIREEHE

1 I have neither made nor authorised the above transaction(s) and am always in possession of the card.

AR NSRS B BRI LA 5 e — EFRPAR

] I have neither made nor authorised the above transaction(s) as the card was out of my possession at the time of
the transaction(s).

AN BRI R SN RAER SR AER T | -

] Duplicate Processing EE#E:EEE

[1 I have not authorised the above transaction(s). | only authorised transaction(s) of (amount) at
the merchant.
KRNMLHFME LTS RN SIS P T ARG MR (Jn) e
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1 Incorrect Transaction Currency/ Amount 32 Z 5%/ SZEARF

[J I only authorised the transaction amount of (Currency/Amount) instead of
(Currency/Amount). KA REZfMESEL_ (BW/e®E) ~mihE__ (&EWE/EE) -

[0 The merchant made an additional or transposition error. | enclose the sales slip copy as an evidence.

pE TR R - BN EEIREEIADIERE -

[0 The order | made was in (currency). However, the transaction wrongly charged by the merchant was in
(currency).
KRAFHEL L (BHHA) TS HEEPasERt (B TS -

[0 Transaction Cancellation / Credit Not Processed 3% 5 L EUE/ Bk BRI
[1 | paid the transaction(s) by one of the following means A A B DU E o —fd 5 =045~
[0 Other card HAtr— (card number 54 )
[0 Cash ¥4
[0 Others EAfl (Please specify 551 HH )

[0 1 made the reservation with the merchant but | cancelled it on (date). The cancellation code/
reference number is

Zﬁkéﬁﬁﬁt%fif’ﬁﬁ?ﬁﬁﬂﬂaﬁ CHI) HUMZTHET - HUB/2B9s R -

[] I have received a credit transaction receipt(s) from the merchant. However, no credit was posted to my card
account. | enclose a credit slip copy as an evidence.

ARNFHE P PR AVIERGEIH R o (EARNZE SRR FAVERL > S EARERRIA IR -

[ Ireceived the merchandise and returned it to the merchant. The merchant did not properly disclose the Return
Policy at the time of the transaction and no credit was received. | enclose a copy of relevant document(s) for your

reference.
RACKUEINERREBLG R (BRIEIRK - 7R 5T » PR SHARANAVEERREL > BT EAH
REESS

] I have requested for the termination of the service with the merchant on (date) by [] letter
[ email [] fax. | enclose a copy of the termination document, please request the merchant to stop further billings.
AANCF__ CHED OGS OFER OFE S EE0IRS o B EBUSIRSE S - 5
K P IREEIR -

[0 Merchandise/ Service received is not as described IS ZIHY & i1/
[J The merchandise/ service received was not as described as the one | purchased/ ordered from the merchant and
it could not be accepted. A AUEIHY & m/ RSB N s I ER &/ THETRVIRGS A A E - Haz A~ EZ

FE N BEMAEZ

Please specify how the merchandise is not as described and provide relevant proof to show the difference.

A A7 R RGP fRE " -

[0 Non-receipt of Merchandise/ Service XU ZE[ & 5L/ B
[ 1did not receive the merchandise/ service from the merchant. | enclose the order form copy as an evidence.

ARARBUWERE Far S an/ F2IRAVARTS - 3BT EET &SRR EREH -
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[0 Other Dispute Reason (please specify in details) EAt-ZBEK ( Z3E00 )

Note:
R

If the investigation result shows that the dispute transaction was authorised by the cardholder, the Bank

will debit the following card account for the transaction amount, the finance charge and/or interest on

the disputed amount over the whole period (including the investigation period) if applicable.

WFHELGERERFFL SR RSN RTRER TR OUHCA RIS S ~ BEEIRT
(EFEREIE ) B EMN K /SRR () -

You are required to inform us within 60 days after the statement date (except for merchant close down).
As the investigation process takes time to complete, you are advised to submit supporting documents to
us at your earliest convenience but not exceeding 14 days from the dispute request date.

N H A S HEARE60R B AIAST (P 2E4% bBRAN )« FHANIRIEE A TR - B T IE
F PR ALAERASEEA S KA EIAAT » AEZ SRR AT FRA a8 a8 i 5e 5y i ah HEET14°K -

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.

HAR P EB A ILEN - SR A HEARE 60 R [EIAERHES B S [BIA TR HIAR R
A o ATRIRIBIERIRE - EE-RAH A R - A AR B U E VB ES » A 3
i > AR RAHBR IR &R ERE -

You may file a police report about the unauthorized transaction. The disputes team may request a copy of
the police report or written statements provided to the police during the investigation. Filing a timely
police report may help strengthen the progress of the investigation of your dispute case.

TR UL AR SR A AC 5 [ B 7 28 8t - Foafe/ NAE T RE & ORI B E 7 S S W RIS BT A A AR 1)
LT E PR o RIS R TR A B e R -

Signature H= Cardholder Name if A #:44

Credit/Debit Card Number {3 3 /F1ER-R9ERE

Contact Telephone Number 4% EBEESERE

Date HHf
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2

General Dispute Processing Flow — Vil

>

HSBC Cardholder JEE & A
Contact HSBC for disputed transaction and request a Chargeback within 60 days from the statement date
1> H &S B¢t H BEE 60 KA [ml i S B HH R T A sy B ARk R B

4

-

HSBC Dispute Team (Card Issuer) JEE SR (&RER1T) \

> Review whether all relevant supporting documents including Transaction Dispute Form are received
FEEOBATAMEREIA AR SRS CUE
» Arrange a temporarily refund of the dispute amount within 7 working days and issue a temporary refund letter
J2 7 (B AR R N B 38 < R A'E LD R RS AR I 2 R 1R K e
» If required, we will be in touch with you to discuss the details of the transaction and get more information from you
WHETRE » AT LR a3 S Al EmE =) A U % &0k}
» Submit the request together with relevant document(s) to the Card Association
\ [ -R4H A H G I AR A SO /
¢ N\
Card Association 4H4&%
» Received requests from different Card Issuers and send to respective Merchant Acquirers for handling
FEAR 3R TAVEER 73 B0 48 X 515 RA W AR (R 2 )
l \
Merchant Acquirers L EE %S
» Inform the merchant about the dispute and request the merchant to provide relevant supporting documents or refund
ARG AR RS 5 I EOK S e A B S8 A S R EUR K )
\ 4
N
Merchants i &=
» Provide supporting documents or refund to Merchant Acquirer for verification or handling
TR AR B S A BOR GG U I T R B )
l \
Merchant Acquirers I BE %S
» Reply the result to the Card Association
o] -RAH A RIS R )
) 4
N
Card Association <=&H 4%
> Received replies from different merchant acquirers and send to respective Card Issuers for handling
FEA RIS BE A 3 L (01 7 5 S 55 A B R 38 R ERA TR R R )
\ 4
/ HSBC Dispute Team (Card Issuer) JES TR i4H (&FER1T) \
> Received the result from the Card Association U Zl|-F4H &k 145 5
> Reply to the Cardholder of the chargeback result (only applicable for some dispute reasons)
[ FF R ARVREHGELER (AR e R A )
» If the chargeback is invalid, will arrange to reverse the temporarily refund from the card account

.

YRR EE AL - G2 HHE R P DR R R AL Y,
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Processing Lead Time R EHASR

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 Bank can
have sufficient time to review and investigate the case. Besides, each dispute reason has respective processing deadline, the dates in the following table is for

reference only. £f-~ ARMEN H &5 BLEE ) HHIECOR B s P854 1 HHIRECOR IR HI a8 FR 5 » DUESRATA R S i B B B =l % -
Hh > IR FEIR A S B HEER - DU RS Ey HEM S

FRIEEZ

Dispute Reasons E5FH A

Timeframe to submit Dispute Request to Acquirer (including HSBC Processing Time)

AU BRI LN PR 5 AR, (R S PR B R )

Visa

Mastercard B EEF

UnionPay #RH#

Unauthorised Transaction

RPN 5

Within 120 days from the transaction processing date

N GEE 120814

Within 180 days from the transaction
processing date

AR G EE 180K

e Duplicate Processing

E &R

e Incorrect Transaction
Currency/ Amount

oG BEATT

Within 120 days from the transaction
processing date

R GEE HET1208 14

Within 90 days from the transaction
processing date

A 5B E HAEET90RA

Within 150 days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
PR Z AR HEEET150K A [ EFE30
RETFRFMEEAZ AL B )

Transaction Cancellation/
Credit Not Processed
REHTHUH/ BB APE

e  Within 120 days from the
transaction processing date/
credit receipt
RAZ G B R BEEE HfEET
120K A

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
HINEUH B /IR » FFRAR
WS o e R 5 A R i i/ IR 5
At E HALE 120 R N E AR
WAL F A A H LG 540K

Within 120 days from the date of the
credit documentation or the service
cancellation date or goods were
returned
RSB R B HUH B R (]
HiEEH120R

Within 150 days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
N Z B EH 150K A [ EHE30
KA FEHI AL AT 55

TRANSACTION DISPUTE FORM F:532 BRH&
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Dispute Reasons F:5H A

Timeframe to submit Dispute Request to Acquirer (including HSBC Processing Time)

A BRI LN PR 5 IR, (R S P B R )

Visa

Mastercard BEZ R

UnionPay 3R

Merchandise/ service received
is not as described

WEIHY & i/ AR B ey R~
[E]

Within 120 days from the
transaction processing date
AL 5 A H HilET120R A
OR
Within 120 days from the
delivery date of the service/
merchandise but not exceeding
540 days from the transaction
processing date
RS AL X IERE i H EEET
120K NE AL B E R HIEE
£1540K

Within 120 days from the
transaction processing date
N5 EE HEE 120k A

OR
Within 120 days from the
delivery/ cancellation date of the
merchandise/ service
TP R MR AR S R L B UH H
HET 120 R

OR

Within 120 days from the service
ceased but not exceeding 540
days from the transaction
processing date.
AR %4 1 HiEE 120 R A {EA
AL 5 5 H H R 540K

Not applicable
iR

Non-receipt of merchandise/
service

RUTENE bn/ ARrs

Within 120 days from the
transaction processing date
PR ZERE 120K N

OR
Within 120 days from the agreed
delivery date of the service/
merchandise but not exceeding
540 days from the transaction
processing date
AR R 1 IR s i E HEE
FT120R AEAR HESC S E R H
FEET540K

Within 120 days from the
transaction processing date
PR 5B R HiEEFT120RA

OR
Within 120 days from the agreed
delivery date of the service/
merchandise
Rkt AL A RN i o e H AR
it120K

Within 150 days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
N Z AR H 150K A [ E5E30
RHGEFIMEEFLAT 5 ER )

TRANSACTION DISPUTE FORM F:532 BRH&
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Dispute Reasons F:5H A

Timeframe to submit Dispute Request to Acquirer (including HSBC Processing Time)

A BRI LN PR 5 IR, (R S P B R )

Visa

Mastercard BEZ R

UnionPay 3R

Merchant close down

[l S I

Within 120 days from the
transaction processing date
AL 5 A H HilET120R A

OR
Within 120 days from the agreed
delivery date of the service/
merchandise but not exceeding
540 days from the transaction
processing date
Rkt AR RS i o e H A
FF120RIMEA B AR H
FEET540K

Within 120 days from the cardholder
aware that the service ceased but not
exceeding 540 days from the
transaction processing date
R A RIERR B¢ E H ST 120
RAMEAREE#AT F 55 HEEET 540
X

For Hong Kong, Macau and Taiwan
domestic transactions, within 360
days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
i~ BFIREENBEANZ S
ARG AR HEEET360R A [ EfE
30K AYFRA AL Z I )

For other countries/regions, within
150 days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
HAt Bz & - I3 SE R HIE
FF150RA ( FLFE3ORAY5EFIMEE
A G ] )

TRANSACTION DISPUTE FORM F:532 BRH&
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>

Ways to raise a Dispute Request $¢ H FBH 77
Cardholder can raise a dispute request via one of the following channels:

FFRA A EE LT H o —(E AR AL TR R EK:

1. Call our Customer Service Hotlines stated below: & DL % P ARIL 2045
HSBC Global Private Banking customers JEZIEERFAASRITR F: (852) 2233 3033

HSBC Premier Elite customers & s B A B 5 2 = (852) 2233 3033
HSBC Premier Customers JIE "2 s il I P (852) 2233 3322
Other Customers HAth & F=: (852) 2233 3000

2. Download “Transaction Dispute Form” from hsbc.com.hk and submit the completed form together with
relevant transaction receipt(s) or contract(s) (if applicable) and mail to Cardholder Dispute and Chargeback
Section, Card Centre, 8/F Tower 2&3 HSBC Centre, 1 Sham Mong Road, Kowloon.
> hsbc.com.hk N, " FHELHFNG 0 HRFRIE R - HEHEEE RS 2 XM REE CAER )
BFERAL - RS FRHEAR I  JUREZRITE 1 SRS S 2 RS 3 JRE 8

3. Via Personal Internet Banking

EiBE A

4. Upon receipt of your dispute request, a temporary refund and acknowledgement notification will be
arranged within 7 working days.

WLEN IR 3835 K 1% BRAPTRHE 7 (8 T7F H N ZEHEGER IR ROR1 88 L ST m AT -
Ways to provide supporting documents 32AtEEHA R 1T 7E

As the investigation process takes time to complete and we are required to comply with the respective Card
Association’s time limits, you are advised to submit supporting documents to us via one of the following
channels at your earliest convenience but not exceeding 14 days from the dispute request date. If you are
unable to provide the required document(s) by the deadline, it may affect the processing lead time and
dispute result.

FRMRIHE AR - B T ESE TR AR B U FaE B DL Hfh—(E77ASC BT » (HZ SR
FEACIE PR AT i 5 HH R H LR T 14K - ISRREAIES L HIARTHRE AT RS » We g EmE
RN EREGER -

Email to 28 H % cardholderdispute@hsbc.com.hk

Mail to FiE-2: Cards Dispute Team, 8/F, Tower 2 & 3, HSBC Centre, 1 Sham Mong Road, Kowloon,
HK 52 5 Faf i Bl - SRR RIS E S 0 52 K 5 3 81

Fax to HEZ: (852) 3409 2329

Unless there are instances where longer processing time is required, we will generally refund the dispute amount
temporarily to you within 7 working days of us receiving your dispute request. The temporary refund notification
will then be issued to advise you that the temporary refund is processed and the dispute will normally take 6 to
8 weeks for investigation with the merchant acquirer. We will contact you to follow up, if required. In case of
any dispute, the decision of respective Card Associations shall be final.

EARTUWEIE TARREDK S » —fRME - AMTER 7 ETERNLHEERIRRGHE T » BHRFEE
ZN o TR R R R R R AR EOK - AT SRR RO R - WA TR
MARMRIHSIRLT 6 2 8 EHINIRG = 2 FrBU SR T - A FRE - RITGWAERE T LAFIRAE -
WHEAFE - AR RESE R RO ERE -

July 2023
Issued by The Hongkong and Shanghai Banking Corporation Limited

TEC=FEH
& & EEEIRITERA T3
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