Merchant
User Guide

Online Retrieval Request
& Chargeback
Processing

April 15, 2013 | Version 20

CHASE G
Paymentech

4 Northeastern Blvd.

Salem, NH 03079-1952
603.896.6000
www.chasepaymentech.com

CHASEGQ

Paymentech



http://www.chasepaymentech.com/�

Online Retrieval Request
&
Chargeback Processing
Through Paymentech
Online

A Merchant User Guide

CHASE &

© Chase Paymentech Solutions, LLC — 2001 - 2013 — All Rights Reserved

14221 Dallas Parkway
Dallas, TX 75254
www.chasepaymentech.com

This document contains confidential and proprietary information of Chase Paymentech Solutions, LLC and
Paymentech, LLC (collectively referred to as “Chase Paymentech”). No disclosure or duplication of any portion
of these materials may be made without the express written consent of Chase Paymentech. These materials
must be used solely for the operation of Chase Paymentech programs and for no other use.



Revision History

Date Revision Summary Page(s)
12/27/07 | Complete re-write of previous manual All
04/24/08 | Re-formatted Guide and Added Discover documentation All
04/30/08 | Updated Discover Reason Codes 101-137
04/08/09 | Combined Retrieval and Chargeback Manual with the Online All

Retrieval Manual and Online Chargeback Manual to create a more
useful guide
Removed Manual Processing Guidelines — no longer applicable Various
Changed Organization for ease of use All
Added section on Healthcare IIAS Retrieval Requests 30-31
Removed Appendixes on Timeframes and Reason Codes to
separate Reference Guides
12/31/09 | Added docx as an acceptable format for submitted documents 3,43
Added Retrieval Request Rules Wizard functionality 18-19
Added note on 512 character limit for comments various
Added information on using Search functionality for recourse denied 44
first and second chargebacks
Adjusted formatting for ease of use All
3/2/10 Added Recourse Denied section 46
Added Document Size limits for VISA and Discover 65
3/23/10 Adjusted list of acceptable file formats accepted. 3&45
1/24/11 Added “Document Upload Methods” section 3
Updated image submission requirements 3
4/27/11 Updated general formatting All
Added information on Optional Multiple Document Upload 4
Functionality
08/04/11 | Updated for new system functionality Various
10/04/11 | Updated all Tier 1 Screen images for new functionality Various
Updated “Accessing Detailed Retrieval Request Information” 22
Removed reference to Discover types of Retrievals as no longer 11
valid
9/20/12 | Removed Fraud Reason Code Transmission Process as no longer 46
valid
Removed Special Note 50

Continued on next page

© 2013 Chase Paymentech Solutions, LLC — All rights reserved Page i
RRCB_Processing_Global_042013.doc Last Revised: 4/15/2013



Revision History, Continued

Date Revision Summary Page(s)
Updated Recourse Section 51-52
Added Second Chargebacks section 53
Updated Arbitration Sections 86-88
9/20/12 | Increased rebuttal time from 48 hours to 14 days from initiated date 89
Added JCB & Diners Section 91
Added BML Section 92-93
Added PayPal Section 94
Reformatted Manual for clarity and ease of use All
Updated Discover size limitations 46 & 64
4/20/13 | ypdated MasterCard size limitations 64
Updated Retrieval Request Advanced Search 32-33
Updated Chargeback Advanced Search 72-73
© 2013 Chase Paymentech Solutions, LLC — Al rights reserved Page i

RRCB_Processing_Global_042013.doc

Last Revised: 4/15/2013




Table of Contents

REVISION HISTOIY oottt ettt ettt ettt ettt et ettt ettt e e e e e e e e e e e e e e e e e e e e e e e eeeeeeeaeeeesaeaeasaeasasssasasasesasasasesasasesasasasasasesasesasesees i
Lo o T T TS 1
Chargeback Management — A JOINT EffOIT .........ueeeeeueeeeeeeieeeeee e tee e ettt e et tea e et e e e et ttaa e s asaaessatsaaeesstesesssssaasssenaaans 1
Chargeback Management Application for Online ProCessiNg .......ccuiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiieieiieeiieeeeeneeeeeeeesssssesssessseen 2
L= 1= 2
System Requirements & Supported DOCUMENT FOIMQLS ...........eeeeieeeeecieiiieeeeeeecieeeeeeeeeesctteeaaeeeeesiasaaaaaeeeesassenaaaaeas 3
[0 oYotV 51T ) o) [oe [ 1Y [=3 1 s Lo Yo K3 U PR UPURPN 3
Optional Multiple Document Upload FUNCEIONGIILY.............oueeieeeeeiiiee ettt e ettt e e e ettt e e e e e e sssaaseaaaaeeseans 4
CONEACTE ROIES.....cceeee ettt ettt et ettt ettt et e st et e st e et e e bt e et e e st e eaneenaeeeates 5
Accessing Your Retrieval Requests and CRAIrGEDACKS. .............eveeceeeeeeeiie et eecee ettt estee e e s te e e s saeaeessaaassnes 6
F0 =] o 101 Yol 4 =1=1 s SN 7
EXCEOI DOWNIOAU ...ttt sttt s ettt ettt e e s et e e neenesnenanenaeenne 7
RetrieVal REQUESES ...coiiiiiiiiiiiiiiiiiiiiiiiiiiinisisiississsssssssssssssssssss s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s sssssssssssssssssssssssssssssssssnns 9
ProcCesSiNG FIOW ..cciiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiniiiniininsssisisssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssns 10
OVBIVIBW ...ttt ettt sttt e et e sttt s sttt e s et e sttt e s sttt e s e ate b e s st e s stst e s e antabessitneeesanneeeas 10
VISA and MasterCard CNP Retrieval Request ProCessing FIOW ..............oouieeeeecuieeeieeeeecieieiieeeeeectceveaaaeeesssaveaaa s 10
DiSCOVEE CNP PrOCESSING FIOW .......coeeeveeeeeeeis et e ettt ettt e e ettt e e e et a e st a e e st e e e aasteaaeasssaaeassesaesnssesenansnaesanseeaan 11
Retail Retrieval ReQUESt ProCESSING FIOW ............ooeeueeeeeeiieeeeeeeeeee ettt ecte e ettt e e et a e e sataaesteeaeessaaeeansnaassaseeaan 12
ResSpoNding t0 G RELIIEVAI REQUEST ..........cc..ueeeeeeeeeeeeeeeeeee et e ettt e e ettt e e st e e e et aeasuteaeeasteaessssasestesanssssaeasnsnens 13
Query Result SCreen COMPONENTS......ccuiiiiiiiiiiiiiiiiiitttrititrrrtrrrrrrtrttrtttrtteteetesetteeeteeeeeseeeeeseeeeenn 14
Tier 1 Data — FUNCLIONGI COMPONEGNLS ...........uueeeeeeeeeeeeieeee e e ettt e e e e ettt a e e e e e ettt s e e e e eeestatsasaaaseeassssasaaaaeeesssssenees 14
Tier 1 Data — INformationQl COMPONENTS..........eeeeeeeeeeeeeeeeeeeeeeee e e e e ee ettt e e e e e e ettt a e e e e eeestttesaaaaeeestassasaaaaeeessssssnens 16
Tier 2 Data — FUNCLIONGI COMPONEGNLS ...........ueeeeeeeeeeeeieeeeee ettt ee e e e ettt e e e e e e ettt s e e e e eeasttsasaaaaeeassssasaaaaeeessssenees 16
Tier 2 Data — INformationQl COMPONENTS...........ceeeueeeeeeiiteeseeeeeseeeesteeessteeeestteaeassteaesssssaeesssssasasssesassssseesssenaaans 17
Working Retrieval Requests - the MRQA ROIE ......cccceueiiiiiuiiiiiniiiiiiieeiiineiniieesssseessssessssssssssssseessssssessssssnes 19
IMRQUA OPEIONS......eeeeeeeeeeeee ettt e et e e ettt e et e e st e e et e et e e s st e e e e amss e e s asseeesauseeaennsseeenanneessanneeens 19
ASSIGNING CASES TO AN IMRA ... e s s e e s e s e s e e s e s s s s e e s e s e s s e s s e e s e s s s s snsnsnsnssannss 19
CreQting AULO-DECISION RUIES .........c.....eeeeeeeeeeeeeeeeee e e ettt e e e e ettt e e e e e ettt saaaeeeasetsasaaaaeaasssssssasasaeessssssesaaeeeaases 20
Editing OF DEIETLING G RUIE.........ooeeeeneeeeeeee et ettt e e e ettt e e e e e ettt et e e e e e et eaasasaaaaeeasasssssaaaseeassssssesaaeasssses 22
ACCEPEING RELIIEVAIS ...ttt e ettt e e e e ettt e e e e e e e e et saaeeeaasssssesaaaeeaassssassaasesassssssseaaseeaasses 22
IMRA OPTIONS ... e e s s ese s e s s s s e s e s s s e s e s e s e s s s e s e s e s s s e s s s s s e s s s s s s s s s s saannsnasanannnnnnns 23
Accessing Detailed Retrieval ReqUESt INfOIMALION. ...........ccceueeeeeiieeeeiieeeetee e e e e ee e e te e e s caeaeestaseesseaesssanaaaas 23
© 2013 Chase Paymentech Solutions, LLC — All rights reserved Page i

RRCB_Processing_Global_042013.doc Last Revised: 4/15/2013



VieWing SUPPOIEING DOCUMENTS ........eeueeeeeeeeeieeeeieieieieeteteteteteattetetttetetetetetetetetesstasssesesstssssesssesesasnsssssssnsnnnsasnsnsnnnsnnnns 24

Wi Nolol=d ek u (o Le W at=Td g =Y | O kY-S UUPT 25
REQUESTE FUIFIlIMENT Of G COSE ..oeeeeeeeeeee ettt e e ettt e e e ettt a e e e e et et aaaaeeasastsssaaaaaeesassssenaaeeasaees 26
Working a Fulfill Request that has been Declined by Chase PAymentech................uceeeeecvuveeeeeeeeesiiieeeeeeeeescisennns 27
Retrieval Request QUETY DesCriptions. ..cciiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiisisisssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssnss 28
(O L= 4V L L= 1Y PSPPSR 28
RetrieVal SEArCh QUETY ...ccciiiiiiiiiiiiiiiiiiiiiiiiiiiissiiissssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssns 29
INEFOGUCTION ...ttt ettt ettt et s e et e st e et e st e et e s st e s ateesabeesaneesseananeesas 29
Retrieval Search Screen and Field DEfiNitiONs ............ccccuuueeeieieeecieieiiee e ettt e e e et ettt e e e e e e st e e s eeesssssseaaaeesssans 29
RUNNING G SEATCH QUETY ... ettt e e ettt e e e e e et a e e e e e e e tttasaaaaeaasssssasaaaaeeasasssssasaaaeessssssenaseesanses 30

Y Yo (Vo T Lol =o IR =To T4 ol BT RPN PPPPPPORPPON 30

Wi Yotol-2 XY ol Yo AV o [ Tol=To AR Y=Ts I ol HOS St 31
VYo LV o T Tol=To INY=o [gol (I Al T=d lo I D= 11 Lo XS 32
VT Tal (e R Lol Yo AV e T Tol=To IR =Jo [ ol o B S S 33
Healthcare I1AS Retrieval REQUESTS .......cccceeiiiiietiiiiiitiiiiitiiiireisine s sssssse s s saneessssss e sssssseessssssesssssnnessans 34
INEFOGUCTION ...ttt ettt ettt s e et e st e et e st e et esateasateesabeesaneesseananeesas 34
IIAS Transactions in the Online Chargeback Management SYStEM ...........c.cocceeeveeeceiinieeiieeiieeee et 34

RV A N =T BT ol <1< o PO PSPPI 35

Y R T g O o B =T o Y o 4 <1< o PSPPSR PO PPR 35
FULfilling 1IAS REEIIEVAI REGUESTES .......coueeeeieieeeieeeeeeeeee ettt nan e st esnesne e 35
VISA HIAS Transaction RETMHEVAl REQUEST: .......cuuiieeciiie ettt e st e e e ee e e e ete e e e satae s e ensaeeessseeeennsaeesannneas 36
MasterCard IIAS Transaction Retrieval REQUEST: ........eciiviie ettt e st e e ete e e s e e e e s ereeeeanes 37
RetrieVal WOrK TraCKer QUEUE.......citteeriiiteeietteneeteenseeteesseeeessseeesssssssssssssesssssssssssssssssssssnssssssssssssnssssssnssssssnnsseses 38
WWOIK TIOCKEN ...ttt ettt st e e s e et e st e et e st e sas e e sateesaseesaneenaseesaneenanees 38
SEAICH RESUILS ..ottt ettt ettt et e et e st e et e et e e st e st e e seeebeeenaeeeates 39

00 T = « T T €PN 40
ProCeSSING FIOW ..ciiiiiiiiiiiiiiiiiiiiiiiinininiinininsssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssns 41
L= =0 41
VISA and MasterCard Chargeback CALEGOIIES ..........ccuuueeecueeeesiieeeeeeeeesiteaeesteaeesstteeesaseaaestsesaessssaesssssasesssenannnes 42
Technical CRAIrGEDACK WOIKFIOW .......coueeeeeeeeee et ettt ettt e e e e e ettt a e e e e e sttt a e e e e eeasassaraaaaeeessssenens 43
Customer Dispute ChargebaCk WOIKFIOW.............coueeeeeueeieeeee et e e ettt e e e e ettt a e e e e et ttsasaaaaeeessssssenaaaeassaes 44
DiSCOVEr CRAIrGEeDACK CALEGOIIES ........uueeeeeeeeeeeeieeee e e ee ettt e e e e e e ettt e e e e e e e st taseaa e e e et sasaseaaaeeasasssssasasaessssssssenaaeesaanses 45
RELUIN tO MEICRANT WOIKFIOW ...ttt et ettt e e e ettt e e e e e ettt aaaeeesstsasaaaaeeessssssenaaeeasaaes 45
=0l T S 46
RECOUISE DENIEA.........coeeeneeeeeeeee ettt et sttt sttt ettt s e st e st e e neenenanes 47

(0 Lo T 11 Yo Lol G =Ty Vol L= TS 47
VISA ettt E et st s h e SRt Rt et e R e R et h e e h e e R e e Rt e Rt s et sRe e she e e Rt e Rt e et ene e ene e n e e reere s 47

© 2013 Chase Paymentech Solutions, LLC — All rights reserved Page iv

RRCB_Processing_Global_042013.doc Last Revised: 4/15/2013



1Y Y (=T =] o I 48

1Kol 1Y =] OO PP PP PPPPRPPPTOE 48
RY=Tote 1o M@ o Lo qlo [=] oYe Lol Gl Vo] £ =X OO USSP 49
Partial Representment / Partial REtUIN TO MEICRANT .........ccveeeueeeeeeeerieeiteeeceeecieeieeeeeeecseseeteeesseseeseeessesessesessesens 49

Query Result SCreen COMPONENTS......ccciiiiiiiiiiiiiiiiiiieiiieieeieeeeeeeeeeeteeeeteeteeeeteeeteeeeeeeeeeeeeeeeeeeeeeeeseeeeeesseeeesesssssassssasaes 50
Tier 1 Data — FUNCLIONA] COMPONENLS ........cceeueeeeeeiieeeeieteeeteeeeste e e sttt e esateaeesteeaeasteaesssssasssssesassssesanassseesssenaaans 50
Tier 1 Data — INformational COMPONENTS...........eeeeueeeeeeeeeesiieeeeseeeesete e ettt e e e sttsaessteaessssasassseseesssesessssaasasssesanans 53
Tier 2 Data — FUNCLIONGI COMPONEGNLS ...........ueeeeeeeeeeeeieeeeeeeeeettte e e e e ettt a e e e e e ettt s e e e e e e e stteseaaaeeessssesaaaaeeessssssnees 54
Tier 2 Data — InformationQl COMPONENTS...........eeeeeeeeeeeeeeeeeeeeceeee e e e ettt e e e e e e ettt a e e e e eeesitsasaaaaeeesiassasaaaaeeesnssenees 55

Working Chargebacks — the IQA ROI@.........uuuuuuuuunienuininnnnnnnninniiiissssiissssssssssissssssssss s s ssssssssssssssssssssssssssss 56
1107 0 4 o] X 56
ASSIGNING CASES TO QN IMCA ... e s e e e e s e e s e s s s e e s e s s s a s s e e s e s s s s snsnsnsnsnsnnns 56
Creating AUtO- DECISIONING RUIBS ..........oeeeeeeeeeeeee ettt ee e ettt e e ettt e e ettt e e st e e e e sstesaesstaaeasssasestesanansssaesanseens 57
Editing OF DIETING G RUIE.............oeeeeeeeeeeee ettt ettt e e e e et e e e ettt e ettt e e ettt e e e s steaesanseaeeassesasansseaensnsnassanseeean 58
Yo L] o L= V=X RSSOt 59
ViYolol=d 11 (o 1o J @ 1o To T=] o Yo Lol < IO UUPR 59

Working Chargebacks — IMCA ROI@ ........uuuueuuuuuuunnnnnnnnninnnnsnnsssssssmssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss 60
1 (0N 0 41 [0 ¢ K 60
Accessing Detailed Chargeback INfOIMATION. ............cocccveeeeeeeeeeeeieeeee e eeee et eeea e e te e e s caa e e et aeesseaassranaaaas 60
VieWing SUPPOITING DOCUMENTES ....cceeeeeeeeeeeerieeeeeeeieiieeiieeeeeeeeeeeeeeeeeeteeeeeeeeeetteeeeeeaeateseaaeeaeaeteseeaetaaseaeaaeeaeeeaeseeasassaeeees 61
WiYolal=]o1u g 1o le M6 2 J 6o Y-SR 62
(0 Lo 11 L=T g To Lo I O 2 R O =S 63
Responding to @ SUDMIL INFO REQUEST .......cc...eeeeeeeeeeeeeeeeeee ettt e e e e ettt e e e e e et et aaaeeesetsasaaaaeeesssssssenaaeeeaanaes 66

Chargeback QUEKIES......ccoiiieeeeccieirieeieceeee e rreeeneeee e e e reeenassssseeeeeesnnsssssssseeeennssssssssseeennnnsssssssseeennnsssssseseesnnnannnnnns 67
(00 T=1 Y 1Y =1 £ 1V P 67

(0101 =] o ol | @ LU =T o TSRSt 67

Customizable Chargeback QUETIES .....couiiiiuiiiii ettt st e e e st e e bt e e sabeesateesabeenaees 67

Rules Wizard (Available t0 TQA ONIY) ...iiiiiiiieiieeieete ettt ettt sttt sae e sba e e sbeesbeeesbeesbaesnaeesane 68

Chargeback SEarch QUEKIES.........eeiiiiieiiiiiitiiiireiiteerre s s ssse e st ssssae e s s san e e s ssssesssssseessssanensans 69
INEFOGUCTION ...ttt ettt e e sttt et e st e et e st e st e s st e eateesaseesaseesaseenaneesas 69
Chargeback Search Screen and Field DefiNitioNs............ccc.coovueeeiueiriiieiiiiieeee ettt 69
RUNNING G SEATCH QUETY ...ttt e ettt e e e e e ettt a e e e e ettt s taaaeeassassasaaaaeeasasssssasasaessassssenaseesaases 70
Y Yo (Vo T Lol =o IR =To T4 ol B RPUSOP PPN 71
Wi Yotol-2 XY ol Yo LYo [ Tol=To AR Y=o I ol BSOSt 71
VYo LV o T Tol=To INY=o [ol (Al T=d lo I D=y ][ Lo £ X3S 72
LV TaTal Lo e Lol Yo LYo T Tol=To IR =Jo [ ol o B S 73
CUSTOMIZADIE QUEIIES ...ttt sttt ettt ettt e e s e st e st e nesnenanes 73

© 2013 Chase Paymentech Solutions, LLC — All rights reserved Page v

RRCB_Processing_Global_042013.doc Last Revised: 4/15/2013



RUNNING G CUSEOMUZADIE SEAICHA ...t et ettt e e e ettt e e e e e ettt s e e e eeesstsasaaaaaeesssssssenaaeeesaaes 74

Chargeback Work Tracker QUEUE........ceueeeciiiiiieeeeccceerireeceneeeeeeseeennsssseesereennsssssssssseennnssssssssseesnnnsssssssesesannnnsnnnnes 75
WWOIK TEACKET ...ttt ettt sttt st et s e et e st e et e st e eat e e saseesaseesineenaseesaneananees 75
SEAICH RESUILS ..ottt ettt ettt ettt e et e st e et e et e e st e et e e bt e ebneenaeeeanes 77

EXCEPTION PrOCESSING cevvvriiiiiiiiiinnniiiiiiiiittnsiiiiiiiiessssssssssitsessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssnnanes 78
INEFOQUCTION ...ttt ettt ettt st st e st et e e e e et e s e s enennenanes 78
Incoming Pre-Arbitration/ Arbitration — VISA & DiSCOVEL .........cccueecveeecureiieeeeiesesiseeeissesiseesissesissessssesisesssssesssssssssens 79
OULGOING ATDItIALION — DISCOVEN ........eeeeeeeeeeeeeeeeee ettt ee e e e ettt a e e e e ettt e e e e e e s easaseaaaeeasasssssasasaeessssssenaaeasaanses 79
Outgoing Pre-Arbitration / Arbitration — MASTEICAIU. ..........cueeeeeeeeeeeiieeeeeieeeceeeieeeeeeeseseseeesseseeseeessesessesessesens 80
L aToleY o a1 ale [ @e ) [=Jor (o] £ B PP UPPRNE 80
Outgoing Collection — VISA & MASEEICAIT ...........oeeeeeeeeeeeeee e e ettt e e e e e ettt aaaaeeesstasaaaaeeessssssssaaaeeasssans 81
Pre-Compliance — Incoming and Outgoing — VISA and MaSterCard..............cuweecueeeeciieeeesiiieesieeeeesieseeeiseeesinseens 81

Chargeback Analysis REPOITING.....cccciiiiiiiiiiiiiiiiiiiiiiiceeceereeereereeeseeeeeeeeeseeesssesesseeeseeeseseeeeeeseeeseseeeseeseeeeesasaesesssasaaans 82
INEFOQUCTION ...ttt ettt st st et e st e e e s e st e s ae e s e e neenenanes 82

PDE-0017 — Chargeback Activity — MoNnthly VErsion ..........coocuiiiiiiiie et 82
PDE-0039 — Chargebacks WON/LOSt SUMMAIY .....covieeiieiieieieeecteeeeeeeeteeeeteeeeteeeeteeesteeeeaeeestaeeeseeentreensesensesensesenes 82
JCB and Diners Retrieval and CRArgeback PrOCESSING ..........ccccecccuueeeeeieeeeeiiiiieeaeeeeeciteeeaaaeeesitisasaaaseeesssssseaaseesssnans 82
Bill Me Later (BML) CRQIrgebaCK PrOCESSING .........ccccueeeeeeeeeeeeeeeeeeeeeeeeeteeeetaeeeeeteaaeeeateeeeaasaeesitasaeestsasessssaseaasseaan 83
LI LTI = 4T3 83
2o} Vialo 1@ g Lo Tgo T=] oo Lol ad o Yol 2K Lo H S 84
LI LTI = 4T 84
Yo oY1y T L 85
COSE SEALUS COUES........eeieieeeeee ettt ettt et e ettt e it e sttt et e st e et e s st e s st e sateesaseesaseesaseesaseananeenas 85
L Y I ST [ U1 £ UUR 85
i O T = 0] oF- ol < UURRR 85
i @ T = 0=] oF- ol <P 86
B 3T O o T T =] o T= Yol &R 86

Yo oY1y T L 87
REPOIEING OVEIVIEW ... s s s s e s s e s s e s e s e s e s e s e s s s e s s s s s s s s s s e s s s s s e s s e e s s e s s s s a e saanasanans 87
Retrievals Received (PDE-0021) — DESCIIPTION & USE .........ococueeeeeeeeieeeeeeeeeeeeeeeeeeeeeeeeeeteeaaeeteaaeeetsaaeesasaaeassaaan 87
Retrievals Received (PDE-0021) — REPOIT SAMPIE .......oc.eeeeeeeeeeeeeeeeeeeee ettt eeetee e taaa e eeeaaeesasaaeeeasaaeaseaaan 88
Retrievals Received (PDE-0021) — Field DEfINItIONS ............oceeeueeeeeeeieeeeieeeeeeieeeeteeeeeeeeeeeeaeaaestteaaeestsaaeeeasaaeaseeaan 89
Retrieval Activity (PDE-0029) — DESCIIPLION & USE .......c.c..uueeeeeeeeeeeeeeeeieeeeeeeeeeeeeeeetteeeesaeaeesteaaeesasaseeeasasenssnaan 90
Retrieval Activity (PDE-0029) — REPOIT SAMPIE ..........oeeeeeeeeeeeeeeeeee ettt e ettt e e ettt a e e staa e e s taaaeestaaessnsnaaesaneeans 90
Retrievals Received (PDE-0021) — Field DEfiNitiONsS ........cc..ueeeeeueeeeeiiieeesiieeeeceeeesteeeesteaaesttaaesiaaasesisasassssaaesanseeas 91
Chargebacks Won/Lost Summary (PDE-0039) — DeSCIPtiON & USE.........ccueeeuveiveeeeeeiieaeieeesieeeisesiseessssesssessnens 92
Chargebacks Won/Lost Summary (PDE-0039) — REPOIt SAMPIE ........cccuveeceeeeeeeiieeeeeeiieeeieeesieeeasesiveeessesseeesseens 92
Chargebacks Won/Lost Summary (PDE-0039) — Field DEfiNitiONS............ccoeeeveeeevueeiieeeeeeeieseseeeseseeeeessesesesessesens 93

© 2013 Chase Paymentech Solutions, LLC — All rights reserved Page i

RRCB_Processing_Global_042013.doc Last Revised: 4/15/2013



Chargeback Management User Efficiency (PDE-0040) — DeSCription & USE ............ccccueeeeeeueeeeiireeecieeaeeiveeeeenennn 94

Chargeback Management User Efficiency (PDE-0040) — Report SAMPIE ...............oeeeeceeeeeeieeeeciieeeecieeeecieeeeaieenn 94
Chargeback Management User Efficiency (PDE-0040) — Field Definitions .............c.ccccvuueeeeveeeecieeeeecieeeecieeeeaaennn 95
Chargeback Management Aging (PDE-0041) — DeSCriptioN & USE ...........ccceueeeeecuereeeieeeeeiieeeeeiieeeeesieeeesiaraaessenans 96
Chargeback Management Aging (PDE-0041) — RepOrt SAMPIE ........c...eeeeeeeeeeeeeeieeeeieeeeeeesceaeesaa e staa e 96
Chargeback Management Aging (PDE-0041) — Field Definitions ..............cceccueeeecueeeeiiiieeescieeesieeaeesiesaesiesaessnseens 97
Chargeback Management Work Queue Summary (PDE-0042) — Description & USE ............coccuvevevesiuvenevesveennnns 98
Chargeback Management Work Queue Summary (PDE-0042) — Report SAmMPIe ............cccceeeeeeeeeeecveeeeeceeeeennnn. 99
Chargeback Management Work Queue Summary (PDE-0042) — Field Definitions ................cccceeveeeveveeecvvneennen.. 100
Chargebacks Won/Lost Summary by User (PDE-0043) — Description & USE...........ccueeeveeeeeeeveeieeeieeeieeeieeeisens 101
Chargebacks Won/Lost Summary by User (PDE-0043) — RepOrt SAMPIE ...........ccveeeveeeeeeieeeeeeeireeeieeeieeeireeenens 101
Chargebacks Won/Lost Summary by User (PDE-0043) — Field DefinitioNs...........cc.ccvuvecvueeiiereeiveeiiseiieeiesesvennens 102
GlOSSAIY ceuuueeeunnnnnnnnnnnnnnnsnnsnssnnssnsssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssnssnnnsannnnnn 103
6 SO PRSPPSO 103
CO-RE ...ttt et sttt ettt h Rt et ettt e et a ettt na e a e bt n e et st e nae e ne s 104
L N 105
© 2013 Chase Paymentech Solutions, LLC — All rights reserved Page vii

RRCB_Processing_Global_042013.doc Last Revised: 4/15/2013



Introduction

Chargeback Management — A Joint Effort

As a merchant you do all you can to ensure customer satisfaction with your product or service.
All sales transactions are submitted accurately and refund transactions are processed in a
timely fashion. You take measures to avoid fraudulent transactions by using address
verification, card security codes and employing a well-educated and aware customer service
staff. Even with all your efforts, your customers may question items on their billing statement
and this may result in a retrieval request or chargeback being sent to Chase Paymentech.

Chase Paymentech takes an active role in working with you to minimize the number of
chargebacks and the effect on your company’s bottom line. Efficient and successful recovery of
monies for chargeback transactions involves careful attention to paperwork, prompt action,
communication with your Chargeback Analyst, and in some instances, your customer.

Card companies provide rules and regulations for retrieval and chargeback processing which
define the number of times and the reasons a transaction may be charged back and/or
represented. The rules specify certain time frames within which retrieval request and
chargeback processing may take place. In the event a dispute cannot be resolved through
normal retrieval and chargeback processing channels, alternative processes may be available.
In certain situations Pre-Arbitration, Arbitration, Good Faith Collection and Pre-Compliance
efforts can be made.

This user guide provides detailed information to help you successfully work your retrievals and
chargebacks using the channels established and regulated by the card companies.
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Chargeback Management Application for Online Processing

Overview

The Chargeback Management Application on Paymentech Online streamlines the merchant
interface with Chase Paymentech in handling retrieval requests and chargebacks through:

e electronic capture, storage and exchange of retrieval and chargeback related documents

between Chase Paymentech, merchants and endpoints such as VISA and MasterCard
and other card-issuers

¢ online case management allowing merchants and Chase Paymentech Analysts to view
retrieval and chargeback activity, conduct research, and make decisions necessary for
resolution

e decreasing the timeframes for dispute resolution
e reducing mailing and handling costs

The Chargeback Management Application is an interactive web-based tool available through
Paymentech Online as an accompaniment to the Report Center and Transaction History
Applications. Chargeback Management allows merchants to monitor and respond to retrieval
requests and chargebacks. It also provides for uploading electronic documents to Chase
Paymentech for viewing by the Chase Paymentech Chargeback Analyst, thereby significantly
reducing delivery time of the documents.

Merchants may use any scanner or other device and related software of their choosing for
converting paper documents to an image in a supported format.

Access to the Chargeback Management application is granted as part of the security login
system for Paymentech Online.

For more information on online chargeback management, see the Online Chargeback
Management System Tutorial available on the Paymentech Online > Resources Tab >
Tutorials
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System Requirements & Supported Document Formats

Please refer to the Paymentech Online User Guide for system requirements.

o Documents submitted in response to a retrieval request, a chargeback or an Analyst's
request for information may be in the following formats: bmp,docx, gif, htm, html, jpg, jpeg,
pdf, png, tif, tiff, txt, and xIs. These are the ONLY file formats that can be accepted

o To ensure successful uploads, all files uploaded to the chargeback system must conform to
the following standards:

o File names may only contain:

A through Z (uppercase and lowercase permitted)

0 through 9

Dash (-)

Underscore ()

File name length including path of 220 characters or less

Period (.)

o Itis suggested that image files be sent in black and white. Color files do not always
transmit correctly, leaving images blurred and illegible. lllegible files can be declined
by the card brands.

Attempts to upload files that fall outside of this parameter will result in an error
message.

It is the merchant’s responsibility to check all uploaded documents to ensure they can be
opened and viewed and that they contain the appropriate information.

**DO NOT UPLOAD PASSWORD PROTECTED DOCUMENTS**

Document Upload Methods

Documents may be submitted using two different methods:

e Manually uploading document and attaching it to the case in the Online Chargeback
Management System

e Electronic File Submission

For more information on Electronic File Submission, please contact your Account Executive.
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Optional Multiple Document Upload Functionality

You can submit chargeback and retrieval document files electronically, which are matched up
with the chargeback or retrieval cases that reside within the Online Chargeback Management
Application. This eliminates the need to manually upload documents when challenging a case or
responding to a retrieval.

Documents can be submitted using the following supported protocols: FTP, S-FTP, FTP-S and
NDM. Only .tif formats are accepted.

1. To take advantage of this feature, you must code to the Chargeback Multiple
Document Upload Specification.

2. You will receive the E-Image Upload Exception Report (ACT-0062). This report will
provide you with detailed information for exceptions that did not upload correctly to the
Online Chargeback Management Application. The report is available daily with prior day
exceptions and can be run on demand.

Chase Paymentech recommends the DFR version of the PDE-0017 Chargeback Activity
Report, in which data fields can be used to submit documents using the new Multiple
Document Upload functionality.
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Contact Roles

Merchant contacts that have access to the application are assigned certain roles depending on
the person’s function in the retrieval and chargeback handling process. The chart below defines
these roles and their functions.

Role Description & Functions |

e Typically someone in an administrative or supervisory role
who is responsible for distributing the retrieval request
workload

e Merchant contact that assigns retrieval request cases to
Merchant Retrieval Queue the MRA (Merchant Retrieval Analyst) to be worked

Administrator (MRQA) e Sets auto-decision rules

If the MRQA wishes to view the Work Queue of a specific
MRA when there are multiple MRAs at a company, a
Retrieval Search must be run using the specific MRA’s
Paymentech Online User ID in the Assigned To field
Merchant Retrieval Analyst Merchant contact who works and submits the signed sales
(MRA) drafts for the assigned retrieval request cases
e Typically someone in an administrative or supervisory role
who is responsible for distributing the chargeback workload
o Merchant contact that assigns chargebacks to the MCA
(Merchant Chargeback Analyst) to be worked
o Sets auto-decision rules
Merchant Chargeback Analyst Merchant contact that works and decisions the chargeback
(MCA) cases assigned to them

Imaging Queue Administrator

(IQA)

Any additions or deletions to the contact roles must be requested by the Chase
Paymentech Executive or Financial Contact. If you are unsure who fulfills these roles at
your company, please contact Chase Paymentech Merchant Services at:

> (603)896 - 8333
» or via email at Merchant Services@chasepaymentech.com

If the situation warrants, the same person(s) may be assigned both the MRQA and MRA
roles and IQA and MCA roles
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RRCB_Processing_Global_042013.doc Last Revised: 4/15/2013


mailto:Merchant_Services@chasepaymentech.com�

Accessing Your Retrieval Requests and Chargebacks

To view and/or work your retrievals and chargebacks, logon to Paymentech Online with your
User ID and Password

CHASE O

Lo age

@ = Required Field

Flease enter your lagin information helow,

UserlD @

Password @|

Forgat Your Password?

Trouble lagging in? Contact us.

Please be aware that after 20 minutes of inactivity, vou will be required o login again.
MNote: All passwords expire every 20 days.

Login |

Chaze Paymentech Solutions | Privacy Policy | Terms of Use
@ Copyright 2008, Chaze Paymentech Solutions, LLC All Rights Resenred.

Refer to the Paymentech Online User Guide section called “Getting Started” for logon
instructions OR See the Paymentech Online Tutorial for a walk through.

Once you are on the Paymentech Online home page, select the CHARGEBACK MGMT tab on
the Paymentech Online navigation bar.

You MUST have access to the application for this tab to appear. If you do not see this tab,
please contact Merchant Services at merchant services@chasepaymentech.com

CHASEOQ
Paymentech

CHARGEBACK MGMT | MWEACTION HISTORY | REFPORT CEWTER |
-
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Default Screen

The Chargeback Management Application default screen is the CB Work Queue Query for all

contact roles.

site map | faq | glossary | help | search
-
CHASE O

User: aname

CB Work Queue Query

All CB Query: RR Query: Print Options: Assign Cases: Accept CB(s) | | clear all | ¥

Total Item(s) found 8
CB Amount C Case Case Status
Due Date/ (Presentment) Curr L TD/ ALT ID Status Change
¥

Sequence Account Number Merchant Order Method of Reason P z
umber Code Date

Assigned
Number Number Payment Code To

If there are already assigned cases in the MCA’s or MRA's work queue, the Tier 1 data will
display upon log on by either contact role.

Excel Download

24

Where you see this symbol on your screen is a place where you can download the

information that you see on the screen into an Excel Spreadsheet.

All CB Query: RR Query: Print Options: Acsign Cases: | Accept CB(g) \ | Clear all | %j

Total Item(s) found 8

CB Amount Case Case Status -
Sequence Merchant Order Method of Reason Company Assigned
Number Account Number Number Payment Code DueDate’l (Prese:tment] Curr mber TD/ ALT ID Séca"tjues Cgaagge =
214582057 VI 53 L0/29/X40K 103.90 (USD) e HH CE_RTM  09/26/30
214578891 VI 53 10/29/%00 79.00 (USD)  HER HH CB_RTM  09/26/X0
214595579 M 55 10/30/000 395157 (USD) #t CB_RTM  09/26/300%
214799531 M 08 11/05/600 486,04 (USD) b #t CB_RTM  09/27/30%
214733908 MC 03 LL/OS/HA 184.83 (USD) el e CBRTM  09/27/X4
214793525 M 35 L1/05/ 99,59 (USD)  H #t CB_RTM  09/27/¥KH
214738345 MC 03 LU/0S/HA 3486 (USD)  HEm #H CB_RTM  09/27/¥K
214734251 M 03 L1/05/KH 32.54 (USD) B #t CB_RTM  09/27/¥H
Continued on next page
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Excel Download, continued

By clicking on the link, you will receive a pop-up window asking if you want to open or save the
document.

¥ |

File Download . | = |

Do you want to open or save this file?

@ j Mame: Casedata.xls
[H] Type: Microsoft Office Excel 97-2003 Warksheet
From: my.paymentech.net *

Open ][ Save ][ Cancel ]

harm your computer. f you do not trust the source, do not open ar
save this file. What s the risk?

! !
| _

The spreadsheet that you download into Excel will have all of the information in the same
columns as the Tier 1 screen but now you are able to manipulate it as you need to reconcile
your company records to the information we have provided.

L@ While files from the Intemet can be useful, some files can potentialty N

This is a great way to keep track of chargebacks that you have won!

e’ Home szl Fage Laul  Funnules Dala Foiew Wi Drencioper Al g =9
= ) B She T | E AuicSum s 3
S IES Gera . . % M| - é | | %?
ﬂ 3 ¥ © D nEt ﬁ
SEiZ|| AlMerge b Conter- | 5 - % ¢ Zenditional Farmat  Cell | [miet Delets fomat | o B find &
= Q U % (i 48 Tomattng - as Takle - Style: - = = = AT e Seled -
Cliahazrd W Fart [F] 4ligrraerk Iy Humker G Shylzs Tz Felring
| 1 [ £
& B G J E F G k | J k.
Sequence Nethod of Reason CB Ameount Company Case Matus  Case
1 Humber Account Nurmber  Merchant Jrder Number  Payment Lode Due Cate  (Fresentment) Cum Number TOWALTID Code Date
2 Begngzner O s W 7] 10285 128 (LED) &2 e {B A (3726,
T BATERE e Y i3 ivrerey 7 (1.5 &t o TRATY e
4 4542573 L oo 55 10300 F951 5T (L 3D Lee L B R (3726
£ e eSS it 1 0Ers Be (L5D &2 e B ATV (e
B AN FRARGEGORL St L T 1 15 (L0 St b LB R L
T Bqrnes EREREER LRt I oo e e ] 100y 5958 (L3D) S e (D A (32T
TS AN Al N7 il IR e R (1.5 &t o TRATY 77
& T GNINEY oteEE \C " 190 52 5 (LD e HHe B R 32T
11
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Retrieval Requests
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Processing Flow

Overview

A retrieval request asks for additional information for an item appearing on a cardholder’s billing
statement. The additional information is requested by an issuer usually on behalf of a
cardholder. Requests are identified by specific Retrieval Reason Codes.

In all networks, issuers have the right to initiate a chargeback if the response to a retrieval
request is not timely or the information received is not legible or valid or the cardholder disputes
the charge after viewing the retrieval fulfillment.

VISA and MasterCard CNP Retrieval Request Processing
Flow

The processing flow for a VISA and MasterCard retrieval request for a card-not-present
transaction is illustrated below:

" 5
[ MasterCard CHASE bt
L) Worldwide Paymentech
Issuer sends retrieval V'SA o p
request coeivos
d d O O
ougd e ange e
Chase Paymentech
receives Chase Paymentech captures
chargeback if information in database; attaches
cardholder descriptive info; RR returned to
continues dispute Issuer within 2-3 business days

=

Issuer transmits the retrieval request electronically to Chase Paymentech

2. Incoming request is matched to the original sale transaction information stored in our
Transaction History database

3. Facsimile of the stored information is created and sent electronically to the issuer within 2-3
business days

4. Issuer contacts the cardholder with the additional description

5. Cardholder either agrees to accept the charge or to continue the dispute, at which point a

chargeback is initiated
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Discover CNP Processing Flow

The processing flow for a Discover Retrieval Request for a card-not-present transaction is
illustrated below:

CHASE O
Paymentech

DISCOVER

NETWORK

o8 4

-

Discover Network _
Issuer transmits request
retrieval request

Chase Paymentech captures
information in database,
notifies merchant on the

Retrievals Received (PDE-

0029) Report

CHASED
Paymentech

Chase Paymentech
Z sends information
Issuer contacts the from merchant or

Cardholder. stored information
Cardholder either from database to
agrees to accept or Issuer Merchant senc!s copy
initiates a of supporting
chargeback documentation
electronically to CB
analyst

1. Discover Network transmits the retrieval request electronically to Chase Paymentech

2. Incoming request is matched to the original sale transaction information stored in our
Transaction History database

3. Chase Paymentech captures the information and notifies the merchant via the Retrieval
Activity (PDE-0029) Report and opens a case in the Online Chargeback Management
System

4. Merchant sends copy of supporting documentation electronically to their CB analyst by the
Response Due Date (21 days)

5. If noresponse is received at Chase Paymentech by day 25, a facsimile of the stored
information is created and sent electronically to the issuer

6. Issuer contacts the cardholder with the additional information

7. Cardholder either agrees to accept the charge or to continue the dispute, at which point a
chargeback is initiated
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Retail Retrieval Request Processing Flow

The processing flow of a retrieval request for a retail transaction is illustrated below:

Issuer sends

retrieval request
Cardholder

«

MasterCard
Worldwide

VISA

DISEE%L{ER’

CHASE O
Paymentech

Chase Paymentech
receives retrieval
request

Transaction flows
back through
Interchange

Chase
Paymentech
sends proof of
sale to Issuer
electronically

e

Transaction History database

\

Chase Paymentech captures
information in database and
notifies merchant via the
PDE-0029 reports or the
online Chargeback
Management application

Issuer transmits the retail retrieval request electronically to Chase Paymentech
Incoming request is matched to the original sale transaction information stored in our

3. Chase Paymentech captures the information in the database and notifies the merchant via
the Retrieval Activity (PDE-0029) Report and opens a case in the Online Chargeback

Management System

4. Merchant sends copy of sales slip (or other proof of sale) electronically to their CB analyst

by the Response Due Date
Response is sent to issuer
Issuer notifies cardholder

No o

chargeback is initiated

Cardholder either agrees to accept the charge or to continue to dispute it, at which point a
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Responding to a Retrieval Request

Retail Merchants:
e Obtain proper documentation at the time of sale
e Retain copies of transaction documents:
e VISA — minimum of 12 months
¢ MasterCard — minimum of 18 months, but is changing to 13 months in April
e Discover — minimum of 36 months

o Develop efficient document storage to maximize retrieval of sales slips
¢ Respond to retrieval requests within the 21-day time frame

e Card associations require imprint or CVV2 (Visa)/CVC2(MC) be sent in the authorization
record if the mag-stripe cannot be read

All Merchants:
e Ensure your merchant descriptor contains a recognizable merchant name, location
and/or customer service telephone number.

Please respond to a retrieval request even if you have already issued credit. Include a
note or comment that you have issued credit in your response.
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Query Result Screen Components

Tier 1 Data — Functional Components

Queries run by either the MRQA or MRA will result in Tier 1 data being displayed if there is data
for the query selected.

My Retrieval Work Queue

All CB Query: RR Query: Print Options: Assign Cases: Available Action(s): E
= - - - - -
Total Item(s) found 0O
Sequence Account  Merchant Order Method of Reason Due Retrieval B Company TD/ Case Status Case Status  Assigned
b b b Pay Code pate’  Amount® U Number ALTID  Code Change Date To

The functional and informational components on the Tier 1 data screen include:

Component Description '

Query Name Name of the query run from the Run Query drop down menu

Clear All Used to clear selections in the Run Query, Print Options, Assign To, and
Available Actions fields

All [] Use to select or de-select all cases listed in the query results

Run Query  Menu of available queries MRQA Fr Query :

dropdown view:

Retrieval Reguest Queries

My Retrieval Work Queue
Retrieval Search Query
Retrievals Decisioned by Paymentec
Retrievals Pending Paymentech Decis
Retfrievals Received
Retrievals to be Assigned
RR Rules Wizard
Manage RR Auto Assign Rules
RR Management Queries
- RR Work Tracker Search Query

RR Query :

Retrieval Reguest Querioes

My Retrieval Work Queue

Retrieval Search Query

Retrievals Decizicned by Paymentec
Retrievales Pending Paymentech Decig
Retrievals Received

Retrievals to be Assigned

RR Management Queries
RR Work Tracker Search Query

Menu of available queries MRA view:

Continued on next page
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Tier 1 Data — Functional Components, Continued

Component Description

Print Menu of available print options Print Options:
Options
dropdown

Cas=e List
Case Data Onby

Caze & Docs o

Assign to Menu of User IDs for contacts assigned , .
dropdown  the MRA Role at your company. For Assign Cases:

example: |~ﬂ

aname 5
mmonse
gtravel
jdoe
bdavis
dduck
azeville
zzeville
tzeville
sman
fprince
hdump
ceringle
ebunny
tthumb
mgoose
ppan
wdarling
oannie
pcharming
wwitch
rmentigne
jeapulet
khenty
wwind
mnature &

m

Available Option to Disregard RR is listed

Actions

Total tems  Total number of cases returned in the query
Found
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Tier 1 Data — Informational Components

The column headings that appear on the query results screen are described below.

Sequence  Account MerchantOrder Methodof Reason Due  Refrieval Company T/ CaseStatus CaseStatus Assigned
Mmber  Number  Number  Payment  Code el Apontt o Mmber ALTID Code  Changelate  To

Column Name Description

Sequence # Unique identifying number assigned by Chase Paymentech to the
retrieval request. There may be more than one case associated with a
retrieval request but only one sequence # associated with a case

Merchant Order # Merchant-assigned identifier

TD# / Alt ID Transaction division number under which the transaction was
processed or the Alternate ID used by some companies

Account # Credit card number

MOP Code Code indicating what Method Of Payment was used in the transaction

Reason Code Code representing the reason for the retrieval request

Due Date Date by which the merchant must respond to the retrieval request

RR Amount Amount of the retrieval request

Curr Currency type designator

Case Status Code Current status of the case (See Appendix A)

Case Status Change Date the current status was applied to the case

Date

Assigned To Merchant Retrieval Analyst (MRA) assigned to the case (blank if
unassigned)

Tier 2 Data — Functional Components

The Tier 2 level or Case Information screen contains the following:

e Assign to, Print and Available Actions buttons

e Company information
CO, BU and TD name/ID number, Alternate ID # (if any)

e Case details
Sequence #, Case #, Issuer Message, if any, Due Date, Case Status Change Date and Case
Status)

Azsigned To (Merchant):

Assign To [ v fssign This Case
? ! ! d ] ﬂl Assigned To (Chase Paymentech)

Prirt:

Available Actions:

Company: ABC Company, INC. #123456 Bl Unit#12345 Transaction Division:  Division#123456 Alternate ID #:
Sequence # fassssessd Case & fsasssd Issuer Msq:
Due Date: 001 DR Case Status Change Date: 926400 Case Status: RR_REC - Retrieval Received

Continued on next page
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Tier 2 Data — Functional Components, Continued

The following functionality is available:

Assign To: Used by the MRQA to assign cases to an MRA from the Case
information screen
Print: Used by both MRQAs and MRAs - select the appropriate option from the

pull down menu to create a PDF version of the requested information
and print using the PDF menu icon

Available Actions Used by MRA - to respond to the retrieval, select the appropriate action
from the pull down menu. This action will change the Status and update
the Case Status Change Date of the case. Only those actions allowed
by your security access and those actions appropriate to the status code
of the case will be displayed.

When you want to...
Disregard RR Accept the case

LIS EENTTES Request Chase Paymentech to fulfill the retrieval
by forwarding the uploaded documentation to
Chase Paymentech

Tier 2 Data — Informational Components

Details relating to the case appear below the header on the Case Information screen:
e Retrieval Info

e Original Transaction Info
e Authorization Info
e Related Transactions
o Event History
The Retrieval Info, Original Transaction Info and Authorization Info all have a “More” link that

when clicked will open a new window with additional detail. An example of the “More”
information screen is displayed below:

Continued on next page
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Tier 2 Data — Informational Components, Continued

Retrieval Info Mare Original Transaction Info Mare
RR &mount (Presertment) 10.00 (UsD) / Criginal Transsction Amourt 10,00 (USD)
Acoourt # Accourt # FHAOLORULOGNRN
Criginal Transaction Date * Criginal Transaction Date 09/1043000%
Resson Code Description 21 - DOES NOT RECOGNIZE TRANSACTIYON Merchant Order #
DETAIL POS Ertry Mode
Region us Acquirer's Reference #
MOP MasterCard Merchant Reference #
Acouirer's Reference # FRRRRRRRRRRRRE MCC Code
Merchant Reference # FHRRRRRRE SaleRefund (SR
MCC Cocle e Termiral 10
SaleRefund (SR) = Batch #
Issuer Control # HERRRHHHY Cesler #
Endpoint Code MCI Paypal Tran ID #
Retrieval Request ID Cardholder N&A Recaords 1
Azsociation Case Number Cross-Currency (i) M
GuEuE o Tran Type R
g;rg;\c?:“'mn Hsage Code Autherization Info Mare
R Expiration Date AVS Response
Auth Date WRO(-09-09 00:00:00.0
Auth Code R
Auth Response 100
Cardholder M4 Records o
Related Transactions
Sales Refunds Authorizations Chargebacks Retrievals
Event History
Case Status User ID Supporting Docs Event Date
RR_REC Retrieval Received ops ADIZ2IGER
Retrieval Reguest Received
Retrieval Info
RF Amount (Presentment) 10.00 {UsD)
RR Amount (Settiement) 10.00 {USD)
Reazon Code Description
Accourt # SRR 0
IhREERR
Merchant Oroder #
MR MasterCard
hACC HE
Initiated Date L0/2 25 W00
SaleRefund (SR 5
Acquiret's Reference # FHRRERRRRaRE
Merchant Reference # IRRRRRRE
Reprezentment Rights Exist”
PDE Status Retrieval Received
PDE Status Change Dete L0220
Endpoint Code MCI
Azzociation Case Mumber
Redion U=
Initial R Amount (Presentment) 10,00 (USD)
Initial RR Amount (Settlement)  (USD)
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Working Retrieval Requests - the MRQA Role
MRQA Options

The MRQA has the following options in the Chargeback Management application:
e Assigning Retrieval cases to MRAs to be worked
o Creating rules for auto-accepting and auto-assigning cases
¢ Running Retrieval Request Queries

If the MRQA also has the MRA role assigned to them, they have all the MRA options
available in addition to those listed above.

Assigning Cases to an MRA

The MRQA assigns cases to the MRA(s) from the Retrievals To Be Assigned (Merchant)
screen. Assigned cases will be removed from the Retrievals To Be Assigned list and added to
the assigned MRA'’s work queue.

Retrievals to be Assigned
All CB Query: RR Query: Print Options: Assign Cases: Available Action(s): %ﬂ
Total Item(s) found 8
Retrieval Case Case Status .
Sequence Merchant Order Method of Reason Company Assigned
Number Account Number Number Payment Code Due Date’ Amount Curr Number TD/ ALT ID Status Change To
Ly Code Date
214582057 VI 53 10729/ KKK 103.90 (UsD) R Ha RRE_RTM  09/268/ 5K
214578891 VI 53 10/29/ KKK 79.90 (UsD) HeEA Ha RR_RTM  09/26/X:K
214555579 MC 55 10/30/ KKK 3951.57 (UsSD) AR frad RR_RTM  09/26/¥KxK
214799531 MC 08 11/05/ KA 486.04 (USD) Easstd frad RR_RTM  09/27/¥xK
214793908 MC 08 11/05/00 184,88 (USD) s Frs RR_RTM  09/27/50
214793525 MC 35 11/05/ KA 99.59 (USD) R A RR_RTM  09/27/¥xK
214753345 MC 08 11/05/ KKK 34.86 (USD) HEA Ha RR_RTM  09/27/¥KxK
214794251 MC 08 11/05/00 32.54 (USD) s f=oe RR_RTM  09/27/%{
Continued on next page
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Tier 2 Data — Informational Components, Continued

Follow the steps below to assign retrieval cases to an MRA.

 Step  Acton |

1 Run the Retrievals To Be Assigned (Merchant) Query

2 Select the case(s) to be assigned to an MRA by clicking on the box to the left of the
case information

If all cases on the list are to be assigned to a single MRA, use the ALL checkbox

3 In the Assign Cases pull down menu, click on the User ID of the MRA to whom you are
assigning the case(s)
4 A verification box displays allowing you to submit the

. .. Microsoft Internet Explorel x|
case aSS|gnment or to cancel it if necessary

\‘.:) Click Ok o Submit or Cancel

Cancel |

Creating Auto-Decision Rules

The MRQA is able to establish automatic rules for both accepting and assigning retrieval cases.
This action will insure timely acceptance or distribution of the retrieval cases governed by the
rules. To set-up rules, follow the steps below.

Step Action

1 Select the Manage RR Auto Assign Rules RR Rules Wizard
option in the Rules Wizard category from the
Run Query drop down menu

Manage RR Auto Azzign Rules

The Rules Wizard Page will display

Retrievals Rules wizard

Maintain the Retneval Auto Assign rules below

Aidd Mew Rule

Rule Name Assign | Accept Priority Active | InactiveOwner Created By

I Ao -Decizion Rules ound Tor this user

o) (o)

Continued on next page
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Creating Auto-Decision Rules, continued

e

2 To display the maintenance page, click on Add New Rule
Fostramwals Fules Wizard
F ey [y ASSIEN  ACTogl Friapy ACRRN | 1 e Crpames Cremed By
Gty
Flule Mare
Rrazan Cady - W -
AR, Amanl betwean = and
TO# = =
COF - w
Ruls moumanly e nacve
A
Crarcepl & Azmign
Axzigrad Ta | |

3 Complete the appropriate fields to establish the rule:

e Rule Name (required)

e If the rule involves retrieval reason codes, select the codes from the drop down
menu on the Reason Code line. The selected reason codes will populate the field
to the left. Multiple reason codes may be selected

o If the rule involves an amount range, enter the beginning and ending value in the
Retrieval Amount fields

e If the rule involves one or more Transaction Division Numbers, select the
number(s) from the drop down menu. The number(s) will populate the field to the
left.

o If the person to whom cases are being auto-assigned has access rights for more
than one company, select the appropriate company number(s) from the pull down
menu. The field to the left will be populated with the selected number(s)

4 Select the Active radio button to activate the rule.

5 To apply the rule to accepting retrievals select the Accept radio button — Or — To
apply the rule to assigning retrievals select the Assign radio button and select the
MRA'’s User ID from the drop down menu. The User ID will populate the field to the
left

6 Click on Save to _

Rules wizard Page

save the rule WaiEsin B Ao Denan Ties bela,
which will be i et e
applled on the Rule Name Assign / Accept Priority Active /Inactive Owner  Created By
next calendar caess pcoen | oot e dele
L5, TR EEE | D — | o oo L
rules will display
on the Rules
Wizard Page. ——— —

Enter the run priority value for each rule.
The run priority of the established rules can be reset by entering the correct order
number in the Priority fields and clicking Save. The Reset button will return the rules to
the original priority.
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Editing or Deleting a Rule

To edit an established rule, click on Edit to bring up the maintenance page. Complete the
changes to the appropriate fields and Save the changes

To delete an established rule, click on Delete.

Accepting Retrievals

If an MRQA also has the MRA role assigned to them, the MRQA can accept (Disregard RR) any
or all of the cases listed on the Retrievals To Be Assigned (Merchant) screen. Accepted cases
will be removed from the Retrievals To Be Assigned queue. Merchants often have an internal
business process that allows them to accept certain cases without review based on such criteria
as amount, reason code or status. Follow the steps below to accept a retrieval case.

Step Action

1 Select the case(s) to be accepted by clicking on the checkbox(es) on the left of the
screen.
2 Select the Disregard
RR(s) option from the Assign Cases: Available Action(s): )
Available Action(s) pull - -
down menu
TD/ ALT Case Status .i.b i.becxChange Assigned
D Code Date To
3 - 5 A verification box displays allowing you to submit the
Disregard RR action or to cancel it if necessary.
\?/ Click Ok ta Submit or Cancel
) Cancel |
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MRA Options

MRAs have the following

options available in the Retrieval Management Application:

e Disregard RR
e Request Fulfill
e Run Retrieval

Request Queries

Accessing Detailed Retrieval Request Information

Total Item(s) found ¢

From the My Retrieval Work Queue (Merchant) query,

select the case to be worked by clicking on the sequence

number.

After you have reviewed a case and then returned to the Tier

Sequence
Number

214582057
214573891

AcC

HH
HAE

Sequence

Number —

1 screen, the sequence 214582057 o

numbers of the cases you

have looked at will have

changed color to help you
distinguish between cases

you have and have not yet reviewed.

2
214578891

The Case Information screen will display detailed Tier 2 data.

Azsigned To (Merchant).
st v - R
Assigned To [Chase Paymentech)
Prirtt v
Available Actions: v
Company: ABC Company, INC. #123456 BU:  Unit=12345 Transaction Division:  Division#123456 Atternate ID =:
Sequence HHERE Case=: FEHEER Issuer Msq:
Due Date: A0 0 Case Status Change Date: DBI260 0 Case Status: RR_REL - Retrieval Received
Retrieval Info Wore  Original Transaction Info are
RR Amourit (Presentment) 10,00 (USD) Origingl Trangaction &mourt 10,00 (USD)
Accourt # Accourt # HOR00RGOLUNN00N!
Original Transaction Date ~~ * Original Transaction Date 09/10/30400%
Reason Cods Descrigtion 21 - DOES NOT RECOGMIZE TRANSACTION Merchart Order # e
DETAIL POS Ertry Modle a0
Region us Acquirer's Reference # SRR
MOP MasterCard Merchant Reterence # S
Acouirer's Reference # MCC Code R
Merchant Reference # I Sals/Refund (SiR) =
MCC Code e Terminal I
SaleRefund (3R] k3 Batch #
Issuer Contral # HERERERH Dealer #
Endpoirt Code MC1 Paypal Tran D #
Retrieval Request ID Cardholder M&2 Records 1
Association Case humber Cross-Currency (VM) N
Quewe Tran Type R
Card Mssocistion Usage Code P
B Cycle . Authorization Info ore
RR Expiration Date AVS Response
Avuth Date ¥004-09-09 00:00:00.0
Auth Codle FHE
Auth Response 100
Cardholder NEA Recards o
Related Transactions
Sales REfunds Authorizations hargehacks Retrievals
— — —
Event History
Case Status User ID Supporting Docs Event Date
RR_REC Retrieval Received opE Q2200
Retrieval Request Received
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Accessing Detailed Retrieval Request Information, Continued

Review the detailed information to aid in making a decision either to accept (Disregard RR) or to
Request Fulfill.

To assist in the process, the Related Transactions section provides links to the Paymentech
Online Transaction History application for information on sales, refunds, and authorizations, by
the same company for the same account number.

The Event History section displays in reverse chronological a record of actions taken on the
selected retrieval. The paperclip icon under Supporting Documents links to any uploaded
supporting documents available for the case being worked.

Viewing Supporting Documents

To view the supporting documents for the retrieval case, click on a paperclip icon in the Event
History section.

Event History

Case Status User ID Su i Event Date
RR_REC Retrieval Received ops 02N
Retrieval Request Received

The Supporting Documentation screen is displayed with links to any issuer documents
associated with the case as well as any documents uploaded by you during a Request Fulfill

action. CI|CI_<|n_g on Retrieval Management
the paperclip icon
in the Event
H | StO ry W| | | 0 pe n RETRIEVAL INFORMATION
the Supporting
Documentation Issuer Documents:
Screen. _ _
Mo issuer documentation found
Merchant Documents:
1 File Name Date Created Created By
-(lj-O Vlewat lick = image jpo 1023000001 0:37:18 SOMORA
ocument, Click on

the icon in front of
the File Name. The document will open in a separate browser window for viewing. Verify that
your uploaded document(s) can be opened and viewed, and that they contain the appropriate
information. If the document cannot be viewed or opened, or if it is the wrong document, notify
your Chase Paymentech chargeback analyst.
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Accepting A Retrieval Case

To accept a retrieval case, select Disregard RR
from the Available Actions drop down menu.

The Disregard RR screen will be displayed. As
indicated on the screen, acceptance of the case

Available Actions: j
Disregard RR
Request Fulfill

FR_REC - Retrieval Received

removes it from your work queue. Liability for the transaction is yours as a result of case
acceptance. The details of the case will be retained and can be viewed by doing a search query
on the account number, case ID or sequence number, among other parameters.

Disregard Case

comment or simply click Submit Case below.

Acdd & Cammert

Enter the necessary information below,

By Disregarding this case, you are rermawing it from your gueue and accepting the
liahility for future chargebacks that may resalt frarm non-fulfillment. You may add a

Cancell Clearl Submit Case |

Comments, if any, may be entered in the Comments field prior to selecting the Submit Case
button. A Cancel button is available in the event it is needed.

Comments entered in the Comment Section of the Decision Screen will not go to the

Issuers. Only Chase Paymentech will be able to view these comments. All uploaded

documents will go to the Issuer.

Comments are limited to 512 characters. If over the limit, a message will display. This

indicates the comment must be shortened.

Cut and pasted comments will be truncated and a message will be displayed.

Microsoft Internet Expli x|

A verification box displays allowing you to submit the Accept Case
\'2\'/ diick ok ta submit or Cancel | iNformation or to cancel it if necessary

Canicel | Once submitted, the Tier 2 level data window is closed and the user
is returned to the Tier 1 level screen.
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Request Fulfillment of a Case

Avallahle Actions: — — | 10 request fulfillment of a retrieval case, you must be
L2238l viewing the Tier 2 data Retrieval Information Screen.
Follow the steps below.

FFE_REC - Retrieval Received

Step  Action
1 Scan the documentation, if necessary, that supports the Request Fulfill action
2 SeleCt Req U eSt E—] https:/imy. paymentech. net - Chargeback Management | Paymentech Online | Chase Paymentech Soluti - Microsoft Inten
Fulfill from the —
. . Request Fulfill
Available Actions Enter the necessary THiormaton Below
d rop dOWn menu to Toreguestulliment to Paymentech add a docurment and optional corment and
than glick submit. You rustadd a docurnant to subrmit his case.
access the Request |, ...
Fulfill screen
#s a result of 2 recant MasterCard change, a maximurm tokal upload of 3 pages across the
entire case is allowed.
HOTE: Renaming 2 file from its ariginzl extension may cause data integrity issues.
Document Tile: [ |[(EBromea. | <ancel Submit Case
3 Add comment(s) (optional)

Comments entered in the Comment Section of the Decision Screen will not go to the
Issuers. Only Chase Paymentech will be able to view these comments. All uploaded
documents will go to the Issuer.

Comments are limited to 512 characters. If over the limit, a message will display. This
indicates the comment must be shortened.

Cut and pasted comments will be truncated and a message will be displayed.

4 Use the Browse button to locate the document to be uploaded

Select Open to upload the document into the Chargeback Management application

5
6 Click on Submit Case
7

Microsoft Internet Explores x|| A verification box displays allowing you to submit or to

' cancel the action, if necessary

\.1?” Click Ok ta Submit or Cancel | Once submitted, the Tier 2 level data window is closed
and the user is returned to the Tier 1 level screen.

Cancel |

8 Verify the uploaded document(s) can be viewed and opened and the information is
appropriate

Continued on next page
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Request Fulfillment of a Case, Continued
This action removes the case from the MRA’s Work Queue and notifies the Chase Paymentech
analyst of the request to fulfill the retrieval.

The Request Fulfill action and merchant comments, if any, are added to the Event History for
the case.

Event History
Case Status User ID Supporting Docs Event Date
RR_REC Retrieval Received s 107220KKX

Retrieval Request Received

Working a Fulfill Request that has been Declined by Chase
Paymentech

Once you have requested fulfillment (FFR) of a retrieval request case, Chase Paymentech
reviews the uploaded documentation. If something is missing or invalid, the fulfill request will be
declined and the case status code changed to RR_DEC.

All declined cases will be listed in the Work Queue with the reason for the decline apparent in
the Event History section on the Case Information screen.

If you can correct the problem and upload the complete and valid documentation, you can
resubmit the request for fulfillment. If you cannot correct the problem, a chargeback may occur
due to non-fulfillment of the Retrieval Request.
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Retrieval Request Query Descriptions

Query Menu

The Chargeback Management application provides a number of query options. Definitions of the
Retrieval Request Queries are listed below. Detail for using these queries is found below.

Description/Use

Statuses

Status

Additional Query

Viewed

Code

Criteria

My Retrieval Lists retrieval cases that have RR Received RR_REC Due date has not
Work Queue been assigned to the user passed
viewing the work queue RR Declined RR_DEC Expiration date has not
passed
Retrievals Displays a list of cases for which RR Fulfilled RR_FFL Expiration date has not
Decisioned by Chase Paymentech has passed
Paymentech reached a decision RR Auto RR_AFL Expiration date has not
Fulfilled passed
RR Declined RR_DEC Expiration date has not
passed
Retrievals Lists all retrieval cases currently RR Fulfill RR_FFR
Pending awaiting a decision by Chase Requested
Paymentech Paymentech
Decision
Retrievals e Lists all retrievals cases RR Received RR_REC Due date has not
Received received from Issuers passed
e No action has been taken
on these cases by Chase
Paymentech
e A merchant may begin to
work cases on this list
before they are assigned to
their individual work queue
Retrievals e Results displayed are Any Any
Search dependent on the criteria
entered
¢ No required fields
Retrievals to List of all retrievals not yet RR Received RR_REC e Caseis not
be Assigned assigned to a specific merchant assigned to a
user specific merchant
user ID
e Due date has not
passed
RR Declined RR_DEC e Caseis not
assigned to a
specific merchant
user ID
e Expiration date has
not passed
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Retrieval Search Query

Introduction

The Retrieval Search Query is used to search for a particular retrieval transaction by date or
amount or for a group of like transactions, such as all transactions within a date range or within
an amount range or with a particular status code. Both a basic and an advanced search are
available.

Retrieval Search Screen and Field Definitions

Retrieval Search
To conduct a search for retrieval cases, enter any of the following input criteria to filter your search and then click Search
advanced | ®
Account # |=__'“
Sequence # = &I
Merchart Crder # [= =T
Assigned To: (Merchart) == | [aweidbera 7]
Due Dote ketween | s |
Case Status Changs Date between | and |
Case Status == | [ &
Search Cl all

Field Description

Account # Credit card number. Input one or more, separated by commas

Sequence # Sequence Number — unique number assigned by Chase Paymentech that
identifies the transaction in Chase Paymentech’s internal system. Input one or
more, separated by commas

Merchant Order number assigned by the merchant and submitted to Chase Paymentech

Order # with the original transaction record. Input one or more, separated by commas

Assigned To Paymentech Online User ID of the Merchant Retrieval Analyst (MRA). Input

(Merchant) one or more, separated by commas. Selecting users from the dropdown will
enter them into the criteria box for you

Due Date Date by which request to fulfill must be received by Chase Paymentech

(to/from)

Case Status Most recent date on which an action was taken that changed the Status Code
Change Date  on the retrieval case

(to/from)

Case Status Predefined status for a retrieval case representing an action taken. A drop
down menu is provided of all possible statuses. (See appendix A for a list of
status codes and their descriptions). Input one or more, separated by
commas. Selecting statuses from the dropdown will enter them into the
criteria box for you
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Running a Search Query

Follow the steps below to run a Retrieval Search Query.

Step  Action

1 Select Retrieval Search Query from the Run RR Query :
Query drop down menu to display the Retrieval
Search screen

Retrieval Reguest Queries
My Retrieval Weork Queue
Retrieval Search Query
Retrievalz Decizioned by Paymentec
Retrievalz Pending Paymentech Decis
Retrievalz Received
Retrievals to be Assigned

RR Ruies Wizard
Manage RR Auto Assign Rules

RR Management Queries

RR Work Tracker Search Query

2 Enter the
information in Retrieval Search
To conduct a search for retrieval cases, enter any of the following input criteria to filter vour search and then click Search

one or more
fieldstohelp | = Pt |9
narrow and I =
define your Merchant Order # — 3
query resu|ts_ Assigned To: (Merchart) [=F | [aweidberg ]

Due Date between | and [

Case Status Change Date between | and [

Case Status == | | B

Search Clear all

The Clear All button allows you to clear information entered in the fields for the search
3 Click on Search
4 The query results will be displayed as Tier 1 data

Advanced Search

The Advanced Search option provides many more parameters to use in narrowing your search.
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Accessing Advanced Search

From the Retrieval Retrieval Search - .

SearCh screen To conduct a search for retrieval cases, enter any of the following input criteria to filter your search and then dlick Search

CIiCk on the Advanced |@
Advanced button Arcourt ¥ = 4

Sequence # = -I I
Merchiant Order # = -I |

Bssigned To: (Merchant) [ | [aweidbera 7]

Cue Date hetneesn | and |

Caze Status Change Date hetweeen | and |

cre st ==l | K

Search | Clear All

The Retrieval Advanced Search screen will be displayed

Return to Search
Account # = El
Acguirer's Reference # (ARN) = El
Assigned To: (Merchant) = El bheath El
Aszsociation Case # = El
Case# = El
CB Cycle = El
Company # = El
Due Date between and
Initiated Date between and
TD# = El
MOP = El El
Merchant Order # = El
Merchant Reference # (MRN) = El
CB Amount (Presentment) between and
Currency (Presentment) = El El
Case Status = El El
Case Status Change Date between and
Seguence # = El
Reazon Code = El El
Ticket # = El
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Advanced Search Field Definitions

Account # Credit card number

Acquirer’'s Reference  23-digit reference number assigned to the transaction by Chase

# (ARN) Paymentech for Issuers and Acquirers to use in identifying the
transaction

Assigned To Paymentech Online User ID of the Merchant RR Analyst. Select MRA

(Merchant) User ID from drop down menu

Association Case # Case number assigned to the retrieval item by the card association.

Case # Number assigned to the retrieval item in the Chargeback Management
system

CB Cycle Values are 1 or 2

Company # Unique number assigned by Chase Paymentech to identify the
merchant

Due Date Date by which a response is due to Chase Paymentech. Use single
date or a date range

Initiated Date Date the retrieval was initiated by the Issuer. Enter a single date or
date range

TD# Transaction Division number — unique number assigned by Chase

Paymentech identifying the transaction division in which the original
sale transaction was processed

MOP Method of Payment. Select one or more from the drop down menu

Merchant Order # Unique identification number assigned to the original sale transaction
by the merchant

Merchant Reference  The rolling sequential identifier assigned by Chase Paymentech and

# (MRN) embedded in the ARN

CB Amount Amount of the retrieval in Presentment currency. Enter a single amount
(Presentment) or a range of amounts

Currency Currency Code of Presentment amount. Select one or more currency
(Presentment) codes from the drop down menu

Case Status Current status of case. Select one or more from the drop down menu

Case Status Change Date the status of the case changed due to activity. Enter a single date
Date or date range

Sequence # Unique number assigned by Chase Paymentech to identify the retrieval
in an internal system

Reason Code Card association code representing the reason for the retrieval

Ticket # Unique field for the Airline Industry to search by Ticket #
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Running an Advanced Search

Follow the steps below to run an Advanced Search Query.

1 Enter the query criteria in the appropriate fields to help narrow and define your query
results

The Clear All button allows you to clear information entered in the fields for the search

2 Click on Search
3 View the query results as Tier 1 data
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Healthcare IIAS Retrieval Requests

Introduction

Healthcare benefit cards, typically referred to as FSA (Flexible Spending Account) or HRA
(Healthcare Reimbursement Account) debit cards are payment cards that consumers use for
gualifying medical expenses like prescriptions, over the counter medications, vitamins, durable
medical equipment, or medical supplies using monies allocated to special, pre-tax funded
accounts that are generally part of their employer sponsored health benefit plan.

These transactions, like regular payment card transactions are subject to retrieval requests
however, due to HIPPA and IRS rules, the requirement for storing transaction information as
well as fulfilling the request is somewhat unique.

o First, IIAS retrieval requests may occur up to 4.5 years from the date of the original
transaction.

e Second, the way in which merchants are required to fulfill the request is different from
typical bankcard retrievals such that the response must go directly to the card Issuer and
not through Chase Paymentech. As a result of the IRS requirements, Chase
Paymentech has modified its chargeback system and procedures to accommodate
merchants who may be the recipient of an IIAS retrieval request.

The following explains the merchant process for complying with IIAS retrieval requests.

IIAS Transactions in the Online Chargeback Management
System

Healthcare IIAS retrieval requests will be found in the Online Chargeback Management System
in the same manner as all other retrieval requests. They are easily recognized as IIAS
transactions in both the Tier 1 and Tier 2 screens by reviewing the Reason Codes listed. The
Reason Codes 27 (VISA) and 43 (MasterCard) will identify the transaction as an IIAS retrieval
request.

See the screen shots below for examples of where to find these new codes.

It is important that you respond via the fax numbers for these transactions. Due to
HIPPA laws, your Chase Paymentech Chargeback Analyst will not be reviewing these
requests. They must be sent directly to the requesting Issuer. If any information is sent
to Chase Paymentech it will be shredded immediately due to confidentiality.

Continued on next page
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IIAS Transactions in the Online Chargeback Management
System, Continued

VISA Tier 1 Screen

RR Search - External

Al CB Query RR Query Print Options: Assign Cases: Available Action{s):

O | ]| 0 A ™\ | i
Total item({s) found {1}
Sequence# MerchantOrder# TD#/ARID Account# MOPCode ReasonCode DueDate RRAmount Curr Case Status Case Status Change Date  Assigned To
[ 214582057 XAGM00HN B OO0 M 7 0AL0/ A 1295  (UsD) RR_FFR 9726/ X0

MasterCard Tier 1 Screen

RR Search - External

Bl CB Query . RR Query : Print Options: Assign Cases: Awvailable Action(s):

O | i U I N | 0
Motal itemn(s) found (1)

Sequence# MerchantOrder # TD# [ AIRID Account# MOPCode: Reason Code Du:Date RR Amount Curr Case Status Case Status Change Date  Assigned To
[ 214582057 SCOMMGOG00GH R RN MO 43 10/04/%00 384914 (USD) RR_REC 9725500

Fulfilling IIAS Retrieval Requests

The Request Fulfill decision window will behave in the same manner for IIAS transactions as
they do for other transactions. There is no need to supply comments for these.

At the bottom of the Retrieval Info screen you will need to check off the “Supporting
Documentation has been faxed to the Issuer” box that will trigger the system to update the case
status. Then change the Available Actions dropdown to “Request Fulfill”. If you do not first click
on the check box you will receive the following error message “You must indicate that the
Supporting documents were faxed to the Issuer”.

If you do not check this box, the retrieval will be considered open and not fulfilled as Chase
Paymentech has no other method of knowing if you have fulfilled the request with the Issuer.

See the following screen shots for VISA and MasterCard examples of this:

Continued on next page
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Fulfilling IIAS Retrieval Requests,

Continued

VISA IIAS Transaction Retrieval Request:

. - - Assigned To (Merchant):
Assigned To (Chase Paymertech):
Print: hs
‘ou must indicate that the Supporting documents were faxed to the Issuer
Available Actions: h Request Fulfill b
Company: ABC Company, INC_#123436 BU:  Unit#12345 Transaction Division:  Divion#123436 Alternate 1D
Sequence #: R Case #: RS Issuer Msa:
Due Date: 1001 05 R0 Case Status Change Date: 097261 00 Case Status: RR_REC - Retriefal Received
Retrieval Info More  Original Transaction Info More

RR Amourt (Presentment) 12.95 {USD) Original Transaction Amourt 12,95 {USD)

Account # Account #

Original Transaction Date * Original Transaction Date 0%/19/ZRE8*

Reazon Code Description Merchart Order # R

Region MEAF POS Ertry Mode 01

MR VISA Acouirer's Reference #

Acouirer's Reference # Merchant Reference # R

Merchart Reference # o MCC Code R

MCC Code HE SaleRetund (SR 5

SaleRefund (SR = Terminal I0

lzzuer Control # 000000000 Batch #

Enclpoint Code VIS Desler #

Retrieval Reguest 10 Paypal Tran D #

Azgociation Case Mumber Cardholder M&A Records 1]

GuEue Crozs-Currency (i) M

Card Associstion Usage Code Tran Type 2

£B Cycle Authoriz. . \ .

FR Expirafion Date P Warning message if the

Fulfiliment Faux Mumber | q

¢ John Dos s supporting documents check box
upporting Documentation have been faxed to the Issuer Auth R iS blan k
k Cardhol I
1 N |

N\

¥

The check box to indicate
that Supporting
Documentation has been
faxed to the issuer

The issuer contact
information
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Fulfilling IIAS Retrieval Requests, Continued

MasterCard IIAS Transaction Retrieval Request:

Azzign To: L'

Print: L

4ssign This Case &

Aszigned To (Merchant):
Azsigned To (Chase Paymentech);

‘fou must indicate that the Supporting documents were faxed to the Issuer
Busilable Actions: N Disregard RR v

Company: ABC Company Ine. #123456 BU: Unit #12345 Transaction Division: Division #123456 Alternate 1D #
Sequence # AR Case & frsessd Issuer Msg:
Due Date: 1O 4530 Case Status Change Date: Q925000 Case Status: RR_RELC - Retrieva\Received
Retrieval Info More  Original Transaction Info More
RR Amount (Presertment) 3,549.14 (USD)* Original Tranzaction &mount 360,00 (USD)*
Account # Accourt # SADRROO OO
Original Tranzaction Date * Original Tranzaction Date 09/ 237 sk
Reason Code Description Merchant Crder # EEEesssesey
Region CASHA POS Entry Mode
CP MasterCard Acquirer's Reference #
Acouirer's Reference # i Merchant Reference #
Merchant Reterence # MCC Code
MCC Code SaleRefund (SR
Sale/Refund (SiR) S Terminal IDv
lzzuer Control # Batch #
Encipoirt Codz MCI Dealer #
Retrieval Request ID Paypal Tran 1D #
Azsociation Caze Number Cardhalder N&A Records
QueLe Crazs-Currency (M)
Card Azzociation Uzage Code Tran Type
ce Eysilf dinn Dt Authorization ; .
Fulfilment Fax Number b | A3 Respa Warning message if the
Cortact N testl Auth Date .
S - sincote | SUPPOrting documents check box
upportipDocurmentation have been faxed to the Issuer Auth Respo X
Carcholder IS b I an k

-

/

The issuer contact
information

\

The check box to indicate
that Supporting
Documentation has been
faxed to the issuer
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Retrieval Work Tracker Queue

Work Tracker

The Work Tracker Queue allows the user to input
specific data to display retrievals that have been worked
on or responded to with a specific time period in the

current day.

Input the criteria you would like applied to the query

FLE Query :

Retrioval Regueast Queries
My Retrieval Work Queue
Retrieval Search Query

Retrievalz Decisioned by Paymentec
Retrievalz Pending Paymentech Decid
Retrievals Received
Retrievalz to be Assigned
RR Rules Wizard
Kanaoe BRE &utn Assinn Bles
RR Management Queries
RR Work Tracker Search Query

iew Chargeback Cases
UserMame*

Decision Start*
Decizion End *
Reason Code
Action(s)

Case Status

* indicates required field

Work Tracker Search

Input any additional criteria you would like applied to the query you have selected, the click Submit.

Date [ETime 12:00:00 AM
Date [ETime 11:59:59 PM

Clear All Search

User Name:

Decision
Start:
Decision End:

Reason Code:
Action(s):
Case Status:

© 2013 Chase Paymentech Solutions, LLC — All rights reserved
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The name of the person who Decisioned the case, not the person it is/was
assigned to, multiple selections may be made. This is a required field (MRA
user names will auto-populate when they utilize this query, they will not
have the drop down menu)

Start Date and time (if applicable) that the cases were decisioned. If no time
is provided, a time of 12:00:00 am is assumed. This is a required field
Ending Date and time (if applicable) that cases were decisioned. If no time is
provided, a time of 11:59:59 pm is assumed. This is a required field
Standard list of reason codes

Either Disregard RR and Request Fulffill

Write in the appropriate Case Status Code that you are searching for

Continued on next page
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Work Tracker, Continued

Work Tracker Search

Input any additional criteria you would like applied to the query you have selected, the click Submit.
View Chargeback Cases

User Mame* = -

Decigion Start* Date [ETime 12:00:00 AM

Decision End * Date [ETime 11:59:59 PM

Reason Code = - -
Action(s) = -

Case Status =

*indicates required field

When you have entered all of the information to narrow down your search, select the “Search”
button.

When doing a query, it is possible that a retrieval worked during the specified time
period could change multiple times during the time period.

Example: When searching on aname, you can see that aname declined a retrieval at 9
am even though mmouse fulfilled it at 2 pm.

Search Results

From this query, you are able to review what was worked on and adjust as needed (as long as
no actions have been taken by Chase Paymentech on the case), though you can work on cases
from this query, it is not recommended. Only cases that have been worked on by an MRA will
be selected to display in this query. The query will not track case assignment.

RR Work Tracker Search Query

All CB Query: RR Query: Print Options: Assign Cases: Available Action(s): %ﬂ
D Ad Ad A b A
Total Item(s) found 3
Retrieval Case Case Status |,
Merchant Ord Method of R Coi Assigned
S:ﬂrl:leh:cre SRR r:lurrr:l:ler « Pa\rmer?t g:ds:n Due Date~  Amount Curr N._Tmp;:rv TD/ ALT ID E‘;:t;ljus Change T
T e Date
[ 214582057 vl 53 10/29/%0 103.90 (USD) i RR_RTH 08/26/%44
] 214578891 VI 53 10/29/%0 79.50 (USD) b Hi RR_RTH  0g/26/%04
[ 214595579 MC 55 10/30/R 395157 (USD) i RR_RTH  09/26/%4
L
MRQAs will have access to view all users when utilizing this feature. MRAs will have
access to their own user name only.
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Chargebacks
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Processing Flow

Overview:

A chargeback is the reversal of a transaction that arises from a processing technicality, a
customer dispute, or fraudulent activity. It is a violation of a card association rule or regulation
for which a specific reason code has been established. Chase Paymentech works as your
partner to help manage and process the chargebacks you receive. A dedicated chargeback
analyst is assigned to your company when you first start sending us files. In this way, the
analyst becomes familiar with your company and you have a specific person to contact when
necessary.

Associations regulate the processing of charged back transactions through their list of reason
codes and processing timeframes. They also dictate the number of times a chargeback can be
represented to the issuer.

Detailed reporting is available on the Chargeback Activity Detail (PDE-0017) report including
received, represented, returned to merchant and successful recourse items. A financial
summary provides a snapshot of your chargeback inventory status as of the reporting date. The
financial net impact of chargeback activity is also included on your Deposit Activity Summary
(FIN-0010) and any associated charges and processing fees are found on the Service Charge
Detail (FIN-0011).

There are also reports that track monthly summary data and chargebacks won and lost.
Samples and field definitions for these analysis reports are found in the Appendix D.
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VISA and MasterCard Chargeback Categories

Chargebacks received from VISA and MasterCard issuers fall into two categories
e Technical
e Customer Dispute

Technical Chargebacks are initiated by the issuer for authorization or processing related
reasons with no cardholder participation, such as:

¢ Information requested in a retrieval request was not received or was illegible or
invalid

Authorization number is missing or has been declined

Invalid account number was used

Late presentment of the original transaction

Duplicate transactions

Customer Dispute Chargebacks result when a cardholder refuses to accept responsibility for
a charge appearing on their card billing statement. The cardholder contacts the issuer
indicating that they

e are disputing a specific charge for specific reasons (such as ordered merchandise or
a service was never received, the product or service was not what was originally
described, or the purchase was not authorized by the cardholder), and

¢ have attempted to resolve the situation with the merchant (unless fraud)

Once the card issuer has been contacted and received any required documents, the card issuer
credits the cardholder’'s account and electronically submits the chargeback transaction bearing
a specific reason code to Chase Paymentech.
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Technical Chargeback Workflow

Below is an illustration and discussion of the work flow for a technical chargeback:

Issuer disputes transaction;
sends chargeback
electronically

L
MasterCard
Wiorldwide

VISA

CHASE O

Paymentech

Chase Paymentech
receives
chargeback

[N

Represent

™~

Transaction
flows through
Interchange

Chase Paymentech
matches chargeback
to TH and records in
CB system, then one

of three actions
occurs:

Auto-represent

-

.h:‘,,-'i < ® auto-represent,
Forwarded to the e forward to the

chargeback quer/ CB queue
Auto-return to S

auto-return
merchant (RTM)

Merchant notified of
chargeback activity

The following action steps are taken when processing a technical chargeback

Step Action

1 Issuer disputes transaction for processing or authorization reasons and initiates a
chargeback electronically

2 Chargeback flows through the card association networks
3 Chase Paymentech receives the chargeback electronically
4 Chargeback transaction is compared to the original sale transaction information stored in
our Transaction History database
If information to support representment is located, this information is attached to the
chargeback transaction which is then returned or represented to the issuer
OR
5 If information is found that the transaction is not valid, the chargeback is auto-returned to
the merchant
OR
If insufficient information to support representment is found, the chargeback transaction
is forwarded to your assigned analyst for further analysis
6 Chargeback Activity (PDE-0017) report is generated showing all chargeback activity for

the reporting period, thus notifying you of what actions have been taken and a case is
opened in the online Chargeback Management system for the item
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Customer Dispute Chargeback Workflow

Below is an illustration and discussion of the work flow for a customer dispute chargeback.

(} ‘ -
MasterCand CHASE ‘J
Wonie e Paymentech

VISA Chase

Paymentech
receives
chargeback

1 <
i

Issuer sends
chargeback

disputes a electronically :
charge on Transaction
bIIIIng flows thrOUgh
SiElEmeEni \ Interchange
Represent Auto-Represent
- Chase Paymentech
4 matches chargeback
. to TH and records
T — in the CB system
— RTM i
Merchant is A - 1
notified of Item is forwarded
chargeback activity \ to the chargeback
queue

The following action steps are taken when processing a customer dispute chargeback.

Step Action

Customer disputes a transaction on their billing statement

Issuer obtains appropriate paperwork from customer

Issuer initiates an electronic chargeback and forwards paperwork to Chase Paymentech

Chargeback flows through the card association networks

Chase Paymentech receives the chargeback and appropriate issuer documentation

OO~ IWIN|IF

Chargeback transaction is compared to the original sale transaction information stored in
our Transaction History database

If information to support representment is located, this information is attached to the
chargeback transaction which is then represented to the issuer

7 OR
If insufficient information to support representment is found, the chargeback transaction
is forwarded to your assigned analyst for further analysis

8 Chargeback Activity (PDE-0017) Report is generated showing all chargeback activity for
the reporting period, thus notifying you of what actions have been taken and a case is
opened in the online Chargeback Management system for the item
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Discover Chargeback Categories

Chargebacks received from issuers fall into three categories for Discover:

e Processing error
e Service
e Fraud

Processing Error Chargebacks are initiated by the issuer for authorization or processing
related reasons with no cardholder participation, such as:

¢ Information requested in a retrieval request was not received or was illegible or
invalid

Authorization number is missing or has been declined

Invalid account number was used

Late presentment of the original transaction

Duplicate transactions

Service Chargebacks result when a cardholder refuses to accept responsibility for a charge
appearing on their card billing statement. The cardholder contacts the issuer indicating that
they

e are disputing a specific charge for specific reasons (such as ordered merchandise or
a service was never received, or the product or service was not what was originally
described), and

¢ have attempted to resolve the situation with the merchant

Once the card issuer has been contacted and received any required documents, the card issuer
credits the cardholder’s account and electronically submits the chargeback transaction bearing
a specific reason code to Chase Paymentech.

Fraud Chargebacks result when a cardholder or issuer believes that fraudulent activity may
have been performed with the account. The cardholder contacts the issuer indicating that they

e are disputing a specific charge for specific reasons (such the purchase was not
authorized by the cardholder)

Fraud reason codes require the issuer to forward documentation which might include cardholder
executed affidavits and supporting letters or secured email from the cardholder.

Return to Merchant Workflow

When Chase Paymentech has insufficient information to represent a chargeback, it is sent to
your chargeback analyst. Your analyst will research to determine if the chargeback can be
represented. If there is no support for representment, the chargeback is returned to the
merchant.
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Recourse

When you decide to request recourse for (or challenge) a chargeback that has been returned to
you, Chase Paymentech recommends the following:

Prior to responding ...
* Note the “Due Date” which is located near the top of the Chargeback Document. Chase
Paymentech must receive the recourse request by that date in order to be considered
for possible representment

¢ Read the recommendations by reason code in the Chargeback Reason Code
Reference Guide and the Chargeback Analyst's comments that appear online in the
Chargeback Management application

e Make note of the reason code to determine if you have the appropriate supporting
documentation to send with the recourse request

Then...
e Upload clear and legible copies of the supporting documentation in an acceptable
file format (tiff, tif, jpeg, jpg, gif, bmp, txt, html, docx, pdf, xIs, and png)

e The total file size of submitted documents for VISA Chargebacks MUST be
less than 10 MB

e The total file size of submitted documents for Discover Chargebacks MUST be
less than 2 MB

e The total file size of submitted documents for MasterCard Chargebacks MUST
be 18 pages or less.

e Add any comments that may assist the Chargeback Analyst (512 character
limit)

These comments are only viewable by you and Chase Paymentech. They will not go out
to the issuer. If your comments need to be sent to the issuer, please scan or upload
them

To ensure successful uploads, all files uploaded to the chargeback system must conform to the
following standards:

e File names may only contain:

A through Z (uppercase and lowercase permitted)

0 through 9

Dash (-)

Underscore ()

File name length including path of 220 characters or less
Period (.)

O O O0OO0OO0Oo

Attempts to upload files that fall outside of these parameters will result in an error
message.

(Refer to the Using the Chargeback Management Application section of this document for
addition information on the procedure for challenging a returned to merchant chargeback)
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Recourse Denied

It is recommended that Merchants query for any denied recourse requests on a daily basis
because they do not show up on the PDE-0017 report. The recourse cases may have been
denied because the supporting documentation was not valid or adequate or the Chase
Paymentech Chargeback Analyst may need more information or an explanation in order to
represent the case.

To do this, the user selects “Chargeback Query Search” from the dropdown and then enters the
following data for these fields:

Case Status Change Date: Yesterday's date
Case Status: CB_RCD, CB_DRE, 2C_RCD

Chargeback Lifecycles

The life cycles of chargebacks are illustrated below.
VISA, MasterCard and Discover allow only one representment.

VISA
1 1% Presentment to issuer Original transaction
2 Chargeback Issuer initiates CB on the original transaction
Return to Merchant Chase Paymentech returns the full or partial amount of the CB
to the merchant
3 OR
Representment Chase Paymentech returns the full or partial amount of the CB
to the issuer as invalid
4 Incoming Pre-Arbitration The issuer initiates a Pre-Arbitration or Arbitration case if they
do not accept the representment

Continued on next page
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Chargeback Lifecycles, continued

MasterCard
1 1% Presentment to issuer Original transaction
2 1% Chargeback Issuer initiates CB on the original transaction
3 Return to Merchant Chase Paymentech returns the full or partial amount of the CB
to the merchant
OR
Representment Chase Paymentech returns the full or partial amount of the CB
to the issuer as invalid
4 2" Chargeback Issuer rejects the representment and returns the chargeback a
second time to Chase Paymentech
Return to Merchant Chase Paymentech returns the amount of the CB to the
merchant
2 OR
Outgoing Pre-Arbitration Chase Paymentech submits a Pre-Arbitration case for the CB
Discover
1 1% Presentment to issuer Original transaction
2 Chargeback Issuer initiates CB on the original transaction
3 Return to Merchant Chase Paymentech returns the full or partial amount of the CB
to the merchant
OR
Representment Request Chase Paymentech returns the full or partial amount of the CB
to the issuer as invalid
4 Incoming Pre- Issuer initiates a Pre-Arbitration or Arbitration case if they do
Arbitration/Arbitration not accept the representment
5 Outgoing Arbitration If Chase Paymentech submits a representment request on
behalf of the merchant and Discover denies the request, an
arbitration case can be submitted
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Second Chargeback Notes

If cardholder continues to dispute a transaction by not accepting the representment for

MasterCard:
e Item is returned to Chase Paymentech
e Chargeback analyst reviews item and either
o Submits an outgoing Pre-Arbitration to issuer if warranted OR
o Returns it to Merchant to be accepted

VISA and Discover:
e No second chargeback right exists
e In-coming Pre-Arbitration or Arbitration takes the place of a second chargeback
o (See Exception Processing section for further detail)

Partial Representment / Partial Return To Merchant

VISA, MasterCard and Discover support partial representment of chargebacks when only a
portion of the charged back amount qualifies for representment. The balance of the amount will

be returned to the merchant. The amount split is indicated on the standard chargeback
reporting and in the Paymentech Online Chargeback Management Application.

Example:

A sale transaction for USD$100.00 is presented to the issuer. The issuer
initiates a chargeback for the full amount. Only a portion — USD$70 — of
the chargeback meets the representment requirements. This amount will
be sent back to the issuer by Chase Paymentech as a partial
Representment. The balance that does not meet representment
requirements — USD$30 — is returned to the merchant as a partial Return
to Merchant.

VISA, MasterCard, and Discover allow the Acquirer only one representment
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Query Result Screen Components

Tier 1 Data — Functional Components

Queries run by either the IQA or MCA will result in Tier 1 data being displayed if there is data for
the query selected.

CHASE G
Paymentech
e — ____________________________________________________________|

User; aname

CB Work Queue Query

All CB Query: RR Query: Print Options: Assign Cases: Accept CB(s) | Clear All_| )

Total Item(s) found 8

CB Amount Case Case Status "
Sequence Merchant Order Method of Reason Company Assigned
Number Account Number Number Payment Code Due Date’ (Presentment) Curr Number TD/ ALT ID Status Change =
v Code Date
[F] 214582057 VI 53 10/29/3008{ 103.80 (USD) R AR CB_RTM  09/26/300 aname
[[] 214578891 VI 53 10/29/3300 79.90 (UsD) Ersssid R CB_RTM  09/26/3000{ aname
[F] 214595579 MC 55 10/30/3008{ 3951.57 (USD) e AR CB_RTM  09/26/300 aname
[[] 214799531 MC 08 11/05/ 300 486.04 (USD) Ersssid e CB_RTM  09/27/3000{ aname
[F] 214798908 MC 08 11/05/%0 184.88 (USD) fesoc] s CB_RTM  09/27/300{  aname
[[] 214793525 MC 35 11/05/3000 99.59 (UsSD) TR E s CB_RTM  09/27/304{ aname
D 214798845 MC 08 11/05/3008{ 34.86 (USD) bssosd e CB_RTM  09/27/300 aname
[[] 214794251 MC 08 11/05/ 0 32.54 (UsD) Essssd E s CB_RTM  09/27/304{ aname

The functional and informational components on the Tier 1 data include the following:

Component Description |

Query Name Name of the query run from the Run Query drop down menu
Accept CB(s) Used to accept selected Chargeback cases from the Tier 1 data level
button

Clear All button  Used to clear selections in the Run Query, Run Reports, Print Options and
Assign Cases fields

All Use to select or de-select all cases listed in the query results

[l

All Case Information is available for two years and Document Information is available
for six months from the last case status change date

Continued on next page
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Tier 1 Data — Functional Components, Continued

Component Description
Run Query CB Query :
dropdown

Chargeback Gueries
Aging Detail
CB Work Queue Query
CBs Decizioned by Paymentech
Chargeback Received Query
Chargeback Search Query Menu of available queries for an |QA
Chargebacks Pending Paymentech Deci
Chargebacks to be Assigned
Expired RTH CBs

Customizable Chargeback Queries
Aging Detail - Custom
CB Received - Custom
CB Work Queue Query - Custom
CBs Decizioned by Paymentech - Custo
Chargebacks Pending Paymentech Deci
Chargebacks to be Assigned - Custom
Expired RTWM CBs - Custom

NMana ent Queries
Wnﬂacker Search Query CB Query :

Rules Wizard CB A
Manage CB Auto Assign rules

Chargeback Queries
Aging Detail
CB Work Queue Query
CBs Decisioned by Paymentech
Chargeback Received Query
Chargeback Search Query
Chargebacks Pending Paymentech Decig
Chargebacks to be Assigned
Menu of available queries for an MCA Expif,d RTM CBs ’
Customizable Chargeback Queries
Aging Detail - Custom
CB Received - Custom
CB Work Queue Query - Custom
CB= Decizioned by Paymentech - Custo
Chargebacks Pending Paymentech Deci
Chargebacks to be Assigned - Custom
Expired RTH CBs - Custom
Management Querios
Work Tracker Search Cluery

Print Options Print Options: Menu of available print options
dropdown

Cas=e List

Case Data Onby

Caze & Docs o

Continued on next page
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Tier 1 Data — Functional Components, Continued

Component Description

Assign Case(s) Assign Cases:

dropdown
_L‘B!

aname "l
MM ose
: el
Menu of User IDs for contacts assigned i:':
the MCA Role at your company. bdavis

dduck
aseville
For example: sseville
tseville
sman
fprince
hdumpty
ceringle
ebunmy
tthumb
mgoose
ppan
wdarling
oannie
pcharming
wwitch
rmontigne
jeapulet
khenry
wwind
mnature b

m

Total Items Total number of cases returned in the query
Found
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Tier 1 Data — Informational Components

The column headings that appear on the query results screen are described below.

CB Amount Case (aseStatus = .
Sequence Merchant Order  Method of Reason P Company Assig
Namber  A<count Number Number Payment Code DueDate’ ( rese: el Number TV ATD Sé;‘;: CPB:Ee To

Column Name Description

Sequence # Unique identifying number assigned by Chase Paymentech to the
chargeback. There may be more than one case associated with a
chargeback, but only one sequence # associated with a case

Account # Credit card number

Merchant Order Merchant-assigned identifier

#

Due Date Date by which the merchant must respond if challenging the chargeback

MOP Shows the Method Of Payment code for the original transaction

Reason Code Code representing the reason for the chargeback

CB Amount Amount of the chargeback

Curr Currency type designator

Company # Identification of the Company under which the transaction was processed

TD#/ Alt ID Transaction division number under which the transaction was processed or
the Alternate ID used by some companies

Case Status Current status of the case (See Appendix A)

Code

Case Status Date the current status was applied to the CB case

Change Date

Assigned To Merchant Chargeback Analyst (MCA) assigned to the CB case (may be
blank). This column will show the MCA’s Paymentech Online Login
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Tier 2 Data — Functional Components

The Tier 2 level or Case Information screen contains the following:

e Assign to, Print and Available Actions buttons
e Company information (CO, BU and TD name/ID number, Alternate 1D #)

Case details (Sequence #, Case #, Issuer Message, if any, Due Date, Case Status Change
Date and Case Status)

Chargeback Management
Case Information

Azzigned To (Merchant):

Assign To: I 'l Assign This Case
o d | n Aszigned To (Chase Paymentech):
Prirt: I vl

Ayailable Actions: j
Company: ABC Campany, Inc#123456  BU: Unit1 #12344 Transaction Division: Division 1#123123 Alternate ID #1212
Sequence #: FHRRRRRRRE Case &#: FHERRERR Issuer Msg: Defective
Due Date: 10028700 Case Status Change Date: IO T Case Status: CH_RTM - CBRTM

The following functionality is available:

Assign To:  Used by the IQA to assign cases to an MCA from the Case Information screen

Print Used by both IQAs and MCAs — select the appropriate option from the drop
Options: down menu to create a PDF version of the requested information and print using
the PDF menu icon.

Available Used by MCA - if you wish to respond to the CB from this screen, select the

Actions: appropriate action from the pull down menu. This action will change the Status
and update the Case Status Change Date. Only those actions allowed by your
security access and those actions appropriate to the status code of the case will
be displayed.

When you want to...

Used by the IQA to assign cases to an MCA from the
Case Information screen

Challenge Used by both IQAs and MCAs — select the appropriate
option from the drop down menu to create a PDF version
of the requested information and print using the PDF menu
icon.

Submit Used by MCA - if you wish to respond to the CB from this
Information screen, select the appropriate action from the pull down
menu. This action will change the Status and update the
Case Status Change Date. Only those actions allowed by
your security access and those actions appropriate to the
status code of the case will be displayed.
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Tier 2 Data — Informational Components

Details relating to the case appear below the header on the Case Information screen:

e Chargeback Info

e Original Transaction Info

e Authorization Info

 Related Transactions

e Event History

To view all the line items in the Chargeback Info, Original Transaction Info and Authorization

Info sections, you may use the inside scroll bar.

The Chargeback Info, Original Transaction Info and Authorization Info all have a “More” link that
when clicked will open a new window with additional detail. An example of the “More”

information screen is displayed below:

'
Chargeback Info hare riginal Transaction Info More | =
CB Amaunt (Prezentment) 125.57 (USD) Original Tranzaction &mount 125,57 (USD)
Accourt # Accourt # R RO,
Original Tranzaction Date * Original Tranzaction Date 1015
Reazon Code Description 08 -REQUESTED/REQUIRED AUTH MNOT, Merchart Order #
OBTAIMED POS Ertry Mode
WOP MasterCard Acouirer's Reference # [~
Acouirer's Reference # Merchant Reference #
Merchart Reference # R MOC Code
MCC Code Ha SaleRefund (S/R)
SaleRefund (SR 5 Terminal ID
Card Azsocigtion Usage Code 1 Batch # =
D) 4
Chargeback Info ‘
CB Amourt (Presentment) 125,57 (USD) Acuirer's Reference #
CB Amourt (Settlement) 125.57 (USD) Merchant Reference # frissass o
Reazon Code Description 08 -REQUESTED/REQUIRED AUTH NOT OBTAINED Case Sikling D
Accourt # W R A Caze Status Date 107287 W04
Merchant Order # Encipoint Code MCI
[l MasterCard lzzuer Docs Expected? (M) M
hiZC A Azzociation Case Mumber
Initisted Date L0/ 25 W0 Card Association Usage Code 1
SaleRefund (SR 5 Courntry Code us
Casze Status CB Auto-RTM Intial CB Amourt (Presertmert]  125.57 (USD)
Inttisl CB Amourt (Setflemert) 125,57 (USD)
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Working Chargebacks — the IQA Role
IQA Options

The IQA has the following options in the Chargeback Management application:

e Assigning cases to MCAs to be worked
e Creating rules for auto-accepting and auto-assigning cases
e Running Queries and Customized Queries

If the IQA also has the MCA role assigned to them, they have all the MCA options
available in addition to those listed above

Assigning Cases to an MCA

The IQA assigns cases to the MCA(s) from the Chargebacks To Be Assigned screen.
Assigned cases will be removed from the Chargebacks To Be Assigned list and will show in the
appropriate MCA'’s work queue.

CHASE G
Paymentech
CHARGEBACKS TO BE ASSIGNED
All CB Query: RR Query: Print Options: Assign Cases: [ Accept cB(s) | Clear All | E3)
[l - - - 1
Total Item(s) found 8 — =
5:“:"::‘[";“ Account Number "e';’:’r:":'g"’e' ’;‘;‘mr‘l‘"ngzdsg" Due Date - (CBA (gh - / ALT ID SEEE:; mél};;:s ASSE')"“"
™ 7 z1as8205 VI 53 10/29/300 l‘ﬁ.s b CB_RTM  09/26/330%
[C] 214578891 VI 53 10/29/3060( dduck R CB_RTM  09/26/3000(
[F] 214595579 MC 55 10/30/%0K aseville = e CB_RTM  09/26/X3
D 214799531 MC 08 11/05/3KHK ::::un:: . CB_RTM  09/27/X:HX
D 214798908 MC 08 11/05/5000( mt fzed CB_RTM  09/27/000(
D 214793525 MC 35 11/05/300K ‘hdumpty . CB_RTM  09/27/X
[l 214798845 MC 08 11/05/%GK ceringle e CB_RTM  09/27/%4K
D 214794251 MC o8 117057008 :ﬂ"llﬂ:}'n I e CB_RTM  09/27/00%
Follow the steps below to assign CB cases to an MCA.
Step Action
1 Run the Chargebacks To Be Assigned query or the Chargebacks To Be Assigned —
Custom query
2 Select the case(s) to be assigned to an MCA by clicking on the box to the left of the case
information
If all cases on the list are to be assigned to a single MCA, use the ALL checkbox.
3 In the Assign Cases pull down menu, click on the User ID of the MCA to whom you are

assigning the case(s)

4 A verification box displays allowing you to submit the x|
case assignment or to cancel it if necessary

\gj Click K to Submit or Cancel

Cancel |
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Creating Auto- Decisioning Rules

The IQA is able to establish automatic rules for both accepting and assigning chargeback
cases. This action will insure timely acceptance or distribution of the chargeback cases
governed by the rules. To set-up rules, follow the steps below.

| Step Acton 00 |

User: pcarpenter

1 Rufes Wizard CB Select the List Auto Decision Rules option in the
Manage CB Autn Assign rules Rules Wizard category from the Run Query drop
down menu
The Rules Wizard Page will display
Rules wizard Page
Maintain the Auto-Decision rules below.
Add Mew Rule
Rule Name Assign / Accept Priority Active { Inactive owner Created By
Mo Auto-Decision Rules found for this user
Cancel Reset Save
2 - stemap | fag | glossary | help | search
CHASE O
Paymentech
CHARGEBACK MGMT | TRANSACTION HISTORY | REPORT CENTER | BAMNKINFO | RESOURCES

Rules wizard Page

To display the
maintenance

Maintain the Auto-Decision rules below,

Ruleis Currently {7 Active & |nactive

Action
 accept  © Assign

:l'
Cancel I Reset I

Assighed To

Rule Name Assign | Accept Priority Active  Inactive owner Created By

page' CIiCk on Mo Auto-Decision Rules found for this user
Add New Rule Giteria

Rule Mame |

Reason Code = | [ =l

CB Amaunt [between =] | and |

TO# = [ | =]

co# =x | I =
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Creating Auto- Decisioning Rules, Continued

Step Action

3 Complete the appropriate fields to establish the rule:

e Rule Name (required)

o If the rule involves chargeback reason codes, select the codes from the drop down
menu on the Reason Code line. The selected reason codes will populate the field to
the left. Multiple reason codes may be selected

o If the rule involves an amount range, enter the beginning and ending value in the CB
Amount fields

o If the rule involves one or more Transaction Division Numbers, select the number(s)
from the drop down menu. The number(s) will populate the field to the left.

o If the person to whom cases are being auto-assigned has access rights for more
than one company, select the appropriate company number(s) from the pull down
menu. The field to the left will be populated with the selected number(s)

4 Select the Active radio button to activate the rule.
5 To apply the rule to accepting chargebacks, select the Accept radio button or

To apply the rule to assigning chargebacks, select the Assign radio button and select

the MCA'’s User ID from the drop down menu. The User ID will populate the field to the

left
6 . , w

Click on Save to =

save the rule

Wthh Wl" be e Hatie Aviam Accepd Actew | It wrel waalvsd by

applied on the ' - — m— . \
next calendar " e Lo accmt A S e a
day. The saved S — . -

rules will display
on the Rules et ] oo ) ]

Wizard Page. Enter the run priority value for each rule.

The run priority of the established rules can be reset by entering the correct
order number in the Priority fields and clicking Save. The Reset button will
return the rules to the original priority.

Editing or Deleting a Rule

e To edit an established rule, click on Edit to bring up the maintenance page. Complete the
changes to the appropriate fields and Save the changes

e To delete an established rule, click on Delete.
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Sample Rules

For auto-assigning:

e All chargebacks between 0.00 and 99.99 to a specific MCA
e All chargebacks for division 99999 to a specific MCA

For auto-accepting:
o All chargebacks with reason code XX
e All chargebacks between 0.00 and 25.00

When entering amounts, do not use any currency sign

Accepting Chargebacks

If an IQA also has the MCA role assigned to them, the IQA can accept any or all of the cases
listed on the Chargebacks To Be Assigned screen. Accepted chargeback cases will be removed
from the Chargebacks To Be Assigned queue. Merchants often have an internal business
process that allows them to accept certain cases without review based on such criteria as
amount, reason code or status. Follow the steps below to accept a chargeback.

Step Action
1 Select the case(s) to be accepted by clicking on the checkbox(es) on the left of the
screen.
CHASE O
Paymentech
PO W S e
Al CH Quary: RR Quary: Brivt Ogtiane: Avsign Cases; Accapt CBx) Clear a4 L]
Total ftem{s) found &
Sewwers  pceount Number Farchust et ) DWERGEof Waamin ey ‘m Cury | SomeEny 10/ ALT 1D ’E‘:.-; %ﬂ?“”ﬂ“‘

(1, 2us502057 i 51 a0/26/%0000 100,50 (USD]  FEREEE
v 53 100000 7990 (sD)  eeeens

LS 85 10/30/0000 FsLET (usD) FEEEFF

NC o8 ALD5 0N [USD) LLLiLiy
: an 110830000 =

CO_ATM  09/267000
CE_RATM  DW/26/00H
CU_ATM  09/26000¢
CE_ATM | D9/27/3000

CBRTM  00/27/%9000

Mz 35 110800000 9959 (USD)  ERERRR
3 08 13/08/000 3488 (USD) e
MC 08 11/050000¢ 32.54 (USD)  EEEEEE

EREERE

o Liaraaisy

2 Click on the Accept CB(s) button

Microsoft Internet Explot |

CB_HTM  0S/Z7/%0000

2 A verification box displays allowing you to submit the
\{-/ Click 0K to Submit or Cancel | Accept CB(s) action or to cancel it if necessary.

Cancel |
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Working Chargebacks — MCA Role
MCA Options

MCAs have the following options available in the Chargeback Management application:

e Accepting cases

e Challenging cases

e Submitting information upon request

e Running queries and customizable queries

Accessing Detailed Chargeback Information

The Chargeback Work Queue Query is the default Total Item{g} found &
screen for an MCA. If there are assigned cases in the
work queue, the tier 1 data will be displayed upon
logon. Select the case to be worked by clicking on the S:quehn ce AcC
sequence number. — =
214582057 KM
After you have reviewed a case and then returned to 214578891 Y
the Tier 1 screen, the sequence numbers of the cases
- you have
looked at
Sequence AcC will have changed color to help you distinguish
Number between cases you have and have not yet reviewed

214582057 P

214578891 PO

Continued on next page
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Accessing Detailed Chargeback Information, Continued

Chargeback Management
The Case
It d To (Merchartt
Information e R e ST
screen will .
. . rinit: I A

display detailed
Tlel’ 2 data. Availshle Adians:l -

Company: ABC Compary, Inc #123456  BU: Unit1 #12345 Transaction Division: Division 1 3123123 Aternate 1D #1212

Seq e # Case #: HERRE Issuer Msg: Defective

Due Date: 107295364 Case Status Change Date: 107560 Case Status: CHB_RTM- CB RTM
ReVieW the Chargeback Info Waore  Original Transaction Info More =

. CB Amount (Presentment) 202.05 (USD) Original Transaction Amount 202,05 (USD)
detal Ied Aceount # Aceount #
. . Original Transaction Date * Criginal Transaction Date 06/18/ 23004
|nf0|’mat|0n to Reason Code Description 53 -NOT AS DESCRIBED OR DEFECTIVE Merchart Order #
MO POS Entry Mode

Acguirer's Reference #

aid in making a

VISA

Easssssd

Acguirer's Reference #

.. . Metchant Reference # Metchant Reference #
decision either to GG Code i GG Code
SaleRetund (S/R) 5 SaleRetund (S/R)
acce pt the Card &szociation Usage Code 1 Terminal 1D
h b k CB Cycle 1 Batch # =]
chargeback or to :
g A Related Transactions
challenge it. Sals  Eenung authozafior Chargshacks Reiaals
Event History
Case Status User ID Supporting Docs Event Date =
CB_RTM CB RTM chanalyst A0M0T B
This chargeback is being returned ta you. —
i i CB_IDR CB lzsuer Docs Received opsth D9R231
To assist in the L =t ' :

process, the

Related Transactions section provides links to the Paymentech Online Transaction History
application for information on sales, refunds, authorizations, chargebacks and/or retrievals

processed by the same company for the same account number.

The Event History section displays a reverse chronological record of what actions were taken
on the selected chargeback. The paperclip icon under Supporting Documents links to any
uploaded supporting documents available for the case being worked

Viewing Supporting Documents

To view the supporting documents for the chargeback case, click on a paperclip icon in the
Event History section.

Event History
Case Status User ID Supporting Docs Event Date j
CB_RTM CB RTM chanalyst A0 00
This chargeback is being returned to you.
CB_IDR CB lssuer Docs Received opsftp lm 09723730004 =

The Supporting Documentation screen is displayed with links to any Issuer documents
associated with the chargeback case as well as any documents uploaded by you during a
Challenge or Submit Info action. Clicking on the paperclip icon in the Event History will open the
Supporting Documentation screen.

Continued on next page
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Viewing Supporting Documents, Continued

Issuer Documents:
To view a
document, click on
the icon in front of
the File Name. The

Mo issuer documentation found

Merchant Documents:

Action File Name Date Created Created By document will open
@ Sample_21.TIF O7TMBIXKX 134325 SONORA in a Separate
B downloadDoc2ir 07BN 134326 SOHORA browser window
B ool 07BN 134327 SOHORA

for viewing. To
verify your
uploaded document(s) can be viewed and opened and contain the appropriate information, click
on the icon in front of the file name. If the document cannot be viewed or opened or if it is the
wrong document, check to make sure it is a format type accepted by Chase Paymentech.

Accepting a CB Case

To Accept a chargeback, select Accept Item fromthe [, ... actions:| B
Available Actions drop down menu.

Challenge Item
The Accept Case screen will be displayed. As

indicated on the screen, acceptance of the case
removes it from your work queue. Liability for the transaction is yours as a result of case
acceptance. The details of the case will be retained and can be viewed by doing a search query
on the account number, case ID or sequence number, among other parameters.

Accept Case
Enter the necessary information below,

By accepting this case, you are removing it from your queue and accepting the liablity for this fransaction. You may add a comment or, simply click the Accept belowr,

Cormment

I E
I}
Cancel | Accept Case

Comments, if any, may be entered in the Comments field prior to selecting the Accept Case
button. A Cancel button is available in the event it is needed.

Comments entered in the Comment Section of the Decision Screen will not go to the
Issuers. Only Chase Paymentech will be able to view these comments. All uploaded
documents will go to the Issuer.

Comments are limited to 512 characters. If over the limit, a message will display. This
indicates the comment must be shortened.

Cut and pasted comments will be truncated and a message will be displayed.

Continued on next page
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Accepting a CB Case, Continued

A verification box displays allowing you to submit the Accept Xl

Case information or to cancel it if necessary. .
y \‘5’) Click Ok ko Submit or Cancel

Cancel |

Once submitted, the Tier 2 level data window is closed and
the user is returned to the Tier 1 level screen.

Challenging a CB Case

Aoailable Actions: j
Accept Ttern To Challenge a chargeback, you must be viewing the
M Tier 2 data Chargeback Information screen. Follow the
steps below.

Step Action |

1 Scan the documentation, if necessary, that supports the challenge decision
2 ohallenge Case Select Challenge
Enter the necassary information below Item from the
o Dot s s 1 St oot 30 0 1 s St Fomentcr e et e eneremmmEnset - A vailable Actions

Comment

| | drop down menu to
' access the Challenge

A5 a rasult of recant MastarCard changes, up to 10 documents may be uploadsd

Case screen
Upioad Documert: (Browez—. )
3 Add any comment(s) to support the challenge

Comments entered in the Comment Section of the Decision Screen will not go to the
Issuers. Only Chase Paymentech will be able to view these comments. All uploaded
documents will go to the Issuer.

Comments are limited to 512 characters. If over the limit, a message will display. This
indicates the comment must be shortened.

Cut and pasted comments will be truncated and a message will be displayed.

Continued on next page
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Challenging a CB Case, Continued

4 Use the Browse button to locate the document to be uploaded
e Do not upload any password protected documents as they cannot be opened
or sent to the issuing bank
e File names may only contain:
0 Letters A through Z (uppercase and lowercase permitted)
Numbers 0-9
Dash (-)
Underscore ()
Period (.)
File name length of 220 Characters or less
0 We recommend no space or special characters
e The ending of the file, which indicates the type of file format, should not be changed.
It should remain as system generated, if you change this you run the risk that your
document will not be sent back to the card holder.
e Only the following file formats can be accepted:
o .bmp
.docx
gif
.htm & .html
Jpg & .jpeg
pdf
.png
tif & tiff
Ixt
o Xxls
» Image files should be sent in black and white. Color files do not always transmit
correctly, leaving images blurred and illegible. lllegible files can be declined by the
card brands.
The total file size of submitted documents per case for VISA Chargebacks MUST
be less than 10 MB and 2MB for Discover.
MasterCard has a maximum page limitation of 18 pages for Chargebacks and 4
pages for Retrieval Requests.

O O0OO0OO0O0

O O0OO0OO0O0OO0OO0O

5 Select Open to upload the document into the Chargeback Management application
: Challenge Case Continue to
upload any

To submitthis case o Chiase Paymentech for possible representment, ad a document andior a comment and then lick submit You must add either a document or a it
comrmentto challenge this case. additional
documents.

Commert

tttached are support documents to challenge the chargeback 5| q
A maximum of 10

d documents can be
Uplogd Coumet: [ctsDocuments and Settings\jdavis3\Desktol _Browse., Cancel | Submit Case uploaded
Second Documert: | Browse..
Continued on next page
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Challenging a CB Case, Continued

| Step Action .
7 Click on Submit Case
8 A verification box displays allowing you to submit the

. . Microsoft Internet Explore P
challenged case or to cancel the action, if necessary '

\:.\‘:) Click Ok ta Subrmit or Cancel
Once the challenge is submitted, the Tier 2 level data
window is closed and the user is returned to the Tier 1

Cancel |
level screen.

9 Verify the uploaded document(s) can be viewed and opened and the information is
appropriate

This action removes the case from the MCA’'s Work Queue and notifies the Chase Paymentech
analyst of the challenge.

The challenge action and any merchant comments are added to the Event History for the case.

Event History
Case Status User ID Supporting Docs Event Date o
CB_RTM CB RTM chanalyst 1007 BOKK
This chargeback is being returned to you,
CH_IDR: CB Izsuer Docs Received opsfip [m D9R237XKKK =
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Responding to a Submit Info Request

On occasion, your Chase Paymentech chargeback analyst requires additional information
before they can decision a chargeback case. These requests will appear in your work queue.

Follow the steps below to respond to a Submit Info request.

Step Action

1 Gather the requested information

2 Scan any documents, if needed, for the response

3 On the Tier 2 Data
screen, select
Submit Info from
the Available
Actions pull down
menu to display
the Submit
Requested Info
screen

Submit Requested Info
Enter the necessary information below,

To submitthe requested infarmation to Chase Paymentech add 2 document, andfor 3 comment and then click submit. You
mustadd either a document or a comment o sbmit this cage,

Cammert

4
||
Uplose Dacument; | Browse. . Cancel Submit Case

Add response comments

Use the Browse button to locate the document(s) to be uploaded, if applicable

Select Open to upload the document into the Chargeback Management application

Click on Submit Case

N O~

correct information

Verify the uploaded document can be opened and viewed and that it contains the

Once the requested information is submitted, the Tier 2 level data window is closed and the
user is returned to the Tier 1 level screen.

Uploaded documents, comments and the status code change will be indicated in the Event
History section on the Tier 2 data screen.
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Chargeback Queries
Query Menu

The Chargeback Management application provides you with a number of query options. Detail
for the Chargeback Search and the Customizable Queries are found on the following pages.

Chargeback Queries

Query Description |

Aging Detalil Listing of cases by due date including the number of days remaining to
challenge

CB Work Queue Log on default query. For MCAs: List of all chargeback cases that have

Query been assigned to the MCA who has logged on

CBs Decisioned List of all chargeback cases on which Chase Paymentech has reached a

by Paymentech decision

Chargeback Search screen that allows you to search for cases based on set

Search Query parameters, i.e. Reason Code, Status Code, MCA assigned to, Change
Status Date, etc.

Chargebacks List of all chargebacks currently awaiting a decision by Chase

Pending Paymentech

Paymentech

Decision

Chargebacks To  List of all chargeback cases that were returned to the merchant that have

Be Assigned not been accepted or assigned to an MCA

Expired RTMs List of all returned to merchant chargeback cases with expired timeframes

Customizable Chargeback Queries

Query Description |

Aging Detail - Custom Custom queries allow the IQA or MCA to use 4
CB Work Queue Query - Custom additional parameters when running any of the
CBs Decisioned by Paymentech - queries available to them. The additional criteria
Custom are.

Chargeback Search Query - Custom « Reason Code(s)

Chargebacks Pending Paymentech
Decision - Custom
Chargebacks To Be Assigned -

e CB Amount (Presentment) Range
e Assigned to Merchant

Custom o Case Status Change date or range of
dates
Expired RTM CBs - Custom Instructions on running a custom query are

found on the following pages

Continued on next page
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Query Menu, Continued

Rules Wizard (Available to IQA Only)

| Query Description |
List Auto For IQAs, used to set up and maintain auto-accepting and auto-assigning
Decision Rules rules
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Chargeback Search Queries

Introduction

The Chargeback Search is used to perform a search for a particular chargeback transaction by
date or amount or for a group of like transactions, such as all transactions within a date range or
within an amount range or with a particular status code. There are three search options —
Search, Advanced Search and Customizable Search.

Chargeback Search Screen and Field Definitions

Chargeback Search
To conduct a search for chargeback cases, enter any of the following input criteria to filker your search and then dick Search
Advanced @
Accourt # |= -I |
Sequence # |= -“
Mercharit Order # |= -“
Assigned To (Merchant) |= o |aname |
Due Date hetween | and |
Case Status Change Date between |1Uf01f2008 and |10.f31.f2008
Caze Status [=3 [cerm | CB_RTM:CE RTM |
Search | Clear all

Field Description

Account # Credit card number. Input one or more, separated by commas

Sequence # Sequence Number — unique number assigned by Chase Paymentech that
identifies the transaction in Chase Paymentech’s internal system. Input one or
more, separated by commas

Merchant Order Order number assigned by the merchant and submitted to Chase Paymentech

# with the original transaction record. Input one or more, separated by commas

Assigned To Paymentech Online User ID of the Merchant CB Analyst. Input one or more,

(Merchant) separated by commas. Selecting users from the dropdown will enter them into
the criteria box for you

Due Date Date by which challenge to an item (if any) must be received by Chase

(to/from) Paymentech

Case Status Most recent date on which an action was taken that changed the Status Code on

Change Date the chargeback case

(to/from)

Case Status Predefined status for a chargeback case representing an action taken. A drop

down menu is provided of all possible statuses. (See appendix A for a list of
status codes and their descriptions). Input one or more, separated by commas.
Selecting statuses from the dropdown will enter them into the criteria box for you
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Running a Search Query

Follow the steps below to run a Search Query.

Step Action
1

Chargeback Queries
Aging Detail
CBWork Gueue Guery
CBz Decizioned by Paymentech
Chargeback Search Cuery
Chargebacks Pending Paymentech Decision

Chargehacks to be Assigned Select the appropriate option from the Run
Expired RTM Chs Query drop down menu to display the
Chargeback Search screen
Chargeback Search
To conduct a search for chargehack cases, enter any of the following input criteria to filker your search and then cick Search
Advanced |3
Account # |=_;“
B
Merchant Order & |=_;l |
Assigned To: (Merchant) |=_;[ | |aname B
Due Dite hetween [ and |
Case Status Change Date etween [ro/n1/2008 | 21 end [10/31/2008
Case Status |=__[ [ca_rmm [cB_RTM:CB RTM B
SLmhI Clear all

The Clear All button allows you to clear information entered in the fields for the search

2 Enter the information in one or more fields to help narrow and define your query
results.
3 Click on Search
T
4 The query EHA5E°
results will be W—
displayed as P ——
Tier 1 data G _—r
FeqUEne  ccaunt Number L oTisr || Bhnad =l foeme” tiaa Dwa m) Cure  COMAW gt g:m ‘%Eé:- o
vl 53 1IN0 10390 (U=D) il EEEE CB_RTH OO/ 26/ 000
wi ] 1O/INI00 Te.80 (USD) ERETER EEET CH_RTM 08/ 260000
HC 55 L0000 3WELET (USD) Raaasad Riiad CO_RTM  O8/26/00N
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Advanced Search

The Advanced Search option provides many more parameters to use in narrowing your search.

Accessing Advanced Search

Chargeback Search

Advanced I@
From the secount s '_—‘:
Sequence # I: -
C harg € baCk Merchart Order # m |
SearCh Screen, Assigned To: (Merchart) IE | Iaweldherg =
CIiCk on the Due Date: betwesn | [ ana |
Ad vanc ed button Case Status Change Date between | and |
Case Status == | [ =
Search Clear all I

The Chargeback Advanced Search screen will be displayed

Account # = EI

Acquirer's Reference # (ARN) = EI

Assigned To: (Merchant) = El

Association Case # = EI

Case # = El

CB Cycle = El

Company # = EI

Due Date between and
Initiated Date betwesn and
TD # = EI

MOP = El

Merchant Order # = EI

Merchant Reference # (MRN) = EI

CB Amount (Presentment) between and
Currency (Presentment) = El

Case Status = El

Case Status Change Date between and
Sequence # = EI

Reason Code = El

Ticket # = EI

bheath

Return to Search

[=]
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Advanced Search Field Definitions

Account # * Credit card number

Acquirer's Reference # 23-digit reference number assigned to the transaction by Chase Paymentech
(ARN) * for Issuers and Acquirers to use in identifying the transaction

Assigned To (Merchant)  Paymentech Online User ID of the Merchant CB Analyst. Select MCA User ID
* from drop down menu

Association Case # * Case number assigned to this chargeback item by the card association.
Examples are VISA and PayPal

Case # * Number assigned to the chargeback in the CB Management system

CB Cycle Values are 1 or 2

Company # * Unique number assigned by Chase Paymentech to identify the merchant

Due Date Date by which a response is due to Chase Paymentech. Use single date or a
date range

Initiated Date Date the chargeback was initiated by the Issuer. Enter a single date or date
range

TD# * Transaction Division number — unique number assigned by Chase

Paymentech identifying the transaction division in which the original sale
transaction was processed

MOP * Method of Payment. Select one or more from the drop down menu

Merchant Order # Unique identification number assigned to the original sale transaction by the
merchant

Merchant Reference # The rolling sequential identifier assigned by Chase Paymentech and

(MRN) * embedded in the ARN

CB Amount Amount of chargeback in Presentment currency. Enter a single amount or a

(Presentment) range of amounts

Currency (Presentment)  Currency Code of Presentment amount. Select one or more currency codes
* from the drop down menu

Case Status * Current status of case. Select one or more from the drop down menu

Case Status Change Date the status of the case changed due to activity. Enter a single date or

Date date range

Sequence # * Unique number assigned by Chase Paymentech to identify the chargeback in
an internal system

Reason Code * Card association code representing the reason for the chargeback

Ticket # Unique field for the Airline Industry to search by Ticket #

For all fields marked with an Asterisk (*), you may enter one or more value, separated
by commas
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Running an Advanced Search

Follow the steps below to run an Advanced Search Query.

Step Action
1 Enter the query criteria in the appropriate fields to help narrow and define your query
results

The Clear All button allows you to clear information entered in the fields for the search

2 Click on Search
3 View the query results as Tier 1 data

Customizable Queries

When you run a Customizable Query, you can select additional criteria to further define the
guery and narrow down the results set displayed on the screen. The additional criteria are
applied to whatever regular query you have chosen.

For example: if you select the Chargeback Search Query — Custom option, all of the
parameters for the regular Chargeback Search query will be present. To these you can add any
of the four additional criteria listed below.

The four additional fields on the Enter Filter Criteria screen are:
e Reason Code — select one or more reason codes from the drop down menu. The
codes will populate the field to the left of the drop down list
e CB Amount (Presentment) — enter a range of amounts to search for

o Assigned To Merchant — select the User ID(s) for the MCA(s) desired from the drop
down menu

e Case Status Change Date — enter the single date or a range of dates for which you
want data returned in the query results

Enter Filter Criteria
Flease enter any additional filter criteria

Input any additional criteria you would like applied to the query you have selected, the click Submit

Reason Code [n= [ | =l
CB Amount (Presentment) between and
Assigned To (Merchant) Iin -I | | |
Case Status Change Date [between =] | and |
Clear all Search

The query results will display the Tier 1 data for the chargeback cases selected based on the
criteria entered. The Clear All button is used to clear data from the fields.
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Running a Customizable Search

Step Action |

1 Customizable Chargeback Queries
Aging Detail - Custom Select the appropriate custom option from the
M- CO Received - Custom Run Query drop down menu to display the Enter

CBWork Queue Query - Custom . LT
CBs Decisioned by Paymentech - Cus Filter Criteria screen
Chargebacks Pending Paymentech De
Chargebacks to be Assigned - Custor
Expired RTM CBs - Custom

2 Enter Filter Criteria
Enter the Please enter any additional filter criteria
add |t|0nal fllter Input any additional criteria you would like applied to the guery you have selected, the click Submit.
criteria on the Reasar Code o3 | g
E n ter Fl eI d CB Amount (Presentment) between | and
H H Assigned To cMerchant) in |~ [ [ |
Criteria screen
Case Status Change Date [between =] [10/27/2008 and [10/28/2008
Clear all Search

The Clear All button allows you to clear information entered in the fields for the search
3 Click on Search
4 The query results will be displayed as Tier 1 data

CHASE O

Paymentech

User: sasme

Chargeback Search Query

R Guary ¢ print Optices: Asign Cases: [ AccepeCBia) | [ Ciear Al |

all [= 1.
NI accommuer | Merhmlonier  Mebelolenon s g, (o) cor GESTY  vojmrm e e M
214502057 vl 53 100250 MO0 10250 (UsD) Radadad zzzz CB_RTM  O8/26/ 000
SAASTHEIL vi 53 10/29/ 0% %0 (uso) TETTTT b g CH_RTHM  09/26/ 000
AAAETEL7Y MC 55 10/20/ K00 951,57 (usD) PR i CO_RTM  09/26/00N
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Chargeback Work Tracker Queue

Work Tracker

The Work Tracker Queue allows the user to input
specific data to display chargebacks that have been

worked on or responded to with a specific time period in

the current day.

Input the criteria you would like applied to the query

CE Query

Chargeback Queries
Aging Detail
CB Work Queue Query
CB= Decizioned by Paymentech
Chargeback Received Query
Chargeback Search Query
Chargebacks Pending Paymentech Deciy
Chargebacks to be Assigned
Expired RTH CB=

Customizable Chargeback Queries
Aging Detail - Custom
CB Received - Custom
CB Work Queue Query - Custom
CB= Decizioned by Paymentech - Custo
Chargebacks Pending Paymentech Deciy
Chargebacks to be Assigned - Custom
Expired RTH CB= - Custom

Management Queries

Work Tracker Search Query
-RotestYrraroth
Manage CB Auto Assign rules

Work Tracker Search

Input any additional criteria you would like applied to the query you have selected, the click Submit.
View Chargeback Cases

*indicates required field

User Mame * = v -

Decision Start * Date [ETime 12:00:00 AM

Decision End * Date Time 11:59:59 PM

Reason Code = -
Action(s) = -

Casze Status =
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Work Tracker, Continued

User Name:

Decision
Start:

Decision End:

Reason Code:

Action(s):
Case Status:

The name of the person who Decisioned the case, not the person it is/was
assigned to, multiple selections may be made. This is a required field (MCA
user names will auto-populate when they utilize this query, they will not
have the drop down menu)

Start Date and time (if applicable) that the cases were decisioned. If no time
is provided, a time of 12:00:00 am is assumed. This is a required field
Ending Date and time (if applicable) that cases were decisioned. If no time is
provided, a time of 11:59:59 pm is assumed. This is a required field
Standard list of reason codes

Either Accepted or Challenged

Write in the appropriate Case Status Code that you are searching for

Work Tracker Search

Viiew Chargeback Cases
User Mame *

Decision Start ™
Decision End *
Reason Code
Action(s)

Case Status

*indicates required field

Input any additional criteria you would like applied to the query you have selected, the click Submit.

= w -

Date [ Time 12:00:00 AM
Date [ Time 11:59:59 PM

Clear All Search

When you have entered all of the information to narrow down your search, select the “Search”

button.

When doing a query, it is possible that a chargeback worked during the specified time
period could change multiple times during the time period.

Example: When searching on aname, you can see that aname accepted a chargeback at 9
am even though mmouse challenged it at 2 pm.
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Search Results

From this query, you are able to review what was worked on and adjust as needed (as long as
no actions have been taken by Chase Paymentech on the case), though you can work on cases
from this query, it is not recommended. Only cases that have been worked on by an MCA will
be selected to display in this query. The query will not track case assignment.

Work Tracker Search Query
Al CB Query: RR Query: Print Options:
Total Item(s) found 3
Sequence Merchant Order  Method of Reason
Number e Number Payment Code
214582057 VI 53 10/29/RKRK
214578881 VI 53 10/29/ KKK
214595579 MC 55 10/30/M0H

Assign Cases:

- L4

CB Amount

Due Date. (Presentment) Curr

E
103.90 (U3D)
78.80 (USD)

395157 (USD)

Company
Number

HH
bl
e

Accept C8(s) | [ Clearal | #8)
D/ ALT 1D S(t::f:s caé:asnt;:us Assigned
Code Date o
B CB_RTM  09/26/X8KK
i CB_RTM  08/26/H{H
H CB_RTM  09/26/140

IQAs will have access to view all users when utilizing this feature.

to their own user name only.

MCAs will have access
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Exception Processing

Introduction

Alternate processes are available for recovering funds for the consumer, the issuer or the
merchant outside of the normal chargeback processing arena. These alternatives may be used
for valid situations when

o the time frames for chargeback initiation have expired

o the time frames for representment have expired

e aprevious chargeback was represented and the issuer or cardholder continues to
dispute the charge

o thereis a violation of a MasterCard or VISA regulation for which no chargeback reason
code exists

These alternate processes are grouped for purposes of discussion into the Exception
Processing category. All exception processing is handled by senior level Chargeback Analysts
at Chase Paymentech. Exception processing has no financial impact for the merchant until
resolution is completed.

The exception processing discussed in this section includes

e Pre-Arbitration/Arbitration
e Collection
e Pre-Compliance

Settlements for all exception processes are designated by Reason Code 98 on Chase
Paymentech reporting and in the Paymentech Online Chargeback Management application.

These types of exceptions are handled outside of the Online Chargeback Management
System, however are viewable for informational purposes only (Reason Code 98). If you
come across this situation you should contact your Chargeback Analyst to discuss it
further.

© 2013 Chase Paymentech Solutions, LLC — All rights reserved Page 78
RRCB_Processing_Global_042013.doc Last Revised: 4/15/2013



Incoming Pre-Arbitration/ Arbitration — VISA & Discover

Since VISA and Discover do not allow second chargebacks, any representment that is refused
by the issuer is returned to Chase Paymentech as an incoming Pre-Arbitration or Arbitration
(Pre-Arb/Arb) item.

A Senior Level Chargeback Analyst reviews the incoming Pre-Arb/Arb and determines if it must
be accepted and returned to merchant. If returned, you are notified via a reason code 98 on the
Chargeback Activity Detail (PDE-0017) Report or through the Online Chargeback Management
Application.

If the item can be challenged, the analyst may request additional supporting documentation
from you. Once this is received, the Senior Level analyst will review the documentation and, if it
will resolve the dispute, submit it to the issuer.

If the issuer refuses the Pre-Arbitration response, they will initiate an Arbitration case. This
avenue to funds recovery is used only when the issuer and Chase Paymentech, as an Acquirer,
cannot mutually agree on resolution of a chargeback case. It is a final attempt to successfully
dispute a chargeback. The card associations determine final liability — issuer or merchant. If
the merchant is deemed liable, a 2™ chargeback with reason code 98 is sent to the merchant.

Outgoing Arbitration — Discover

Arbitration may be requested when representment documentation or information that was
previously unavailable can now be provided.

Timeframes: An arbitration case must be submitted and received by Discover Network within
45 calendar days from the close date of the dispute.

Discover Network will make a ruling based upon the regulations and all documentation received
from both the merchant and the issuer. If the case is ruled in favor of the merchant, you will see
a credit with a Reason Code 98 on the Chargeback Activity Detail (PDE-0017) Report and in the
Online Chargeback Management Application. If the response is unfavorable, the chargeback
will remain.

Outgoing Arbitration is only used if one or more of the following are true:

o credit has been issued to the cardholder
e the necessary documentation and history records are available to support the claim

e the monetary amount of the original sales transaction warrants the cost of arbitration,
and

e in the estimation of Chase Paymentech, the case will be ruled in favor of the merchant

In an arbitration case, whoever is deemed responsible for the chargeback is also responsible for
paying all the fees associated with the case.
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Outgoing Pre-Arbitration / Arbitration — MasterCard

When Chase Paymentech receives a MasterCard second chargeback, a Chargeback Analyst
reviews the item and determines if it can be challenged or if it must be accepted and returned to
the merchant. If the item is challenged, Chase Paymentech sends an out-going good faith
attempt (Pre-Arb) to resolve the chargeback within 30 days from the chargeback initiated date.

If an issuer does not accept the Pre-Arbitration request or if they do not respond within the
allotted time frame, Chase Paymentech may submit the item to Arbitration if it is felt that the
case can be decided in favor of the merchant.

If the case is ruled in favor of the merchant, you will see a credit with a Reason Code 98 on the
Chargeback Activity Detail (PDE-0017) Report and in the Online Chargeback Management
Application. If the response is unfavorable, the chargeback will remain.

Outgoing Pre-Arbitration/Arbitration is only used if one or more of the following are true:
o credit has been issued to the cardholder

e the necessary documentation and history records are available to support the claim

o the monetary amount of the original sales transaction warrants the cost of arbitration,
and

e in the estimation of Chase Paymentech, the case will be ruled in favor of the merchant

In an arbitration case, whoever is deemed responsible for the chargeback is also responsible for
paying all the fees associated with the case.

Incoming Collection

An incoming collection item in the form of a Good Faith case is generated by an issuer when
they have failed to meet the timeframes for initiating a chargeback. The issuer is asking for the
merchant’s review and response.

For VISA and MasterCard to qualify for incoming collection, the chargeback must be over the
USD50.00 minimum and be less than 1 year old.

Discover has no limits on amount or age of transaction
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Outgoing Collection — VISA & MasterCard

In the outgoing collection process, Chase Paymentech sends a Good Faith case to the issuer
when time frames for representment have been exceeded.

The issuer is asked to review and respond. The chargeback must be over the USD50.00
minimum and be less than 1 year old.

A favorable response from the issuer will be indicated by a credit with a Reason Code 98 on the
Chargeback Activity Detail (PDE-0017) Report or in the Online Chargeback Management
Application. f the response is unfavorable, the chargeback will remain.

Each issuer sets its own minimum amounts and time frames. Some issuers will not
review any collection case that is under $100 or are older than 6 months.

Pre-Compliance — Incoming and Outgoing — VISA and
MasterCard

A pre-compliance case is generated when there has been a violation of a card association rule
or regulation for which there is no established reason code. The cases can be initiated by either
the issuer or Chase Paymentech and are usually for technical reasons.

When an incoming pre-compliance case is received, Chase Paymentech may notify the
merchant and fax a form with details about the case. The merchant has 14 days from the
initiated date to provide a rebuttal (if they wish to dispute the pre-compliance case) or to issue a
credit (thus avoiding a chargeback). Not all pre-compliance cases require a notification to the
merchant. If the case is due to a technical reason such as no valid authorization, the analyst at
Chase Paymentech will make the decision to accept or deny it.

If an incoming pre-compliance case is accepted, the merchant will receive a debit for a Reason
Code 98 on the Chargeback Activity Detail (PDE-0017) Report or in the Online Chargeback
Management Application.

Outgoing pre-compliance is used when a merchant requests recourse due to a credit being
issued AND the chargeback is beyond the time frames allowed for representment. If an
outgoing pre-compliance case is accepted by the issuer, the merchant will receive a credit for a
reason code 98.
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Chargeback Analysis Reporting

Introduction

Chase Paymentech provides the following analysis reports to assist you in managing your
chargebacks:

PDE-0017 — Chargeback Activity — Monthly version
This report summarizes the count and amount of chargebacks in the following categories
Received, Represented, Returned to Merchant, Recourse and Ending Inventory for the
month sorted by Card Type and Reason Code. When viewed monthly, this report may
indicate trends in your chargeback activity that should be investigated. For example, a
sharp rise in Credit Not Processed chargeback reason codes should alert you to review
your refund procedures to insure employees are adhering to your polices.

PDE-0039 — Chargebacks Won/Lost Summary
This report displays the Win/Lost Success % by comparing the numbers of Chargebacks
Auto-Represented, Represented by PTI, and those Represented due to recourse to the
total number of Chargebacks received during the report period. The total represented
success percentages are adjusted for 2™ chargebacks and incoming Pre-Arbs to
determine the total success percentage. The data is sorted by reason code for each
Method of Payment (MOP) and totaled for all reason codes for all MOPs to give a Grand
total for the chargebacks initiated during the date range indicated in the Initiated CB
Date Range field in the report header.

The report analyzes data from three months before the current date.

JCB Retrieval and Chargeback Processing

The processing of JCB chargebacks is handled the same as Discover chargebacks. Refer to
the pages that describe Discover Chargeback Processing.
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Bill Me Later (BML) Chargeback Processing

The processing of Bill Me Later chargebacks is similar to that for MasterCard chargebacks.
This section provides information about BML Chargeback Processing, and describes the impact
to the reports. A list of BML Chargeback Reason Codes is provided in the Chargeback
Reason Codes Manual available on the Paymentech Online Resources Tab/User Manuals.

Time Frames:
Below is a discussion of the timeframes allowed for the processing cycles for BML
chargebacks.

1st Chargebacks
Bill Me Later usually has 120 calendar days to initiate chargebacks with some
exceptions:

o Merchant Credit Not Processed (Al) — may be extended up to a year if
customer returned merchandise or cancelled the service and no credit has
been given

o Date of Discovery — BML may initiate a chargeback for any reason code
within 60 days of a customer reporting a problem to Bill Me Later customer
service

Representments
Merchants have 39 days to request recourse from Chase Paymentech under the
following circumstances:

e Additional information can be provided to remedy the chargeback

e The documentation required from the issuer to support the chargeback was
not received or was incomplete

e The chargeback was invalid

e The transaction reference number and/or the cardholder’'s account number
was invalid

o The chargeback was misrouted (sent to Chase Paymentech in error)

2" Chargebacks
Bill Me Later may submit a 2™ chargeback to Chase Paymentech within 45 calendar
days of the representment date under the following circumstances:

e It was incorrect or did not remedy the 1* chargeback

e The documentation required from Chase Paymentech (merchant) was not
received or was incomplete

e Documentation missing from the 1% chargeback can be provided

¢ A different chargeback reason code, not apparent when the item was first
charged back, is now apparent

e The transaction reference number and/or the cardholder’s account number
was invalid or was not the same as the original and can be correctly provided
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PayPal Chargeback Processing

The processing of PayPal chargebacks is somewhat different from other methods already
documented for other card types. A list of Chargeback Reason Codes is located in the
Chargeback Reason Codes Manual available on the Paymentech Online Resources Tab/User
Manuals.

Time Frames
Below is a discussion of the time frames allowed for the processing of PayPal
chargebacks.

1°' Chargebacks

Merchants have 10 days for representing a Paypal Chargeback

PayPal follows the same time frames as VISA and MasterCard if the consumer is having
their credit card debited by PayPal for the transaction.
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Appendix A

Case Status Codes

Case Status Code Description
RR_REC Retrieval Received
RR_DIS Retrieval Disregarded
RR_FFR Retrieval Fulfill Requested
RR_FFL Retrieval Fulfilled
RR_AFL Retrieval Auto—Fulfilled
RR_EXP Retrieval Expired
RR_DEC Retrieval Decline
Case Status Code Description
CB_ACC CB Accepted
CB_ADR CB Accepted Docs Received
CB_ARP CB Auto Represent
CB_ART CB Auto RTM
CB_CDR CB Challenged Issuer Docs Received
CB_CLG CB Challenged
CB_DOC CB Doc Received Awaiting CB
CB_DRE CB Recourse Denied RTM Expired
CB_EIN CB RTM Expired Info Needed
CB_EIS CB RTM Expired Info Submitted
CB_ERR CB RTM Expired Recourse Requested
CB_ESC CB Escalated for Exception Processing
CB_EXP CB Expired
CB_IDR CB Issuer Docs Received
CB_INF CB Received Info Needed
CB_INS CB Received Info Submitted
CB_IRD CB Info Request — Issuer Docs Received
CB_IRS CB Info Submitted — Issuer Docs Received
CB_RAC CB RTM Accepted
CB_RAD CB Received Awaiting Docs
CB_RCD CB Recourse Denied
Continued on next page
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Case Status Codes, Continued

Case Status Code Description

CB_RCR CB RTM Recourse Requested

CB_REC CB Received

CB_REP CB Represented

CB_REPREQ CB Representment Requested (Discover only)

CB_RPR CB Represented Result of Recourse

CB_RPRREQ CB Representment Result of Recourse Requested (Discover
- only)

CB_RRN CB RTM Recourse Info Needed

CB_RRS CB RTM Recourse Info Submitted

CB_RTM CB Return to Merchant

Case Status Code Description

2C_ACC 2" CB Accepted

2C_CDR 2"? CB Challenged Issuer Docs Received

2C_CLG 2"? CB Challenged

2C_DOC 2"? CB Docs Received Awaiting CB

2C_DRE 2" CB Recourse Denied Expired

2C EIN 2"? CB Recourse Info Needed Expired

2C_EIS 2" CB Recourse Info Submitted Expired

2C_ERR 2"? CB Expired Recourse Requested

2C_ESC 2"! CB Escalated for Exception Processing

2C_EXP 2" CB Expired

2C _IDR 2"? CB Issuer Docs Received

2C_INF 2" CB Docs Received Info Needed

2C_INS 2"? CB Docs Received Info Submitted

2C_RAC 2" CB RTM Accepted

2C_RCD 2"? CB Recourse Denied

2C_REC 2"? CB Received

2C_REP 2" CB Represented (only allowed for Diner’s MOP)

2C_RRI 2" CB RTM Recourse Info Needed

2C_RRN 2" CB Recourse Received Notification

2C_RRR 2" CB RTM Recourse Requested

2C_RRS 2" CB RTM Recourse Info Submitted

2C_RTM 2"? CB Return to Merchant
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Appendix B

Reporting Overview

Chase Paymentech provides a number of reports to help you manage your chargebacks. Samples, descriptions of use and field
definitions of the following reports are included in this Appendix:

e Retrievals Received (PDE-0021)

o Retrieval Activity (PDE-0029)

e Chargeback Won/Lost Summary (PDE-0039)

e Chargeback User Efficiency (PDE-0040)

e Chargeback Management Aging (PDE-0041)

o Chargeback Work Queue Summary (PDE-0042)

e Chargeback Won/Lost Summary by User (PDE-0043)

Retrievals Received (PDE-0021) — Description & Use

This report can be generated for merchants who wish to be notified of all retrieval activity. Merchants can use the information on this
report to proactively contact the cardholder to answer questions on the sale transaction. Some merchants use the information to flag
accounts for potential chargeback activity.
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Retrievals Received (PDE-0021) — Report Sample

CHASE O

Retrieval Received (PDE-0021)
ABC Company, Inc. - CO # 123456

Currency Pair: Presentment: USD - U.5. Dollars/ SetHement: USD - LS. Dollars
Reporting Period: From 08/19/2008 through 08/19/2008

Original Retrieval Retrieval

Sale Reason Received
Sequence # TD # Merchant Order # Account # Date Code Date Retrieval Amount
00ao000m 1111 100000 4000000000000001 o7/09/0s8 33 0s/19/08 55,40
Qaooooooz 1111 10000002 4000000000000002 o7f14/08 33 o0z/19/08 259,42
00ao0o0003 1111 10000003 4000000000000004 o7f0s/0s 33 o0s/19/08 215,82
Qooooooogd 2222 10000004 4 J0a0ooooooaaoos 0s/14/08 33 0s/19/08 339,41
Qoooooons 3333 10000005 SO00000000000001 O&/08/083 41 o0z/19/08 115.27
Totals: b 995.32
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Retrievals Received (PDE-0021) — Field Definitions

Field " Definition

Sequence # Number assigned by Chase Paymentech to the retrieval request

TD # Transaction Division number

Merchant Order # Order number assigned by the merchant and submitted to Chase Paymentech with the original sale
transaction

Account # Credit card number associated with the retrieval request

Original Sale Date The date that the original sale transaction occurred

Retrieval Reason 3-digit code indicating the reason for the retrieval request. A hyperlink to a HELP guide defining all Reason

Code Codes

Retrieval Received Date that the Retrieval Request was received by Chase Paymentech

Date

Retrieval Amount Amount of the transaction
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Retrieval Activity (PDE-0029) — Description & Use

This report is available for all merchants processing retail or Discover transactions. It gives prompt notification of retrievals that
require a response to Chase Paymentech. Non- or late fulfillment of the retrieval request may result in a chargeback that cannot be
represented. The report provides a list of outstanding requests that have yet to be worked. These remain on the report for 21 days.

Retrieval Activity (PDE-0029) — Report Sample

CHASE G

Retrieval Activity (PDE-0029)
ABC Company, IHC - COZ 123456

Reporting Period: From 08,/19/2008 through 08/19,/2008

Retrisval Requests Received

Currency Pair: Presentment: USD - .S, Dollars/ SetHement: USD - UL5. Dollars

Original  Retrieval
Auth  Auth Transaction PBeason Retrieval Response
Sequenced TD # Merchant Order # MOP Account # Date Code Date Code  RevDate Due Date Retrieval Amount Terminal # Batch #
Q00000006 gade BO000000 YT 400000000000000006 07/08/08 QOOOEF  O7/0%/0% 33 08/19/028 09/09/08 &340
Q00000007 Add# FO0000o0 Y1 40000000000000000 7 07/13/08 00007G  O7/14/08 33 08/19/08 09/09/08 259.4%
Q00000005 gaie 50000000 Y1 400000000000000008 07/07/08 00003H  07/08/08 33 08/19/08 09/09/08 215,82
000000009 #ids 50000000 VI 400000000000000003 08/13/08 000091 08/14/08 33 08/19/08 09/0%/05 339.41
000000010 #dd 11000000 M 500000000000000001 0ef07/08 00010)  0&f0a/08 41 08/19/08 09/09/08 115,27
Totals: 3 095.32
Retrieval Requests Outstanding
Driginal Retrieval
Auth Auth Transaction Reason Retrieval Response
Sequence# TD # Merchant Order # MOP Account # Date Code Date Code Rcv Date Due Date Retrieval Amount Terminal # Batch #
000000001 Ades 10000000 VI 400000000000000001 05/21/08 00001 & 05/22/08 25 07/30/0E 08/20/05 235,85
000000002 A 20000000 VI 400000000000000002 07f19/08 000028 07/ 20/08 33 07/30/08 08/20/08 274,15
000000003 Ad#d 30000000 VI 400000000000000003 06/03/08 00003C  0&/04/08 25 07/30/08 08/20/08 72,97
000000004 A 40000000 VI 400000000000000004 07/11/08 000040 07/12/08 33 07/30/08 08/20/08 100,00
000000005 A 50000000 VI 400000000000000005 07/11/08 D000SE  07/12/08 33 07/30/08 0&/20/08 100,00
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Retrievals Received (PDE-0021) — Field Definitions

| Fied  Definiion ... |
Retrieval Requests This section lists all retrieval requests that were received in the reporting period
Received
Retrieval Requests This section lists all retrieval requests that have not yet been decisioned that are not yet 21 days old Items
Outstanding will come off of report once a response has been received or 21 days have passed
Sequence # Number assigned by Chase Paymentech to the retrieval request
TD# Transaction Division number
Merchant Order # Order number assigned by the merchant and submitted to Chase Paymentech with the original sale
transaction
MOP Method of Payment
Account # Credit card number associated with the retrieval request
Auth Date Date the original auth was issued
Auth Code The code on the original auth
Original Transaction  The date that the original sale transaction occurred
Date
Retrieval Reason 3-digit code indicating the reason for the retrieval request. A hyperlink to a HELP guide defining all Reason
Code Codes
Retrieval Rcv Date Date that the Retrieval Request was received by Chase Paymentech
Response Due Date  Date that a response is due by in order to respond to the issuing bank
Retrieval Amount Amount of the transaction
Terminal # If Retail, this field will show the terminal # the original transaction occurred at
Batch # If Retail, this field will show the batch number the transaction was submitted under.
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Chargebacks Won/Lost Summary (PDE-0039) — Description & Use

This monthly report displays the Win/Loss Success % by comparing the numbers of Chargebacks Auto-Represented, Represented
by PTI, and those Represented due to Recourse to the total number of Chargebacks received during the report period. The total
represented success percentages are adjusted for 2™ chargebacks and incoming pre-arbs to determine the total success
percentage. The data is sorted by reason code for each MOP and totaled for all reason codes for all MOPs to give a Grand Total for
the chargebacks initiated during the date range indicated in the Initiated CB Date Range field in the report header. The report uses
data from 3 months prior to the report generation date allowing ample time for 2" chargebacks and Pre-Arbs to be received.

Chargebacks Won/Lost Summary (PDE-0039) — Report Sample

-
CHASE © e 1
| Pt Gerc 901502007 DRi34:39 am E7]
& horttmestern Bolewerd, Sehes, Mk 030F5- 1582
- - Tel (40F) gue-a331. BEmal: Merchan| el e s B oSr Ep e nEch.oum
Chargebacks Won/Lost Summary (PDE-0039)
ABC Corporation, Inc - CO#% 123456
Currency Pair: Presentment: USD - U.S. Dollars/ Settlement: USD - U.S. Dollars
Reperting Period: From 05/01/2007 threwgh 05 /3172007 * Total Success % = (Total rapresentments - Inceming 2ad CBs or Pre-Arbs |/ Total CBs Received
MOP: VISA Represented due Auto-Rep § PTI-Rep f Recaurse [ Incoming 2md CBs
Received by FTI o Recaurse Tatal CES Total CES Total CBS {Pre:Arbs “Total
Reason Code Count Amount Count Amount Count Armaunt Count e o % Count Amount Sutcess B
30 SERVICES NOT RENDERELYVMDSE HOT RECVD z 1.502.44 ] o 1 TIZ.EE o o 0.00% E0.00% 0.00% ] ] 50.00%
53 MOT &S DESCRIEED OR DEFECTIVE 1 1,578.20 ] o [ [ o o 0.00% 0.00% 0.00% ] ] 0.00%
60 REQUESTED ITEM ILLEGIELE OF INWALID 1 67.41 ] ] [ [ 1 67.41 0.00% 0.00% 100.00% -] -] 200.00%
71 DECLINED: AUTHORIZATION a5 22,259.76 o o 2 TET.A3 o o 0.00% 3.53% 0.00% El 1,080.79 5.58%
72 REQUESTELVREGUIRED AUTH NOT OBETAINED a0 741522 o a 1 39.94 o o 0.00% 2.50% 0.00% -] -] 2.50%
75 CARDHOLDER DOES NOT RECOGHIZE TRANS 7 1,252.27 ] ] [ [ 2 924.47 0.00% 0.00% ZB.57% 1 2000 14.79%
76 IMCCRRECT TRAMESDR CURRENCY CODE 2 535.74 o o [ [ 2 £35.74 0.00% 0.00% 100.00% ] [-] 100.00%
77 NOM-MATCHING SCCOUNT NUMEER 54 2,607.88 a o [ [ o o 0.00% 0.00% 0.00% ] ] 0.00%
80 TMCCRRECT TRANE AMOUNT OF ACCT MUMBER 1 101.42 o o [ [ 1 10442 0.00% 0.00% 100.00% ] ] 100.00%
81 FRAUDULENT TRANS-CARD PRESENT 3 1,023.16 a o [ [ o o 0.00% 0.00% 0.00% -] -] 0.00%
82 DUPLICATE PROCESSING 12 £62E.17 ] ] 3 E11.56 7 2,2084.67 0.00% I5.00% 58.33% ] ] 23.33%
83 FRALD TRANS-MO CARDHOLDR AUTHORIZATION ] 11,199.55 ] o [ [ 1 145.55 0.00% 0.00% 4.55% 1 45,38 0.00%
82 CREDIT MOT PROCESSED 10 1,633.34 ] o [ [ a 586,59 C.O0% 0.00% £0.00% o ] 40.00%
VISA Totals 240 57,992_65 ] ] a ,124.29 18 4,845.95 0.00% 3.33% 7_50% 10 1,215.15 5.57%
MOP: MasterCard Represented due Auto-Rep § PTI-Rep / Recourse [ Incoming Imd CBs
Received Auto-R by PTL e Retourse Total CES Total CBS Total CBS /Pra-Arbs *Taotal
Reason Code Count Amsunt Count Count Count % o a4 Count Arsount %
07 ACCOUNT MUMBER OM WARNING BULLETIN 1 TE.51 1 76.51 [ [ [ [ 100.00% 0.00% 0.00% [] [] 100.00%
08 REQUESTED/RECQUIRED ALUTH NOT OBETAINED: 255 97,429.54 17 ,395.72 =1 32,295.51 o o ST T0.00%: 0.00% 4 3,335.3% I5.40%
12 NON-MATCHING ACCOUNT KUMEER 17 TE5.02 a a [ [ o o 0.00% 0.00% 0.00% -] -] 0.00%
34 DURLICATE PRCCESSING [ 1,101.16 ] o 1 13146 4 513.17 o.00% 16.57%: 56.57% o o 23.23%
35 CARD NOT VALID OR EXFIRED 1 75.08 o o [ [ o 0.00% 0.00% 0.00% -] -] 0.00%
37 FRALD TRANS-NO CARDHOLDR AUTHORIZATION 51 34,203.38 ] ] 1 450.00 22 14,314.12 0.00% 1.95% £3.14% 7 5,704.20 21.37%
53 NOT &5 DESCRIEED OR DEFECTIVE 1 4,363.00 o o 1 436200 o o 0.00% 100.00%: 0.00% [-] [] 100.00%
55 NOM-RECEIFT OF MERCHAMNDISE 5 E,727.18 ] ] [ [ 1 2,832.33 0.00% 0.00% Z0.00% ] [-] F0.00%
59 SERWICES NOT RENDERED z 1,648.22 ] o [ o 1 448.22 0.00% 0.00% 50.00% ] ] 50.00%
60 CREDIT MOT PROCESSED 3 57418 o o 1 =751 2 516.57 o.00% 23.33% 56.57% z E16.ET 23.33%
63 CARDHOLDER DOES NOT RECOGMIZE TRANS z 157.93 ] ] [ [ 1 34.10 0.00% 0.00% 50.00% ] ] 20.00%
AW CHARGEEACK REVERSAL 1 [66.29] o o o o o o 0.00% 0.00% 0.00% ] ] 0.00%
MasterCard Totals 345 147,159.94 18 2,472.23 =5 37,302.48 ET) 18,558,561 =.22% 15.54% B.09% 13 2,646.26 I6.38%
ALL MOPS Represented dus Auto-Rep § PTI-Reg Recourse [ Incoming 2nd CBs
Received Auto- R by FTI e Recourse Total CES Total CBS Total CBS {Pre-Arbs *Total
Caunt Amsunt Count Amount Camnl Amsanl Caunt e o B Coummt Armoanl Sucoess %
Grand Total 585  05,152.56 1B 2,472.23 E 40,428.77 ) 23,704.56 2.03% 10.77% 8_38% 33 10,881.41 1B.30%
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Chargebacks Won/Lost Summary (PDE-0039) — Field Definitions

Field Definition

MOP
Reason Code

Received — Count
and Amount
Auto-Represented
Count and Amount
Represented by PTI
Count and Amount
Represented due to
Recourse
Auto-Rep/Total CBs
Success %
PTI-Rep/ Total CBs
Success %
Recourse/Total CBs
Success %
Incoming 2™
CBs/Pre-Arbs Count
and Amount

Total success %

MOP - Total
MOP - ALL

Method of Payment (VISA, MasterCard, JCB, Diner’s and other Settled MOPSs)

Listing by MOP of the reason codes and their descriptions associated with the chargebacks received during
the reporting date range

Count and amount of chargebacks received during the reporting period

Count and amount of chargebacks auto-represented by Chase Paymentech during the reporting period

Count and amount of chargebacks represented by Chase Paymentech’s chargeback analysts during the
reporting period

Count and amount of chargebacks represented as a result of merchant challenge or recourse during the
reporting period

Success rate for auto-represented chargebacks compared to the total chargebacks received during the
reporting period

Success rate for PTI-represented chargebacks compared to the total chargebacks received during the
reporting period

Success rate for chargebacks represented due to recourse compared to he total chargebacks received
during the reporting period

Count and amount of 2™ chargebacks and incoming pre-arbs (Reason Code 98) that are matched to the
same sale (Acquirer's Reference Number — ARN) regardless of status

Total success % is calculated as follows:
Total representments (auto-, PTI, Recourse) minus Incoming 2™ Chargebacks and Pre-Arbs divided
by the total number of chargebacks received during the reporting period
Column totals for each MOP
Grand Total for all reason codes for all MOPs. Total success % in this section represents the overall
success rate for the reporting period
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Chargeback Management User Efficiency (PDE-0040) — Description & Use

This report tracks the chargeback cases assigned to Merchant Chargeback Analysts (MCAs), the number of the assigned cases
accepted or challenged, and the total number of items worked during the date range of the report. The last column indicates the
efficiency of the MCA during the reporting period expressed as a percentage.

Chargeback Management User Efficiency (PDE-0040) — Report Sample

gt Gan: Bf27/30O7 D5:&8:49 g ET

CHASE ©)

& Mortbaailarn Bculesard, Sales, N5 D3079- 1952
Tl {£03) #36-8333. Emall: T L1, £am

Chargeback Management User Efficiency (PDE-0040)
ABC Corporation, Inc - Co® 123456

Currancy Pair: Presantment: USD - WS, Dollars/ Sattlement: USD - U.S. Dollars
Reporing Perlod From: O6OHEOOT - O3 &0

Assigned Accapted Challenged Total Workad
User Count Amount Count Brnount Accepiedth Count Amount Challenged Count Amount Work Rata
midi g A 38.290.89 53 37,490,992 112.50%: 17 783540 30.35% aa 45,326.39 143, BE
o a7 B ODG. 71 o o 0,00 % 71 46,3135 88 ol L Rt 46,335 88 263, %
= 47 24 823,45 =1 30,370.51 10251 % 4 TLEL B.51% a5 3L.142.02 117.03%
v B 48, 764,55 1oz 7037815 120,00 % T 3,112.98 B.245% 109 7349012 1Z8.24%
----- - 9 30,026.80 a5 AT, 447,48 107.59%: & 31,335.82 1.59% a1 40,783.30 115.19%
250 106,064, B4 1] ] 0,00 % 0 0 0.0 5% L] a 0.00%
TOTAL il 262 0%6.24 ol 17568713 55.33%: 105 61,391.59 19.30% 406 237.078.7% T4.63%
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Chargeback Management User Efficiency (PDE-0040) — Field Definitions

| Fied . Definiion ... |

User MCA User ID

Assigned Count and amount of chargeback cases assigned to the MCA during the reporting period

Accepted Count and amount of assigned chargeback cases accepted by the MCA during the reporting period

Accepted % Percentage of assigned chargeback cases that were accepted by the MCA during the reporting period

Challenged Count and amount of assigned chargeback cases challenged by the MCA during the reporting period

Challenged % Percentage of assigned chargeback cases that were challenged by the MCA during the reporting period

Total Worked Total count and amount = of chargeback cases worked by the MCA during the reporting period

Work Rate Percentage of Total Worked compared to the number of chargeback cases assigned to the MCA during the
reporting period. NOTE: A work rate of above 100% indicates the MCA decisioned cases that had been
assigned in the previous month.
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Chargeback Management Aging (PDE-0041) — Description & Use

This report tracks the number of chargeback cases assigned to MCAs by the number of days since the chargeback initiation date.
This gives management an indication of how many assigned chargeback cases remain to be worked by the specific MCA. Case
Status Codes included in this report are: CB_REC, CB_IDR, CB_INF, CB_RTM, CB_RRN, 2C_REC, 2C_IDR, 2C_INF, 2C_RTM,
2C_RIN and CB_EIN. Descriptions of these codes can be found in Appendix A.

Chargeback Management Aging (PDE-0041) — Report Sample

CHASE %)
" Rpt Gen: Bf2772007 05:41:58 am ET

4 Mortheastern Boulevard, Salem, NH 03075-15952
Tel (603) B96-8333. Email: Marabant_5 arvia saifEo e apaymanteah.aom

Chargeback Management Aging (PDE-0041)
ABC Corporation, Inc - GO& 123456

Currency Pair: Presentment: USD - U.5. Dollars/ Settlement: USD - U.5, Dollars
Reparting Periad: From 08/01/2007 through 08/31/2007

Days since initiated date

User 46+ 41-45 36-40 31-35 26-30 21-25 16-20 11- 15 6 -10 1-5
et - ] 0 ] 0 1 2 0 1 0 0
- 11 0 ] 3 e ig 21 & 5 3

—- - 1] 0 ] 0 a 0 0 2 o 0

R 0 0 0 1 a 2 o 1 1 0

0 0 ] 0 a 0 0 0 o 0

TOTAL 11 0 0 = 10 20 21 12 10 3
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Chargeback Management Aging (PDE-0041) — Field Definitions

Field Definition

User MCA User ID
Days since initiated Count of assigned chargeback cases outstanding per number of days in 5-day groupings (1 -5, 6 — 10, etc.)

date through day 46
Total Total count of outstanding assigned chargeback cases per number of days
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Chargeback Management Work Queue Summary (PDE-0042) — Description & Use

This report provides a summary of the count and amount of assigned chargeback cases assigned to each User during the reporting
period. The chargebacks are sorted by their Status Code and a description of the codes is included. The count and amount of all
Status codes are totaled for each User. There is also a grand total sorted by Status Code for all Users.
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Chargeback Management Work Queue Summary (PDE-0042) — Report Sample

4 Mortheastern Boulavard, Salerm, NH 03079-1952
Tel (603) 896-8333. Email: Merchant_Services@chazepaymentech.com

I I
Chargeback Management Work Queue Summary (PDE-0042)
ABC Corporation, Inc - CO# 123456

Currency Pair: Presentment: USD - U.5, Dollars/ Settlement: USD - U5, Dollars
Reporting Period: From 08,/01/2007 through 08/31/2007

CHASE ¢ i
"-' Rpt Gen: 82772007 05:40:27 am ET

1of 1

User Status Status Description Count Amount
- e CE_ART CB Autc RTM 21 7.656.56
CB_RTM CBRTM 3 16,.760.587

Total: 26 24.417.43

2C RTM  2nd CB RTHM 11 5.073.69

CB_IDR CB Issuer Docs Received 14 9.523.83

CB_REC CB Received 13 1,101.53

CB_RTM CB RTM &9 31,980.06

Totzl: a7 47.679.13

CB_RT™ CBRTM 2 724,69
Total: 2 714.6%

CB_IDR  CB Issuer Docs Received 1 58,74

CB_RTM CB RTM 3 4,390,235

Total: & 4.458.99

e CBE_ART CB Autc RTM 1 375.98
CB_RT™ CBRTM 1 104,88

Total: 2 454.86

ALL{GRAND TOTAL) 2C_RTM  2nd CB RTM 11 3.073.69
CB_ART CB &utc RTM 22 B,036.54

CB_IDR CB Issuer Docs Received 15 9.592.59

CB_REC CB Received 13 1,101.53

CB_RTM CB RTM 82 53.960.73

Totzl: 143 77.7653.12
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Chargeback Management Work Queue Summary (PDE-0042) — Field Definitions

Field Definition

User MCA User ID

Status Status code category for the assigned chargeback cases

Status Description Description of the status code category for the assigned chargeback cases

Count Count of the chargeback cases listed by status code for the MCA

Amount Amount of the chargeback cases listed by status code for the MCS

Total Total count and amount of all chargebacks assigned to the MCA during the reporting period

ALL (Grand Total) Count and amount of chargeback cases assigned to all MCAs included on the report sorted by Status Code
for the reporting period
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Chargebacks Won/Lost Summary by User (PDE-0043) — Description & Use

This report is similar to the PDE-0039 but contains the information on Chargebacks won or lost during the reporting period for a

specific user or MCA.

Chargebacks Won/Lost Summary by User (PDE-0043) — Report Sample

|
CHASE &
Ept Gar: B13/2007 11:42:71 am BT
; | ¥ F % 5 & Northeastsn Boulevard, Saken, KB 0J079-0993
E_ L }‘ men gi w ; 1 Tel (801) 2940971, Ermmil: Marchonl_FarvicaxDchosapoymantach.com
Chargebacks Won/Lost Summary By User (PDE-0043)
ABC Corporation, Inc - CO# 123456
Currency Padi: Presentment: USD - US. Dollais) Settlement: USD - U.5. Dollars
Beperting Period: Frem 0501/ 2007 thiough 0531/ 2007 * Total Suceess % = (Tolal representments - Inceming 2nd CBs or Pre-Arbs]/ Total CBs Received
£janes MOP: VISA Aute Rep [ PTL-Rep / Recourse [ Tncoming 2md CBs
[—— Awio-Representsd Represented by PTI Total CBS Total CBS Total CBS S e Al [ —— *Tatal
Meason Code Count Amount Count Amaunt Counl Aol = % A % 8 % gount A 3 Sa e e
30 SERNICES MOT RENDEREDVMOSE NOT RECVD 1 §76.78 i ] ] ] 0.00% 0.00% 0.00% i i 0.00% 0.00%
53 MOT A8 DESCRIZED OF DEFECT] 1 157820 i i b o 0.00% 0.00% 0.00% 1 i 0.00% BO0%
&5 REGUESTED ITEM ILLEGIBLE 0R INGALID 1 £7.81 i ] b o 0.00% 0.00% 100.00% ] i 100.00% 100.00%
71 DECLINED AUTHORIZATION E] £31.75 i ] ] ] 0.00% 0.00% 0.00% ] i 0.00% L00%
71 REGUESTEDYREGLIED ALITH MOT CETAINED 3 1,188.87 i ] o o 0.00% 0.00% 0.00% ] i 0.00% B.00%
75 CARDHOLDER DOES NOT RECOGNIZE TRANS 1 35,47 i ] o o 0.00% 0.00% 100.00% ] i 100.00% 100.00%
76 INCORRECT TRANS/OR CURRENCY CODE ] 535,74 i i o o 0.00% 0.00% 100.00% ] i 100.00% 100.00%
77 NON-MATCHING ACCOUNT MUMBER ] 57,30 i ] ] ] 0.00% 0.00% 0.00% ] i 0.00% 0.00%
1 FRALIDULENT TRANS CAND PRESENT E] PR i ] ] o 0.00% 0.00% 0.00% i i 0.00% 0.00%
§1 DUPLICATE PROCESSING B £EELOD i ] ] ] 0.00% 0.00% 100.00% ] i 100.00% 100.00%
3 FRAUD TRANS-MO CARDHOLDR AUTHORIZATION 4 2.883.67 i i o o 0.00% 0.00% 0.00% 1 i 0.00% B.00%
§5 CREDIT NOT PROCESSED 3 £11.43 0 ] o o 0.00% 0.00% 100.00% ] 0 100.00% 100.00%
WISA Tobels 30 12,543 B7 1 [ o 0.00% 0.00% ] 1 100.00% 4355
sjanes MOP: MasterCard Auto-Rep | PTL-Rep /' Recowrse [ Incoming dnd Chs
Received Aulo-B ited [ ted by PTI Total CBS Total CBS Total CBS S Pre-Arb Kepresenlment *Total
I Code Cownt A i Count Amounl _ Count Al 5 % 8 . Count A Sa o § "
OF REGUESTEDNRECGURED ALT= MOT CETAINED ) 47,58 0 ] ] ] 0.00% 0.00% (] 0 0.00% 0.00%
34 DUPLICATE MROCESSING k] 71849 i ] '] ] 0.00% 0.00% ] i 100.00% EEETH
57 FRALID TRANS-NO CARDHOLDR AUTHORIZATION 30 1EEERI 1 i ] o 0.00% 0.00% ] 5,411.23 F0.00% 45 6T
55 MON-RECEIPFT OF HENCHANDISE 1 125,29 1 ] ] o 0.00% 0.00% ] i 0.00% 0.00%
5% SERVICES MOT RENDERED 1 £.300.00 i ] o o 0.00% 0.00% 1 i 0.00% 0.00%
By CHARGESACK REVENLSAL 1 [66.29) 0 ] ] o 0.00% 0.00% ] 0 0.00% B.00%
MecatarCard Telals 3B 16,061.97 1 ] ] o 0.00% 0.00% ] 5,411.23 71.73% 42.11%
Waer: sjones Tatals 5B 3%,406.64 [ o 8 5 000 000 & TR E1.66% 4155%
HOP Tolals Auto-Rep [ PTL-Rep | Hecowrse [ Lncoming 2ud CBs
[ R e B ted by FTL Total CAS Tatal Total GBS Sive dibs Kepresentment *Total
Count Amuunt Count Amaunt Counl Aol B % A = % gount A e e 5 =
VISA Totals 30 12,543 B7 i i o ] 0.00% 0.00% ] i 100.00% 43 55%
HasterCard Talals 3B 1606137 i i ] o T 70 0.00% 0.00% ] 5,411.23 71.73% 42.11%
Grand Total BB 3880554 [l [ o o 35 18,066.75 0.00% 0.00% ] 5,411.23 B1.B5% 42 65%
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Chargebacks Won/Lost Summary by User (PDE-0043) — Field Definitions

Field Definition

User ID
MOP
Reason Code

Received — Count
and Amount
Auto-Represented
Count and Amount
Represented by PTI
Count and Amount
Represented due to
Recourse
Auto-Rep/Total CBs
Success %
PTI-Rep/ Total CBs
Success %
Recourse/Total CBs
Success %
Incoming 2™
CBs/Pre-Arbs Count
and Amount

Total success %

User Total
MOP - Total
MOP - ALL

User ID for the specific MCA for which the report was generated

Method of Payment (VISA, MasterCard, JCB, Diner’s and other Settled MOPS)

Listing by MOP of the reason codes and their descriptions associated with the chargebacks received during
the reporting date range

Count and amount of chargebacks received during the reporting period

Count and amount of chargebacks auto-represented by Chase Paymentech during the reporting period

Count and amount of chargebacks represented by Chase Paymentech’s chargeback analysts during the
reporting period

Count and amount of chargebacks represented as a result of merchant challenge or recourse during the
reporting period

Success rate for auto-represented chargebacks compared to the total chargebacks received during the
reporting period

Success rate for PTI-represented chargebacks compared to the total chargebacks received during the
reporting period

Success rate for chargebacks represented due to recourse compared to he total chargebacks received
during the reporting period

Count and amount of 2™ chargebacks and incoming pre-arbs (Reason Code 98) that are matched to the
same sale (Acquirer’'s Reference Number — ARN) regardless of status

Total success % is calculated as follows:
Total representments (auto-, PTI, Recourse) minus Incoming 2™ Chargebacks and Pre-Arbs divided
by the total number of chargebacks received during the reporting period
Totals for all MOPS for the specific User named on the report
Column totals for each MOP
Grand Total for all reason codes for all MOPs. Total success % in this section represents the overall
success rate for the reporting period
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A-CH

Glossary

Term

Acquirer

Arbitration

Bank
Initiated
Chargeback
Card-not-
present
Transaction

Cardholder

Cardholder
Initiated
Chargeback
Cardholder
Letter

Chargeback

Chargeback
Activity -
Financial
Summary
and Detail
Chargeback
Activity -
Summary

Chargeback
Document

Chargeback
Information
Request

Chargeback
Inventory

Chargeback
Processing
Cycle

Card Association member who enters into Merchant Agreements and who,
directly or indirectly, passes the initial sales transaction through Interchange.
The acquirer represents the merchant in the chargeback process

Process used as a last resort to resolve a complaint outside of the normal
chargeback processing cycles

Also referred to as a technical chargeback initiated by the issuer for technical
or authorization-related reasons

Non face-to-face sales transaction (mail, phone, online) charged to a
cardholder’s credit card

Person to whom the credit card was issued or one authorized by such a
person to use the credit card

Also referred to as a customer dispute chargeback results when a customer
refuses to accept a charge appearing on a monthly billing statement

Letter addressed to the issuer detailing the reason for the dispute of a charge
and the attempt to resolve the problem with the merchant

Reversal of a sales transaction initiated by the issuer arising from a
processing technicality or customer dispute

Report providing a Financial Summary and Detail of CB activity. The detail
section provides information in five categories: Chargebacks Received,
Recourse, Represented, Returned To Merchant and Ending Inventory

Monthly report which summarizes CB activity by card type and reason code
for the following five categories: Chargebacks Received, Recourse,
Represented, Returned To Merchant and Ending Inventory

Document sent by Chase Paymentech with the issuer support documentation
(if any) when a chargeback is returned to a merchant. This document
incorporates the form for Representment/Collection Requests

Form sent to you when your Chargeback Analyst needs additional information
prior to determining if the chargeback can be represented or if it must be
returned to you

Suspense account used by Chase Paymentech to record any changes in
status to the number and/or monetary amount of chargeback items

Set of VISA/MasterCard guidelines used in negotiating a chargeback item
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CO-RE

Term

Collection

Collection
Letter Form

Documentation

Expedited
Billing Dispute
Form

Facsimile

Interchange

Issuer

Partial
Representment

Pre-Arbitration
(Pre-Arb)

Pre-
Compliance
Notification
Presentment
Questionnaire

Recourse

Reason Code

Refund

Representment

Request for
Information

Retail Order

Process used to obtain funds after all chargeback time frames have expired.
Incoming Collections are initiated by the issuer. Outgoing Collections are
initiated by Chase Paymentech on a merchant’s behalf

Form attached to a collection letter when it is forwarded to the merchant for
action. The form is returned when a decision has been made to accept or
refuse the collection request

Information required by VISA and MasterCard to support a chargeback or
representment of a chargeback item

Document prepared by the issuer detailing a MasterCard chargeback
dispute

Replica of a sales draft or replica of a transaction stored in Chase
Paymentech’s transaction database

VISA/MasterCard network through which transaction information is passed
from acquirer to issuer

Bank or other financial institution that issues a VISA, MasterCard, JCB card
or other card types. The issuer represents the cardholder in the chargeback
process

When only a portion of the charged back amount qualifies for
representment. The balance of the amount will be returned to the
merchant. Supported by VISA and MasterCard

Process used in an attempt to resolve a complaint outside of the normal
chargeback processing cycle; preliminary to possible Arbitration

The form faxed to the merchant to give notice of a potential compliance
chargeback

Deposit of an original transaction to Interchange

Document prepared by the issuer detailing a VISA chargeback dispute
Chargeback items which have been returned to Chase Paymentech with
sufficient applicable documentation to support representment

Two-digit (VISA and MasterCard) or alpha (JCB) code indicating the reason
for which a chargeback is initiated. Chase Paymentech also defines a
limited number of reason codes

Voluntary credit given by the merchant when requested by the customer to
resolve a problem. Giving refunds appropriately and quickly may eliminate
a potential chargeback

Return of a chargeback item to the issuer with documented evidence to
support the return

Form sent to you when your Chargeback Analyst needs additional
information prior to determining if the chargeback can be represented or if it
must be returned to you

Face-to-face transaction in which the cardholder presents a credit card to
the salesperson for use in charging the sale
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RE-W

Retrieval
Activity Report

Retrievals
Received
Report

Retrieval
Request

Time Frame

Transaction

Transaction
Date
Transaction
History
Database
Warning
Bulletin

Report detailing all retail retrieval requests and Discover card-not-present
requests received and those outstanding for the specified date range;
terminal ID and Batch number information is included

Report detailing all retrieval requests received during the specified date
range

Request for additional information on a charge appearing on a cardholder’s
billing statement initiated by the issuer at the cardholder’s request. A
successful response to a retrieval request may eliminate a potential
chargeback.

Amount of time set by VISA/MasterCard regulation during which a
chargeback or a representment may be initiated

Charge or refund to a customer

Date the charge or refund to a customer was processed through
Interchange

Abbreviated TH, Chase Paymentech’s database in which is stored
transaction history i.e., authorizations, deposits, retrieval requests, and
chargebacks

List of all credit cards the issuers will not honor
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