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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. Inthe event a dispute cannot be resolved through normal retrieval
and chargeback processing channels, alternative processes are 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.

On-line retail retrieval request and chargeback management is available on
Paymentech Online. For more information on on-line chargeback
management, see the Paymentech Online Retail Retrieval Requests
Processing User Guide or the Paymentech Online Chargeback
Processing User Guide available on the Paymentech Online Resources
Tab/User Manuals.

© 2012 Chase Paymentech Solutions, LLC — All rights reserved Page 4
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Retrieval Requests

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, the information received is not legible or
valid, or the cardholder disputes the charge after viewing the retrieval
fulfillment.

VISA and The processing flow for a VISA and MasterCard retrieval request for a card-

MasterCard not present transaction is illustrated below.

Card-Not-

Present

: M)
Retrieval -
Request MgterCard CHASE Q
; Worldwide Paymentech
Procgssmg Issuer sends V’SA Chase
Flow: retrieval request T Paymentech
through receives retrieval
Interchange request
(VIMC)
Chase Paymentech
captures information in
Paymentech datab.as‘e; gttaches
receives descriptive info; RR
chargeback if returned to Issuer within
cardholder 2-3 business days
continues dispute
e Issuer transmits the retrieval request electronically to Chase
Paymentech
e Incoming request is matched to the original sale transaction information
stored in our Transaction History database
o Facsimile of the stored information is created and sent electronically to
the issuer within 2-3 business days
e |ssuer contacts the cardholder with the additional description
e Cardholder either agrees to accept the charge or to continue the dispute,
at which point a chargeback is initiated
Continued on next page
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Retrieval Requests, Continued

Discover CNP  The processing flow for a Discover retrieval request for a card-not-present

Processing transaction is illustrated below.
Flow:
DISCOVER CHASE &
‘ Paymentech
EEsE il
Issuer transmits
retrieval request reduest e AT
database; notifies
merchant on the
Retrievals Received
(PDE-0029) Report
CHASE & 4
Paymentech
Chase Paymentech
sends faxed
=\ information or stored
Issuer contacts the information from
Cardholder. database if no fax
Cardholder either received to Issuer Merchant f
agrees to accept or Coercofar:;:\;(ae:t
initiates a chargeback infoﬁ')rlnation t0 CB
analyst
Discover Network transmits the retrieval request electronically to Chase
Paymentech
Incoming request is matched to the original sale transaction information
stored in our Transaction History database
Chase Paymentech captures the information and notifies the merchant
via the Retrieval Activity (PDE-0029) Report and opens a case in the
Paymentech Online Chargeback Management System.
Merchant faxes copy of itemized bill and proof of delivery along with any
other relevant information to their CB analyst by the Response Due Date
(21 days)
If no response is received at Chase Paymentech by day 25, a facsimile of
the stored information is created and sent electronically to the issuer.
Issuer contacts the cardholder with the additional information.
Cardholder either agrees to accept the charge or to continue the dispute,
at which point a chargeback is initiated
Continued on next page
© 2012 Chase Paymentech Solutions, LLC — All rights reserved Page 6
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Retrieval Requests, Continued

Retail The processing flow of a retrieval request for a retail transaction is illustrated
Retrieval below.

Request

Processing ] «

CHASE $

Paymentech

Flow: i MasterCard

Worldwide

_I v’SA Chase Paymentech
Issuer sends . . receives retrieval

retrieval request HETWEK request
Cardholder

Transaction flows
back through
Interchange

Chase Paymentech
captures information in
Chase database and notifies
Paymentech merchant via the PDE-
0029 reports or the
Chase szr;dssalzr&of l\:erchant online Chargeback
Paymentech Issuer exes Ot Management application
receives a uploads
chargeback if proof of
cardholder sales to
continues dispute Chase
Paymentech

e Issuer transmits the retail retrieval request electronically to Chase
Paymentech

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

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

¢ Merchant faxes copy of sales slip (or other proof of sale) to their CB
analyst by the Response Due Date

e Response is sent to issuer

e |ssuer notifies cardholder

e Cardholder either agrees to accept the charge or to continue to dispute
it, at which point a chargeback is initiated

Response Follow these steps when manually responding to a retail retrieval request:
Procedure for

Retail Step Action

Retrieval 1 Obtain the original sales slip bearing the cardholder’s signature
Requests: 2 Note the sequence number for the item (located on the Retrieval

Activity (PDE-0029) Report), your name and phone number on
the sales slip

3 Fax a copy of the sales slip to Chase Paymentech’s Chargeback
Department at (603) 896-8708 within the 21-day time frame

Continued on next page
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Retrieval Requests, Continued

Response
Procedure for
Retail

If you are using the Paymentech Online Chargeback Management
Application to work your retail retrieval requests, please refer to the
Paymentech Online Retrieval Request Management User Guide for

Retrieval instructions.
Requests,
continued: Note: Please respond to a retrieval request even though you have
already issued credit. Include a note or comment that you
have issued credit in your response
Chase Retail merchants:
Paymentech e Obtain proper documentation at the time of sale
Recommends ¢ Retain copies of transaction documents:
0 VISA — minimum of 12 months
0 MasterCard — minimum of 18 months
o Discover — minimum of 36 months
o Develop efficient document storage to maximize retrieval of sales slips
o Respond to retrieval requests within the 21-day time frame
o Card associations require imprint 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
Continued on next page
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Retrieval Requests, Continued

Retrieval
Request
Reports:

There are two reports that provide detail on retrieval requests —
Retrievals Received (PDE-0021):

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.

Retrieval Activity (PDE-0029):

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.

Samples and field definitions for each report are located in Appendix D.

Special
Note

Merchants MUST respond to a Discover retrieval request in order to
avoid the retrieval request becoming a chargeback. No action is
needed or required for VISA and MasterCard Card-Not-Present
retrieval requests. Chase Paymentech responds on behalf of the
merchant.

© 2012 Chase Paymentech Solutions, LLC — All rights reserved Page 9
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Healthcare IIAS Retrieval Requests

Introduction

IIAS
Transactions

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 qualifying 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 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.

Merchants will be notified of Healthcare IIAS retrieval requests via the
Retrieval Activity (PDE-0029) Report. This report will have a separate
section that contains any and all retrievals received by VISA and

MasterCard. They are easily recognized as IIAS transactions in by reviewing
the Reason Codes listed. The Reason Codes 27 (VISA) and 43 (MasterCard)
will identify the transaction as an IIAS retrieval request. The report will also
contain a fax number in which to forward the fulfilment. The fax number is
what must be used to respond with the information requested.

Special It is important that you respond via the fax numbers for these

Note transactions. Due to HIPPA laws, the Chase Paymentech Chargeback
Department 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.

© 2012 Chase Paymentech Solutions, LLC — All rights reserved Page 10
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Chargeback Processing

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).

Special
Note:

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.

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:
e 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

Continued on next page
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Chargeback Processing, Continued

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

Categories,

Continued: 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

o 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.

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

Chargeback chargeback.

Workflow:

Issuer disputes transaction;
sends chargeback
electronically

[N

Represent

-

Merchant notified of

V\ Auto-represent

L

MasterCard

VISA

DISCOVER

Transaction
flows through
Interchange

CHASE O
Paymentech

Chase Paymentech
receives
chargeback

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

of three actions
occurs:

auto-represent,

chargeback activity

Forwarded to the

forward to the
CB queue

chargeback quer/
Auto-return to

merchant (RTM)

auto-return
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Chargeback Processing, Continued

Technical The following action steps are taken when processing a technical
Chargeback chargeback.
Workflow, -
Continued: 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

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

Customer Below is an illustration and discussion of the work flow for a customer dispute
Dispute chargeback.
Chargeback ( -
Workflow: i ‘ Bl CHASE O
aftercCar
B l I Paymentech
1 e L v'ls‘n Chase
i S lssuer sends Paymentech
Customer |—p | chargeback r:ecel\l/)es "
. : chargebac
disputes a electronically Transaction g
charge on
billing flows through
T \ Interchange
Represent Auto-Represent
.I | \ Chase Paymentech
. i matches chargeback
; to TH and records
— in the CB system
Merchant is RTM T
notified of Item is forwarded
charaeback activitv \ to the chargeback
dueue
Continued on next page
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Chargeback Processing, Continued

Customer The following action steps are taken when processing a customer dispute
Dispute chargeback.
Chargeback -
Workflow, Step Action
Continued: 1 Customer disputes a transaction on their billing statement
2 Issuer obtains appropriate paperwork from customer
3 Issuer initiates an electronic chargeback and forwards paperwork
to Chase Paymentech
2 Chargeback flows through the card association networks
3 Chase Paymentech receives the chargeback and appropriate
issuer documentation
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
represented to the issuer
5 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
Continued on next page
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Chargeback Processing, Continued

Discover
Chargeback
Categories:

Chargebacks received from issuers fall into three categories for Discover:
e Fraud
e Processing Error
e Service

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.

Continued on next page

© 2012 Chase Paymentech Solutions, LLC — All rights reserved Page 15
Retrieval Requests and Chargeback Processing User Guide 092012.doc Last Revised: 11/26/2012



Chargeback Processing, Continued

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

Continued:
e are disputing a specific charge for specific reasons (such the purchase
was not authorized by the cardholder)
Return to When Chase Paymentech has insufficient information to represent a
Merchant chargeback, it is sent to your chargeback analyst. Your analyst will research
Workflow: to determine if the chargeback can be represented. If there is no support for
representment, the chargeback is returned to the merchant.
Continued on next page
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Chargeback Processing, Continued

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 ...

Then...

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 on the Chargeback Document

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

If using Paymentech Online Chargeback Management

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)

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

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

Add any comments that may assist the Chargeback Analyst (512

character limit)

0 Please Note — theses 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.

(Refer to the Paymentech Online Chargeback Management User Guide
for addition information on the procedure for challenging a returned to

merchant chargeback)

Continued on next page
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Chargeback Processing, Continued

Recourse, If using paper
Continued e Check the appropriate box(es) on the Chargeback Document
¢ Include a summary of the challenge
e Provide a contact name and telephone number in the event the
Chase Paymentech Chargeback Analyst must contact you
e Attach legible and appropriate copies of the supporting
documentation
Fax (603-896-8708) or mail to the Chargeback Department
e The total file size of submitted documents for VISA and
Discover Chargebacks MUST be less than 10 MB

A sample Chargeback Document is illustrated on the following page.

Continued on next page
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Chargeback Processing, Continued

Recourse, Continued

| N
CHASE ¢
Chargeback Document

Paymentech T Gt Ot
Sequence # 00000001 Due Ddte: 02/ 0172008 )

CB Analy=st: CEB Analyst Campany Name: AT to Ay, TNT - 123
CB Amaunt -:PI&S.-&I'I':I"I'I.’.EHI - | B CIJI'I'll.lﬂII\"ru'l' 123456 Note the Return
CEAmount  (Settlement - USDy: 4582 Business Unit Name: ABC Carmpany By Date
Pert RTM Amt {Presentment - ush }: Business Unit @ G5d4321
Pert RTHM Amk (Settlement - USD): T Marme: ABLC Carmpany
Transaction Division § 112233
alternate ID:
ABC Company, IMC - 1234356789 Chargeback Information
Mrs. Ima Person CB Account # AR Coampany, INEC
1 Main Street CB Reason: B3 - Fraudulent Activity
City, State 01234 Chargeback Date: 0470172008
ited State CB Cycle: 1
Unite = Alt, Payments Tran ID:
[asuer Message: Acct Cloged
Transacton Deposit Information
Transaction Dake: 0arnayrnngE
autharization Date: O3 037008
Transaction Account @ A444 00000000 0ao L
Marchant Order &
Card Type: 12347V WSS R
VS Response: ¥I
Card Verification Resp {CID): I3
Read notes from your analyst PP —— Michisy Mause
and recommended actions Customer Address: 123 Disney Lane
Important infarmation fram your Chargeback Analyst: CusE 88, Figrida 12345
Thiz is the final address lina

Recommended Action:

If there ia an AYS of I3, provide itermized bill and signed proof of delivery ta the AYS sdédress, IF RETAIL,
provide 3ales-draft,

[Lea—1=l DRN R L) Loy LUI'II:I.].;UI[ R.I:L[l.ll::!l.
Check
appropriate ENTECH, L.P.._ has made h'eff effart o review this._-.'harqeha-.‘h. Tor possible refunds, duplicates, and imnvalid L\l_ IMproper reason

E. If you wish to return this chargebadk lfor pessible representment or collaction, please check the appropriate box below and
boxes n this and all documents needed to Support your reguest to the Chargeback department.

ﬁ:l Refwnd for —_ Detelssued _ If only a partial refund was issued, please indicate why: \

Make: if & refund hes nol vel bead aued, plaade DO NOT process e Now. Your custemer has already recaived a cradit a2 a
result of this chargaback.)

05 wad [3. Providing itemized bill with shipping information and signed proal of delivery to the AVS sddress. For reason code
37, 83, UA3D, UAZ1 B UAZZ.

The custamer hag nol returned the merchandiss. For resson oaded 60, 85, RENL & RNZ. NOTE: You must atbach a documeant

with your company letterhead stating that the menchandise has not been returmad. Provide a
Signed proof of delivery of merchandise o the customer is attached. For reason codes 55, 30 & RG only. summary
of the

O
O
[l
[

Providing temized bill. For regdon codes &3 and 75. NOTE: Providing Billing/shipging information strengthens your rebutital.
@ & g 5 - “"/ challenge

OINEr. Plegts explam:

MName Phana Murnber
Chase Paymantech Sointions, LLC Provide contact name Phone- (E03) E9E6-6000
& Nostheastem Blvd. and phone number Faor (503 BIE-ET0E
Salem, N4 02079 TS
Continued on next page
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Chargeback Processing, Continued

Chargeback The life cycles of chargebacks are illustrated below.
Lifecycles Note: VISA, MasterCard and Discover allow only one representment.
VISA
Step | Action Description
1 1% presentment to issuer | Original transaction
> 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
Incoming Pre-Arbitration | The issuer initiates a Pre-Arbitration
4 or Arbitration case if they do not
accept the representment
MasterCard
Step | Action Description
1 1% presentment to issuer Original transaction
> 1% 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
2" chargeback Issuer rejects the representment
4 and returns the chargeback a
second time to Chase Paymentech
Return to Merchant Chase Paymentech returns the
amount of the CB to the merchant
5 OR
Outgoing Pre-Arbitration Chase Paymentech submits a Pre-
Arbitration case for the CB

© 2012 Chase Paymentech Solutions, LLC — All rights reserved
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Chargeback Processing, Continued

Chargeback Discover:
Lifecycles,
Continued: Step | Action Description
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 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/Arbitration Arbitration case if they do 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
Second If cardholder continues to dispute a transaction by not accepting the
Chargeback representment for
Notes:
MasterCard -
e Itemis returned to Chase Paymentech
e Chargeback analyst reviews item and either
- Submits an outgoing Pre-Arbitration to issuer if warranted OR
- Returns it to Merchant to be accepted
VISA and Discover —
o No second chargeback right exists
¢ In-coming Pre-Arbitration or Arbitration takes the place of a second
chargeback
(See Exception Processing section for further detail)
Continued on next page
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Chargeback Processing, Continued

Partial VISA, MasterCard and Discover support partial representment of

Represent- chargebacks when only a portion of the charged back amount qualifies for

ment/Partial representment. The balance of the amount will be returned to the merchant.

Return to The amount split is indicated on the standard chargeback reporting and in

Merchant: 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.

Special | VISA, MasterCard, and Discover allow the Acquirer only one
Note: representment.
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Exception Processing

Introduction:

Incoming Pre-
Arbitration/
Arbitration —
VISA &
Discover:

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
e 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 include

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.

Since VISA and Discover do not allow second chargebacks, any
representment that is refused by the issuer will be 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, can not 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 987 is sent to the merchant.

Continued on next page
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Exception Processing, Continued

Outgoing Arbitration may be requested when representment documentation or
Arbitration — information that was previously unavailable can now be provided
Discover:

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:

e credit has been issued to the cardholder

o 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.

Continued on next page
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Exception Processing, Continued

Outgoing Pre- When Chase Paymentech receives a MasterCard second chargeback, a
Arb/Arbitration  Chargeback Analyst reviews the item and determines if it can be
— MasterCard: 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 the analyst feels 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:

e credit has been issued to the cardholder

o 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 An incoming collection item in the form of a Good Faith case is generated by
Collection: 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

Continued on next page
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Exception Processing, Continued

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.

Special Each issuer sets their own minimum amounts and time frames. Some
Note issuers will not review any collection cases that are under $100 or are
older than 6 months.

Pre-
Compliance —
Incoming and
Outgoing —
VISA and
MasterCard:

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. If the response is
unfavorable, the chargeback will remain.

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 then 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.
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JCB and Diners Retrieval and Chargeback Processing

Introduction 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

Introduction:  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 are 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

o 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

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

Continued on next page
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Bill Me Later (BML) Chargeback Processing, Continued

Time Frames, 2" Chargebacks
Continued: 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

Introduction:  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

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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UK/Maestro Chargeback Processing

Introduction:

The processing of UK/Maestro (Switch/Solo) is similar to that for MasterCard
chargebacks. This section provides information about UK Maestro/Solo
Chargeback Processing. A list of reason codes and time frames for initiating
a chargeback can be found in the Chargeback Time Frames Manual and
the Chargeback Reason Codes Manual available on the Paymentech
Online Resources Tab/User Manuals.

Represent- Merchants have 39 calendar days to request recourse from Chase
ments: Paymentech under the following circumstances:
e Additional information can be provided to remedy the chargeback
¢ 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
¢ The chargeback was misrouted (sent to Chase Paymentech in
error)
2" The issuer may decide to continue the dispute by initiating a 2™ chargeback.
Chargebacks: The time frames for this are within 60 days of the representment date. The
2" chargeback may be for the same or a different reason code and may be
initiated under the following circumstances:
e It was incorrect or did not remedy the 1* chargeback
¢ The documentation required from Chase Paymentech (merchant)
was not received or was incomplete
e Documentation missing from the 1% chargeback can be provided
o 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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Appendix A: Chargeback Documents and Forms

Introduction There are a number of documents and forms used to communicate with you
as chargebacks are processed. Samples and descriptions of these follow.
Please note that if you are using the Paymentech Online Chargeback

Management application to work your chargebacks, these forms may not be
applicable.

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Chargeback
Information
Request

The Chargeback Information Request form is 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. (See
sample form on the following page)

The form contains the following information:

©oNGOAWDNE

[
= O

e el S o
o WN

17.

18.
19.
20.

Endpoint — Card Association indicator

Sequence # — Number assigned to the chargeback by Chase Paymentech
Respond By Date — date by which you need to respond if challenging the item
CB Analyst — Chase Paymentech Chargeback Analyst assigned to your company
Info Requested Date — Date the form was sent to you

CB Amount (Settlement) — Amount of the chargeback in the Settlement currency
CB Amount (Presentment) — Amount of the chargeback in Presentment currency
Merchant name and address information

Company Name

. Company # — CO number assigned by Chase Paymentech

. Business Unit Name

. Business Unit # — BU number assigned by Chase Paymentech

. TD Name — Transaction Division name

. Transaction Division # —TD number assigned by Chase Paymentech

. Alternate ID — Alternate number used to identify the Transaction Division (if any)
. Chargeback Information

0 CB Account # - credit card number used for the chargeback (usually the
same as the Transaction Account #)
CB Reason — Reason code associated with the chargeback
Chargeback Date — Date the chargeback was initiated
CB Cycle — Indicates a first or second CB
Alt. Payments Tran ID — Used only under certain conditions
Issuer Message — Message from the card issuer relating to the reason
for the chargeback
Transaction Deposit Information

1. Transaction Date — Date of the original transaction

2. Authorization Date — Date original transaction was authorized

3. Transaction Account # - Credit Card used for the original transaction

(usually the same as the CB Account #)

4. Merchant Order # - Unique number assigned to the transaction by the
merchant
Card Type — VISA, MasterCard, JCB, etc.
AVS Response — Response code given to AVS inquiry
Customer Name — Name of cardholder

8. Customer Address — Address of cardholder
List of information being requested by your Chase Paymentech Analyst
Comments from your Chase Paymentech Analyst
Directions for sending the requested information to Chase Paymentech

O O O0OO0Oo

No o

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

| Note: Refer to previous page for descriptions of the numbered items

Chargeback Information Request
Tirne Sensitive Docurne it
Endpoint: Visa

Sequence #123456789 2

Respond By Date: 10/20/07 3

CB Analyst Joe Brown F

Info Requasted Date: JO/I5507 5
CB Amount [Setdement): 7500 6
CB Amount [Presentrient]: 7500 7

ABC Chagoratins, B
Al Wit hi pion

12t et

Az o, by S3mte (XXIEY)
Chtitad St

returned to merchant 18

Camments for your Chargeback Analyst: 19

Company Name: ABC CorporaBon, Inc B
Company #: 123456 T

Business Unit Mame: Fastern Safes 11
Business Unit #: 287654 12

TD Mame: Indermet Business 13
Transacton Division #: 112233 14
Alernate Iy 15

Charqgeback Information X6
CB Sccount #: F3361 73422220508
CBReason: 532 — Mot As Desenbed or Defective Merchandice
Chargeback Date: 20405/07
CBCwcle: I
Al Payrnerts Tran 1T
I=suer Message:

Transacton Deposit Information 17
Transacton Date: 0340207
Authorization Date: 202407
Transacton dccount #: L3367 73422220088
Merchant Order #: JETODS7WE
Card Type: sz
AW'S Response: 73
Custorner Mame:  Jobe P Customer
Custorner dddress 999 Smpihe. foad
Ary Towm, Arp Seate 0OO00

In order v credit your account for the above chargeback, we need the follovang information:

Fravide detalls an haw Hhe merchandice was diferent fram that desaibed o how it was defective and the date the merchandice vwas

20

Analyst Name: Joe Brown

21

Please fax this response directly to your dedicated Chargeback Analyst using the information belowr,

Fax Mumber: 603.896.8708 Phone: 603.896.1234

Chase Paymentech Solutions, LLC
4 Matheastern Bhed
Salem, MH 03079

Phone (EOG1S96-6000
Fam: (G0 206-2703

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Chargeback  The Chargeback Document details the information of the original

Document transaction and the chargeback of that transaction. A unique Chargeback
Document is attached to each item returned to you. (See sample form
following). There are 2 sections on this form. The top portion contains
information on the original transaction and the chargeback. The bottom
portion is used when you challenge the item and return it for recourse.

The Chargeback Document contains the following information in the top

portion:
1. Endpoint — Card Association indicator
2. Sequence # — Number assigned to the chargeback by Chase Paymentech
3. Due Date — date by which you need to respond if challenging the item
4. CB Analyst — Chase Paymentech Chargeback Analyst assigned to your
company
5. CB Amount (Presentment) — Amount of the chargeback in the Settlement
currency
6. CB Amount (Settlement) — Amount of the chargeback in Presentment currency
7. Part RTM Amount (Presentment) — Amount of a partial Returned to Merchant
item in Presentment currency
8. Part RTM Amount (Settlement) — Amount of a partial Returned to Merchant item
in Settlement currency
9. Merchant name and address information
10. Company Name
11. Company # — CO number assigned by Chase Paymentech
12. Business Unit Name
13. Business Unit # — BU number assigned by Chase Paymentech
14. TD Name — Transaction Division name
15. Transaction Division # —TD number assigned by Chase Paymentech
16. Alternate ID — Alternate number used to identify the Transaction Division (if any)
17. Chargeback Information
a) CB Account # - credit card number used for the chargeback (usually the
same as the Transaction Account #)
b) CB Reason — Reason code associated with the chargeback
¢) Chargeback Date — Date the chargeback was initiated
d) CB Cycle — Indicates a first or second CB
e) Alt. Payments Tran ID — Used only under certain conditions
f) Issuer Message — Message from the card issuer relating to the reason
for the chargeback
Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Chargeback 18. Transaction Deposit Information

Document, a)
Continued: b)

c)
d)
e)
f)

)
h)

Transaction Date — Date of the original transaction

Authorization Date — Date original transaction was authorized
Transaction Account # - Credit Card used for the original transaction
(usually the same as the CB Account #)

Merchant Order # - Unique number assigned to the transaction by the
merchant

Card Type — VISA, MasterCard, JCB, etc.

AVS Response — Response code given to AVS inquiry

Customer Name — Name of cardholder

Customer Address — Address of cardholder

19. Important Information from your Chargeback Analyst — message from
your Chase Paymentech analyst concerning the chargeback item
20. Recommended Action — Merchant action recommended by Chase Paymentech

The bottom portion of the Chargeback Document (See item 21 -
Representment/ Collection Request) is to be used when you are returning
a chargeback to Chase Paymentech for recourse (if by the “Due Date” listed
at the top of the document) or for collection (if beyond the allowed time

frame):

Complete the appropriate section,

e List your name and phone number (22 and 23),
Attach any additional documentation which supports
representment, and

e Return the completed form and all documentation to
Chase Paymentech, Attn: Chargeback Department

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

| Note: Refer to previous pages for descriptions of the numbered items

Chargeback Document
Tirne Sensitdwe Docurne it
E Endpoint: VI

Sequence ¥ IF5792468 2 Due Date: Ir/05/07 3

CB Analyst Jane Inwth F Company Name: ABLC Cowrporation, Tnc I0
CB Amount  [Presentrient - Z30.000: 5 Cornpany # X23F56 XX

CEB Arnount Semderment - Z50.000: 6 Business Unit Mame: Eastern Safes 12
Part RTM At [Presentmnent - H 7 Business Unit # 987654 I3

&

Part RTM art (Setderment - n TD Name: JIsterper Id
Tranzacton Division # 22338F 15
Alernate IDy 16
& Chargeback Information X7
ARC Corporation, Ine ZB Sccount # FEFSG6FFIL22TIFS
Alex Worthingion CBReason: 53 — Fratdulent Transaction
23 Main Speet Chargeback Crate: 20 0F07
Anptown, dnp State QRO CBCycle:r X
Uhited Siates Al Payrnents Tran I0:

I=zuer Message: ACT COOSED

Transacton Deposit Information I8

Tranzacton Date: 091507

Authorization Date: 0925507

Transacthon &ccount # FEESGG7RIT22T3ES

Merchant Order #Z0IBYFII20

Card Type: VX

A5 Responze: I3

Custarner Marme:  Szwdra M. Fenldns

Custormer Addresst F20. South St

Anptown, Any State, 00000

Important information from your Chargeback Anakyst:
il

Recommended Action: 20
draift.

Representment/Collection Request 27
Chase Paymentech, LLC . has made every effort to review this chargeback for possible refunds, duplicates, and invalid or improper

and return this and all decurments needad o support gour request to the Chargeback deparrnent.

|:| Refundfor — Datelssued — Ifonly a partial refund was issued. please indicate why

FFthere is an AVS o I3, provide itemized Biff and sigred proof of defivery to the AVE address. TFRETATL, provide safes-

reason codes, If wou wish to retumn this chargeback for possible representment or collection, please check the appropriate box belaw

[Mote: if a refund has not yet been issued, please po noT process one now, Your custorner has already received a credit as a
result ofthis chargeback),

37 and 83,

The customer has not retumed the merchandise, For reason codes 60 and 25 only, MoTe: You must attach a document with
wour cornpany letterhead stating that the merchandise has not been retumed.

Signed proof of delivery of merchandize ta the custormer is attached. Forreason codes 55 and 30 anly,

Providing iternized bill. Forreason codes €3 and 75, Mote: Providing billings/shipping information strengthens vour rebuttal,

ANS was I3, Providing iermize d bill with shipping informnaton and signed proof of deliveny to the VS address, Forreason codes

od oo

Ther, Please explain:

Marme 22 FPhane Murnber 23
Chase Paymentech Solutions, LLC Phone: (60378966000
4 Mortheastem Bhed. Fae: (G0 S26-870e

Salem, MH LU

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Recourse A Senior Chargeback analyst will notify you when Chase Paymentech has
Document received a challenged chargeback.

Refer to the following page for a sample of the Recourse Document that
contains the following:

N hWONE

Processed date — Date the recourse decision was made

Sequence # - Number assigned to the chargeback by Chase Paymentech
Company Name

Company # - CO number assigned by Chase Paymentech

Business Unit Name

Business Unit # — BU number assigned by Chase Paymentech

TD Name — Transaction Division name

Transaction Division # —TD number assigned by Chase Paymentech

9. Alternate ID — Alternate number used to identify the Transaction Division (if any)
10. Merchant name and address
11. In response to your recourse request — Message on status of the recourse

request

12. Chargeback Information

0

(0]

0

o
(o}

CB Amount (Presentment) — Amount of the chargeback in presentment
currency

CB Amount (Settlement) — Amount of the chargeback in Settlement
currency

Partial REP Amt (Presentment) — Amount of partial representment in
Presentment currency

Partial REP Amt (Settlement) — Amount of partial representment in
Settlement currency

Chargeback Date — Date the chargeback was initiated

CB Account# — Credit card number used for the chargeback (usually
the same as the Transaction Account #)

CB Reason — Reason code associated with the chargeback
Alternative Payments Trans ID - Used only under certain conditions

13. Transaction Deposit Information

o
o
(e}

9.

10.
11.
12.

0

Transaction Date — Date of original transaction

Authorization Date — Date the original transaction was authorized
Transaction Account # - Credit card number used for the original
transaction (usually the same as the Chargeback Account #)
Merchant Order # - Unique number assigned to the transaction by the
merchant

Card Type — VISA, MasterCard, JCB, etc.

AVS Response — Response code given to AVS inquiry

Customer Name — Name of cardholder

Customer Address — Address of cardholder

14. Message — Message from the Chase Paymentech Chargeback analyst
15. CB Analyst — Name of the Chase Paymentech Analyst handing the
recourse request

16. Phone Number — Phone number of the Chase Paymentech Analyst
handling the recourse request

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

| Note: Refer to previous page for descriptions of the numbered items.

Recourse Document

Mo RBesponse Required

Processed date: 70./°29/°0F 1

Sequence #: 234567800123 2
Company Mame: A 8C Corporabion, Inc 3
Cornpany #: 23456 F
Business Unit Mame: Western Sales 5
Business Unit #: 876543 &
TD Mame: Indernelt T

X0 Transachon Division #: 33FF55 8

ARC Corporanon, e Altemate ID: 9

Alex Warthingon

123 Main Smest

Anptown, A State HROOD

Liited Staks

In response to your Recourse Request: 11
Chargebadt was represented with the infemation provided

Chargeback Information 72

CB Amount (Presentment — 62,50 ;:
CB Amount (Setdement - 62,50 1

Pattial REP Amt (Presentrment - 3

Pattial REP Amt (Setdement - I

Chargeback Date: Z2X-05-707

CB Account #! EEF2 66598871223

CB Reazont 75 — Candholder Does Vot Recogrize Transacion
Alternative Payrents Tran I0:

Transacton Deposit Information X3
Transacdon Crate: 201 07
Authovzation Date: X02°07
Tran=zacdon Sccount: #: FEF2FEHIDSFFLLET
Merchant Order #: AP IE5Y099 80X
Card Type: Visa
&S Response: I3
Customer Mame: Sarmuel Jolfinson
Custorner Addresst 5 Sowdh Street

Anytown, Ay State 00000

Unired States
Message: X
CB Analyst X5 Srephanie Yin Phone Mumber 26  603-896-0876
Chase Paumentes:h Soutions, LLC Phone: (5038966000
4 Mortheastem Bhed. Fa: (GO0 295-27 08
Salem, NH LU rY
Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Collection
Letter Form

The Collection Letter Form is attached to a collection item when it is forwarded to
you for action. Your decision should be noted on the form prior to sending it back to
the Collection Specialist designated at the bottom of the form.

The following information is found on the Collection Letter Form: (See sample form
on the following page)

1. Sequence # - the number assigned to the transaction by Chase Paymentech

2. Name and address of Merchant Contact

3. Date the document was generated

4. Unigque case number assigned by Chase Paymentech

5. Merchant’s reference number used by Chase Paymentech to identify the
transaction

6. Issuer’s BIN (Bank Identification Number)

7. Date by which we must receive your response or we will accept the request on
your behalf. (Date is 21 days from date the report was generated.)

8. Cardholder’s credit card number

9. Monetary amount of the transaction

10. Cardholder’s name

11. Date of the sale

12. Merchant name descriptor

13. Section to be completed by you indicating your decision to accept or not accept
the collection request

14. Signature of the person at your location completing the form and date the form
was completed

Special If you do not accept the request, you must provide an explanation of your
Note: decision.
Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

| Note: Refer to previous page for descriptions of the numbered items.

1 Sequence #: 123456789
2
Joe A. Contact
ABC Corporation, Inc
12345 Market Street
Anytown, USA 00000

Chase Paymentech, LLC
4 NORTHEASTERN BLVD.
SALEM, NH 03079
Phone: (603) 896-6000
Fax: (603) 896-8708

3 Date . 10/12/07
4 Case : ICL-12109
5 Reference # : 13245768
6 BIN ;0023456

Attached you will find a Collection Letter request on a sale involving one of your customers. We have reviewed the
dispute and feel the cardholder has a valid complaint. If you have reason to dispute this cardholder’s claim, please
indicate below and provide us with supporting information. If not, please indicate your acceptance of the Collection
Letter.

7 ¥ PLEASE NOTE ****
WE MUST RECEIVE YOUR RESPONSE BY:

11/01/07

8 Credit Card Number  :4234567890896745
9 Amount :187.70

10 Customer Name :Jane Q. Customer
11 Date of Sale : 09/15/07

12 Merchant : ABC Corporation, Inc

13 PLEASE INDICATE YOUR DECISION BELOW AND RETURN TO OUR CHARGEBACK DEPARTMENT.
We ARE willing to accept the Collection Letter. Please charge back this sale
We ARE NOT willing to accept this. Please see explanation below.

(All documentation pertaining to this case is attached.)

14 MERCHANT CONTACT SIGNATURE: DATE:

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Pre-Compliance When Chase Paymentech is notified of a potential compliance issue, a
Notification Pre-Compliance Notification is sent to you. This Notification consists of
the following: (See sample form on the following page)

1. Sequence # - the number assigned to the transaction by Chase
Paymentech

2. Merchant fax number

3. Date notification faxed to Merchant

4. Case # - unique number assigned by Chase Paymentech

5. Merchant name

6. Merchant contact name

7. Credit Card Number

8. Monetary amount

9. Customer name

10. Date of sale transaction

11. Reason for case

12. Dispute section including “return by” date - to be completed with reason
for dispute. You have 48 hours to respond.

13. Name of merchant contact completing the form

14. Phone number of merchant contact completing the form

15. Important message pertaining to no response from Merchant

16. Name, extension and fax number of Compliance Specialist handling the
case

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

1 Sequence #: 987654321
Chase Paymentech, LLC.
4 NORTHEASTERN BLVD.
SALEM, NH 03079
Phone: (603)896-6000

2 FAX Number: 999-888-7777

3 Date: 10/15/07

4 Case: ICM-283

5 To Merchant: ABC Corporation, Inc
6 Contact: Rocky J. Contact

This account number has been received as a potential compliance case. If you find that a refund has
been issued or if there is another valid reason for refusing this, please contact me within 48 hours of
receipt of this notice.

*»**EVEN IF YOU PROVIDE A REBUTTAL YOU MAY STILL BE DEBITED FOR THIS. THE FINAL
DECISION IS BASED ON THE BANKCARD REGULATIONS.

7 Credit Card Number: 5987654321111111

8 Amount: 398.00
9 Customer Name: JANE Q.CUSTOMER
10 Date of Sale: 07/05/07

11 Reason for Case:

RETURNED MERCHANDISE & ADJUSTMENTS

12 ** PLEASE NOTE, IF YOU ARE GOING TO ATTEMPT TO REFUSE THIS CASE, WE MUST
RECEIVE YOUR RESPONSE BY 10/17/07.
MERCHANT RESPONSE: We are disputing this because:

13 Your name: 14 Phone #:

15**1f no response is received, we will be accepting the case and you will receive a reason code 98 in
the near future.

16 C.B. Analyst (603) 896-6000 Fax: (603) 896-8708
Compliance Specialist

Continued on next page

© 2012 Chase Paymentech Solutions, LLC — All rights reserved Page 44
Retrieval Requests and Chargeback Processing User Guide 092012.doc Last Revised: 11/26/2012



Appendix A: Chargeback Documents and Forms, Continued

Chargeback Activity (PDE-0017) Report Sample

CHASE G

Chargeback Activity (PDE-0017)
ABC Company - CO# 123456

Currency Pair: Presentment: USD - LS. Dollars” SetHement: USD - U.5. Dollars
Reporting Period: From 10726/ 200 through 1026,/ 30000

FIMNAMCIAL SUMMARY

Chargeback Chargeback
Count Armount
BESIMMIMG WORK IM PROCESS E32 154,230.10
Chargeback Chargeback
Count Amount
FIMAMCIAL ADJIUSTMEMTS
Received + 24 T.141.75
Re-Presanted - [11] (2,225.47)
Partial Representments - a 0,00
Paymentech Adjustments - o 0.00
Subtotal 1z 4,9132.28
MHOMN-FINAHCIAL ADJUSTMEMNTS
Returned to Merchant - (187) [42,532.75)
Partial Return to Marchant - u} 0.00
Recourse + 11 Z2,228.47
Subtotal (178} (40,304, 28]
ADIUSTMEMNT TS CHARGERACK COUNT FOR PARTIAL REPRESEMN + a
ToTAL WORK IM PROCESS ADJUSTMENT [16:3]) (35,3%1.000
EMNDIMG WORE IM PROCESS 929 1158,8392.10
Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Chargeback Activity (PDE-0017) Report Sample, continued:

DETAIL - RECEIVED

Driginal Chargeback Chargeback Issuer

MOP Reason Auth Transaction Received  Actvity Due Received Anmount Chargeback CB

Sequence # 1o # Merchant Order # Account # Code Code MCC  Date Date Date Date Date Amount Cycle
121126092 EEESEEEEELELS S Y Mc &2 4214 09722/ 09/23/KX 1O/26/XE 10/25/X  12/04/2% 242,17 24217 1
1811861584 EEELEEEEEEEEE s E Y M 37 4814 09/04/%XX 09/05/ % 10/z6fxx  10/25 %% 12/04/xx 213.14 213,14 1
181186208 EEEEEEEEEE RS MC a7 4814 10/02/xx  10/03/XX 10/26/%%  10/25/%X  12/04/%x 200.00 200,00 1
12811263245 EEESEEEEE ST e Y MC a7 4214 QBSOS 02/07/KX 10/26/XX 10/25 KK 12/04/X% Q0,54 o0.54 1
181186423 EEEEEEEE R AR LSS S MC a7 4514 07/24/xx OT/25/XX 10/26fxx  10/25 % 12/04/%% 12966 129,66 1
121212660 EEEEEESEEEEE SN Wi 22 4214 05/05/xK  02/06/XX 10/25/XX 10/26/XX  12/03/XX 16517 165,17 1
1212126861 SOOOOOOCOCCIOC00 WI 23 4814 08/05/XX 08/06/ %X 10/25/X%  10/26/%X  12/03/xx k- ireic) 97,23 1
181212836 EEEEEE S S ST WI 75 4514 10/01/XX  10/02/%X 10/25/xx  10/26/xx  12/03/%% 39212 39212 1
121212945 B EEEEESEEESE 6 Y WL a3 4214 07/07 %% 07/ 08/XX 10/25 %% 10/26/XX  12/037%xx T4.56 T4.56 1
181213065 EEEEEEEEEEEE S WI 83 4814 05/16/mx O 1T/XE 10/25/%%  10f26/xx  12/03/%% 399.63 399.63 1
1212132208 EEEEEEEEEE LSS Wi 22 4214 0B/0E/EK 02/07/XX 10/25/X% 10/26/XX  12/03/x% 120,22 120,22 1
121213336 EESSEEEEESEEES S04 WI 26 4814 08,210 08/22/xx 10f25/X% 10/26/Xx  12/03/%X 194,89 194,89 1
181213356 EEESEEEEELELEEE A WI 83 4814 08/30/xK 08/31/%% 10/25/X%  10/26/KX  12/03/%% 224,25 224,25 1
121213460 EESSEEEEESEEES S04 WI T3 4214 09/23/XX  09/24/X% 10/25fxx  10/26/XX  12/037XX 247,49 247,49 1
181213491 EEEEEE AR EE LSS WI a2 4514 09/28/XX  09/29/%X 10/25/%%  10/26/%X  12/03/%% 145.44 145.44 1
181213621 A A A A R Wi g2 4814 10f17/5% 1071853 10/25/XX  10/26/KX  12/03/%% i00.00 100,00 1
121213731 SOOOOO0COTOCTIT0CT WI =3c] 4814 09/04/XX 09/05/%X 10/25/X%  10f26/xx  12/03/%% 200,00 200,00 1
121213767 PEEEEEEEEEEES SN WI a2 4214 09715/ 09/16/XX 10/25/X% 10/26 08 12/03/x 522,99 522,99 1
121213778 ICOEOOOOOOOROOIT I TS 4214 09/17/XX 09 18/X% 10f25/X%  10/26/xx  12/037/%x T332 Ta312 1
1812139584 B EEEEESEEES S 6 Y WI 83 4814 10/22/XX  10/23/%X 10/25/xx  10/26/xx  12/03/%% 32067 32067 1
121214142 PEEEEEEEEEEEE SN MC 27 4214 09/04/XK  09/05/XX 10/26/%% 10/26/ XN 12/04/%% 1, 70656 1,706,556 1
181214157 EESSEEEEESEEES S04 MC 37 4814 10/14/XX 10/15/%X 10/26/%%  10/26/XX  12/04/xx 350,00 350,00 1
181214179 EEEEEECEEEETEEEEY MC 3T 4814 10f15/%X 10715752 10/26/%%  10/26/%%  12/04 %X 155.80 155.80 1
121214180 FEESEEEEESEEEES A MC 27 4214 10/07/5K 10/02/KK 10/26/%%  10f26/XX  12/04/X% 55.00 55,00 1

RECEIVED TOTALS: 24 T.141.75 T.141.73
DETAIL - RE-PRESENT
Original Chargeback Chargeback Issuer Previous
MOP Reason Auth  Transaction  Received  Activity Due P dA t Chargeback CB Partial Repr
Sequence # 1D # Merchant Order # Account # Code Code MCC Date Date Date Date Date Amount Cycle ¥/N
179263451 OOO0CCO000N0000! [ 25 4214 OFOGME 0707 OWIG/D  10/26/m 107250 240,21 240,21 1 M
179332332 EEEEESEEEEEEEES Y I 2z 4814 08/20/00 08/21,/3X 09/17/100  10/26/ 1 1026/ 100.00 100,00 1 x|
179387448 EEEEE LS E LR M a7 4814 071570 07716/ 09/21/00 10267100 10/30/0 208.00 208.00 1 3]
1723587490 MC 37 4514 08/26/mr 05/27/0 09/21/100 1026/ 0 1030/ 0 405,90 405,20 1 M
179415864 I 75 4514 08/30/0 08/30/ 0 09/20/100  10/26/0 10/29/o 56,65 56,65 1 M
179415876 I 75 4814 09/017m  09/02/30 09/20/m 10/26/3 1029/ 0 63,732 63,73 1 3]
179415965 I 75 4814 09/15M 0 09/16/m 09/z0fm 10/26/ 0 1029/ 315.00 315.00 1 3]
179416522 VI 30 4814 08/20/m 08/21/m 092000 10/26/30 102900 70.00 To.00 1 M
172487032 I 75 4514 OT/27/00 07/28/m 09/21/m 10/26/ 0 1020/ 111.74 111.74 1 M
1724587172 I 75 4514 09/06/00  09/07/ 09/21/m 10426/ 0 10/30/% 337.14 337.14 1 3]
179457954 VI TS 4814 08/14/m 0815/ 0921/ 10/26/ 0 10/30/0 120.00 1z0.00 1 N
RE-PRESEMTED TOTALS: 11 2,228.47 2,228.47
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Appendix A: Chargeback Documents and Forms, Continued

Chargeback Activity (PDE-0017) Report Sample, continued:

DETAIL - RETURNED TO MERCHANT

Driginal Chargeback Chargeback Issuer
MOP Reason Auth Transaction Received  Achivity Due RTM Amount Chargeback CB
Sequence # T # Merchant Order # Account # Code Code MCC Date Date Date Date Date Amount Cycle
120284924 M £32 4214 06/13/XX  06/15/XX 10/09/%% 10/26/%% 11717/%X 2,99 9,99 1
120385580 M a7 4814 07/07/EX OFf08 3% 10/09fxx 10726/ 1101705 217.96 217.96 1
130447265 M a7 4514 0831 a0 09/01/X% 10/10/%% 10/26/%x 117/168/%x 281.13 281.13 1
130760659 VI 23 4514 08/24/xx 0825/ xx 10/15/xx  10/26/xx 11723 %% 150,00 150.00 1
1207632245 VI 232 4214 02/22/XK  08/23/KX 10/15/X% 10/26/%X% 117/23/%x 204,71 204,71 1
1207EREZD Wi 41 48514 09716/xx  09/16/xx 10/15/%x  10/26/XX 11/23/%X 54,93 54,93 1
120793926 MC 60 4814 0901/XX 0902/ %X 10/17/%0 10/26/%%  11/25/%x 150,00 15000 1
130797719 VI 23 4514 09/22/%% 0923 %% 10/16fxx 10/26/%x 11/24/xx 505.85 505.835 1
130797927 VI 83 4514 028N 0F2IHX 10/16/%% 10526738 117/24/%X 195,18 195,18 1
180799003 b ; 86 4814 OB/15/XX 08/16/XX  10/16/XX 10/26/XX 11/24/XX 100,00 . logoo 1
i e A AN s el . LAk AR aaiams o st otm, . e Ty o, Y . p—
LS AT T Y —— R E . R " . . e T __._/"'\«-/“"-._H__. L el w i H__,""" T ., R R
21186098 EEEEEES S M =3¢} 4814 097227 %%x 023I/AX 10/26/XK  10/25/%x 1204/ XX 243,17 243,17 1
181212836 PEESEE SIS E LSS Wl T3 4514 10/01/xx 10002/ xx 10/25/xx  10/26/%x  12/03/ XX 3921z 39212 1
121212460 PEEEEEEEEEEEEEEEA W1 75 4214 09/23/ X% 09/24/%x 10/25/%%  10/26/XX  12/03/%x 247,49 247,49 1
181212772 PEEEESEEECEEEEEEY W1 TS 4214 09/17/%% 09/18/%x 10/25/%% 10/26/X%  12/03/%x TRz T2 1
RETURMED TO MERCHAMT TOTALS: 127 42,532.75 42,532,735
DETAIL - ENDING IN¥ENTORY
Original Chargeback Chargeback Original
Auth Transaction Received Activity Due Ending Inventory Chargeback CB
5, o 2 1D # Merchant Order 2 Account # MCC Date Date Date Date Date Amount Amount Cycle
180467367 4214 09/30/0X  10/01/XX 10/10/%K  107117%% 117185 XX 219,25 219,25 1
180474132 4814 02/24/XX  08/25/%% 10103 10/11/%% 11/18/x% 422,39 422,39 1
180474133 4814 02/24/XX  08/25/%% 10/10/%% 1041 1/%% 11718/ 422,39 422,39 1
1204782689 4814 02/04/XX  08/05/ %% 10/11/%E 10/12/%% 11/19/%% 195.01 195,01 1
1204723939 4514 O8/Z6/MN  o/27/xx 10/11/%% 10/12/%% 11/19/x% 50.00 So.00 1
1280548188 4214 06/17/XX 06718/xx 10/14/XX 10/13/XX 11/22/%xK 1320.84 130,84 1
1280548189 4214 06/17/XX 06/18/xx 10/14/XX 10/13/%% 11/22/%x% 28.16 38,16 1
180553403 4814 OT/25/XX  O7/260%x 10/14/%X  10/13/%% 11/22/%X 225,00 225.00 1
180553404 4 4814 0TV 10/147%x  10/13/%% 11/22/%% 2389 23_&,6&”%\1\
F A - P—— s " o s sanedlh N e LY oy
T e R &
i T e L T e R R T
o Mo - ¢ 4
181213984 EEELEE S AR VI =3=1 4814 10/22/%%  10/23/%x 10/25 xx 10/26/4% 12/03/x0 220,67 22067 i
181214143 FOCDOOCDCOID0000 MC 37 4814 09/04/xx  09/05/%x 10/26/%%  10/26/%x 12/04/xx 1.706.56 1,706.56 i
121214157 EEEEEESEEEE ST Y M 27 4314 10/14/%x 10/15/%x 10/26/X% 10/26/X% 12/04/XX 250,00 250,00 1
121214173 PEESE S EEEE LS FC 27 4214 10/15/%x  10/15/%x 10/26/XX  10/26/xx 12704/ %% 155.20 155,20 1
121214120 FESCES SRS EE RS0 MC 27 4314 10/07 XX 10708/ %% 10/26/XX  10/26/X% 12/04/%X S5.00 55,00 1
EMDIMG IMYEMTORY TOTALS: 529 118,829.10 11g8,839.10
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Appendix A: Chargeback Documents and Forms, Continued

Chargeback Activity (PDE-0017) Field Definitions:

for the reporting period

Adjustments

Section Field Definitions
Financial Summary — Beginning Lists the Chargeback Count and Chargeback Amount in Inventory at the beginning of
summarizes the financial | Work in the reporting period
impact to the Process
Chargeback Inventory Financial Provides summarized totals for these categories:

Received — Count and Amount of chargebacks received by Chase Paymentech
from issuers and added to Inventory during the reporting period

Represented — Count and amount of chargebacks represented to issuers by
Chase Paymentech and deducted from Inventory during the reporting period
Partial Representments — Count and amount of the portion of split chargebacks
that were represented to issuers and deducted from Inventory during the reporting
period

Chase Paymentech Adjustments — Count and amount of adjustments made by
Chase Paymentech during the reporting period

Subtotal — Net financial impact to Inventory due to the previous four line items.
The impact to Inventory can be either positive or negative. The amount of the
subtotal with the reversed sign (positive or negative) is indicated on the Deposit
Activity Summary (FIN-0010) in the Financial Activity Section, on the Net
Chargebacks line, and impacts the Net Activity amount for the reporting period

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Chargeback Activity (PDE-0017) Field Definitions, continued:

Section Field Definitions
Financial Summary, Non-Financial Provides summarized totals for these activity categories:
continued Adjustments e Returned to Merchant — Count and amount of Chargebacks returned to the

merchant and deducted from Inventory, with no financial impact to the
merchant’s Net Activity amount for the reporting period

e Partial Return to Merchant — Count and amount of the portion of split
chargebacks that were returned to the merchant and deducted from Inventory
during the reporting period

e Recourse — Count and amount of previous Returned to Merchant items that the
merchant is sending to Chase Paymentech for possible representment

e Subtotal — net impact to Inventory balance due to the previous three items.
This amount does not impact the merchant’s Net Activity amount for the
reporting period

Adjustment to
Chargeback Counts
for Partial

Split chargebacks (those that are partial representments with the balance being
partial returned to merchant items) are deducted from both the Financial
Adjustments section and the Non-Financial Adjustment sections in the Summary

Representments report. This line item adjusts that condition, so that the split chargebacks are
counted only once in the inventory

Total Work in Net amount of the Financial Adjustment Subtotal, the Non-Financial Adjustments

Process Subtotal and the Adjustment to Chargeback Counts for Partial Representments.

Adjustments

This net amount impacts the Inventory balance for the reporting period

Ending Work in
Process

Lists the count and amount of chargebacks in Inventory at the end of the processing
day.

Ending Work in Process Count and Amount values are the sum total of the
Beginning Work in Process and the Total Work in Process Adjustments line item
amounts
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Appendix A: Chargeback Documents and Forms, Continued

Chargeback Activity (PDE-0017) Field Definitions, continued:

Section Field Definitions
Detail — provides Sequence # Number assigned by Chase Paymentech to the chargeback transaction
transaction-level detalil TD # Transaction Division number
of all chargeback activity | Merchant Order # Order number assigned by the merchant and submitted to Chase Paymentech with the
(Received, Re- original sale transaction
presented, Partial Account # Credit card number associated with the chargeback
Representment, MOP Code Card association code representing the Method of Payment used for the transaction.

Returned to Merchant,
Partial Returned to
Merchant, Recourse and
Ending Inventory) during
the reporting period

A hyperlink to the MOP Help Guide that lists all MOP Codes and their descriptions

Reason Code

Card association code representing the reason the transaction was charged back.
A hyperlink to the Chargeback reason Code Help Guide that lists all CB Reason Codes
and their descriptions

MCC

Merchant Category Code

Auth Date

Date the original authorization for the transaction was received

Original Transaction
Date

Date the original sale transaction was deposited with Chase Paymentech

Chargeback Date the chargeback transaction was received electronically by Chase Paymentech
Received Date from the issuer
Activity Date Date that action was taken on the item

Chargeback Due
Date

Date all information is due in order to dispute Chargeback

RTM Amount

Amount of the transaction returned to the merchant

Issuer Chargeback
Amount

Amount of the chargeback requested by the issuer
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Appendix A: Chargeback Documents and Forms, Continued

Section Field Definitions
Detail, continued CB Cycle Code established by the card associations to identify the item as a first or second
chargeback
Chargeback Cycle D\./ISA & MasterCard
iscover
First 1 1
Second N/A 3

Detail — Represent and
Detail Recourse
sections

Previous Partial Repr
Y/N

An indication for the transactions appearing in these sections if there had been a
previous partial representment processed
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Appendix A: Chargeback Documents and Forms, Continued

Retrieval Received (PDE-0021) Sample Report:

CHASE 5

4 MNaortheastern Boulevard, Salem, NH 03079-19352
Tel (803) 856-8333. Email: Marchant_Services@Chasepaymantech.com

Retrieval Received (PDE-0021)
ABC Company - CO#123456 10

Currency Pair: Presentment: USD - U.S, Dollars/ Settlement: USD - U.5. Dollars
Reporting Period: From 12 /04 200X through 12704/ 0000

Original Retrieval Retrieval

Sale Reason  Received
Sequence # TD # Merchant Order # Account # Date Code Date Retrieval Amount
143085503 HREE HHERRERRR R R FEEEEEEESEEEEE S 1171030 21 12/04/300 91.59
143156468 BRI BRI R FEEEEEEEEEEEEE ST 11/29/30¢ 33 204/ 301 86.60
143156860 HR R TR R R R EEEEEEE SR 1171733 28 12/04/300 54,13
143157003 b R R R R EAEEEEEESE RS 11/24/ % 33 2/04/ % 143.65
143156015 BRI HRERIRRRGREIRR R FEEEEES S ST S 10/29/3 33 12/04/ 35 273.65
Totals: 5 649.62
Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Retrieval Received (PDE-0021) Field Definitions:

Field Definitions
Sequence # Number assigned by Chase Paymentech to the retrieval request
TD# Transaction Division nhumber
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 Date the original sale transaction was deposited with Chase Paymentech
Retrieval Reason Code Code identifying the reason the retrieval was requested. Hyperlink to Help guide listing
Retrieval Reason Codes and their descriptions
Retrieval Received Date Date the retrieval request was received by Chase Paymentech from the issuer
electronically
Retrieval Amount Amount of the transaction associated with the retrieval request
Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Retrieval Activity (PDE-0029) Report Sample:

CHASE ©

Retrieval Activity (PDE-0029)
ABC Company - CO# 123456

Currency Pair: Presentment: USD - .S, Dollarsy Setdement: USD - LS. Dollars
Reporting Perod: From 1026/ X% through 10,/26,/ X000
Retrieval Requests Received

Original  Retrieval
Auth Auth Transaction Reason Retrieval Response

Sequence# TD # Merchant Order # MOP Account # Date Code Date Code  RcvDate Due Date Retrieval Amount Terminal # Batch #
18121392 HEEHRE RS VI IDGDCOOCCOoInO00 1071 2/0x ddehitee 10130 5X 33 10/28/% 11/16/3% 400,00
Totals: 1 400.00

Retrieval Requests Dutstanding

Original 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 #

19036515¢ bR T VI DOCODSCOO00C00N 09/12/0% HeHkE 09/13/1X 33 10/08/¥% 10/29/%x 128,44
180370108 HRERY R VI moOnnSonnn oo 05/06, 3% B 08/07/ 28 10/08/ XK 10/29/%x 52,99
180427141 HHHFEHE R VI GEOOO0O0GGE000T! OE/30/XX R 08/31 %% 28 10/09/X% 10730/ xx 548,74
190455458 Y Y VI 3CCODDODCCOON00N D7/01 5% dEE 07/0200 33 10/10/%% 1043 1/%x 305,24
18047112 iR HHHRY W1 OOCOOCOOCOOTIIN 10706/ B 107075 33 10/1 1% 11/01/%x% 502,64
18071927 FRiHE o e ird VI OCOOOOOOCOOTOonT O8/0S /XK FHEEEIEE 08/09/ 3% 33 10/15fxx 11,05 % 478,61
18072636] SRR HR R MC IDOCODOONN000000 D9/25/XX HkH 09/26/0 41 10/16/X% 11706/ %% 104,99
180789320 HRHEH HHHRY MC  00OCOODC0R000T0 0971 175X #ipan 09/12/%x 41 10/17/X% 11707 %% 515,77

& i N . p.

N S S b NP P D e S e N O SRY VY

I ”._,__J.«- g S L A T e ‘/.,,- LA ot -/f '-.,-"_I L \ ’_H‘---_ :/_ . "vf-_f - e :’_,,..‘_ . H_r_.._..--,— . S /v_...-"" R B - ¥ - ; _.__x\ . ”_._‘. L f’_’_..._\u.u“‘ - -v—.:‘__‘. .
18116597 #REHE foree e rd V1 JCCOOOOOOOOOoOIT D6/037 13 HigheHs 06/04,KX 33 10/24/%% 1114/ 2% 99,99
15118300c SREEY ez W1 IOO00CDDONODOO0 L0/08/ XX #¥E 1009/ 10X 23 10/25/%% 11/15/%x 602,23
18121392 R R VI 30CO0CCORNCO0C00( 10712758 Haeba 10713/ 5% 33 10/2E/ %X 11716/ 400,00
Totals: 32 8,798.85

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Retrieval Activity (PDE-0029) Field Definitions:

Section Field Definitions
Retrieval Sequence # Number assigned by Chase Paymentech to the retrieval request
Requ_ests TD# Transaction Division number
Received —

details all retail
retrieval requests
as well as
Discover Card-
Not-Present
retrieval requests
received
electronically by
Chase
Paymentech
from issuers
during the
reporting period

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 The date of the original authorization

Auth Code Authorization code associated with the original transaction

Original Transaction
Date

Date the original sale transaction was deposited with Chase Paymentech

Retrieval Reason
Code

Code identifying the reason the retrieval was requested. Hyperlink to Help guide listing
Retrieval Reason Codes and their descriptions

Retrieval Received
Date

Date the retrieval request was received by Chase Paymentech from the issuer electronically

Response Due Date

Date by which Chase Paymentech needs to receive the sales slip for the original sales
transaction

Retrieval Amount

Amount of the transaction associated with the retrieval request

Terminal ID Number of the terminal which processed the original sale transaction associated with the
retrieval request. (Will display if the merchant submits data in transaction record). This field
will appear blank for any Card-Not-Present transactions

Batch # Number assigned by the terminal upon closing the batch of transactions. (Will display if the

merchant submits data in transaction record). This field will appear blank for any Card-Not-
Present transactions.
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Appendix A: Chargeback Documents and Forms, Continued

Retrieval Activity (PDE-0029) Field Definitions, continued:

Section

Field | Definitions

Outstanding Requests
Received — all retail
retrieval requests as well as
Discover Card-Not-Present
retrieval requests received
outstanding for a period of
21 calendar days for which
there has been no response

Column headings for this section of the report are identical to those described above

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Chargebacks Won/Lost Summary (PDE-0039) Report Sample:
CHASE ©

Chargebacks Won/Lost Summary (PDE-0039)
ABC Company - CO# 123456

Currency Pair: Presentment: USD - LS. Dollars/ Settlement: USD - U.S. Dollars

Reporting Period: From 10/26/Xx through 10/26/ X000 * Total $uccess % = (Total representments - Incoming Znd CBs or Pre-Arbs)/ Total CBs Received
MOP: YISA Represented due Auto-Rep / PTI-Rep / Recourse / Incoming 2nd CB5
Received Auto-Represented Represented by PTI to Recourse Total CBS Total CBS Total CBS /Pre-Arhs Representment *Total
Reason Code Count Amount Count Amount  Count Amount Count Amount Success % Success % Success ¥ Count Amount Success % Success %
71 DECLIMED AUTHORIZATION 1 52,57 1) 1) 0 1} 1) 1) 0.00% 0.00% 0.00% 1} 1) 0.00% 0.00%
21 FRAUDULENT TRAMS-CARD PRESENT 1 5201 a a 0 a a a 0.00% 0.00% 0.00% a a 0.00% 0.00%
82 DUPLICATE PROCESSIMG 2 71.92 1] 1] 0 0 1] 1] 0.00% 0.00% 0.00% 0 1] 0.00% 0.00%
VISA Totals 4 17650 1) 1) 0 1} 1) 1) 0.00% 0.00% 0.00% 1} 1) 0.00% 0.00%
ALL MOPS Represented due Auto-Rep / PTI-Rep / Recourse / Incoming 2nd CBs
Received Auto-Represented Represented by PTI to Recourse Total CBS Total CBS Total CBS /Pre-Arhs Representment *Total
Count Amount Count Amount  Count Amount Count Amount Success % Success % Success % Count Amount Success % Success %
Grand Total 4 176.50 a a 0 a a a 0.00% 0.00% 0.00% a a 0.00% 0.00%

Continued on next page
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Appendix A: Chargeback Documents and Forms, Continued

Chargebacks Won/Lost Summary (PDE-0039) Report Field Definitions:

Field

Definitions

MOP

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

Reason Code

Listing of the reason codes for each MOP associated with the chargebacks received during the initiated CB
date range

Received — Count and Amount

Number and amount of chargebacks received during the date range listed by reason code

Auto-Represented Count and
Amount

Number and amount of chargebacks auto-represented by Chase Paymentech during the date range listed
by reason code

Represented by PTI Count and
Amount

Number and amount of chargebacks represented by Chase Paymentech’s chargeback analysts during the
date range listed by reason code

Represented due to Recourse

Number and amount of chargebacks represented as a result of merchant challenge or recourse during the
date range listed by reason code

Auto-Rep/Total CBs Success %

Success percentage of auto-represented chargebacks compared to the total chargebacks received
during the date range listed by reason code

PTI-Rep/ Total CBs Success %

Success percentage of PTI represented chargebacks compared to the total chargebacks received during the
date range listed by reason code

Recourse/Total CBs Success %

Success percentage of chargebacks represented due to recourse compared to he total chargebacks
received during the date range listed by reason code

Incoming 2™ CBs/Pre-Arbs
Count and Amount

Number 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 %

Total success % is calculated as follows:
Total representments (auto-, PTI, Recourse) minus Incoming 2™ Chargebacks an Pre-Arbs divided by the
total number of chargebacks received during the date range listed by reason code

MOP - Total

Column totals for each MOP

MOP - ALL

Grand Total for all reason codes for all MOPs. Total success % in this section represents the overall
success percentage for the reporting period
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Glossary

Introduction:  This Glossary includes a comprehensive list of terms and their definitions

pertaining to Retrieval Requests and Chargeback Processing.

Acquirer 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

Arbitration Process used as a last resort to resolve a complaint outside of the normal

Bank Initiated

chargeback processing cycles

Also referred to as a technical chargeback initiated by the issuer for

Chargeback technical or authorization-related reasons
Card-not- Non face-to-face sales transaction (mail, phone, online) charged to a
present cardholder’s credit card

Transaction

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

Cardholder Also referred to as a customer dispute chargeback results when a

Initiated customer refuses to accept a charge appearing on a monthly billing

Chargeback statement

Cardholder Letter addressed to the issuer detailing the reason for the dispute of a

Letter charge and the attempt to resolve the problem with the merchant

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

Chargeback Report providing a Financial Summary and Detail of CB activity. The detall

Activity - section provides information in five categories: Chargebacks Received,

Financial Recourse, Represented, Returned To Merchant and Ending Inventory

Summary and
Detail

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

Chargeback Document sent by Chase Paymentech with the issuer support

Document documentation (if any) when a chargeback is returned to a merchant. This
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Glossary, Continued

Chargeback
Information
Request

Chargeback
Inventory

Chargeback
Processing
Cycle

Collection

Collection
Letter Form

Documentation

Expedited
Billing Dispute
Form

Facsimile

Interchange

Issuer

Partial
Representment

Pre-Arbitration
(Pre-Arb)
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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

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

Continued on next page
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Glossary, Continued

Pre-Compliance
Notification

Presentment
Questionnaire

Recourse

Reason Code

Refund

Representment

Request for
Information

Retail Order

Retrieval
Activity Report

Retrievals
Received
Report

Retrieval
Request

Time Frame

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

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
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Glossary, Continued

Transaction Charge or refund to a customer

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

Date Interchange

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

Warning List of all credit cards the issuers will not honor

Bulletin
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