PUBLIC

: Standard Chartered Bank (Hong Kong) Limited
Address : 7/[F Standard Chartered Tower, 388 Kwun Tong Road, Kwun Tong (Attn: Client Solutions)
Email Address : CreditCard.Dispute@sc.com

CARDHOLDER’S DECLARATION OF DISPUTE ¥ & A fE 78 5 3 & 05

Standard Q@
‘II‘ Chartered Q2

Account No {5 F<55H8%: Contact No 4% B 5:
Cardholder Name {ZH-RFrE A%
Transaction Date %7 5 H Hf Merchant Name 7% = #: Disputed Transaction Amount %52 5 ¥ 48

After examining the above transaction(s) and noting the relevant information as stated in this form including request deadline, ineligible
transactions, claim procedures and card associations’ processing periods, I am writing to dispute it/them for the following reason(s): 1 zE4f&
RIPA_ B G B B E AR AR TR T AR &R - EAEEEE IR ~ REERS) - B2 A0E - RASERE IR - AN
FY Y B S RIA e 545 (Please v/ in the appropriate space &5 {£4# & 2 JiH8 PIE 1-v)

1. — | certify that the above transaction(s) neither made nor authorised by me and did not receive any goods or services or value
represented by the above transaction(s). My card was in my possession at the time of the disputed transaction(s). AR AREE

RESBSEEL LR TN AWILL LR S R EY BRI 2 IR o B LAUESER 5 LR 0 A

MNL#ZFFAEMHBEGEH R -

2. — lagreethat I did authorise ___transaction(s) with $ at the above merchant. However, | have also been billed
for the above transaction(s) which I did NOT authorise and engage in. | do have the above card in my possession at the time
of the questioned transaction(s). ‘A A\ A Lt = Hb ke ﬁi% %z%ﬁ)%s  SRIMAS N AR 8% 5
SRR 5 o A RHER A S B L 52 5 - B FET Fh 85 RN - AR AR A HBRE
R

3. —— The Direct Debit Authorization in relation to the above transaction(s) has been terminated upon my request since

(Date). The merchant is not allowed to debit any charges from the above credit card account
thereafter. Enclosed is a copy of the Direct Debit Authorization termination notice sent to the merchant before. |- #lt 32 5

FT % ke #I (5 R B BRI A AL E R (H#0) IENHUH - RIE g = A A Fal
ERRPOREEMER - I EARSCATHON B 8hEiR 2 S H8A -

4. — | wasissued a credit slip which has not been posted to my statement. Enclosed is a copy of the credit slip. 4~ A & Ug & 2o
ERGZIRKEE - AMPNANZ HEEEN I MEUR - B L RRCEE 2 BIA -

5. — The amount on the sales slip has been altered from $ to $ without my consent. Enclosed is a copy of the
sales slip showing the correct amount. A fEY B8 > X B HBEHE A ECAANBEE THS . M=%
$ o B B Y BB 2 BIA DIUBURIETE 4 -

6. —— The merchant is unable or unwilling to provide /1 have not received the service / merchandise that | ordered on

(Date). | have attempted to contact the merchant by phone/email etc to resolve the matter (please explain
the details in “Others” regarding the result). Enclosed is a copy of order form/invoice. F it pg = 4 32 50 A FE 2 a4 A
AV NUNIEENEINS (HIFrET g Z s/ “3% c RANGERLLES - EHET
ARG P P S ORBR A (Far SR AR A G R DU N B EE ) - BT B SV EE 2 BIR

7. —— Others HAfffF:+

] 1 certify that | have attempted to resolve the dispute with the Merchant but failed. A< A & st BipG =gt » E{R AL Fi -

Cardholder’s Signature {5 fH-FFA A& F Date HEA
(Must be the same as the one shown on your credit card P/ Bil{z FINE 2> Z 2= E)
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Important Reminders regarding Request Deadline and Ineligible Transactions

HRHEHREA SERZ G EEIR

Please note that the following types of credit card transactions are not protected by chargeback / dispute resolution. Please contact
and try to resolve the dispute with the merchant.

FAER  UMEA RGP EFHE LB RERERFERE - SFER IS5 P -

Types of transactions

ERRZZEH

Description
i

Requests submitted after
the deadline
IR HRACHY S

Chargeback requests should be raised within 60 calendar days of the statement issue date.

For cases where the reason of request is that the merchant closed resulting in failure to deliver goods and/or
services after a one-off pre-payment / instalment, the eligible claim period shall not exceed 540 days (for VISA
and MasterCard) and 360 days (for UnionPay) from the transaction posting day.

After this 60-day / 360-day / 540-day period, the Bank reserves the right to reject any request. Cardholders shall
be responsible for any loss or damage (if any) arising out of or in connection with the relevant Card transaction.

SR TR B S B B ] B 60K PR -
AT LS IR — S TR S M R IR P 4 L S S TR B SR R SRS > s
PREIR 2% 5% 5 F L 540K (VISA / MasterCard) / 360 % ($15f) -

1K£60 / 360 / 540 KIFFREE » ATIREEAFEREMARZIR - FRABRIBEATELR ST SA R
Rk -

Credit Card Instalments

BRI

Credit card instalments are loan agreements between Cardholders and the Bank. The Bank advances a one-off
loan to Cardholders and pays the full amount to the merchant, while Cardholders undertake to repay the Bank
and not the merchant by instalments. Cardholders can still raise chargeback request on the transaction to the
merchant itself but are still bound to repay the instalment amount on time to the Bank while the chargeback
request is still in progress.

BRI FER R ABRATITHRER R - A TR —REEK TR R AR AR E (28
MFEFRARREATIIIER PR - R AT S s PR B ES  (ERVRRKH 55 2 pa B
TRz R A TR Sy T -

Online Transactions with
One-time Password
(OTP) Authentication
P—REM G2 a1
L5

Numerous online merchants have implemented secure payment technologies. The Cardholder’s identity is
verified by the one-time password (OTP) sent to the Cardholder’s registered mobile phone with the issuing bank
via SMS. Authentication must be completed before the purchase can be executed. Since the transaction is
authenticated, the liability would be on the Cardholder and “Unauthorised Transaction” cannot be used as a
reason for chargeback application.

R4 LR P EETT SR - AMTEEEREERE KA REBEFRF AR &R T EscHI B

s > (EimEREstr RARS D - BRERF ORI TR S « RILER T - NS EMERS - =ERTR
FrRA - Nt " REIZREZ X5 | A AIE BB SERY R A -

Face-to-Face transactions
(i.e. Card-Presented)
where magnetic strip is
not used (i.e. chip read)
EHEAL S (AIPARSZ
) MR RAR ML fE
(RIPAER R R

Since the transaction is authenticated, the liability would be on the Cardholder and “Unauthorised Transaction”
cannot be used as a reason for chargeback application.

R G TSRS - BERINFFRA - Wit TR 25 ) R AR FENERA -

Transactions processed
via various e-Wallets

DI RESZ (RIS 5

e-Wallets include but not limited to Apple Pay, Samsung Pay, Alipay, WeChat Pay, Octopus Wallet and SC Pay
aka. FPS using Credit Card. Since the transaction is authenticated, the liability would be on the Cardholder and
“Unauthorised Transaction” cannot be used as a reason for chargeback application.

B aEE AR Apple Pay » Samsung Pay » 28 > (s SZ 5 0 /s E K SC Pay 13 Z (Rl
DUE F R S yEE) - RS E8ES - BEEARERA > NIt T REREZ S | FaEEE
A -

Other Reasons
HoAthr J= A

For example, quality of goods and/or service provided by a merchant or contract-related disputes are not
covered service offered by Card Associations.

Birgns FEE AR an/ IR B E R e A KR RARYF R A AE (S A -RRES AR EE = -
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How to submit a Chargeback Application
AR S AR R R
1. Gather the necessary supporting documents. Please refer to the table below to view the substantial supporting required for
different dispute reasons. More supporting may be required depending on each unique case. You should supplement more
information if you believe it is necessary.
B RHRVEEE S - S52 B T RUEE R EFH# IR RSN L EE I - AR EE ARG R E SR
SIS - WIS A R (BRI LA -

Dispute Reason Substantial Supporting

FRER e X

Transaction currency and/or amounts which * Sales invoice and/or receipt to show incorrect currency/amount billed
the Cardholder believe are incorrect REY)BRLIR Ko S T LI G S W R A T
St e o RN * Supporting document to prove the original/agreed transaction currency

se LIRS AIE R B 5 &
* Proof of dispute raised with the merchant (e.g. email correspondence)

87 S Pt CAIEEDE)

Duplicated billing * Sales invoice and/or receipt
HEEIR MY BRI R B3 2

* Proof of dispute raised with the merchant (e.g. email correspondence)

B PRy keI (AR ELEAT)

Paid by other means * Sales invoice and/or receipt
EFHEA AN R P B R/ B SR R

* Proof of dispute raised with the merchant (e.g. email correspondence)
EARg PRy Fkae i (s E R
* Supporting document for the payment by other means

e S LIS I EH H A 5 7A (K

Merchant agreed to refund but such is not * Proof of refund acknowledgement by the merchant (Example: refund note)
received P P CHERTRGKAEEEH  (AIRFKE)
P P R B R B S AU E A R H * Proof of dispute raised with the merchant (e.g. email correspondence)
ERE PRy Fakae ] (R EED
Merchant claimed that the credit card * Proof of refund acknowledgement by the merchant (Example: Void slip / refund

payment failed but Cardholder was still billed | note)

Fﬁ)ﬁ%ﬂ?{%‘ﬁﬁ REGHKM - ABF-R AL | P OHEEREVEE (AHUHERE)

SEIE * Proof of dispute raised with the merchant (e.g. email correspondence)
BpE Y Fakeg i (A EEER)

* Proof of failed credit card payment

{5 R RO B IE e

Recurring direct debits and regular payments | « Proof of cancellation request made to the merchant

that the Cardholder has previously cancelled, | E.[EpEF SR B M REAC 5 AEEHH

where the cancellation date is before the * Proof of merchant’s acknowledgement of the cancellation
recurring bill 76 P RESLHL S 5 EH

* Proof of dispute raised with the merchant (e.g. email correspondence)

FRACHUSEHBIEIREITIR 0 M | gips Ery2sesiy (nEahE:n)

HUH H B F 550 HHA

Goods and/or service received is not as * Sales invoice and/or receipt

described, for example, counterfeit goods FEY R R e S L

(Note: Not applicable to UnionPay) « Proof of dispute raised with the merchant (e.g. email correspondence) and

attempt to resolve the matter / returned merchandise / attempt to returned

U B P e R PSS B AR 1] > BI40{5'E | merchandise

fn HpgERyFHRE (WEEEN) kEEFEH HECREEL/EEHER
O © AEARHRER) [P

* Details of what was not as described

e e PR 255 AL AN [ B

* For counterfeit goods, proof from an expert or professional / the owner of the
intellectual property or its authorized representative / a customs agency or law
enforcement agency that supports the claim

178 inis B e EE A L A R A B e n R R RS B A B
KHEY
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Dispute Reason

FEEH

Substantial Supporting
e X {4

Goods and/or services that the Cardholder
did not receive but are paid for

FFR ARUCE E AR R i RS

« Sales invoice and/or receipt

R LA R /B3 2

* Proof of delivery date

PRI H HARYEEHA

* Proof of dispute raised with the merchant (e.g. email correspondence) and
attempt to resolve the matter

Hp P Ofe R COEREEH) KESRREIEH

Merchant closure resulting in failure to
deliver goods and/or services after a one-off
pre-payment (inclusive of payments by
instalments)

LIMEHRS— S B FRGR  FIER A
PR P LSS T R BE B (H P /IR 5

« Sales invoice and/or receipt of pre-payment indicating that goods and/or
services are still outstanding

A BELAER R/ B PRI PRI 2 22 DS BH A ! B S AT AU

* Detailed description of the goods/services purchased

e 8 P IR 55 T T

* Proof of dispute raised with the merchant (e.g. email correspondence) and
attempt to resolve the matter

Bpg PO R (WEEEH) REHBNEEH

Not receiving cash or only receiving the
partial amount after performing Cash
Advance via ATMs

FAPERRIR B A (S R B R RS
R e WEER o S8

* ATM Slip

PR 2

« Details of the transaction such as ATM Location, Date & Time of Transaction,
Cash Amount

LR = IR 17 G VA= R S e U T T s |

Transactions which the Cardholder believe
are unauthorized and are fraudulent

R 5 e R I S I

» Documents required are subject to a case-by-case basis. For example, Police
Statement would be required for lost card.

FTARASCAF L BIZE R TR ] » B0 > SRR mEE -

2. Submit your request via the following channels:

AL T HRIETE S R

- Call our 24-hour Customer Service Hotline (Standard Chartered 2886-4111 / MANHATTAN 2881-0888); OR
EERAAV24/ NIFE PR B EGE  (JEF] 2886-4111 / MANHATTAN 2881-0888 ) ;

- Download and complete the latest version of this Cardholder’s Declaration of Dispute on our chargeback website.
Return the form along with supporting documents to the Bank by email or post as stated at the top of the first page of

this form.

AT o DRI E TN BT R ST ARSI R A SR A& R A 8 [RS8 S R B e 27 2]
AAT o bk R E AL EA A & HIH G -

If you need to submit additional supporting documents separately, please note that the time limit for submitting such documents
cannot exceed a maximum of 14 days from the date of chargeback application (depending on the processing time limit of
each case). In order not to delay the progress of the application or miss the application deadlines set by credit card associations,
you are recommended to provide the supporting documents through the above channels as soon as possible.

W N RESTHEGEST - A B R A RR R S FHEHRERF14AR (R FEEEENES R RMTE) &
TR IR A R S M 2 IS - RAHSR AT EY S B H S HAIR - AT iR DA BT AR AR RRES B 5L

-
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https://www.sc.com/hk/credit-cards/dispute-resolution/
https://www.sc.com/hk/zh/credit-cards/dispute-resolution/

PUBLIC

Card Associations’ Processing Periods

15 FRSHI BRI IAIR

The time limit for chargeback requests varies by different card associations, details as below:

A EIHIE AR AHSA A BRI (E - RERORE R EEIIR - ST

Important Note EEEEHR

Standard Q2
Chartered

- Asthe Bank would need to first process your application, requests still have to be submitted within 60 calendar days of the statement issue date

HR A TR iR B EAY RS - 7RI S 5E B BIRRI60R et

- The below table is strictly for reference only and guidelines from card associations may change from time to time and without prior notice

DUTHVFIRE Bt 2% » (FR-RAERAVIES AT RE &R IR U AR S5 T Al

Dispute Reason

Card Association

Visa

MasterCard

UnionPay

Incorrect Transaction Currency/
Amount

AT R S BRTF

Within 120 calendar days from the transaction
processing date
THERE L2 HA

Within 90 calendar days from the transaction
processing date
T EEHEE0 HA

Within 150 calendar days from the transaction
processing date (including 30 calendar days
mandatory retrieval request time)
THFEHRELS0 HA (BEFE30H wHaER
& KA

Duplicated billing
EEGETNIS

Within 120 calendar days from the transaction
processing date
oA HEL20 HN

Within 90 calendar days
from the transaction processing date
AR HEE HA

Within 150 calendar days from the transaction
processing date (including 30 calendar days
mandatory retrieval request time)

R oERE L0 HN (EE0HEHIRR
& KR

Refund not received

RAWEEFK

Within 120 days from the date on credit
documentation is applied
BRI RURAY H BI#EL120 HIN

Within 120 calendar days from the date on the
credit documentation, or the date the service

was cancelled, or the goods were returned
RACEBREURAVH A, AR ECHRY H SRS i
AR[EIHY HIEAEL20 HIN

Within 150 calendar days from the

transaction processing date (including 30
calendar days mandatory retrieval request
time)

RoERE L0 HN (EE0HEHIRR
ERED)

Merchant claimed that the credit
card payment failed but Cardholder
was still billed

B PERREA R SR » B
AN G

e  Within 120 calendar days from the transaction processing date, OR

RoEEHELI20 HN > 5

e  For cancelled merchandise / services, within 120 days from the date cardholder received or
expected to receive the merchandise or services but not exceeding 540 calendar days from the

transaction processing date

Gl R ERCH > AR AU ST e b/l B0y H 2120 H AV EAR BB S)

JEH HFERY540H -

Within 150 calendar days from the transaction
processing date (including 30 days mandatory
retrieval request time)
oA RE HEL0 HN

(EFE30 H5a b a5 KT )
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Dispute Reason

Card Association

Visa | MasterCard

UnionPay

Recurring direct debits and regular
payments that the Cardholder has
previously cancelled
FrRACHUHY B 8hiEIR f 51T
(R TECH HBA R 3E0R H B

Within 120 calendar days from the transaction processing date
T EREHEE120 HA

Within 150 calendar days from the transaction
processing date
(including 30 calendar days mandatory
retrieval request time)
T HEFEHEL0 HA

(E1F530 H sl ha 2R 58 K]

Goods and/or service received is not
as described, for example,
counterfeit goods
WY P v R 5 B Y R[]
B E

e Within 120 calendar days from the transaction processing date, OR
T EEHREL120 HN - 5

e Within 120 calendar days from the delivery date of the service /merchandise, but not exceeding 540
calendar days from the transaction processing date
W/ e Y H HAE120 H VB RS 5 R HAERY540H -

(N/A)
()

Cardholder did not receive Goods
and/or services paid for

R R ARAREEREI B /R

i

e Within 120 calendar days from the transaction processing date OR
R EEEHFEL20 HN > 5

e  Within 120 calendar days from the delivery date of the service /merchandise but not exceeding 540
calendar days from the transaction processing date

FEHAUSCE P o AR5 Y H HRE120 H N{EANEE AT 705 5 HAERY540H -

Within 150 calendar days from the transaction
processing date

(including 30 calendar days mandatory
retrieval request time)

L H AR HELS0 HN  (B$E30H saifilfe
Hip oK)

Merchant close-down

SIS

e  Within 120 calendar days from the delivery date of the service/ merchandise, OR
W s/ AR s Y H HREE120H - B¢

e  Within 120 calendar days from the date which cardholder was first made aware that the services
would not be provided (e.g. merchant close-down date) but not exceeding 540 calendar days from the
transaction processing date
FrRAERAER A gtk Eay B (Gl =RARF H BT #8120 H NEAR 8BTS FE R
HEHY540H

Within 360 calendar days from the transaction
processing date

(including 30 calendar days’ mandatory
retrieval request time)

Lo EEH 360 HN (BFE30H s
EST RS

Not receiving cash or only receiving
the partial amount after performing
Cash Advance via ATMs
PR R E R IREER
Ty A B AR B B B A U

Within 120 calendar days from transaction processing days
X oEREHEL20 HN

(N/A)
(i)

By e HH
Unauthorised Transactions Within 120 calendar days from transaction processing days Within 180 calendar days from the transaction
REFEZ AL T T ohEE HAE120 HA processing date

AR L8 HN

Version 07/22




