To £ : The Hongkong and Shanghai Banking Corporation Limited F3# F)EEE$RTER AT
Cardholder Dispute and Chargeback Section, Card Centre: 8/F Tower 2&3 HSBC Centre, 1 Sham Mong Road, Kowloon
Rty > G PR A JURE RIS 1 SRS 0 2 REE 3 [ 8 1

TRANSACTION DISPUTE FORM 5T 5544

Transaction Date Merchant Name Transaction Currency/Amount | Dispute Currency/Amount

X5 HH [l =tiis REEHISH FEER/EH

Important Information
Please note that dispute request for the following transaction types is not accepted. You should contact the merchant
and try to resolve the dispute with the merchant.

AR MIRGERAEZFHL S HE - B MNERGH LSS E PR -

X  Octopus Automatic Add Value Service (AAVS) auto-reload transaction
JEE i H B E AR B HY B EE EAC S

X Interest-free Merchant Instalment Transaction (Except Merchant Close Down)
PP BT HIRR 5 (R PR BRI )

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

4 L X AN EE R R MRS RS [ IR 5 Pt 7 A )

Note /£ & - Please v in the appropriate box 32} 5= 2 H AL EV %8

RN

[ ] Unauthorised Transaction &K AT
0 One-off —ZXM: [J  Recurring Posting {EEEEERE

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

RNIEZE B BRI LI 5 R —ERFRZ R

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

AN B BRI IS BN RER B ER T L -

[] Duplicate Processing EE4EZEHE

[J I'have not authorised the above transaction(s). | only authorised transaction(s) of (amount) at the
merchant.
KRNI HFNE AT T » RN SIESE R PR T ARG R (JT) e
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[] Incorrect Transaction Currency/ Amount 32 5, 5%/ SERRF

J lonly authorised the transaction amount of (Currency/Amount) instead of
(Currency/Amount). K AN REZRMEESEHL_ (B¥/eE cmfhE__ (EW/EE) -

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

R R R - B ESMREEIADUERE -

[J The order | made was in (currency). However, the transaction wrongly charged by the merchant was in
(currency).
ARNIHELL (B el s o ErFalsgsti (B SRS -

[J] Transaction Cancellation / Credit Not Processed 22 5 ELEUB/ WAL B AR
[0 | paid the transaction(s) by one of the following means A A B DU~ EL o —fd 5 =85~
[J Other card H At (card number 5EHE )
[ Cash ¥ &
[J Others At (Please specify 55+ HA )

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

ARNGEE AR EEEER CHIH ) HUMZTHET - HUH/25 555 °

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

ARNFFA P PR AR RGEIH R o (EARNZE SRR FAVERL > B ERREERIA LIRS -

[J Ireceived the merchandise and returned it to the merchant. The merchant did not properly disclose the Return Policy
at the time of the transaction and no credit was received. | enclose a copy of relevant document(s) for your reference.
AANCHREINERREGREF - BIREIRK - (£ G50F @ BPARASHA AR ERGK - B BRI
HES% -

[J I'have requested for the termination of the service with the merchant on (date) by O letter O email
O fax. | enclose a copy of the termination document, please request the merchant to stop further billings.

ANER___ (HE) Dot o B8 o EE SApE S HORES - B EEUMIRE LM - SEE0KRE
FiZ s -

[] Merchandise/ Service received is not as described Y EHYE &/ IRIE
[J The merchandise/ service received was not as described as the one | purchased/ ordered from the merchant and it
could not be accepted. A AUTEIHY & i/ ARFELAR AT FIEE Y &/ THE TR A AR E - HiZ A2 R EE
Wz -
Please specify how the merchandise is not as described and provide relevant proof to show the difference. 27+

ZA T Z R IEPZET
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[] Non-receipt of Merchandise/ Service KUK &/ IR

O

| did not receive the merchandise/ service from the merchant. | enclose the order form copy as an evidence. A& A&

AU FEF AR/ fe iR - B EETEBREIA LIRS -

[] Other Dispute Reason (please specify in details) EMZBER (F3FE0)

Note
R

If the investigation result shows that the dispute transaction was authorised by the cardholder, the Bank will
debit the following card account for the transaction amount, the finance charge and/or interest on the
disputed amount over the whole period (including the investigation period) if applicable.
WFAEERB T FHRL G BRI RAREN - A TRFN TR OWEE AR 5 ~ BESHRE (8
FERERAME ) BB K /SRS (EH ) -

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

BT A H S E HERE60 R EAIATT (B EBE bR ) - N IRTEE SR E RN - B T EF D
FRALAERAREIA S AL BIAAT » B S IRACHF IR A nlE B Fa8 2 5y HH 38 H AL 114K -

For merchant close down cases, please submit the dispute request together with the supporting documents
to us within 60 days from the merchant close down date. We will try to raise a chargeback claim against the
related merchant acquirer pursuant to the scheme rules of Card Associations. In case of any dispute, the
decision of respective Card Associations shall be final.

RGP EEBL U - ST R PSR4 R HEARE 60 R [EAH A RS SUAAC [BIAT THE H AR EKH

i o ATIRARIBIHIRE - FiE-ReHAS A RS P AT B R B S RS - A (B 5k
HRE-RARSRR R B B8 ERE

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

TR] AR AR AT YA Zy (R T 2R - P/ N AT RE 20K IR B 7 s i R A B E s & B =) 7
FELAYE IR o Rl A T B A B e 2 A A -

Signature %= Cardholder Name &f A #:44

Credit/Debit Card Number {5 F/1ER-R550S

Contact Telephone Number Ff&Z EESESRTE

Date HHf
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General Dispute Processing Flow — Vi

HSBC Cardholder JE&E G+ A
» Contact HSBC for disputed transaction and request a Chargeback within 60 days from the statement date

B L L L HIE 60 P ME S 4 L ST A OB o 37

!

/ HSBC Dispute Team (Card Issuer) JEE FHEELH (SF{EEET)

» Review whether all relevant supporting documents including Transaction Dispute Form are received
FEE GRS S AR R SRS EUE]

» Arrange a temporarily refund of the dispute amount within 7 working days and issue a temporary refund letter
2 7 (B AR R A B S s BR A L BHRr RN 2 L BRI AR R e

» If required, we will be in touch with you to discuss the details of the transaction and get more information from you
AT » FAPTR LRI 4& ps 58 2 4RSI [ B HUE % &kt

» Submit the request together with relevant document(s) to the Card Association

\ (AR AHA SR A HH B AL B _EARRA S

v

p
Card Association ~4H%%

» Received requests from different Card Issuers and send to respective Merchant Acquirers for handling

FEA RIS RIRTTHYZOR 00 S X EI A BRI SRR (F e 2

s

Merchant Acquirers i BEiHE

» Inform the merchant about the dispute and request the merchant to provide relevant supporting documents or refund

AP A B2 RS A K g e A BRI S 2R AL

\4

Merchants i &
» Provide supporting documents or refund to Merchant Acquirer for verification or handling

TERCA RIS SR R GG I B R A S e

Merchant Acquirers I[{{ EE %1
» Reply the result to the Card Association

[E]72 R AH AR A BRAS R

\ 4

Card Association F2H%%
» Received replies from different merchant acquirers and send to respective Card Issuers for handling

A [FI S A 5 L B [ 7 0 0 S X B A B ES -R 3R T (R 2

\ 4

HSBC Dispute Team (Card Issuer) JES FBmBHLH (BF8R1T)

» Received the result from the Card Association U ZI-F4H 4%y 4E SR

» Reply to the Cardholder of the chargeback result (only applicable for some dispute reasons)
[EIERF R ARVRKFEELS R (FEANEEFRER )

> If the chargeback is invalid, will arrange to reverse the temporarily refund from the card account

\_ AR BRI - PR P CHE R FERERR
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Processing Lead Time IR

Cardholder must submit their dispute requests within 60 days from the statement date or within 60 days from the merchant close down date so that
the Bank can have sufficient time to review and investigate the case. Besides, each dispute reason has respective processing deadline, the dates in the

following table is for reference only. 5 \RME Y H 45 B 8% 4 H HHEE60 R A SRR = 275545 1 HEARE60 R VPR T 5 - DUEIRTTA B 4%

iR B AR 2 - PrIEZSN - EHFRANE A S EH AR - LUT R Ey 0 SE 2

Dispute Reasons Fi&HH

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

[F IR L R R A 2R (BiEE SRR )

Visa

Mastercard EEEF

UnionPay §RH

Unauthorised Transaction

REFIRIIZ S

Within 120 days from the transaction processing date

A SR R HEEE 120K A

Within 180 days from the transaction
processing date

[R5 A E H LR 180K Y

X  Duplicate Processing

IR

X Incorrect Transaction
Currency/ Amount

Lo B SR

Within 120 days from the transaction
processing date

A G R R HEET120R A

Within 90 days from the transaction
processing date

A G F R HEET90R A

Within 150 days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
PR ZE R HEEET150R A (E$E30
RAYFRAMEERLAL S )

Credit Not Processed
R HTHUH/ B G AP

Transaction Cancellation/ X

Within 120 days from the
transaction processing date/
credit receipt
ARG E R RIS HEsT
120k

OR

X  For cancelled merchandise/

service, within 120 days from the
date the cardholder received or
expected to receive the
merchandise or services, but not
exceeding 540 days from the
transaction processing date
HREUH &SI > FERAR
S S P e R 5 B 5 0 P e/ R 5
feftin e st 120K NEA
WAL G EE HEEET540R

Within 120 days from the date of the
credit documentation or the service
cancellation date or goods were
returned

IR B B HUH BE mnaR [A]
HFEET120R 4

Within 150 days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
A Z AR HEET150R A [ EFE30
RAVFERFIMEERLAL 55
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Dispute Reasons F A

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

[F R L R A TR (BEE SRR )

Visa Mastercard B EEF UnionPay $RH#
Merchandise/ service received Within 120 days from the X  Within 120 days from the Not applicable
is not as described transaction processing date transaction processing date RiEH
W ETHY & i/ AR B Iy A AL G A EHEET120R N AL G AR HEEF120R N
[F] OR OR
Within 120 days from the X  Within 120 days from the
delivery date of the service/ delivery/ cancellation date of the
merchandise but not exceeding merchandise/ service
540 days from the transaction FARE Sk R AR B At e BN H
processing date #oEF 120 XY
RS AL R RS i H EEET OR
120RANEARNHEBEZTZEEHL | K Within 120 days from the service
#1540% ceased but not exceeding 540
days from the transaction
processing date.
AR5 1 HREET120 R AR
IR 5 E E Ha 540K
Non-receipt of merchandise/ Within 120 days from the X  Within 120 days from the Within 150 days from the transaction
service transaction processing date transaction processing date processing date (including 30 days’
ARUWEE 5L/ AR WS EEHLET120R N AR BB H R 120K N mandatory retrieval request time)
OR OR AL S B R HEEET150R A (B1FE30
Within 120 days from the agreed | K Within 120 days from the agreed | RHAYFRFINEEFZAL ZFFE] )
delivery date of the service/ delivery date of the service/
merchandise but not exceeding merchandise
540 days from the transaction TR 25 e B L
processing date T120%
AR AL R IR i o H AL
EH120R PMEAR AL S B R H
EET540K

INTERNAL




Dispute Reasons FiEHH

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

F IR L R R A R (BEE SRR )

Visa

Mastercard EEEF

UnionPay §RH

Merchant close down

IR SRS

Within 120 days from the
transaction processing date
AL G AR HEET120R N

OR
Within 120 days from the agreed
delivery date of the service/
merchandise but not exceeding
540 days from the transaction
processing date
TRk AL AR i o H AR
EH120RPMEAR AL Z B H H
H51540K

Within 120 days from the cardholder
aware that the service ceased but not
exceeding 540 days from the
transaction processing date

AR ARIE R B4 1 H ST 120
RAMEAEE#EAL 55 H H ST 540
xR

X

For Hong Kong, Macau and Taiwan
domestic transactions, within 360
days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
= B REEBHBEN S
PG AR HEE360KR A [
30KRHYRFMEEAZ AT FHHFE )

For other countries/regions, within
150 days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
HA Bz /& - AL S ER R
FF150RA ( FIFE3ORAYEFEE
A G )
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Ways to raise a Dispute Request £ BRI 71
Cardholder can raise a dispute request via one of the following channels:

R RAAEB LT H o —{E AR A TR HIRRESK:

1. Call our Customer Service Hotlines stated below: ZEELL & RIS 245!
HSBC Global Private Banking customers JESIBERFAASRITR F: (852) 2233 3033

HSBC Premier Elite customers & s BB A B 5 2 e (852) 2233 3033
HSBC Premier Customers 2 A% e (852) 2233 3322
Other Customers EL{th 2 (852) 2233 3000

2. Download “Transaction Dispute Form” from hsbc.com.hk and submit the completed form together with
relevant transaction receipt(s) or contract(s) (if applicable) and mail to Cardholder Dispute and Chargeback
Section, Card Centre, 8/F Tower 2&3 HSBC Centre, 1 Sham Mong Road, Kowloon.

J* hsbe.com.hk TN, " FEELHRAE | HEZFRAGR  BEIAMEERZ S 2 UERES) (EH ) 0 F
[O-RHL » G Fakpa EAH © JURERIEE 1 9IS P 0EE 2 RS 3 [ 8 14

3. Via Personal Internet Banking

FEBE A

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

WAy Fit st K% - BT 7 (8 AR H AL HRRER RO 88 HirEs AT -

Ways to provide supporting documents FELEEEH SRR 7

As the investigation process takes time to complete and we are required to comply with the respective Card
Association’s time limits, you are advised to submit supporting documents to us via one of the following channels
at your earliest convenience but not exceeding 14 days from the dispute request date. If you are unable to
provide the required document(s) by the deadline, it may affect the processing lead time and dispute result.
FRIRTHE A TR - BN e DR B RRRS B S s i DU o — (77 ASC [BIAA T - (HRZ SRR
AR Al R AL 5 B HEEE 14K - SR AEIRATERUE B BARTHRBLATRR S0 » TTRE & i s BT ]
MFBER -

Email to 5L E cardholderdispute@hsbc.com.hk

Mail to EZ % Cards Dispute Team, 8/F, Tower 2 & 3, HSBC Centre, 1 Sham Mong Road, Kowloon, HK
R am iR - JURE R B SR B b 0 BE 2 ) BE 3R 8

Fax to (HE &: (852) 3409 2329

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

EARTWEIE TAVRAEDKRE - —fRM S - AMTER 7 B LIERAZHHEREFGEHE T - HREEER 2
T AT R R R E R E RN R EOR - AT HF LR FOSA - @A N ERRR O - A
RAMRIHESSIRRSY 6 2 8 BRANIRG = @ i Tal & - WARE » ATgWesi N UERE - 4
R - AR REASKHIRE RSO ERE -

July 2023
Issued by The Hongkong and Shanghai Banking Corporation Limited

TEC=FEEH
HEA& BEEIRITARA ST
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