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Introduction

The Disputes Management Portal is a tool within the Merchant Portal. It allows you to view and
respond to your dispute cases online. This section gives you an overview of:

The disputes process, also known as chargebacks
Dispute cases

The Disputes Management Portal

Different types of dispute cases

The disputes process

A cardholder initiates a dispute by calling their bank. The issuing bank will forward the dispute to
the card brand (Mastercard, Visa, or Amex), who will then send it to the acquirer that processed
the transaction. The acquirer will check the validity of the dispute and forward it to you, as the
business that processed the transaction. If you challenge the dispute by submitting supporting
documents, the acquirer will then send it back to the card brand, who will pass it on to the issuing
bank. If the issuing bank accepts the documents, you will be credited, (if previously debited), and
the dispute process is closed. The issuing bank can continue the process using other dispute
stages, like arbitration. If you don't respond to the initial chargeback, or decide to accept liability,
you will be debited, and the dispute process is completed.

Dispute cases

A dispute is created when there's a question, or disagreement, about one of your payment
transactions—for example if a cardholder doesn’t recognise an item listed, or an amount charged,
to their card.

A dispute case involves some, or all, of the following parties:

e Cardholder - a customer using a payment card to purchase goods or services.

e Issuing bank - the bank that issued the card to the cardholder, also known as issuer or
bank.

e Card association - Visa, Mastercard, or AMEX, and so on. Also known as card scheme,
scheme, or card brand.

e Acquirer - the institution that processes card payments on behalf of the business, for
example, Global Payments. Also known as acquiring banks.

e Merchant - the organisation accepting payments by payment card in exchange for goods
or services. Also known as business.
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Dispute cases contain information such as transaction data, supporting documents from the
various parties involved, correspondence sent to you or the issuing bank, and case data, such as
records of the decisions that were taken to resolve the dispute.

Disputes Management Portal

We manage your dispute cases using an online tool within Merchant Portal-the Disputes
Management Portal. Here, you can:

View case information for your open and resolved cases.

Submit a copy of a sales draft and other supporting documents.

Accept liability for a dispute case.

Challenge, (refute), a dispute case and provide documentation to support your case.
Fulfil a retrieval request, or accept liability for it if you're unable to fulfil the request.

Types of dispute cases

Incoming cases are cases that are initiated by the cardholder, or issuing bank.
Outgoing cases are cases initiated by you, or us on your behalf.

A retrieval request is a request for proof that a transaction was valid. To respond to a retrieval
request, you might, for example, provide a copy of the sales draft for the transaction. There are no
financial implications for retrieval requests, however, if you don't respond successfully, you could
be held liable for any chargeback cases that result.

A chargeback case is created when the cardholder or issuing bank disputes a transaction. You
can respond to a chargeback by either acknowledging the chargeback and accepting liability for
it, or by challenging the chargeback by defending the transaction with supporting documentation.

A chargeback reversal stage is created when the issuer decides that the chargeback submitted
is invalid. When the issuer reverses the chargeback, if your account was debited, we'll credit your
account and record the chargeback reversal on the Disputes Portal or through Merchant
Portal/Reporting.
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An incoming pre-arbitration can be created when a case isn’t resolved at the chargeback stage.
For this case type, we'll work, on your behalf, with the issuing bank to attempt to resolve the
dispute and avoid arbitration. Arbitration, when necessary, is managed by the card associations.

An incoming pre-compliance case is based on a violation of rules that are defined by the
relevant card association.

An incoming good faith collection is a request for you to accept liability for a case on a good
faith basis, even if the final deadline for resolving the case has passed. Acceptance of this type of
case is completely at your discretion.

Exception cases include both, the incoming, and outgoing, versions of the following types of
cases:
e Pre-arbitration
Arbitration
Pre-compliance
Compliance
Good faith collection

Accessing Disputes Management

Disputes Management is a tool within the Merchant Portal.

To log in to Merchant Portal, enter reporting.globalpay.com into the address bar of your browser,
and enter your login credentials—email address and password.

globa Ipayments LANGUAGE / LA LANGUE
A [AES] lish v
Account Login A Enale

Email Address

Email Address

Password Forgot your password? @ Show

Password

Don't have an account? Register Now

© Global Payments, Inc. All rights reserved.
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Once you've logged in, you'll see your dashboard, as shown below.

globalpayments o H o

T T .

i

To get to the Disputes Management area, click on the application drawer icon, as highlighted in
the screenshot above. And then select Disputes Management from the applications window, as
shown below.

X o 0 3N

Applications
Disputes
Reporting Management
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Accessing Merchant Portal from Disputes Management

The Disputes Management Portal gives you access to the disputes area. When you're in this
section of the portal, you'll no longer be able to see the Merchant Portal area. This is to
ensure you have a single active session open with its own timeout parameters. If you log in

again, it'll take you back to the Disputes Portal.

To get back to the Merchant Portal, click the application drawer icon, followed by reporting.

globalpayments @

o

Reporting

Disputes
Management

Applications
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Disputes Portal overview

Disputes dashboard

When you've logged into the Disputes Management Portal, the first screen you'll see is your
dashboard-it displays graphs with key metrics related to your dispute cases.

globalpayments « s e

Dashboard LasT wre

You can select to view the data for a certain timeframe: last week (default), yesterday, last
month, or this year.

Disputes by card brand - shows the percentage of dispute cases per brand (for the time period
you selected).

Top 5 issuer by BIN - shows the case amount and dispute count for the top five issuer BINs (for
the time period you selected). Hovering over the graph shows the case amount and dispute count
for each BIN.

Top 5 reason codes - shows the case count for the top five reason codes, by volume (for the time
period you selected). Hovering over the graph shows the exact case count for the reason code
and the reason code description.

Dispute comparison - shows a comparison of case count for chargebacks, retrieval requests, and

other cases (for the time period you selected). Hovering over the chart shows the date and the
count for chargebacks and retrieval requests.

@ gIOba I paymeﬂtS Innovation that delivers. © 2022 GPUK LLP. All rights reserved.



10

Main menu

Every page of the Disputes Management Portal displays the main menu on the left-hand side
of the page, so you can easily access other areas of the portal.

e DISPUTES

0 Home

i=  Queues

Home - displays dashboard reports.
Queues - lists the dispute cases for you to review and/or action.

()  case Search Case search - allows you to search by case number, account number,
merchant number, and ARN. This is known as a wild card search.

O OPEN CASES Open cases - a folder containing cases you have opened—a convenient

& 1019500000 way for you to readily access the cases you're working on.

®
i 1019400002 ®

The left arrow at the bottom of the menu gives you the option to collapse
the menu for a broader view of the information displayed on the page.

Page display

The system default is to list 25 cases per page. If
there are more than 25 cases, you can page back Page 10f1
and forth by clicking prev (previous) or next
(to view the next page of cases).

You can change how many cases per page you

can view by choosing an option from the Show 25 per Page 1-20f2
drop-down. You can select to display 25, 50, 75,
or 100 cases per page. Show 25 per Page

Show 50 per Page
Show 75 per Page

Show 100 per Page
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Wild card search

11

At the top of every page of the Disputes Portal, there's a search feature—the icon that looks like a
magnifying glass. Here, you can enter search criteria, and you can even select the field you'd like
to search in—this is known as a wild card search. To narrow down the potential results, and to

reduce the search time, enter search criteria in as many fields as possible. The searchable fields

are case number, merchant number, account number, or ARN.

For example, *301 searches for all data ending in 301. 301* searches for all data starting with 301.

Search Results

"301*" in Wild Card

[l 3019800006

globalpayments

Q 3074

@ -301~inARN

Unargepack Heversai

U

(VLY “Jdun

All search criteria must be numeric only. But you can use the question mark character in place of
a digit. For example, to search for all case numbers that begin with 102 and end with 045, enter
102????045 and select to search in the case number field (so that only this field is searched in).

Queues

Overview

The queues area within the Disputes
Portal categorises your cases under
six sub-section queues. The number
next to each of the queue names
represents the number of cases
within that sub-section.

Queues
My Wor

0 B 0

My Work Queue »

Closed DD

My Bookmarked Cases E)

My Work Queue @

Pending Chargebacks &)

Pending Exceptions ()

Pending Retrievals E)
3011600011 Chargeback
011600013 Cnargeback

1016200011 Chargeback

RessonCode = | CaseAmoum &
4831 29731 GBP
10.4 @ 10.43 MYR
N 7] 42 64 USD

AT @ 39.99 USD

AW W N.s2UsD

131 10.19 MYR
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My work queue is the default queue—the page you'll see first when you click into the queues area.
It will display all the cases that you need to review and take action on. It lists chargebacks,
retrievals, and exception cases with one of two status codes:

1. Merchant response needed
2. Request more information

My bookmarked cases queue includes a list of cases you bookmark for future action/review.
Pending chargebacks queue. When you accept or challenge a chargeback from the my work
queue, it moves into the pending chargeback queue. It includes all chargeback cases with a status

of pending internal review—meaning they are with us to review.

Pending exceptions queue includes pre-arbitration, pre-compliance, and good faith cases with a
case status of pending internal review—meaning they are with us to review.

Pending retrievals queue. When you mark a case from the my work queue as fulfilled or unable to
fulfil a retrieval, it moves into the pending retrieval queue. It includes retrieval request cases with a
status of pending internal review—meaning they are with us to review.

Closed queue includes cases that have been resolved or expired based on the case due date. A

closed case means that we have responded to the issuer on your behalf, and have had a response
back from them. No action can be taken on these cases.

Customise your queue view

The Disputes Management tool lets you choose the columns and data fields you want to display
on the page, and reorder them. This is useful for you to ensure you have visibility of the data that
is relevant to you, and can organise it in a way to suit your preference.

Add or remove columns

Columns you can choose to add/remove include:

Default columns

Columns available to add

Case number

Merchant number

Case type Region
Case number ARN
Brand Auth code

Reason code

Transaction date

@ globalpayments
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Default columns

Columns available to add

Case amount

Case received date

Merchant

POS entry code

Due date

Issuer BIN ICA

Case status

Acquirer BIN ICA

Merchant category code

Transaction identifier

Original reference number

Disposition (my work queue)

To add or remove columns, click columns, as shown in the screenshot below.

Queues My Work Queue

My Work Queue

This queue contains cases that are waiting for you 1o rev

w3

ake

Inactive Save Filter

Columns Export
acnor

You will then see a list of available columns that you can add. You will also see a list of active
columns that are already displayed on the page.

To add a column to your view, from
the add all list, click + against the
column you want to add, and then
click apply.

You can also click on add all or
remove all to add/remove all
columns listed.

When you've added a new column,
the column title will appear under
the active columns list.

@ g'ObalpaymeﬂtS Innovation that delivers.

Avallable Columns Active Columns

Add All Remove Al

Merchant Number 4 :ii Case Number

Regicn t Y Case Type
ARN 1 :it Card Number
Auth Code t - :ii Brand

Cance

‘ Columns

9 Selected
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Reordering columns

To change the order of the columns on the page, place and hold your cursor over the dots to the
left of the column name, as shown in the screenshot below. Drag it up or down the page and drop
in the order you want it to display. Then click apply.

Available Columns Active Columns

Add All Remove All

. _icli
Merchant Number 1 an Number K

Region t it CaseType

icic
ARN - it Card Number

(ctie
Auth Code + - i1t Brand x -

I o “ -

Collapse or expand columns

To collapse or expand a column in your queue, hover over the column border on the headings,
then click and drag the column to the width you want.

QUEUES My Work Queue

My Work Queue
This quelse CONTEINS Cages

Change the sort order of cases

The default sort order for cases is by due date, then case amount within due date (from highest
to lowest). You can reorder the list of cases by clicking on the required column heading. You can
also view cases in ascending or descending case amount order, by clicking on the up/down arrow.
For example, if you want to sort your cases by card number, click on the card number column.

Queues  mywerk queue +

_Mv'i'i‘uk |

his queus coMlains cases that ane waiting for yos % review and taks action
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15

Create filters

The Disputes Management tool lets you set criteria that filters the cases you see in your queues.
You can even save these filters for future use— useful if you regularly want to view cases with
specific data.

To filter cases in your queue, click filter.

- Inactive Save 7 Filter

You will then see the filter criteria page, as shown below:

Queues  wmywork Queus

Clear 21l Flelds Cancel Iﬂ

Use the fields to choose your criteria for the filters, and then click apply.
The fields you can filter are:

Case number

Case type

Card brand

Reason code

Due date

Amount range (from/to)

Merchant number

Merchant name

Account number (first six digits, or last four digits)
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Save filters

To save your filter for future use, click save.

16

Queues My work Queue =

My Work Queue

This queue contain 25 that are waiting for you 10 review and take action

Columns Export -

You'll then see a save filter pop up window. Give your new customised filter a memorable name,

Save Fllter

and then click save.

Filter Name

Incoming PI’E‘-A[bItIaTIOI'l

Cancel

Access saved filters

To access a saved filter, click the star icon next to the filter drop-down as shown below. You'll then
see a list of all your saved filters. Select the filter you'd like to view.

To delete a saved filter, click the X next to the saved filter, and this will delete it from the list.

Inactive Save T

Filter

Saved Filters

Discover Chargeback

Incoming Pre-Arbitrati_.. m w

™" |

@ glObalpaymeﬂtS Innovation that delivers.
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Export data

You can export case data from within a queue to a CSV file. To do this, select a queue and click
export.

Queues  my work Queue - nactive (§) Save Filter

My Work Queue Columns

queue CoNTams cases that are waiting for you 10 review and take action

You'll then see the export data window. Here. you can select to export the visible columns only, or
all columns. Give your export file a name, and click export.

Columns ‘ Export
m‘ Export Data
04/2( exportas
® csv
04/2¢
v¥nat do you an exp
05/1¢
1 0 Visible Columns
05/1¢
< Name of file
05/1¢ Closed Case_2020-07-24T720:10:00.269Z
05/1¢
05/1¢
s e N T e e e

Key fields

Case number
A case number is assigned by us. You can find it on the dispute notification document that you
receive from us.

Case status

The status of a case indicates what action is needed from you. All cases in your work queue have
a case status of either merchant response needed or request more information.
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Values for case status include:

e Merchant response needed - open cases that need your attention to be resolved.

e Request more information — open cases that need you to provide additional information so
that they can be resolved.

e Pending internal review — cases that are currently under review by us, the Global Payments
internal disputes operations team. The only action you can take during this time is to
upload documents. Once a decision is made by our team, the status of the case will
change to reflect whether additional action, (if any), is needed from you.

e Closed — cases that you can't take any further action on.

Due date

The due date of a case is the date by which you need to respond to the dispute before it expires.
Each case has an indicator on the case details page showing you the number of days you have
left to respond.

For most cases, the deadline usually falls within 25 days; but this can vary based on the card
brand. It's best practice to respond to each dispute case as soon as you're able to collect all the
supporting information. An early response will give you more time to complete any follow up tasks
that may be required to resolve the case before the due date.

If you don’t respond to a case by the due date it'll move into your closed work queue. If this
happens, there are two options:

e |[f aretrieval request, pre-arbitration, pre-compliance, or good faith collection case moves
to a closed status, you can no longer respond to it.

e |f a chargeback case moves to a closed status, you can respond to it, but as it's passed the
due date, we'd pursue the case on your behalf on a ‘best effort’ basis.

Note: There may be a difference to the due date on the portal compared to the due date
provided in any letters we send you. The letters take into account mailing time versus responding
online. If you're responding to a case via the portal, use the due date provided on the portal.

Due date is the default sort order for cases in your work queue. And within the due date, cases are
then sorted by highest to lowest amount. You can change the sort order by clicking on the column
headers, as described in previous sections of this guide.

Reason Code

Reason codes are assigned by the card brand to
provide additional information about the case, along
with the reason description for the case. It also
guides you on the type of documentation to submit if

you Cha"enge a dlspLIte Case. Non-Receipt of Goods, Services or Cash

You can hover over the question mark, next to the
reason code to see a short description of the reason
code.
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For further guidance, you can click on the question mark to bring up the reason code advisor—this
can help you understand the following:

e Why did | get this notification of a dispute?
e What caused the dispute?
e How should | respond?
e How do | prevent this in the future?
[REASDOM CODE RG
MNon-Receipt of Goods, Services, or
Cash
® Why did | get this notification of a dispute?
Cardholder chiallenges the validity of a Card Sale due 1o non-receipt
ol Gﬂ-.'.l'l'\ and/or sernices
E What caused the Dispute?
This Reason Code is valid fo argeb
claims 1o have
of goods an
or delwvered prom e amt
@ How should | respond?
Previde the following compelling evidence:
Bookmarks

Bookmarks allow you to temporarily save cases to a dedicated queue for easy access. When you
bookmark a case, it'll appear in the my bookmarked cases queue. Bookmarked cases will remain
in your bookmarked cases queue until you remove them. This queue is only visible to you.

Bookmarked cases can be identified by the bookmark icon and can be removed by clicking the
icon.

If the case is bookmarked, it will look like this: Ji§
If the case is not bookmarked, it will look like this: [ ]

The bookmark icon can be found in the first column of every case row in all of the work queues.
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Take actions
This feature lets you:

Accept or challenge a chargeback

Accept or deny a good faith case

Fulfil a retrieval request or indicate you are unable to fulfil a retrieval request
Open the dispute case

View more details about case

Upload documents

To take action on a case:

1. Select the actions drop down menu from the queue, then click on the action you'd
like to take.

or

2. Select open case from the actions drop down menu, review the case details and
history and then click take action on the case details page.

or

3. Select view more details to provide a slide-out panel giving you additional insight into
the dispute, including transactional details.

Accept

When you accept a case, it means you're agreeing to accept full liability for the dispute. You're
indicating that you're unable to provide any information to adequately support resolving the case
in your favour.

Challenge

When you challenge a case, it means you're not accepting liability for the dispute. You're
indicating that you will submit documents to prove and support resolving the dispute in your
favour. If you're unable to provide sufficient information, we may not be able to contest the
dispute case and cannot guarantee recovery of funds.

Fulfil request
Selecting the fulfil request action, lets you respond to a retrieval request by uploading
documentation, usually a sales draft, that satisfies the request for supporting documentation.

Unable to fulfil request

If you're unable to provide documentation to satisfy a retrieval request, you can accept liability for
the case by selecting the unable to fulfil request action.
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Deny
When responding to an incoming good faith collection case, you can indicate that you're denying
the request, including any financial liability for the dispute.

Open case
This option displays the case details before you take any of the actions detailed above.

Case details page
The case details page lets you:

View case and transaction details.

View case history/timeline.

Review and download documents, including the original dispute notification.

See the probability of successfully challenging the case.

Take action: Accept or challenge the chargeback, view more details, upload documents, fulfil
a retrieval request or indicate you are unable to fulfil a retrieval request.

The image below is an example of a case details page, including dispute overview, transaction
overview, and related transaction flow.

M Case #3011600004

Diapute Dverdes Tranaaction Ouerdew Felaced Tranaaction Flew

Scrolling down the page shows the case history/timeline. Refer to the Show in timeline section in
this guide for further detail.
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Probability score

The case details page shows you a probability score, as shown in the screenshot below:

0

[F5 LEFT Chargetack Merchan! Response Negded T620063007 563011271 5894

This score gives you an estimated percentage of being able to successfully challenge the case
based on three years worth of data and related algorithms. You can use this score to help you
decide if it's worthwhile challenging the case or accepting liability for it.

Red indicates a low probability of challenging a dispute with a successful outcome in
your favour.

Yellow indicates a neutral probability of challenging a dispute with a successful outcome
in your favour.

your favour.

@ Green indicates a good chance of challenging a dispute with a successful outcome in

It's important to remember this is just an estimate, and hovering over the question mark icon will
show you a legal disclaimer, as below:

NOTE: The probability score is only an estimate of the potential outcome of a chargeback

dispute based on your historical chargeback results and does not guarantee any outcome or
result. See the Help Centre page for more information.

Show in timeline
This is a timeline showing all the documents and merchant advice relating to a particular dispute

case—all in one place. The display is defaulted to showing all documents and merchant advice,
most current first. But you can change this to make it easier for you to find specific information.
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B Document Attached Syztem () 04/27/2020 09:26 am
Documents
File Descrpion
4220466738 635912.TIF Card Brand Document
06 Dispute Notification System (L) 04/25/2020 07:38 am

Merchant Advice — Public

Description Stage

Dispute Mo 22778 uft Chargeback
Message to Merchant
provide the following:

+ Evidence that the cardholder has received benefit from both transactions.

Merchant Preferred La Quage
provide the following:

+ Evidence that the cardholder has received benefit from both transactions.

Dispute Management

Date

04/25/2020

The cardholder claims that a single transaction was processed more than once. In order for us to attempt to defend this, please
* Two separate transaction recelpts or iInvolces confirming two separate sales, along with an explanation of the charges.

- Proof that a Credit which directly offsets the Disputed Charge has already been processed
Fallure to provide this specific documentation, will result In us being unable to defend this further on your behalr.

The cardholder claims that a single transaction was processed more than once. In order for us to attempt to defend this, please
* Two separate transaction recelpts or Involces confirming two separate sales, along with an explanation of the charges.

* Proof that a Credit which directly offsets the Disputed Charge has already been processed.
Fallure to provide this specific documentation, will result In us being unable to defend this further on your behalf.

The show in timeline selector lets you choose to view:
e All-documents and Merchant advice information.
e Documents only.
e Merchant advice only.

The order by option lets you view the documents and/or

merchant advice information in ascending (oldest by date),
or descending (most recent by date) order.

@ glObalpaymeﬂtS Innovation that delivers.

Show In Timeline

| Al D v

Documents a

Merchant Advice )

Order By

Newest First v

Oldest First
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Dispute notification

When we receive a new dispute case, we'll also send you a notification. You'll see this in the
timeline section for the case. An example of what you'll see when clicking the description for a

notification is shown below

QR Code

Case Nao.

NOTE: If you're not using the Disputes Portal, and are instead faxing documents to us, you

———

Apr 15, 2020

OPFENEDGE

ATTH: CHARGEBACK DEPARTMENT

1 HEARTLAND Wiky

JEFFERSONVILLE, [N 47130-5570

Prone: (B00)-82%-9137

Pan: [447) 194 191%

MLtk htips: | [ reporting globalpay com

Please respond by: May 05, 2020

Tha & & DIZCOVIR Owrgetand.

ey e e e S S e A
AU grd LS s fames

DISPUTE REASON » A RoCaTng Py mont

CAsE WO UL ] ADUNTMEMT AMOUNT L AL UND
LML T AN NN DAL UMD AN SIMEMT ATE : e Jh, MO
TRANSACTION DETAILS -

CARD UMl R JCORLAT S = ] TRANMACTION Tre ;
TRANSACTION AMOUNT : 4264 USD DEGINAL RIFERONCE NO : BMI2ESE
TRANGACTION DATE : Mar 02, 2220 DCFOSTT CONTROL : TZP000
TRAMGACTION POST DATC ;M 02, 2220 INVOICE TICKET MO :
AUTHORIZATION COOC | DOZ9R FROMT [ND 1D

MERCHANT 1D | IGTORSNA STORE NUMOCR

UNCLE 1D BOARES

ACTION/S NEEDED:

prowade The Wolowing « Ewicdenos Bl tw modrmmhr«n Saymet plan
mdmﬂmm wrmm.w of eI v P
of mo cancelation » Prood e 8 Crodil et deecly offurt s the Dagurre Charge has slreasy Seen processed F = peovele thes sperie
dovsreniston, will resll nous Seing unable W delese this Nl o your bafulfl,

IMPORTANT REMINDERS:

s Ths cawe may mawe adostonal dossmentanon Pat s perd neet 1 e depurr. T e thoee docsments, pleaes iog on tg Merchant
mmmumwmmmmmuuwmhmmwmnmm
do nol have stoms, youw may el fon e srvics using your Merckand Nurmber ot ttpe: | rep oo, Chherwne,
plnd COMAT UL

+  Pesse respond ko s 00 o before May 05, 2020 w0 allow Lively resclalion of B Cese.

& o may rempond deectly va e Dnputes. Yanagemert Tool i+ ettps:/ | reporting. globalpey com for leder prooessing of your
PR O SR LS OOV Dy FE0EY TI Or T 6 SpOCMED 1 T el

*  Pmswe nOude s (opy of tha Befcoded eler o pour eporee od ereure Pl v oarertaton 4 T pete g kegible

¥ yous hawve gy questors, pnase contact us of [SX00-E79-91 37 Yer are open betveon Sare - bpre BST, Monday - Frdey

Thand you,
Glhobel Dwmpuste Fassciuface Tesm

should use the disputes notification letter as the fax cover sheet each time you fax us
information. This way, all the documents relating to the case can be indexed and linked to the
case using the unique QR code from the letter.

@ g|0b3| payments Innovation that delivers.
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View more details
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To view additional details about the case and the transaction, click View More details.

oy T Chargeback

Dispute Overaew

mieichant Riesponse Meeded M

THIN06I00TSE301 171 55965

Transaction Overdew

Chargehack

— ] G
4264 USD

4247020

AP

Facuring Payment

Pending D e Teeam Revieew

AF

]

47 b4 LSO

TRANAII07SE30 1 2158965

OZEIR
(3R 20 3959 USD
O a2 4284 UsD
'

tard present 7

2 726% 0
Fsdated Transaction Flow
032070 47 93 USD
OAr2ar 2 2 i IS0

This will take you to the dispute and transaction overview page.

More Information

Dispute Overview
ASE TYPE
Chargeback

SPUTED AMOUNT
104.98 USD
rREASON ConE ‘@
DP
ATESTL

Pending Dispute Teamn Review
ADDRESS
CARD BRAMD CASE NUMBER
4220466738
IMING MESSAGE
ACQUIRER BIN

620063

04/25/2020

Duplicate Processing

M HAN A
F NAM

F L C B .3
No

lg N

| hII‘I'InI'd‘

M

PREFERRED LANGUAGE

Transaction Overview

ARN

76200630075630112158940

2020-03-02 0 USD

ARD DETAI
F
Z
L
CCOUNT NUMBER
AN M IN R
ANSA N CO
05

ISA y
448643042832002

00296R

LED

03/02/2020 104.98 USD

M

CRYPT! A

C HOLDER IL b

5

TERMINAL CAPABILITS
TERMINAL ID

ORIGINAL TRAN N INDI
ORDER ID

You can scroll through the cases in your queues by clicking the up/down arrow at the top of the
page. Click X or the left arrow to return to your queue.

@ glObalpaymeﬂtS Innovation that delivers.
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Take action

Once you've reviewed the case details and history, you can click take action and accept or
challenge a dispute, upload a document, fulfil a retrieval request or indicate that you are unable to
fulfil a retrieval request.

Take Action Take Action Take Actlon

Accent Upload Document Fulfill Request

Challenge Unable to Fulfill Request

Open cases - main menu
When you open a dispute case, it will appear in a list under open cases within the main menu. This

gives you a quick and easy way to create a list of cases to select and work on. You can remove the
case from your open cases list by clicking on the X next to the case number.

() OPEN CASES

& 3011600004 ®
®

™ 3011600011

View more case details
From the my work queue page, selecting the view more details option from the actions drop down

menu, will display case and transaction details. Here, you can view further case information to help
you come to a decision about whether to accept or challenge the case.

@ gIOba I paymeﬂtS Innovation that delivers. © 2022 GPUK LLP. All rights reserved.
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Case Details

BRAMNL ASE AMOUNT
— 39.99 USD
CASE NUMBER REASON CODE
3011600011 AT
Chargeback 05/19/2020
CARD NUMBER MERCHAN
653950+ ***1236 Jerry's Banana Stand
CASE STATUS ACOQUIRER BIN ICA

620063
ARN AUTH CODE
76200630075630112159260 00229R
fED DATE ISSUER BIN ICA
04/24/2020 653950
DISPOSITION MERCHANT NUMBER

Pending Dispute Team Review

MERCHANT CATEGORY CODE REGION

5818 NA

ORIGINAL REFERENCE NUMBER POS ENTRY CODE
6202152 NO

TRAMSACTION IDENTIFIER TRANSACTION DATE
454396065035002 03/02/2020

You can scroll through the cases in your queue by clicking the up/down arrow at the top of the
page. Click X or the left arrow at the top of the page to return to your queue.

Upload documents

You must attach a document to the case, when:

e Fulfilling a retrieval request.
e Challenging a chargeback, incoming pre-arbitration, or incoming pre-compliance.

It's optional to attach a document when accepting or challenging an incoming good faith
collection case.
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To attach a document to a case:

1. You can drag and drop your document onto the upload panel. Or, click browse computer
to search and select a document from your computer. The system allows you to upload pdf
and tiff files.

(&

Drag and Drop or Browse Computer

2. Add a name for the file, or use the default system name, then click next.

© &3
Dviag i D s Brcvanes Do

Challenge

Upload Documents

Case Deosment pdf 2]

3. If the upload is successful, you'll see the following:

Success!
° Upload Document has been submitted for case #3010800008

CLOSE

8 gIOba I paymel’]ts Innovation that delivers. © 2022 GPUK LLP. All rights reserved.



Case search

Disputes Management lets you search for a particular case, or group of cases, as well as
create and save search criteria.

Click case search on the main menu to search for a case. You'll then see the case search page
prompting you to enter search criteria.

29

globalpayments Q o e
Case Search nactrn
Salect Casa Type v Salect Case Stams Ll
[F] salect Daiafs
=xa
Clear 211 Flelds Cancel

You can search by one or more of the following criteria:

Case number

Case type

Case status

Merchant number

Account number (first six digits, or last four digits)

Transaction date range - select a date, or a range of dates, then click apply

Yesterday 4 July - 2020 > July - 2020
Last 7 days
1 4 2 3 4
Last Month
6 7 9 0 1 [ g 9 0 1
This Month 2 13 id i5 [ i7 ] 12 i3 14 15 & 17 g
9 20 2 22 23 24 25 9 20 21 2 e 4 5
This Year n 7 1’ W™ oW AN n 7 1B ®” W
Custom
07/26/2020 07/26/2020

o “

Click apply on the case search page once you've entered the search criteria.
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If you click more, you can see even more criteria to search by.
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globalpayments <

Case Search

Clear 2ll Fislde

Fenee m

Entering additional criteria will help narrow down the search results. Additional criteria fields

include:

Dispute amount
Reason code
Authorisation code
Card type

ARN

Issuer BIN

Once you've added your criteria, click apply. You'll then see the results showing all the case(s)

that match your search criteria.

If you want to change the search criteria on the case search page, click search. Then enter your

new search criteria, and click apply.

Active

Clear All | Save

kg

Search

@ glObalpaymeﬂtS Innovation that delivers.
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Save search criteria

If you're likely to use specific search criteria regularly, it's useful to have it saved so you can easily
use it, rather than having to input all the search criteria every time.

To do this, input all the criteria you want, and then click save. You'll then see the save search pop
up window prompting you to name the search criteria that you've just created. Enter a name, and
then click save.

Active 0 Clear All | Save g Search

olumns w Export w
Filter Name P
b Actlons
:1/' Actions w

Access saved search criteria

To access your saved search criteria, click on the star icon, next to the search box, as shown
below. You'll then see a list of all your saved searches—select the one you'd like to use.

To delete a saved search, click the X against the one you want to delete.

Active O Clear All | Save o M Search
Saved Searches
Case Status
v Pending Internal Review v
CB Pending Internal Review b4
Transaction Date Range
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Customise your search results

You can quickly and easily add and/or remove columns from your search results. To do this, click
columns, as shown below. And then add or remove columns as required. Refer to the Customise
your view section in this guide for further instructions on how to do this.

A

Active Clear All | Save pig Search

Columns Export

Export your search results

You can export the case data from your case search results. To do this, click export. Refer to the
Export data section in this guide for further instructions on how to do this.

Active Clear All | Save 7’? Search

Columns Export
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Chargebacks

You can respond to a chargeback by either acknowledging the chargeback and accepting liability
for the case, or, challenging the chargeback by defending the transaction with supporting
documentation in your favour.

Accept liability for a chargeback

1. From your work queue area, find the chargeback case.

2. Select actions.

3. Click accept to accept liability for the case, without reviewing further information. Or, click
open case to review the case details, history, and probability score.

Columns Exl.l'.'”. .

-t Actions
05/11/2020
05/18/2020 u Challenge

Open Case
0518/2020 u

View More Details
05/18/2020 —

4. Once you've reviewed the details and probability score, and you've decided to accept
liability for the case, click take action > accept.

e DISPUTES globalpayments Q . Data Search CTRL+ALT+0 v 99 °

Q Case Search

Case XXXXXXXXXX

Dispute Overview Transaction Overview Merchant Overview =
Chargeback ARN Merchant Numbe o XX0000XK

1200 GBP authorized  10/20/2021 12.00 GBP

4853 Ser 10/20/2021 12.00 GBP
- ) N

Cardholder Dispute Chargeback
05 B/RR Delivery Met Y
o 11/19/2021

i Card present 07 UK

Case Timeframe expired - Rights to Send E \F Value 1/

Response to Issuer Expired/Lapsed
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5. You'll then see the accept liability page showing you a legal disclaimer. Read the disclaimer
carefully, and click accept if you agree and are happy to proceed.

ACCCP‘ Liabil ity You are accepting full inancial habilnty for this chargeback case. This means you are no longer contesting thes case and the previous debat
made to your account will remain. Your acceptance of this case will be sent to the card brand and will be deemed fina

NOTE: This case will ba removed from your work queua. As a result, you will no longer be able to challenge it

Do not use this option If you have issued & credit to the cardholder.

Note: Disclaimers vary by case type, case age, and your response. Refer to the Legal
disclaimers section in this guide for further information.

The chargeback case will then move from your work queue and will be listed in the pending
chargeback queue, with a case status of pending internal review.

Challenge a chargeback

1. From your work queue area, find the chargeback case.

2. Click on actions.

3. Click challenge without reviewing further information. Or, click open case to review the case
details, history, and probability score.

Columns Export

W 04/26/2020 m Gt Actions

.EC 05/11/2020 c Accept

05/18/2020 m

lJ|JDIIf'rl'-'-f-‘
05/18/2020 c

View More Detalls

05182020

4. Once you've reviewed the details, history, and probability score, and you've decided to
challenge the case, click take action > challenge.
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5. You'll then see the upload documents page. This is where you need to upload
documentation to support the challenge. Drag and drop a document, or multiple
documents, from your computer onto the upload panel, or click browse computer to
search and select a file from your computer.

N o

©)

[l Case 2010900012 - ke Action

Challenge
Upload Documents

a7y

Drag and Drop of Brovwse Compter

You'll then need to enter a file name, or you can use the default name, then click next.
You'll then see the case notes box, or you can enter some notes here, or leave this box
blank. Then click next.

The next screen is the confirm submission page, showing you a legal disclaimer. Read this
carefully, and click submit if you're happy to proceed. The disclaimer is to ensure you
understand that:

All submissions are final.

You're certifying that the documentation you submit is correct and adequate.

If sufficient information is not provided, we may not be able to contest the dispute.
We don’t guarantee recovery of funds.

Challenge
Confirm Submission Vi MUST AgTee In Ofder 1o continue

Cancel

I% correct and adequaltely
allengs 15 valid. If sumncient

@ You af ting a challenge 1o the charg

SUPPOH oiving this dispute n you
o proveded we miay nod b

redmed

All submissians are final,

e -

Note: Disclaimers vary by case type, case age, and your response. Refer to the Legal
disclaimers section in this guide for further information.

The chargeback case will then move from your work queue and will be listed in the pending
chargeback queue, with a case status of pending internal review.
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Retrievals

A retrieval request is a request for proof that a transaction was valid. You can fulfil these types of
requests by uploading supporting documentation, such as a sales draft. If you don’t have any
proof in order to fulfil the retrieval request, you'll need to accept liability for the case.

Fulfil a retrieval request

1. From your work queue, find the retrieval request.

2. Click on actions.

3. Click fulfil request to view case details and upload relevant documentation to satisfy the
request. Or, click open case to review the case details and history before updating a
document.

08/02/20 Actions

=

E_ Fulfill Request )

08 Open Case

Unable To Fulfill Request
08

View More Details

NaMa20 —A

4. Once you've reviewed the case information and happy to proceed, click take action > fulfil

request.
‘TakeActlon |

C Fulfill Request >

Unable to Fulfill Request
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5. You'll then see the upload documents page where you need to upload supporting
documents. And then click next.

© &

Dvag and Drop of Browse Com paber
Fulfill Retrieval Request
Upload Documents

Concel

6. You'll then be prompted to enter some case notes, or you can leave this blank. And then
click next.

2O

Fulfill Retrieval Request:

Add a case note

Previous Siep Next

cancel

7. The next screen is the confirm submission page, showing you a legal disclaimer. Read this
carefully and accept by clicking submit. This confirms you agree to the terms in the
disclaimer and are happy to proceed.

@ Yau are responding to & retrieval request. You are alsa certifying that the sttached dacumentation is beth legible and valid. Note that issuer
hms the right 1o reject the image if it is either ilegible or incorrect. As a result, you may receive & chargeback for the transection in question if
attached image does not mest these conditions

Fulfill Retrieval Reguest:

Verify Submission

By clicking the Submit bution, you are agreeing o the abave terms. All submissions are fina

o S E

Note: Disclaimers vary by case type, case age, and your response. Refer to the Legal
disclaimers section in this guide for further information.

The retrieval request will then move from your work queue and will be listed in the pending
retrievals queue, with a case status of pending internal review.
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The document(s) you uploaded will automatically be linked to the case. You can view the
document(s) in the case history/timeline. Refer to the Show in timeline section in this guide for

further information.

Unable to fulfil a retrieval request

If you can't fulfil a retrieval request by providing supporting documentation, you can accept

liability for the case.

1. From your work queue, find the retrieval request.
2. Click on actions.
3. Then click unable to fulfil request.

08/02/20 = ﬂ Actions

08 Fulfill Request

08 Open Case

View More Details

n8/06/20 —2A

@able To Fulfill Req@
of

4. You'll then see a legal disclaimer. Read this carefully and accept by clicking submit. This
confirms you agree to accept financial liability for any chargeback or dispute case that may

subsequently be initiated by the issuer.

Unable to Fulfill

to this transaction

CANCEL

You are responding to a retrieval request. You have also indicated that you are unable to fulfill this retrieval
reguest. As a result, you may receive a chargeback for the transaction in questicn. By procesding, you agres
to sccept full financial lisbility for any chargeback or subseguent dispute case initiated by the lssuer related

By clicking the ‘Aecapt’ butbon, you are agreeng io the above terms Al submissions are final

=

Note: Disclaimers vary by case type, case age, and your response. Refer to the Legal
disclaimers section in this guide for further information.

@ glObalpaymeﬂtS Innovation that delivers.
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Exceptions

Exception cases that you need to take action include: Pre-arbitration, pre-compliance, and good
faith collection.

Accept liability for a pre-arbitration or pre-compliance case

From your work queue area, find the pre-arbitration, or pre-compliance case.

1.
2. Click on actions.
3. Click accept to accept liability for the case, without reviewing further information. Or, click

open case to review the case details, history, and probability score.

08 Elﬁ Actions

o8 E’r Actions I

: Accept >

Challenge

Open Case

View More Details

—— Actions

4. Once you've reviewed the details, if you decide to accept liability for the case, click take
action > accept.

e DISPUTES globalpayments Q . Data Search CTRL+ALT+0 v 99 °

Q Case Search

Case XXXXXXXXXX

Dispute Overview Transaction Overview Merchant Overview =
Chargeback ARN Merchant Numbe o XX0000XK

1200 GBP authorized  10/20/2021 12.00 GBP

4853 Ser 10/20/2021 12.00 GBP
e Descri D torchant Account Status N

Cardholder Dispute Chargeback
05 B/RR Delivery Met Y
o 11/19/2021

i Card present 07 UK

Case Timeframe expired - Rights to Send E \F Value 1/

Response to Issuer Expired/Lapsed
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5. You'll then see the accept liability page showing you a legal disclaimer. Read the disclaimer
carefully, and click accept if you agree and are happy to proceed.

Accept Liahl “15' ‘You are responding ta an Incoming Pre-Arbitration case. You have indicated that you are unable 1o provide information thet would
sdequately support resolving this dispute in your faver. As @ result we may not be able to contest this dispute and cannot guarantes

recovery of funds, By procesding you agres to take full financial liability for this dispute case
MOTE: If you stteched any documaentation it will bs discardsd befors submission,

All submissions are final

You must agree in order to continue

e _

Note: Disclaimers vary by case type, case age, and your response. Refer to the Legal
disclaimers section in this guide for further information.

The pre-arbitration or pre-compliance case will move from your work queue and will be listed in
the pending exceptions queue, with a case status of pending internal review.

Challenge a pre-arbitration or pre-compliance case

1. From your work queue area, find the pre-arbitration, or pre-compliance case.

2. Click on actions.

3. Click challenge, or, click open case to review the case details, history, and probability
score.

4. Once you've reviewed the details and probability score, and you've decided to challenge
the case, click take action > challenge.

08 Actions
Accept

Open Case

View More Details

08 E|"l Actions
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5. You'll then see the upload documents page. This is where you need to upload
documentation to support the challenge.

© <))

Drag and Drop or Brow

Challenge
Upload Documents

6. You'll then need to enter a file name, or you can use the default name, then click next.
You can enter some notes in the case notes box, or you can leave this box blank. Then click
next.

@

Challenge
Add a case note

7. You'll then see the confirm submission page, with a legal disclaimer. Read this carefully, and
click submit if you agree and are happy to proceed.

@ You are respending 1o an incoming Pre-Arbitration case. You are alao certifying thet the ettached decumentation is comect end adequately
supperts resclving this dispute In your favor. We will review presented documentation to determine further course of setion. If sufficient

remedy |3 not provided we may not be able to contest this dispute and cannot guarantee recavery of funds

Challenge
Confirm Submission

All submissions are final

- o _

Note: Disclaimers vary by case type, case age, and your response. Refer to the Legal
disclaimers section in this guide for further information.

The pre-arbitration or pre-compliance case will then move from your work queue and will be
listed in the pending exceptions queue, with a case status of pending internal review.
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Accept liability for a good faith case

1. From your work queue area, find the good faith case.
2. Click on actions.

42

3. Click accept to accept liability for the case, without reviewing further information. Or, click

open case to review the case details and history.

J. Accept )

Deny

Open Case

View More Details

4. If you'd like to upload any supporting documentation, click take action > upload

document.
5. To accept liability for the case, click take action > accept.

° DISPUTES globalpayments Q

Q Case Search

Case XXXXXXXXXX

Dispute Overview Transaction Overview
Chargeback ARN
12.00 GBP Authoriz 10/20/2021 12.00
4853 Ser 10/20/2021 12.00

e Descri
Cardholder Dispute Chargeback

(7] 11/19/2021
Card present

Case Timeframe expired - Rights to Send
Response to Issuer Expired/Lapsed

@ glObalpaymeﬂtS Innovation that delivers.
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Data Search CTRL+ALT+0 w o0 @ .

Merchant Overview =
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6. You'll then see the accept liability page showing you a legal disclaimer. Read the disclaimer
carefully, and click accept if you agree and are happy to proceed.

Accept Liability You are responding to an incoming Good Faith case. You have also indicated that you are accepting
this request. By proceeding you agree to accept full financial liability for this dispute case.

Note: This case will be permanently removed from your list of Good Faith Collection cases.
As a result you will no longer be able to reply to it.

All submissions are final.

Accept

Note: Disclaimers vary by case type, case age, and your response. Refer to the Legal
disclaimers section in this guide for further information.

The good faith case will then move from your work queue and will be listed in the pending
exceptions queue, with a case status of pending internal review.

Deny a good faith case

1. From your work queue area, find the good faith case.

2. Click on actions.

3. Click deny to deny the good faith case, without reviewing further information. Or, click open
case to review the case details and history.

Accept

Open Case

View More Details

4. If you'd like to upload any supporting documentation, click take action > upload
document.
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5. To deny the good faith case, click take action > deny.

e DISPUTES

Q Case Search

globalpayments Q

Case XXXXXXXXXX

Dispute Overview

Chargeback
« “
1200 GBP
4853
Cardhiold‘er Dispute Chargeback
o 11/19/2021

Case Timeframe expired - Rights to Send
Response to Issuer Expired/Lapsed

Data Search CTRL+ALT+0 w :: ° ~

Transaction Overview Merchant Overview =
ARN Merchant Numbe o X000
10/20/2021 1200 GBP
10/20/2021 1200 GBP
D N
05 Y
Card present 07 UK

6. You'll then see the confirm submission page showing you a legal disclaimer. Read the
disclaimer carefully, and click submit if you agree and are happy to proceed.

Deny

Confirm Submission

Cancel

You are responding to an Incoming Good Faith Collection case. You have also indicated that you are
denying this request. By proceeding you deny any financial liability for this dispute case.

NOTE: This case will be removed from your list of Incoming Good Faith Collection cases. As a result,
you will nolonger be able to reply to it.

All submissions are final.

Note: Disclaimers vary by case type, case age, and your response. Refer to the Legal
disclaimers section in this guide for further information.

The good faith case will then move from your work queue and will be listed in the pending
exceptions queue, with a case status of pending internal review.

@ glObalpaymeﬂtS Innovation that delivers.
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Reports

Reports are available through the Merchant Portal. In this area of the portal, you can:

e Select the timeframe for the data shown on the report.

e Customise the view of the reports by using filters and adding and/or removing columns.
Refer to the Customise your view section in this guide for further information on how to do
this.

e Export data to a CSV file. Refer to the Export data section in this guide for further
information on how to do this.

To access the reports area, from the main menu of the Merchant Portal home page, select reports
and find disputes. There are three default reports available for you to use:

e Adjusted disputes report
e Chargebacks received report
e Retrieval received report

Adjusted disputes report

This report includes all cases that have been debited or credited from your account. It includes all
chargeback and exception items with a merchant status of open, closed, pending internal review,
merchant response needed, and request for more information. The screenshot below shows an
example of an adjusted disputes report:

globalpayments ¢ = QO

Curent Merchantls) All Merchants  [ECEERECHE

Disputes Viewing: Adjusted Disputes = FiRters: Active @ Save 19/09/2022 2510912022 =] ty Filter

< Back to Reports

Adjusted Disputes -250f 1366 Columns Export

Summary (GBP)

90395 4 (43466 .44) 337647.42 381113.86

5004 o 24/09/2022 25/09/2022
1987 o 240972022 25/09/2022
sWres 25/09/2022 25/09/2022
39026 oo 25/09/2022 25/09/2022
Debit 24/09/2022 25/09/2022

200.28 ebit 24/09/2022 250972022

NI o 24/09/2022 25/09/2022
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Chargebacks received report

In this report, you'll be able to see all the chargeback cases you've received. You can apply filters
to see the current status of all chargebacks within a set timeframe. The screenshot below shows
an example of a chargebacks received report.

© Backto Reparts Currency (GBP) ~ <@ Hide Grag
Chargebacks Received justnow Cases Created justnow
- Pending Interal Review - 3
0.0 — _— T _ -
— e ~——
000
H
E 0
10
Sep22 Sep23 Sep24 Sep25 Sep 26 Sep 27 Sep28 Merchant Response Needed - 14
Chargebacks Received snowing records 1-17 of 17 Columns ~ Export ~
Summary (GBP)
65668.49

Case Number ¢ Case Due Date ¢ Case Stats ¢ Reason Code *

28/09/2022

744255 07/1112022

2227100152 4837 - No Cardholder Authorization Actons -

p— 4837 o ol Auoicen
2710912022 2227000078 e 4837 - No Cardholder Authorization Actions «
271091202 2 2
2102022 2227000013 I 4837 - No Cardholder Authorization Actons =
21ioe0z2 2227000005 s e 4837 - No Cardholder Authorization Actons

71091202 2 !
2710972022 1227000093 90402 227102022 104 - Other Fraud - Card-Absent Environment Actions
25/081202: !
25/0972022 1226800028 429065 201072022 [ —— 104 - Other Fraud — Card-Absent Environment Actions ~

Retrievals received report

This report includes all retrieval cases. You can apply filters to see the current status of all
retrievals within a set timeframe. The screenshot below shows an example of a retrievals received
report.

<~ Back to Reports Currency (GBP) v <& Hide Grap

Retrievals Received just now Retrieval Cases Created just now

Cases Created
*

Sep 24 ( Merchant Response Needed - 1
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Enable dispute notifications

You can manage disputes more efficiently—with email notifications.

Once you're logged in to the Disputes Portal, click on your profile icon on the top right-hand
corner of your page to access the notification preference centre.

SPUTES globalpayments oz @

Dashboard —

“) OPEN CASES

Then, toggle the notification setting to ON. This will enable the feature that sends you email
notifications when a new dispute case is raised on Merchant Portal.

globalpayments Q o i o

Notification Preferences

Delivery Method

Notification Content

“) OPEN CASES
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The notification content section lets you select the type of dispute you'd like to see in the
notifications—retrievals, chargebacks, and exceptions. You can select multiple options.
globalpayments  Q o= @

Notification Preferences

Natification Setting

Delivery Method

| Notification Content

[C) OPEN CASES

The notification frequency section lets you select how often you'd like notifications to be sent to
you—daily or weekly.

globalpayments  a o @
Notification Preferences

Reversal Notification s

Notification Frequency

Reminder Notification

“) OPEN CASES
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Help

For further help and resources on the Disputes Management Portal,
click on the question mark icon at the top of the main disputes home o0
page. You'll then have the option to access the Help Centre for O |©

disputes where you'll find more information and guidance.

From the Help Centre, you can download the disputes user guide, or use the contact us button to
get in touch with us if you have any further questions.

o = @-

Disputes Managemen] Suppor

Help Center [

Wisit the Heip Cemer 1o learn more about the Disputes Management and the other
Merchant Portal applications, search support articles and frequently asked questions

User Guide (PDF) £
Download the User Guide (PDF) for angnd 1o end application walkthrough and feature
sghlights for Disputes Manageg

Contact Support

If you can't find the information you need in the Heldp Center, find your local Support
phone number below. Be prepared 1o provide your Merchant Mumber and other
identitying information

Brunei +673 B4 018
Canada +1 BDO 608 BE20 or +1 416 646 TTN

Hang Kong +852 7969 IBEE

India +31 1800 22 7002 or +91 1800 22 7003
Macau +853 DBOO 962

Malaysia #6503 7723 6018

Philippines +43 1 800 1447 0374 (PLDT) or +632 581 6363
Singapare +65 6622 1168

Sri Lanka #3411 237 7666

United Kingdom +44 0345 702 3344

United States +1 BOO 688 5378
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Legal disclaimers

Disclaimers vary by case type, case age, and your response. Listed below are the disclaimers that
you'll come across on the disputes portal when actioning your cases.

Chargebacks

Accept liability

You're accepting full financial liability for this chargeback case. This means you’re no longer
contesting this case and the previous debit made to your account will remain. Your acceptance of

this case will be sent to the card brand and will be deemed final.

Note: This case will be removed from your work queue. As a result, you'll no longer be able to
challenge it.

Do not use this option if you have issued a credit to the cardholder.

Challenge

You're initiating a challenge to the chargeback case. You're also certifying that the attached
documentation is correct and adequately supports resolving this dispute in your favour. We'll
review the presented documentation to determine if the challenge is valid. If a sufficient remedy
isn’t provided, we may not be able to contest this dispute and cannot guarantee recovery of

funds.

All submissions are final.

Retrieval request

Fulfil a retrieval request

You're responding to a retrieval request. You're also certifying that the attached documentation is
legible and valid. Note that the issuer has the right to reject the image if it is either illegible or
incorrect. As a result, you may receive a chargeback for the transaction in question if the attached
image does not meet these conditions.

All submissions are final.
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Accept liability

You're responding to a retrieval request. You have also indicated that you are unable to fulfil this
retrieval request. As a result, you may receive a chargeback for the transaction in question. By
proceeding, you agree to accept full financial liability for the chargeback or subsequent dispute
case initiated by the issuer related to this transaction.

Note: If you have attached any document, it will be discarded before submission.

All submissions are final.

Incoming pre-arbitration

Accept liability

You're responding to an incoming pre-arbitration case. You have indicated that you are unable to
provide information that would adequately support resolving this dispute in your favour. As a
result, we may not be able to contest this dispute and cannot guarantee recovery of funds. By
proceeding you agree to take full financial liability for this dispute case.

Note: If you attach any documentation it will be discarded before submission.

All submissions are final.

Challenge

You're responding to an incoming pre-arbitration case. You're also certifying that the attached
documentation is correct and adequately supports resolving this dispute in your favour. We’'ll
review presented documentation to determine further course of action. If sufficient remedy isn’t

provided, we may not be able to contest this dispute and cannot guarantee recovery of funds.

All submissions are final.

Incoming pre-compliance

Accept liability

You're responding to an incoming pre-compliance case. You have indicated that you're unable to
provide information that would adequately support resolving this dispute in your favour. As a

result, we may not be able to contest this dispute and cannot guarantee recovery of funds. By
proceeding you agree to take full financial liability for this dispute case.

Note: If you attach any documentation it will be discarded before submission.

All submissions are final.
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Challenge

You're responding to an incoming pre-compliance case. You're also certifying that the attached
documentation is correct and adequately supports resolving this dispute in your favour. We'll
review presented documentation to determine further course of action. If a sufficient remedy is
not provided, we may not be able to contest this dispute and cannot guarantee recovery of funds.

All submissions are final.

Incoming good faith collection
Accept liability

You're responding to an incoming good faith collection case. You have also indicated that you're
accepting this request. By proceeding you agree to take full financial liability for this dispute case.

Note: This case will be removed from your list of good faith collection cases. As a result, you'll no
longer be able to reply to it.

All submissions are final.
Deny liability

You're responding to an incoming good faith collection case. You have also indicated that you're
denying this request. By proceeding you deny any financial liability for this dispute case.

Note: This case will be removed from your list of good faith collection cases. As a result, you will no
longer be able to reply to it.

All submissions are final.
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Glossary
Term Meaning
Acquirer The institution that processes card payments on behalf of a

also known as acquiring bank

merchant. For example, Global Payments.

also known as card association,
card scheme, or scheme

Arbitration A dispute case that has progressed to the point at which the card
association is required to make a ruling.

ARN Acquirer reference number.

Auth code The alphanumeric authorisation code that is provided by the
authorising agent.

Brand Visa, Mastercard, AMEX etc.

Card number

The long number across the front of the payment card.

Card type

The type of payment card—-Visa, Mastercard, AMEX etc.

Case amount

The amount of the transaction involved in the dispute case.

Case number

The number assigned to the dispute.

Case received date

The date the case was received by Global Payments from the card
brand.

Case type

The type of dispute case—chargeback, pre-arbitration etc.

Chargeback

When a payment card transaction is under dispute, the cardholder
or issuing bank can initiate a chargeback case to recover the funds
from the merchant. As soon as the chargeback case is initiated,
the funds are usually transferred from the merchant’s account to
the issuing bank. Merchants can use the Disputes Management
Portal to respond to the chargeback, to either accept the
chargeback or challenge the transaction with the goal of
recovering funds.

Chargeback reversal

A chargeback reversal stage is created when the issuer decides
the chargeback submitted is invalid. When the issuer reverses the
chargeback, if your account was debited, we will credit your
account and report the chargeback reversal within the online tool,
or through Merchant Portal.

@ globalpayments
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Term

Meaning

Compliance

A dispute case that involved a violation of the rules defined by the
relevant card association.

Disposition A description of the current status of the case. For example,
pending dispute team review.

Due date The date that you need to respond to the dispute before it
expires.

Exception Exception cases include case types that aren't retrieval requests,

chargebacks, or reversals. Exception case types that can be
worked through the Disputes Portal, are: incoming pre-arbitration,
incoming pre-compliance, and incoming good faith.

Good faith collection

If the final response deadline for resolving a dispute case has
passed, either the issuing bank, or the acquirer, (Global Payments),
can initiate a good faith collection case to attempt to recover the
funds. Acceptance of the good faith collection case is completely
at the discretion of the party that has received the request.

Fulfil

To respond to a retrieval request with required documentation.

Hierarchy

A series of values used to categorise merchant accounts. Contains
five components: Corp-Region-principal-Associate-chain, with a
format of 000-00-000-000-000. Each hierarchy has one or
more merchant numbers associated with it. Values are usually
numeric but can be alphanumeric.

Invoice number

An invoice number assigned to the transaction, if available.

Incoming

Refers to exception cases that are initiated by the cardholder or
issuing bank. Incoming cases ‘come in’ to the acquirer, (such as
Global Payments), and the merchant. An example is an incoming
pre-arbitration.

Issuing bank
also known as issuer, or, bank

The bank that issued the card to the cardholder.

Merchant category code
(MCC)

A four-digit number that is used to classify businesses by their
products and services.

MCC description

Text description of the merchant category code.

Merchant
also known as business

The organisation that accepts card payment, in exchange for
goods or services.

@ globalpayments
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Term

Meaning

Merchant name

For the main working areas of the portal, the merchant name is the
same name that is used on your chargeback correspondence. This
could be your legal name, a Doing Business As (DBS) name, or the
name of your contact person for chargebacks.

Merchant number

also known as merchant ID or
MID

A merchant’s Global payments account number. Each merchant
number belongs to a hierarchy.

Original reference

A number assigned by the acquirer that is used to track the

number transaction.

Outgoing Refers to exception cases that are initiated by a merchant or
acquirer, (such as Global Payments). Outgoing cases ‘go out’ to the
card issuer and cardholder. An example is an outgoing
pre-arbitration.

POS entry code A code that describes how the transaction was entered at point of

sale. For example, magnetic strip read.

Pre-arbitration

A dispute case in which the issuing bank, representing the
cardholder, and the acquirer, (such as Global Payments), attempt
to come to a resolution on a dispute before involving the card
associations.

Pre-compliance

A type of case in which the issuing bank, representing the
cardholder, and the acquirer, (such as Global Payments), attempt
to come to a resolution on a dispute that is based on a violation of
the rules set out by the card associations.

Reason code

A code assigned by the card brand to provide additional
information about the case.

Reason code (RC)
description

The text description for the reason code.

Received date

The date the dispute case arrived at Global Payments from the
card brand.

Retrieval request

A request from the cardholder or issuing bank for proof that the

(retrieval) transaction was valid. Usually, this proof consists of a copy of the
sales draft.
Split Refers to a scenario where the liability for a case is resolved to

more than one party. If the case is resolved to split, the liability is
being shared between at least two of the following: merchant, bank
(issuer), and general ledger (GL) of Global Payments.
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Term

Meaning

Transaction date

Date of the original transaction that is being disputed.

Transaction identifier

An identification code assigned to a transaction in the
authorisation response.
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