To 3 : The Hongkong and Shanghai Banking Corporation Limited &3 i EERITARAE
Cardholder Dispute and Chargeback Section, Card Centre: 8/F Tower 2&3 HSBC Centre, 1 Sham Mong Road, Kowloon
Rty RGP E A NIRRT 1 SRR R 2 RS 3 EE 8 1

TRANSACTION DISPUTE FORM F#XX 5 FBf%

. Transaction Dispute
Transaction Date Merchant Name C /A t C /A t
3 5 E1&A AR gtrencby moun t:renc;y moun
RHEW /IS FERER/ISH

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.

AER > MIRGERAEZFHL S HE - B NERGE LSS Es PR -

e Octopus Automatic Add Value Service (AAVS) auto-reload transaction
IR EHSEREEINERS
o Interest-free Merchant Instalment Transaction (Except Merchant Close Down)
PR IR 5 (P R4 BRI )
e Online Transaction authenticated with OTP (One-Time-Password) or through the HSBC HK App (use Unauthorised
Transaction as the dispute reason)

4 _E 52 Zpll i i — R MBS i BN B AR SR B EE A E AR UNR0EE ( DURGEIRAENR 5 Fy R A A )

Note /& - Please vV in the appropriate box FZ 52 2 HEANLEV 58

[0 Unauthorised Transaction X&IZHENIT S
[] One-off —Ztl [ Recurring Posting fEERZERR

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

AN B BRI LIS R — EFRYRZ R -

[] I have 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 B P D 5 IR RAER SR A ER T | -

(] Duplicate Processing EH{E:EHE

[] I have not authorised the above transaction(s). | only authorised transaction(s) of (amount) at the
merchant.
KRNI EFHE FAR 5 RN SR P R HR G MR (JT) e
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] Incorrect Transaction Currency/Amount 3T 5 58/ SEER T
[1 Ionlyauthorised the transaction amount of (Currency/Amount) instead of (Currency/Amount).

KANAZBRESER_ (HE%/ef) mfE___ (B¥/eE -

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

PP ERR » BT L FRRERIA L (8 -

[J The order | made was in (currency). However, the transaction wrongly charged by the merchant was in
(currency).
KRNIZHELL__ (EWHE) 58y ErPAlsstc _ (EWRRE ) LS -

[] Transaction Cancellation/Credit Not Processed 22 5 ELBUE/ B SRR
(] 1 paid the transaction(s) by one of the following means A A B LU~ EL o —f 5 =80~
[0 Other card EAt—F (card number £5EHE )
0 Cashii4
[] Others HA (Please specify &5 =FHH )

[0 1 made the reservation with the merchant but | cancelled it on (date). The cancellation code/
reference number is

AN G K F P EHHEETEER (21 HUOMRLTEET - HUM/2 559705 5 °

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

AANFFAREPREAVESEEHERE - EAANZSTREEIRPEVRR > B ERERIA LI EED -

[] I received 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.
RANCFEIE mRIBLER - BIREERK - fEX 50 » P ARAESRAAAVRERK - BT A
RESESE -

[J I have requested for the termination of the service with the merchant on (date) by [] letter
[J email [] fax. | enclose a copy of the termination document, please request the merchant to stop further billings.
AANER _ (HED) DOEG OB OFE SAEEEUHRE - B ERUSRE S > 5
K2 IEEEIR -

0 Merchandise/Service received is not as described UgZI|HY 5 '5/H i
[] The merchandise/service received was not as described as the one | purchased/ordered from the merchant and it
could not be accepted. A \CEIIY & i/ IR P EIA N i FIERINV & TR TIVIREA A A RZEA
REMIEZ -
Please specify how the merchandise is not as described and provide relevant proof to show the difference.

AT A RAE e ©

[0 Non-receipt of Merchandise/Service KW S & F/IRHE
[] 1did not receive the merchandise/service from the merchant. | enclose the order form copy as evidence.

ARARBUWER RS b/ P2 AR - 3T EET & RRIA L EREH -
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[0 Other Dispute Reason (please specify in details) EAZ BN (FFE0 )

Note: 1. If the investigation result shows that the dispute transaction was authorised by the cardholder, the Bank
R 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.
WHFHELERBRFRL G ERRARED - RTRER TYIRF OWEE R ZHRE - BELRRE
CEFERAEIARE ) BB R/EFE () -

2. You are required to inform us within 60 days from the statement date (Credit Card) / 60 days from the
transaction date (Debit Card), except for merchant close down case. 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.

RN HR A S EZH AERECORA (EHF) / KB AERE60RA (HIIRK) BAIATT (RF3%E
BEIEBRIN ) o R IRIEA R ARG - B N EF IR HAERASE I S R BT - (B S
FRACHFIRAN TR 45850 7 3 H G T 14°K -

3. 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.

HIREE BB SRR L H R 60 KA [EIMHREREHA SO A B A TH R R
i o ATRARIBIEHIE - F M -RAHS A R - A W B U E LB ES » A $#
i HE RS R A ERE

4. You may file a police report about the unauthorised 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.

AT DAL ARSI AL 5 [ 7 285t - T/ NAH PTRE & BORIR B E 7 s S WY RIAS BT 3 A SR 1)
TRV E PR o RS T R B I ZE A A

Signature %= Cardholder Name &F A #:44

Credit/Debit Card Number {5 F/H1ER-R5505

Contact Telephone Number Ff%Z EESESRTE

Date HEH
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General Dispute Processing Flow —f B8R B % 12

HSBC Cardholder JEERf& A

» Contact HSBC for disputed transaction and request a Chargeback within 60 days from the statement date (Credit Card) / 60
days from the transaction date (Debit Card)
A& B H R 60 KA (EA-R) /2B HIAEE 60 XA (FIRER) (IS 12 I RTA & 3 FOAR R 5

|

K HSBC Dispute Team (Card Issuer) JEE FHBmEE (FRRT) \
» Review all relevant supporting documents/information provided by the cardholder including Transaction Dispute Form
(if any)

FEFR AT HAVHBIE I S/ B E TR SRS (WHRED

» Arrange a temporary refund of the dispute amount within 7 working days and issue a temporary refund letter
17> 7 B AR N B 3 <2 SR O RIS AR T 3 H RS AR K ek

» If required, we will be in touch with you to discuss the details of the transaction and get more information from you
WAFTE » BATR L& P55 52 4N EnaTE m EE R % &kt

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

\ (4R SRR S AR S J

Card Association ~4H%%
Received requests from different Card Issuers and send to respective Merchant Acquirers for handling

FEAE S -RERTTHYZR B S A F A B SR R (F e 2

v

Merchant Acquirers Y EEHHE

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

BRI P AR 5 A 2K P PR (A R S 5UR R

)
v
- J

)
v
S J

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

SRR ARG S BRAR A4S U B R I S B P

Merchant Acquirers Y EEfHE

)
\4
N\ J

Reply the result to the Card Association

[E]72 R AH AR A BRAE R

)
\4
- J

v

Card Association <4H%%
Received replies from different merchant acquirers and send to respective Card Issuers for handling

A [FI S A 5 L Y [ 7 o B S X B BRI SS -RERA T (R 2

'

HSBC Dispute Team (Card Issuer) JEE FRmER A (&RERT) \

Received the result from the Card Association
WCE-RAABRAY4E R

Reply to the Cardholder of the chargeback result
[l R BV R R4 R

» If the chargeback is unsuccessful, we will arrange to reverse the temporary refund from the card account

\ AR FFA KL - ST EZHHE R P ORI R R AL j

\4

v )

Y
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Processing Lead Time BRIHAEM

Cardholder must submit their dispute requests within 60 days from the statement date (Credit Card) / 60 days from the transaction date (Debit Card) 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. £ AME A4E B H HHEIEO0RA (BRHF) / XS HEFE0RAN (HiEF) =
FHPE PR IR H BECO R N Faf i 35 » USRI TA 45 iafE KA Z R EE - Rt 24 - BIEFRIEREA & HAVEETR - UM RE Y
HIAE M SE -

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

Dispute Reasons & H A HGE#EREFRX 5 Z2HR (BEESE R )

Visa ‘ Mastercard BHIEE R UnionPay R
Unauthorised Transaction Within 120 days from the transaction processing date Within 180 days from the transaction
RIS 5 PG EEH 120Kk A processing date

AR E R HEEET180KR A
Within 150 days from the transaction

e Duplicate Processing Within 120 days from the transaction Within 90 days from the transaction

EHEZIR processing date processing date processing date (including 30 days’
) IR S EE HEEEF1200R Y AR S EE HEEET90 RN mandatory retrieval request time)
e Incorrect Transaction TSR B E HAEE 150K A [ EEE30RH
Currency/Amount

| 2T IS
Lo & | BFHART SRMEEAZ AT Z I )

Transaction Cancellation/
Credit Not Processed

Lo EHUHBREE 5 R E

Within 120 days from the transaction
processing date/credit receipt
T3 Ty A R AR RUE HfLa 120K A

OR
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
HHCH GRS » FrRARUE B/
A 75 B 0% 3 p v/ Ak 15 FR Bt B E H R ST
120K MBS 7 L H R 540K

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

IR BRI HUH B R[]
HEEET120K A

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

2 iE R HAEET150RA [ EFE30KRAY
SEFIMEEZAC 5 HE

TRANSACTION DISPUTE FORM FEXRX FHFRA&
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Dispute Reasons A

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

AR EHRERLFRI R (BEESRERHE)

Visa

Mastercard B EEF

UnionPay R

Merchandise/service received
is not as described

WCEIRY & ot/ e 5 LS A ]

Within 120 days from the transaction
processing date
PR ZEEHEEET1200R A

OR
Within 120 days from the delivery date of
the service/merchandise but not
exceeding 540 days from the transaction
processing date
AR FR A2 s o H AEE T 120K AE
NI EE HEET540K

Within 120 days from the
transaction processing date
AL G AR HEEF120R N

OR
Within 120 days from the
delivery/cancellation date of the
merchandise/service
ARk IR A B R R U H
#EET 120 KA

OR

Within 120 days from the service
ceased but not exceeding 540
days from the transaction
processing date.
R4 I HiEE 120 R AEAR
AR 5 E E HE 540K

Not applicable
NI

Non-receipt of merchandise/
service

RUCEE /R

Within 120 days from the transaction
processing date
A E R H 120K N

OR
Within 120 days from the agreed delivery
date of the service/merchandise but not
exceeding 540 days from the transaction
processing date
AR FR B4 3 s o B B H #EET120°K
PHEAR 7 7 5 5 H ELE 540K

Within 120 days from the
transaction processing date
R G AR H 120084

OR
Within 120 days from the agreed
delivery date of the
service/merchandise
TP AR 2 it/ 25 A P v o . I L
t120%

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

AAZ BB E HAETF1S0R N [ EE30K Y
SR ERZ A 5 )

TRANSACTION DISPUTE FORM FEXRX FHFRA&
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Dispute Reasons A

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

AR EHRERLFRI R (BEESRERHE)

Visa

Mastercard B EEF

UnionPay R

Merchant close down

IR SRS

Within 120 days from the transaction
processing date
PR ZEEHEEET1200R A

OR
Within 120 days from the agreed delivery
date of the service/merchandise but not
exceeding 540 days from the transaction
processing date
R R R L 2L AR S fnfih E H #EET120K
PHER 7 5 EE H LR 540K

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

R R ARIERR S 4% 1R HAEST 120 K
PMELA 285 55 L H EE T 540 K

For Hong Kong, Macau and Taiwan
domestic transactions, within 360 days
from the transaction processing date
(including 30 days’ mandatory
retrieval request time)

= BPIREBNEN S 1
R oEE HET360 KA [ EFE30K
HyERHIME BT S )

For other countries/regions, within
150 days from the transaction
processing date (including 30 days’
mandatory retrieval request time)
HArEE R/ - R GEE Hlst
150K [ EFE30RAYFRAFIMEEFLAL
Syl )

TRANSACTION DISPUTE FORM FEXRX FHFRA&
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Ways to raise a Dispute Request & BRI T1E
Cardholder can raise a dispute request via one of the following channels:

FrR A AZE R LU Horh— {5 7A R AR RUE K

1. Call our Customer Service Hotlines stated below: Z(ZE DL & FHRFEE4R:
HSBC Global Private Banking Customers JEZIRERFAASRITE:  (852) 22333033

HSBC Premier Elite Customers JE'Z = #RFHIA B (5 = (852) 2233 3033
HSBC Premier Customers I '& eH il A & P (852) 22333322
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.

A hsbc.com.hk N " FHL G FTAG 0 HERIER @Hﬁ%ﬁﬁﬁx%ZI#&/\z’J CHER )
FAERFL » RS FRARR A  NURERITE 1 SRS LS 2 RS 3 R 8 1

3. Via HSBC HK App or Online Banking
7 T SO B P L E AR = s _EEE Y

Ways to provide supporting documents FEALEEEH ST 7%

As the investigation process takes time to complete, 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.

FPAMRIAE S A RN - BRI E s —{E )7 AR BRI IS - (HZ SRR SR IR A T
PSS H 14K - MIREEEEB L HPHREFRE S - T eP SR ER R RER -

Email to ZEFTEH L : cardholderdispute@hsbc.com.hk

Mail to % Cards Dispute Team, 8/F, Tower 2 & 3, HSBC Centre 1 Sham Mong Road, Kowloon,
HK 58 5 Faf g FRAH © USRI B 150 h 085 2 i R 3L 8

Faxto {iE & (852) 3409 2329

Unless there are instances where longer processing time is required, we will generally send an acknowledgement
and 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.
WEIEHY R KL - —m s » MG 7 @ TIERA S SR HHRRF RN BRI
2T BAMT TR TR R R R B R AR EOK o T %‘Hjﬁmﬂffz SORET > R EEER R E‘¥JJ¥¢< ’
MARMIHS RS 6 2 8 ERINIRG = 2 PSR TR E - WA TR IRPTGFS LU FrRE
WAL 5k - AR RS R B B R -

June 2024
Issued by The Hongkong and Shanghai Banking Corporation Limited

TETPUEARH
HE M EIE SR TA IR A =] T3
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