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1. Purpose of this guide 
 

This document has been created to provide you with an overview of what chargebacks are, 
how to monitor the chargeback process and effectively reduce incoming disputes. 

We want to ensure that the information provided by us will help you to reduce the amount of 
incoming chargebacks and give you the best practise on how to prevent them from happening. 

 

 

 

 

 

 

 

 

 

 

 

 

 
This manual and accompanying electronic media are proprietary products of Paysafe 
Group plc. They are to be used only by licensed users of the product. © 1999–2018 Paysafe 

Group plc. All rights reserved. 

The information within this document is subject to change without notice. The software 
described in this document is provided under a license agreement and may be used or 
copied only in accordance with this agreement. No part of this manual may be reproduced 

or transferred in any form or by any means without the express written consent of Paysafe 
Group plc. All other names, trademarks, and registered trademarks are the property of their 

respective owners. Paysafe Group plc makes no warranty, either express or implied, with 

respect to this product, its merchantability or fitness for a particular purpose, other than as 

expressly provided in the license agreement of this product.  
 
For further information, please contact Paysafe Group plc. 
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2. Glossary 
There are a variety of terms used throughout this manual. The definitions provided here will 
help in understanding chargeback terminology. 

3D-secure - 3DSecure allows a cardholder to authenticate themselves while making an online 
payment. It helps protect merchants from fraud. When transaction goes through 3DSecure 

process and is authenticated, banks are more likely to approve the transaction. 

 3D Secure by Visa is called Verified by Visa. 

 3D Secure by MasterCard is called Secure Code. 

 3D Secure by Amex is called SafeKey. 

 

Acquirer - A bank or financial institution that processes credit or debit card payments on behalf 

of a merchant. The term ‘acquirer’ indicates that the merchant accepts or acquires credit card 
payments from the Card Issuing Banks within an association.  

Allocation workflow – (for Visa only) Dispute resolution cycle for Fraud and Authorisation 

related disputes. Chargeback cycle is shortened for this flow as it doesn’t include 

representment stage. Defending against the chargeback will only be possible in specific 
circumstances. Essentially, responses will only be allowed if the merchant can definitively 

prove the chargeback is invalid providing strong compelling evidence. If they do, Paysafe will 
raise a pre-arbitration on merchant’s behalf. 

Arbitration - This is the last stage of the chargeback process. When both the Issuer and Acquirer 
cannot agree about the result of dispute, the case goes to the Scheme. One party fills out the 

arbitration form. Once the ruling has been made then the losing party will have to pay the 
arbitration fee, which is 500 USD. 

ARN - The Acquirer’s Reference Number, a unique identification reference number assigned to 

each settlement transaction by the Acquirer. 

AVS - Address Verification Service (AVS) is a service which Issuing Banks perform during 
authorisation. Using this service allows the billing address, which customers enter when 

placing an order, to be compared to their addresses kept on record at the bank. AVS checks 
whether the numeric address and post code match. Depending on the accuracy between these 

two addresses, the system returns an AVS flag. The merchant can make a decision based on 
the AVS flag returned. Note that regardless of the AVS flag, the credit card will be authorised by 
the Issuing Bank. 

Card Scheme - An organisation owned by financial institutions which licenses bank credit card 
programs. The Bank Card Association also performs operational functions for its members, 

including transaction processing and authorisations, interchange settlements and fee 
processing. The two best-known bank Card Schemes are VISA and MasterCard. 

Chargeback - A chargeback occurs when a cardholder disputes a card purchase with their Card 
Issuer. The Card Issuer initiates a chargeback against the Acquirer Bank. The Issuing Bank 
refunds the cardholder and then, if there is no proof forthcoming that the cardholder is 

responsible for the purchase, that amount of money is deducted from the Acquirer in order to 
reimburse the Issuing Bank.  
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Chargeback cycle - It is a whole chargeback process, which starts from a moment that a 
cardholder wants to dispute a transaction on their bank statement with their Issuing Bank until 
the time of resolution which could be up to Card Scheme Arbitration. Please find all stages of 

dispute cycle in the chapter 6 and 7. 

Chargeback reason code - A numeric, custom way to explain the reason of raising a chargeback 

specific per Card Scheme, e.g. Visa uses a two-digit code; MasterCard uses a four-digit code. 

Chargeback reason code description – An explanation which provides the reason of raising a 

chargeback by the cardholder. It is associated with a chargeback reason code and it is specific 
per Card Scheme. 

Chargeback time frames - A specific period of time during which a chargeback can be raised. 
Please refer to chapter 5 for more information. 

Collaboration workflow – (for Visa only) Dispute resolution cycle for Processing errors and 

Customer related disputes following the full chargeback cycle: 1s chargeback, representment, 
pre-arbitration, arbitration.  

CVD - CVD or CVV is an anti-fraud security feature which is use to help verify cardholders are in 

possession of their credit or debit cards. Visa's Card Verification Values (CVV2), MasterCard's 

Card Validation Code (CVC2), and the Card Identification Digits (CID) for American Express cards 

are generated using a combination of the credit or debit card number, expiration date and 

other card features. 

Dispute Pack - Documents sent by merchants to defend received chargebacks. Please refer to 
the reason code table in chapter 12 and dispute pack requirements in chapter 10. 

Incoming Pre-arbitration (applicable for Visa collaboration chargebacks) – A stage of a 
chargeback process which follows the chargeback representment. It is raised by the Issuer after 
review of the delivered evidence and on the behalf of the cardholder who continues to dispute 

and disagrees with the charge. The Acquirer may then accept incoming pre-arbitration, what 

in consequence transfers disputed transaction from the Issuer to the Acquirer, or decline 

incoming pre-arbitration providing explanation. If the Acquirer does not agree to accept the 

liability, the transaction remains with the Issuer who decides whether to take it to Arbitration 

(please refer to definition of Arbitration) or not. 

Issuer - The issuer or the Issuing Bank is the financial institution who issue cards to consumers 

on behalf of the Card Schemes. The Issuing Bank is also known as the credit or debit card 
company. 

Netbanx - (https://login.netbanx.com) The Merchants Back Office, where it is possible to use 

the virtual terminal to process credit/debit cards and direct debit transactions, make 

adjustments to individual transactions, manage customer profiles, set recurring billing 
schedules, upload batches, view merchant account statements, run reports and send technical 

support tickets. See more in the Paysafe Back Office Guide available here: 
http://support.netbanx.com/REPOSITORY/Back_Office.pdf 

Pre-arbitration (applicable for Visa chargebacks, for MasterCard please refer to second 
chargeback definition) A stage of a chargeback process, following either the first chargeback or 

the representment, what depends if a dispute follows allocation or collaboration flow. Pre-
arbitration can be incoming (for collaboration) or outgoing (allocation). 

https://login.netbanx.com/
http://support.netbanx.com/REPOSITORY/Back_Office.pdf
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Representment - A representment occurs when either the merchant or Paysafe dispute a 
chargeback in order to recover funds charged back by a Card Issuer. The representment is 
transmitted to the Payment Scheme and ultimately to the Issuing Bank. 

Retrieval Request (copy request, request for information) - A request for information about a 
cardholder’s transaction, received by the Acquiring Bank through the Payment Scheme and 

originating from the Issuing Bank. If a retrieval request response is not submitted by the 
Acquirer within specific time, the Issuer can raise a chargeback. 

Reversal - A reversal occurs either when a chargeback dispute is won (successful 
representment) or the Issuer cancel the chargeback and send back the credit. At this point, the 

chargeback amount is re-charged to the cardholder and the funds are returned to the 
merchant.  

Second chargeback (applicable only for MasterCard) - After a Second presentment 

(representment), which is done in response to a chargeback from the Acquirer to the Issuer, the 
Issuer may determine that, for a given reason, the transaction may still be invalid. The Issuer 
may then return the transaction to the Acquirer as a Second Chargeback for possible remedy. 

Outgoing Pre-arbitration (applicable for Visa allocation chargebacks) - After a chargeback is 

raised by the Issuer for fraud or authorisation reasons, the liability is automatically assigned to 

the Acquirer. There is no representment rights to challenge a dispute, however the Acquirer is 

given an opportunity to raise a pre-arbitration in specific circumstances. Essentially, responses 

will only be allowed if the merchant can definitively prove the chargeback is invalid providing 
valid compelling evidence. 
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3. Introduction 
In certain circumstances a cardholder may wish to dispute a transaction. This can happen for 
a number of reasons: a cardholder’s card may have been misused, processing errors may have 

been encountered or a cardholder may not be satisfied with the goods or the quality of service 
provided. When a transaction is disputed, the Card Issuer and the Acquiring Bank operate by 

following certain rules and procedures defined by the Card Schemes. 

These procedures are designed to establish whether the merchant should receive any disputed 
payments or whether the funds should be returned to the cardholder’s account.  

If a transaction is disputed by the Card Issuer on behalf of the cardholder, then the funds are 
returned to the cardholder and the transaction is effectively returned back to the Acquirer - 

what is known as a chargeback.  

To reduce the number of chargebacks, it is essential that all merchants and Acquiring Banks 
carefully monitor and analyse any disputed transactions and respond in a timely manner to 

any disputes. 

If a merchant receives a large amount of disputed transactions, they are requested by the 

Acquirer to take preventative measures to avoid disputes from arising. If these measures are 
not carried out, the merchant may be placed on various ‘watch reports’, liability for certain 

transactions may be forced upon them and potentially fines or revocation to accept cards may 
be faced from the Card Schemes. 

The chargeback process can be long and drawn out (due to the processes and procedures of 
the Card Issuing Banks, the Card Schemes and the Acquirers).  
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4. Chargebacks and Retrieval 

Requests 
 

A retrieval request is raised when a cardholder or an Issuing Bank questions a transaction. This 
may happen when a cardholder does not recognise a specific transaction on their debit or 

credit card statement, a cardholder’s Issuing Bank has flagged a transaction as potentially 
fraudulent or the Issuer requires more information than is provided by the transaction inquiry 

(these are also referred to as a Copy Request or Request for Information). A retrieval request 

usually requires a copy of the sales draft.  

For card-not-present transaction types, Paysafe auto-responds to retrievals on the merchant's 
behalf. Issuers have the right to initiate a chargeback if the response to a retrieval request is not 

timely, legible or valid. Paysafe ensures that all retrieval requests are provided in a timely 

manner. 

Chargebacks occur when a previously settled full or partial transaction amount is being 

returned by the Card Issuer to the Acquirer for a specific reason. A chargeback process is 
initiated when a cardholder disputes a transaction on their credit or debit card statement. The 

issuer determines if there is a chargeback right under the Card Scheme rules before returning 
the transaction to the Acquirer. 

To prevent either of the above from happening, a cardholder’s Issuing Bank may flag the 
transaction as a 'High Risk' transaction what will enable the merchant to process a refund for 

it.  

 

Note: Chargebacks will be posted to merchant’s online statement as debits to Account. 

Retrievals will also be posted to the statement but have no financial impact. 
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5. Chargeback time frames 
5.1. What length of time from a transaction being processed does a 

cardholder have to open a chargeback? 

The time frames can differ for each chargeback reason code and Card Scheme. A chargeback 

can be raised even several months after the original transaction. Typically, in most 

circumstances, the first chargeback time frame is calculated from one of the following dates: 

 The date the transaction is processed by the Card Scheme, what is known as Central 

Processing Date (CPD); 

 The date of expected receipt of goods or services. 

 
The first chargeback time limit begins on the next calendar day following these dates. The 

Issuing Bank typically (depending on the reason code) has a maximum of 120 days from this 
date to raise a chargeback.  

 

5.2. How long does a chargeback/retrieval request take?                                                            

Paysafe has established internal procedures for response deadlines based on the lifecycle of a 
chargeback and time allotments. Each entity, (the Issuing Bank, the Acquiring Bank, etc.) takes 
a segment to time to preform task around receiving notifications, preparing and dispersing 

information to the next entity. 

Whilst fund settlements flow efficiently, the process for disputes is manually intensive when 

gathering and sending support documentation across the same channel flows.      

Once a dispute starts, the life cycle has on average of 20-30 days from start to finish. This allows 

information to flow through each entity and allows for processing and research, with each 
entity taking time to process and review: 
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Chargeback (20-30 days) 
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  +5 +2 +10 +2 +3   ≈22 

        
* Cardholder has 75 - 180 days to dispute a transaction   
(Note: this varies by card association and reason to chargeback) 

 

Merchants have five (5) business days from the date the retrieval request or chargeback 

appears on the account.  If the merchant fails to respond and provide supporting 

documentation within five days, they will forfeit the right of dispute. 
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6. The Chargeback and 

Retrieval Request process 
 

6.1. Life cycle of the retrieval request 

 

Retrieval requests occur as follows: 

1. The cardholder queries the transaction on their debit or credit card statement with their Card 

Issuing Bank. 

2. The Card Issuer requests information about the cardholder’s transaction from the Acquiring 

Bank (this information request is also known as a retrieval request, copy request or request for 

information).  

If the cardholder denies involvement with the transaction, the Card Issuer may require a 
retrieval request as a first stage of a chargeback process, but may raise a notification of 

chargeback immediately, without prior notice. 

3. The Issuing Bank approaches Paysafe for a copy of the transaction receipt with limited 
information relating to the transaction. The cardholder’s name is not quoted. Therefore, 
Paysafe receives only the date, truncated card number and the transaction amount.  
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Paysafe’s role is to fulfil the retrieval request on the behalf of the merchant within the specified 
time frame. Paysafe will represent the merchant’s interests in trying to avoid subsequent 
chargebacks, but merchant support (as detailed below) is needed to undertake this role. 

4. Paysafe responds to all retrieval requests on behalf of the merchant.  This is known as auto-

response.   

An auto-response occurs when the Paysafe Dispute Management System responds to a 

retrieval request automatically, based on its internal disputing logic. If the merchant has 

already credited the transaction, Paysafe will notify the Card Issuer of this and request that the 
retrieval request is retracted. 

5. If the Issuing Bank does not receive a copy of the transaction receipt within the required time 
scale, it has the right to charge the transaction back due to non-receipt of documentation. 

6. Where necessary, the merchant provides Paysafe with the required information (refer to 

reason code table on page 28-34 to see what information is required). 

7. The Card Issuer considers the information in liaison with the cardholder and determines 
whether the information was returned in the correct time frame and whether it satisfies the 

cardholder’s query. If the transaction is no longer disputed, the process stops here. 

8. If the transaction information does not satisfy the cardholder’s query in accordance with the 

rules or the supporting documentation fails to arrive in the specified time frame, the Card Issuer 
will raise a chargeback on behalf of the cardholder and send the details of the chargeback to 

Paysafe. 

At no point can Paysafe stop a chargeback from occurring once the Card Issuer has raised it.  
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6.2. Life cycle of chargeback process 

 

Throughout the process, relationships are clearly defined. The cardholder liaises with the Card 

Issuing Bank, the Card Issuing Bank liaises with Paysafe (as the Acquiring Bank), and Paysafe 

liaises with the merchant: 

1. Cardholder disputes a transaction at their Issuing Bank. 

2. Card Issuer raises a chargeback on behalf of the cardholder and sends the details of the 

chargeback to Card Scheme. 

3. Card Scheme forwards a chargeback to the Acquirer (Paysafe) and debits their account. 

4. Paysafe posts a debit to merchant’s account. 

5. The merchant reviews new chargebacks and sends dispute pack to Paysafe within five (5) 

business days. 

6. Paysafe reviews documentation and makes a decision as to whether the chargeback will be 

disputed on the merchant’s behalf. If they decide to proceed, Paysafe returns the chargeback 

to the Issuer and provides them with the compelling evidence. Further information can be 

found in chapter 9. Please be advised that for Visa chargebacks which follow allocation flow 
there is no presentment rights. The Acquirer may raise a pre-arbitration on merchant’s behalf 
if the chargeback is not legitimate and when compelling evidence are provided. 

The process may finish at this stage or may be continued, depending on the Issuer decision. 

Please refer to the next chapter. 
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7. The Pre-arbitration and 2nd 

Chargeback process  
7.1. Pre-arbitration and arbitration (Visa) – allocation 

 

Chargebacks raised for Fraud and Authorisation reasons, which successfully go through Visa 

validation system, are automatically assigned to merchant, represented by the Acquirer. As 
there is no representment rights, the only way to defend a dispute is to go through pre-

arbitration process. This happens when merchant disagrees with the charge and sends 

compelling evidence to Paysafe. If documents are accepted as compelling, Paysafe submits a 
pre-arbitration to the Issuer through the Card Scheme. 

The Issuer may then accept pre-arbitration, which consequently transfers the disputed 

transaction from the Acquirer to the Issuer, or decline pre-arbitration providing explanation. If 

the Issuer does not agree to accept the liability, the transaction remains with the Acquirer who 

decides whether to take it to Arbitration. 

When both the Issuer and Acquirer cannot agree about the result of dispute, the case goes to 
the Scheme. The Acquirer fills out the arbitration form to the Visa Arbitration and Compliance 
Committee who make the final decision on liability. Once the ruling has been made then the 

losing party will have to pay the arbitration fee. Scheme decision is final and binding. 
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7.1. Pre-arbitration and arbitration (Visa) – collaboration 

 

 

After the representment of a transaction from the Acquirer to the Issuer, the Issuer may 

determine that, for a given reason, the representment may be invalid. The Issuer may then 
challenge the Acquirer again and discuss if the cardholder claim is legitimate or not by raising 

a pre-arbitration. The Acquirer may then accept incoming pre-arbitration, which consequently 
transfers the disputed transaction from the Issuer to the Acquirer, or decline incoming pre-
arbitration providing explanation. If the Acquirer does not agree to accept the liability, the 

transaction remains with the Issuer who decides whether to take it to Arbitration. 

When both the Issuer and Acquirer cannot agree about the result of dispute, the case goes to 
the Scheme. The Issuer fills out the arbitration form to the Visa Arbitration and Compliance 
Committee who make the final decision on liability. Once the ruling has been made then the 

losing party will have to pay the arbitration fee. Scheme decision is final and binding. 
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7.3. MasterCard 2nd chargeback and member mediation 

 

After a Second presentment (representment), which is done from the Acquirer to the Issuer in 

response to a chargeback, the Issuer may determine that, for a given reason, the transaction 
may still be invalid. The Issuer may then return the transaction to the Acquirer as a Second 
Chargeback for possible remedy (2nd Chargebacks are only applicable for MasterCard). 

A merchant has five (5) business days to request for member mediation to Paysafe by providing 

supporting documents. Paysafe has the right to decide whether the member mediation will be 
filled out on the merchant’s behalf. If so, MasterCard will review a case and decide who has a 

right. The losing party will have to pay the arbitration fee. 
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8. Why do Retrieval Requests 

and Chargebacks occur? 
 

There are many reasons and reason codes associated with chargebacks and retrieval requests. 

All of them can be grouped into five main categories:  fraud, processing error, product quality, 

customer support problems and refunds. Please find more details regarding these chargeback 

groups below 

8.1. Fraud  

A cardholder may have had their card information used in a fraudulent purchase by having 

their card details stolen or compromised (please refer to the Paysafe Anti-Fraud Guidance Notes 

for further information on how you can reduce the likelihood of this type of chargeback).  

The reason for the fraud chargeback could be one of the following: 

Please note that the lists below are not exhaustive 

 The cardholder claims that he doesn’t recognise the transaction on his credit/debit 

card statement and moreover he did not authorise nor participate in the transaction; 

 Missing/invalid signature (after a retrieval request has been responded to by the 

merchant); 

 Counterfeit transaction; 

 Card reported as lost or stolen after authorisation (Warning Bulletin); 

 Secondary identification does not reflect the cardholder (after a retrieval request has 

been responded to by the merchant); 

 Invalid card due to not matching/fictitious account number with cardholder details. 

 

8.2. Quality of a product       

 

A cardholder may have ordered a service or purchased product where: 

 

 The services or product did not work; 

 The product was delivered in poor condition; 

 The service or product was defective; 

 The product turned out not as described. 

8.3. Customer support problems 

 

A cardholder may have ordered a service or purchased a product and: 
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 It was not delivered or not delivered within the expected delivery time; 

 A retrieval request/copy request has not been responded to or the information 

provided is insufficient to justify the debit to the cardholder; 

 The merchant has not supplied sufficient proof that the goods were despatched; 

 The cardholder was charged an incorrect amount for a product or service; 

 The cardholder was charged in the wrong currency (not the currency on their receipt); 

 The cardholder was charged more than once for the same order; 

 There were errors in the total amount billed for the transaction; 

 The cardholder has already/since paid by other means; 

 The cardholder is in a legal dispute with the merchant. 

It is important for a merchant to provide as much information as possible and that all 

documentation is legible and given within the time frame. 

8.4. Refunds 

 

A cardholder may have ordered a service or purchased a product and: 

 

 They were promised a refund and did not receive it; 

 The cardholder booked in advance a service, but they didn’t use it; 

 The merchandise has been returned to the merchant; 

 It was a recurring billing authority that has been cancelled; 

 They paid a deposit but have cancelled the order; 

 Credit was posted as sale (the cardholder was promised a refund, but instead was 

charged again). 

 

8.5. Processing error 

 
A transaction may have been processed where: 
 

 The card was accepted before it was valid; 

 The card had expired; 

 The total amount of the sale was split into two or more parts to achieve full 

authorisation (also known as a split sale); 

 The wrong card was debited (a miss-post); 

 The card number cannot be applied to an existing account due to the number being 

incorrect; 

 The cardholder was debited more than once. 

 

Chargebacks can be avoided only if you have provided proof that the genuine cardholder 

received all the goods or services ordered in perfect condition. This includes proof of 

delivery signed by the cardholder.                                                                             
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9. Representments 
 

A representment occurs when either the merchant or Paysafe disputes a chargeback in order 

to recover funds charged back by a Card Issuer. The representment is transmitted to the Card 
Scheme and ultimately to the Issuing Bank. Representments can only be submitted for 

MasterCard and Visa Collaboration disputes. Visa no longer allows representments for 
Allocation chargebacks. 

When a chargeback is not auto-disputed (please refer to point FAQ: What is an auto-
representment? for further information regarding auto-disputes), we advise that firstly the 

merchant reviews the transaction details and the chargeback reason code to determine 
whether to dispute a chargeback or accept it. If the merchant still wishes to dispute a 

chargeback, they need to prepare adequate defence documentation and provide it to Paysafe 
(the Acquirer). Paysafe chargeback analysts will - verify the submitted documentation - 

compare the documentation with information provided by the Issuing Bank and, in 
accordance with Scheme rules, make a decision as to whether the chargeback will be disputed 

on merchant’s behalf. If there is sufficient compelling evidence to represent a chargeback 
under a specific reason code, Paysafe returns the chargeback to the Issuer and provides them 

the compelling evidence – this is what is called a representment. 

Paysafe will always notify the merchant whether the representment has been accepted or 
rejected, and provide explanation. Paysafe’s decision shall be final and binding. 
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10. Dispute Pack 

Requirements 
 

In order for a Representment case to be considered by Paysafe, the following details must 
be delivered within five (5) business days from a moment a chargeback appeared on your 

account: 

 A document (referred to as a “sub draft”) showing the cardholder’s information 

(name, address, truncated card number, expiry date, CVV response, phone 

number, email address, IP number, etc.) and a description of the goods or services 

provided for this transaction. 

For card information you can use the transaction details from our Back Office: 

 

 Any additional items to increase your chances of winning a Representment case 

must be provided (proof that the merchant has accepted the terms and 

conditions, the sales draft, the cardholder’s passport or driver’s license, a shipping 

signature etc.). The more compelling the evidence is, the more successful the 

dispute will be. 

A case must be presented in one file (do not send your description of goods or services 

provided in the body of an email or on cover page of fax) 

 Format of the file should be: 

- TIFF  
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- Size: less than 500Kb 

- Color: black and white 

- Amount of pages: chargeback documentation should not exceed twenty 

pages 

 File should be named using the ARN number or transaction ID number 

Please note: You can submit a PDF/Word file case, but be aware that all files are converted 
to TIF format in order to be submitted to the Card Scheme. PDF files that contain images 
get often degraded. Paysafe will not be responsible for any chargeback loss that may occur 
due to case a not being legible. 

 Language: 

- Only English 

- If you use a language other than English, according to Scheme rules, it must 

contain English translation 

Merchants’ representment requests should be sent to this email address: 
DisputeManagement@Paysafe.com 

There is also a possibility to set up SFTP (Safe File Transfer Protocol) for you as a way of 

sending documents. SFTP is a network protocol that provides file access, file transfer, and 
file management over any reliable data stream. Our SFTP solution offers server to server 
communication. This solution will allow us to process your disputes automatically by 

retrieving your dispute documents directly in the SFTP folder set up between your server 

and Paysafe servers. 

 If you wish to set up an SFTP folder please contact the Support Team 

(uk.support@paysafe.com) who will send you detailed instructions.  

  

mailto:DisputeManagement@Paysafe.com
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11. How to check if your 

dispute was won or lost 
 

When you log onto the Paysafe Back Office platform, you can look for your transaction that was 
charged back and also see the status of the disputed transaction. 

The status of the Chargeback changes from ‘Disputed’ to ‘Disputed- Lost’ or ‘Disputed-Won’. 

See example below for the status ‘Disputed – Lost’. You may also see a second row for lost 

representment. This extra row has no financial impact. 

 

See example below for the status ‘Disputed – Won’. You are likely to see another row for the 
reversal. This extra row is for the reversal of the chargeback which means that Paysafe returned 
the money to your account. 
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As explained in the Lifecycle of a retrieval request and chargeback section, a second 
chargeback can occur (even if you have won the initial dispute). When this situation occurs: 

- For Visa transactions it means that pre-arbitration has been accepted by Paysafe 

and this decision is final. Chargeback process is finished at this point.* 

- For MasterCard it means that second chargeback has been posted and if you wish 

to file for member mediation, you are requested to send to Paysafe additional 

information to defend this case which needs to be sent within five (5) working days. 

*For Visa transactions, you may receive from Paysafe notification via email of a new pre-

arbitration with a request to send additional information in order to decline it. This can happen 
when Paysafe sees that the Issuer made a mistake or had no rights for chargeback.  

Paysafe’s decision shall be final and binding. 
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12. Chargeback reason codes 
 

Each chargeback is accompanied by a reason code. These numeric codes differ by Card 
Schemes but all serve the same purpose: to describe the motivation behind the transaction 
dispute. When a merchant would like to defend a chargeback they should prepare adequate 
to reason code defence materials and send them to the Acquirer (Paysafe). 

Below is an overview of the most common reason codes for Visa and MasterCard along with 

their description and defence documentation required. 

Visa Dispute Reason Codes: 

Reason 

Code 

Reason Code 

Description 
Compelling Evidence  

VISA Dispute Reason Codes 

10.4 
Fraud Card-Absent 

Environment 

Used when: The cardholder states in writing that neither they nor anyone 

authorised by them engaged in the transaction. 

 

Provide: 

- transaction detail (indicating positive AVS, and CVV/CVV2); 

- an invoice indicating merchandise was shipped to positive AVS address; 

- shipping tracking details indicating signed receipt packages (signed by the 

cardholder). 

- records of all transactions, including copies of the website pages that the 

customer will have seen; 

- refunds processed if relevant.    

12.4 

 
 
 

 
 

 
12.5 

Incorrect Account 

Number 

 
 
 

 
 

 
Incorrect Amount 

 

Used when: 

- transaction Amount is incorrect, or an addition, or; 

- transposition error was made when calculating the Transaction Amount, 

or; 

- the merchant altered the Transaction Amount after the Transaction was 

completed without the consent of the cardholder, or; 

- a transaction was processed using an incorrect Account Number. 

 

Provide:  

- transaction Receipt or other record to prove that Transaction Amount was 

correct; 

 - documents to prove one of the following:  

a) transaction Receipt was not altered;  

b) cardholder agreed to the altered amount, or;  

c) merchant is permitted or required to alter the transaction amount; 

- transaction receipt or other record to prove that the account number is 

correct. 
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Reason 

Code 

Reason Code 

Description 
Compelling Evidence  

VISA Dispute Reason Codes 

12.6 

Duplicate 

Processing/Paid by 
Other Means 

Used when: The merchant processed the transaction more than once, 

causing the cardholder to be debited twice. The Issuer must charge back 

the second transaction while providing the reference number of the first 

transaction. 

 

Provide proof that there were two separate transactions or two different 

services ordered: 

- two separate transactions details indicating date and time of transactions; 

- two separate invoices; 

- shipping tracking details indicating customer accepted orders. 

13.1 
Services Not Provided or 

Merchandise Not 

Received 

Used when: Merchant was unwilling or unable to provide purchased 

services within expected date of service; or services were paid by another 

payment method. 

 

The Issuer must supply cardholder letter with cardholder statement showing 

no services or goods were received (or paid for using another method) and 

that the cardholder made an attempt to resolve the dispute with the 

merchant. 

 

Provide:  

- an invoice of the transaction and service details; 

- all address details of the customer (AVS MATCHED); 

- the proof of delivery, which is signed by the customer and has a tracking 

reference number; 

- any other information that may settle the dispute.  

 

If you suspect misuse of card, provide information to show that the 

customer and the cardholder are the same person. 
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Reason 

Code 

Reason Code 

Description 
Compelling Evidence  

VISA Dispute Reason Codes 

13.2 
Cancelled Recurring 

Transaction 

Used when: Merchant continues to bill cardholder for a recurring 

transaction after receiving notification of cancellation from the cardholder 

or the Issuer. 

 

The Issuer must supply cardholder letter indicating that the cardholder 

withdrew permission to charge this account providing the date. If cardholder 

letter is not available, the Issuer may supply certification that the account is 

closed and further instalments should be stopped. 

 

If the customer hasn’t notified you of cancelling the transactions in 

accordance with merchant’s terms and conditions, provide additional 

information to show this.  

 

If the customer used the service or the item was delivered to their address, 

but they haven't returned it, please provide document to prove it (proof of 

delivery, screen shot showing that service is in use, invoice with billed units 

etc.). 

 

Required action: please cancel the recurring transaction if you haven't done 

so already. 

13.3 
 
 

 

 

 

13.4 
 
 

 
 

 
13.5 

Not As Described or 

Defective 

Merchandise/Services 

 

 

 

 

Counterfeit Merchandise 

 

 

 

 

 

 

Misrepresentation 

 

Used when: Cardholder received merchandise that was in a defective 

condition or was otherwise unsuitable condition for the purpose sold, 

Terms and Conditions were misrepresented at the time of sale. 

 

The cardholder must attempt to return the merchandise before starting a 

chargeback and chargeback can be raised only after 30 days when 

cardholder returned/attempted to return the merchandise. 

 

If a credit has already been given to the customer, provide evidence of this. 

 

Provide: 

- an invoice with description of what services was to be provided; 

- transaction details; 

- proof of delivery 

- step-by-step process of placing the order (general one), including 

screenshot of Terms and Conditions/a hyperlink leading to the purchase 

Terms and Conditions which contain the cancellation policy. The hyperlink 

must form part of the “click to accept” acknowledgement and refer to the 

cancellation policy, for example: ‘I have read the internet sales conditions 

and the sale and cancellation conditions’. Evidence of the hyperlink and 

cancellation policy is required; 

- Terms and Conditions (preferable link); 

-signed up contract (if applicable, can be electronically); 

-customer contacts details (if any) or prove of no contact. 

 

13.6 

 

 

13.7 

 

 

13.8 

 

Credit Not Processed 

 
Cancelled 

Merchandise/Services 
 

Used when: Refund acknowledgement was not processed. Goods were 

returned, and no written refund acknowledgement was received from the 

merchant within 30 days.  

 

Provide: 

- a proof that credit was processed; 

- returned merchandise was not received; 

- credit was declined due to return policy. 
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Reason 

Code 

Reason Code 

Description 
Compelling Evidence  

VISA Dispute Reason Codes 
Original Credit 

Transaction Not 
Accepted 

 

Prepare transaction details, invoice, order details, proof of delivery, Terms 

and Conditions on Return etc. 

 

 

Below is the complete overview of Visa chargeback reason codes broken down into their 

individual chargeback dispute categories. 

 

 

 

Allocation Collaboration 

10. Fraud 11. Authorisation 12. Processing Errors 13. Consumer Disputes 

10.1 EMV Liability Shift 

Counterfeit Fraud 

11.1 Card Recovery Bulletin 12.1 Late Presentment 13.1 Merchandise/Services Not 

Received 

10.2 EMV Liability Shift Non- 

Counterfeit Fraud 

11.2 Declined Authorisation 12.2 Incorrect Transaction Code 13.2 Cancelled Recurring 

10.3 Other Fraud – Card 

Present Environment 

11.3 No Authorisation 12.3 Incorrect Currency 13.3 Not as Described or 

Defective 

Merchandise/Services 

10.4 Other Fraud – Card 

Absent Environment 

  12.4 Incorrect Account Number 13.4 Counterfeit Merchandise 

10.5 Visa Fraud Monitoring 

Program 

  12.5 Incorrect Amount 13.5 Misrepresentation 

    12.6 Duplicate Processing/Paid 

by Other Means 

13.6 Credit Not Processed 

    12.7 Invalid Data 13.7 Cancelled 

Merchandise/Services 

      13.8 Original Credit Transaction 

Not Accepted 

      13.9 Non-Receipt of Cash or 

Load Transaction Value 
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Common MasterCard Dispute Reason Codes: 

 

Reason 

Code 

Number 

Reason Code Description Representment Documentation 

MASTERCARD Dispute Reason Codes 

4834 Duplicate Processing 

Used when: The merchant processed the transaction more than once, 

causing the cardholder to be debited twice. The Issuer must charge back 

the second transaction while providing the reference number of the first 

transaction. 

 

Provide proof that there were two separate transactions, or two different 

services ordered: 

- two separate transactions details indicating date and time of transactions; 

- two separate invoices; 

- shipping tracking details indicating customer accepted orders. 

4837 

Fraudulent Transaction; 

No Cardholder 
Authorisation 

Used when: The cardholder states in writing that neither they nor anyone 

authorised by them engaged in the transaction. 

 

Provide: 

- transaction detail (indicating positive AVS, and CVV/CVV2); 

- an invoice indicating merchandise was shipped to positive AVS address; 

- shipping tracking details indicating signed receipt packages (signed by the 

cardholder). 

- records of all transactions, including copies of the website pages that the 

customer will have seen; 

- refunds processed if relevant.    

4841 
Cancelled Recurring 
Transaction 

Used when: The merchant continues to bill cardholder for a recurring 

transaction after receiving notification of cancellation from the cardholder 

or the Issuer. 

 

The Issuer must supply cardholder letter indicating that the cardholder 

withdrew permission to charge this account providing the date. If cardholder 

letter is not available, the Issuer may supply certification that the account is 

closed and further instalments should be stopped. 

 

If the customer hasn’t notified you of cancelling the transactions in 

accordance with merchant’s terms and conditions, provide additional 

information to show this.  

 

If the customer used the service or item was delivered to their address, but 

they haven't returned it, please provide document to prove it (proof of 

delivery, screen shot showing that service is in use, invoice with billed units 

etc.). 

 

Required action: please cancel the recurring transaction if you haven't done 

so already. 
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Reason 

Code 

Number 

Reason Code Description Representment Documentation 

MASTERCARD Dispute Reason Codes 

4853 
Cardholder Dispute 
Defective/Not as 
Described 

Used when: Cardholder received merchandise that was in a defective 

condition or was otherwise unsuitable condition for the purpose sold, 

Terms and Conditions were misrepresented at the time of sale. 

 

The cardholder must attempt to return the merchandise before starting a 

chargeback and chargeback can be raised only after 30 days when 

cardholder returned/attempted to return the merchandise. 

 

If a credit has already been given to the customer, provide evidence of this. 

 

Provide: 

- an invoice with description of what services was to be provided; 

- transaction details; 

- proof of delivery 

- step-by-step process of placing the order (general one), including 

screenshot of Terms and Conditions/a hyperlink leading to the purchase 

Terms and Conditions which contain the cancellation policy. The hyperlink 

must form part of the “click to accept” acknowledgement and refer to the 

cancellation policy, for example: ‘I have read the internet sales conditions 

and the sale and cancellation conditions’. Evidence of the hyperlink and 

cancellation policy is required; 

- Terms and Conditions (preferable link); 

-signed up contract (if applicable, can be electronically); 

-customer contacts details (if any) or prove of no contact. 

4855 
Non-receipt of 
Merchandise 

Provide:  

- an invoice of the transaction; 

- all address details of the customer (AVS MATCHED); 

- the proof of delivery, which is signed by the customer and has a tracking 

reference number; 

- any other information that can settle the dispute.  

 

If you suspect misuse of card, provide information to show that the 

customer and the cardholder are the same person. 
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Reason 

Code 

Number 

Reason Code Description Representment Documentation 

MASTERCARD Dispute Reason Codes 

4859 Service Not Rendered 

Used when: The merchant was unwilling or unable to provide purchased 

services within the expected date of service; or services were paid for by 

another payment method. 

 

The Issuer must supply cardholder letter with cardholder statement of no 

services or goods were received (or paid for using another method) and 

evidence that the cardholder made an attempt to resolve the dispute with the 

merchant. 

 

Provide:  

- an invoice of the transaction and service details; 

- all address details of the customer (AVS MATCHED); 

- the proof of delivery, which is signed by the customer and has a tracking 

reference number; 

- any other information that may settle the dispute.  

 

If you suspect misuse of card, provide information to show that the 

customer and the cardholder are the same person. 

4860 Credit Not Processed 

Used when: Refund acknowledgement was not processed. Goods were 

returned, and no written refund acknowledgement was received from the 

merchant within 30 days.  

 

Provide: 

- proof that credit was processed; 

- returned merchandise was not received; 

- credit was declined due to return policy. 

Prepare transaction details, invoice, order details, proof of delivery, Terms 

and Conditions on Return etc. 

4863 

Cardholder Does Not 

Recognised - Potential 
Fraud 

Used when: The cardholder states in writing that neither they nor anyone 

authorised by them engaged in the transaction. 

 

Provide: 

- transaction detail (indicating positive AVS, and CVV/CVV2); 

- an invoice indicating merchandise was shipped to positive AVS address; 

- shipping tracking details indicating signed receipt packages (signed by the 

cardholder). 

- records of all transactions, including copies of the website pages that the 

customer will have seen; 

- refunds processed if relevant.    
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Below is an overview of all the MasterCard chargeback reason codes   

MasterCard Chargeback Reason Codes 

Reason code Reason Code Description 

4807 Warning Bulletin File 

4808 Authorisation-related Chargeback 

4812 Account Number not on file 

4831 Transaction Amount Differs 

4834 Point of Interaction Error 

4837 No Cardholder Authorization (Fraud) 

4840 Fraudulent processing of transaction 

4841 Cancelled recurring or Digital Goods Transaction 

4842 Late Presentment 

4846 Correct transaction code was not provided 

4849 Questionable merchant activity 

4850 Installment Billing Dispute 

4853 Cardholder Dispute-Defective/Not as Described 

4854 Cardholder Dispute Not Elsewhere Classified (U.S. only) 

4855 Goods or Services Not Provided 

4859 Addendum, No Show or ATM Dispute 

4860 Credit Not Processed 

4863 Cardholder Does Not Recognise-Potential Fraud 

4870 Chip Liability Shift 

4871 Chip/PIN Liability Shift 
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13. How Paysafe can help? 
 

Please speak to your account manager regarding the following Risk Management Services. 

Risk Rules Engine 

Our Proprietary Risk Rules Engine has been evolving over many years and is at the core of our 

technology.  Our solution allows for near real-time decisioning and allows for a quick response 

to potentially fraudulent transactions. By leveraging our global experience, industry best 

practices and your concerns, Paysafe creates effective rules tailored to your business.  Rules 

can be built around Velocity, geolocation mismatches, AVS/CVV Validation, fraud scoring, ETC.  

Rules can be created that best suits your ability to handle day to day activity, to either: Approve, 

Decline, Hold or Challenge data. 

Chargeback Alert Program 

Paysafe’s strategic partnerships with Ethoca and Verifi help manage fraud and chargebacks. 

Our combined technologies capture disputed transactions directly from many issuing banks in 

Canada, the United States and the UK.  By leveraging this feature, we proactively refund 

disputed transactions on your behalf and send you a notification, helping you avoid 

Chargebacks.  

ThreatMetrix 

ThreatMetrix offers frictionless, real-time device fingerprinting to analyse consumer 

behaviour, assisting you with fraud detection and prevention.  Paysafe facilitates acquiring a 

ThreatMetrix account, configuring and maintaining rules and leveraging Paysafe’s Risk Rules 

Engine to control transactional outcomes. Implementation of Threatmetrix on your account 

is simple and transparent to your customers. 

Identity/Age Verification 

We have integrated to several leading identity intelligence solutions with coverage of key geo-

locations to perform Know-Your-Customer and Knowledge-Based Authentication verifications. 

Validate your customer’s identity by comparing account details against a variety of data 

sources and/or by asking multiple choice questions. This gives your business the intelligence 

and confidence needed to accurately verify customers upon registration. 

Verified by Visa and 3D Secure 

We offer Verified by Visa and 3D Secure through Cardinal Commerce.  Cardinal Commerce 

offers more flexibility than traditional services by allowing control over which transactions are 
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to be authenticated resulting in less consumer friction.  Cardinal along with Paysafe’s rules 

engine helps to ensure more transactions are authenticated with less manual review.  

AVS/CVD 

We offer both AVS (Address Verification System) and CVD (Card Verification Digits) verifications 

as part of our standard set up.  AVS helps to ensure the numerical portion of the address 

provided on the transaction matches the information of the consumer’s financial institution.  

CVD is the 3 digits found on the back of cards issued by Visa and MasterCard, this helps to 

ensure the consumer is in possession of the card.  Paysafe can help further with our Rules 

Engine, by only allowing certain responses from AVS and CVD or a combination thereof to be 

settled.                         

In order to meet association regulatory requirements and to mitigate our exposure to any 

additional fraud, we automatically block all new transactions for a card number previously 

involved with a chargeback-related item. 

We provide a chargeback merchant support, having in place dispute professionals who are 

willing to help you fully understand the chargeback process. We are here to help you navigate 

through the chargeback process and assist you with reducing your chargeback risk.  

Your chargeback query can be addressed to: DisputeManagement@Paysafe.com.  

 

                                                              

mailto:DisputeManagement@Paysafe.com


 
Paysafe Group Limited     Page 36  

 

14. How you can help yourself?  
 

It is not possible for any merchant to avoid all incoming chargebacks; however, the following 

advices could help in reducing the number of retrieval requests and chargebacks merchant 

may receive. 

It is important that you log into the Paysafe Back Office regularly to view new chargeback 

entries or you can request a report be emailed to you (please refer to FAQ: Is there a way I can 

get chargebacks and retrievals notifications directly to my email?) 

In order to view the current state of a chargeback request, you can run a Chargeback History 

report in the Back Office.  

 

To help in the prevention of chargebacks, we require that you follow the guidelines below. 

If you fail to follow these recommendations your transactions are more likely to be rejected or 

in due course charged back to you. 

This list is not exhaustive 

14.1. General information 

 Make sure that you have read and understood your merchant agreement 

 Double check all details regarding the transactions 

 In case of Copy Request/Retrieval/Request for Information supply to Paysafe all relevant and 

available information for requested transaction 

14.2. Website criteria 

We advise that your website displays the following information: 

 A complete description of the goods and services offered 
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 Delivery policy 

 Clear returns and refund policy 

 Available transaction currencies in which you are able to deal 

 Customer Service contact (email address, phone number, address) 

 Country of domicile 

 Export restrictions (if any) 

14.3. Delivery policy 

 You should retain documentary evidence of the delivery together with a description of the 

goods and services supplied for a minimum of 12 months. 

 Do not despatch goods by whatever means (including online delivery) to a third-party 

address (that is an address other than the cardholder’s address). To do so is considered a 

very high risk. 

 When delivering the goods, obtain the cardholder’s signature to show proof of delivery. 

14.4. Customer service, quality of product and refund policy 

Please ensure that: 

 Your products are of high quality and are exactly the same as described in your sales 

description 

 Delivery of your service or product is within the time frame notified to the cardholder 

 Every cardholder charge is “Quality Checked” 

 You have a generous refund policy which is honoured 

14.5. Processing a refund 

You can always refund a transaction; however, do not issue a refund for a transaction that has 

entered retrieval or chargeback process. It is a violation of the Scheme rules and you might be 

at risk of losing your money twice. 

Please regularly run a Chargeback/Retrieval Report available in the Back Office. 

14.6. Authorisation and Settlement transaction processing 

 

Paysafe offers a service enabling credit and debit card transactions to be pre-

authorised/settled, whereby the customer enters their card details, checks are then made on 

the submitted details, and the transaction funds are reserved against the customer’s card. The 

transaction is not actually processed; therefore, your settlement will not occur at this time. 

Pre-authorising/settling a transaction enables you to perform any additional offline checks 

against the customer details and ensure that the order can be fulfilled. Once these or any other 

points have been checked, you must then “post-authorise” (settle) the transaction using the 

Paysafe Back Office to ensure that the cardholder is debited and that settlement to your 

account occurs. 
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Transactions which have been pre-authorised are only effective for between three and 
five days. If you do not subsequently “post-authorise” (settle) the transaction, it will lapse 

after this period. This means that the customer’s card will not be debited, and you will not 

receive settlement of funds. 
 

There are two reasons why you may request (or be required by Paysafe to use) Authorisation 

& Settle: 

1. The card rules require/recommend two-stage transaction processing, funds should 

not be taken from the cardholder until the goods have been dispatched. 

 

2. Additional checks can be made on the cardholder to establish that the transaction was 

not fraudulent before completing the payment and delivering the goods. 

For further information about how you can use the authorisation/settle mechanism for your 

business, email Paysafe at: uk.customerservice@paysafe.com  

You can also call on: 0800 294 1404 UK Freephone; +44 (0) 1189 285 075 International 

Authorisation of a transaction does not guarantee payment; it will only check the 

availability of funds at the time of the transaction and that the card has not been reported 

as lost or stolen. 
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15. What can I do to prevent 

and reduce fraudulent 

chargebacks? 
 

Please find listed below some practical advice on how you can help yourself to reduce or prevent 

fraudulent chargebacks. 

1. Arrange for a customer to set up an account first and check with the Issuing Bank that the 

card details match the customer’s information including the address that has been 

supplied; alternatively, ask the cardholder to scan and email their latest statement of their 

credit card and/or passport and driving licence. 

2. Verify the use of the credit or debit card by checking the actual postal address by other 

means that email, letter, or SMS message. 

3. In order to eliminate scams from your website, implement a rule-based order checking 

system. 

4. To ensure the cardholders’ address is verified, always use an AVS checking system. 

Wherever possible avoid shipping to a different address, other than the billing address. * 

*If you must deliver to a third-party address, please consider the following: 

1. Request the cardholder sends at least one bill from the alternative delivery address and a 

copy of the driving licence of someone who lives at the address provided. It is inadvisable 

to ship goods to a PO Box. 

2. Check transaction history for a given credit/debit card and make sure that there were no 

anomalies in the past related to this card.  

3. Try to avoid shipping to countries known for high fraud level (high risk countries – see table 

below). 
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VALUE ISO_NUMERIC_CDE Country 

AF 0-04 Afghanistan  

CU 192 Cuba 

ER 232 Eritrea 

IR 364 Iran 

IQ 368 Iraq 

KG 417 Kyrgyzstan 

LY 434 Libya 

KP 408 North Korea 

SS 728 South Sudan 

SD 729 Sudan 

SY 760 Syria 

   

EG 818 Egypt 

ID 360 Indonesia 

NG 566 Nigeria 

PH 608 Philippines 

UA 804 Ukraine 

 

4. When delivering goods obtain the cardholder’s signature to present the proof of delivery. 

5. Retain documentary evidence of the delivery, together with a description of the goods or 

services provided for at least twelve (12) months. 
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16. Chargeback Reports – Back 

Office 
Reflects status prior to April 2018 

16.1. Introduction 

 

The Merchant Back Office, a service of Paysafe, is a versatile user interface, which includes 

many useful and time-saving features, from running reports to processing transactions 

requests.  

On becoming a Paysafe merchant, you will receive instructions detailing how to access the 

Merchant Back Office in your welcome pack.  

 

Instructions on how to navigate in the Back Office are found in the HELP tab, in the upper right 

hand corner of the screen, next to your login details. 

 

After reading this chapter, you will gain a better understanding on:  

 What is a Chargeback History Report 

 How to run a Chargeback History Report 
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 How to save a report to your computer 

 What information includes Chargeback History Report 

 What do the dispute statuses mean 

 How to run a chargeback summary in Activity Report 

You will also find an example of the full chargeback process. 

Please be advised that information on the reporting tools can be found here: 

http://support.netbanx.com/REPOSITORY/Back_Office.pdf  (chapter 4 and 5), 

http://support.netbanx.com/REPOSITORY/NETBANX/Getting_Started.pdf (page 34). 

16.2. Setting out automated reports 

 

Paysafe offers reporting tools specifically created to manage chargebacks. These readily 

available reports can be automated to be sent to your email address in a variety of formats 

allowing you to keep a close eye on incoming chargebacks so that you can efficiently manage 

them.  

You can set up reports directly in the Back Office under the schedule reports tab such as: 

 Chargebacks and Retrievals with Disputes - Provides chargebacks and retrievals, along 

with any associated disputes, including the record IDs and confirmation numbers 

 Daily Chargebacks and Reversals - Provides daily a list of chargebacks and reversals 

 Daily Chargebacks and Reversals Advanced - The Daily Chargebacks and Reversals 

report, along with any associated disputes 

 

 Should you have any questions on how to set up reports in the Back Office or which report 

would better suit your needs, please contact the support team at uk.support@paysafe.com. 

  

http://support.netbanx.com/REPOSITORY/Back_Office.pdf
http://support.netbanx.com/REPOSITORY/NETBANX/Getting_Started.pdf
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16.3. Chargeback History Report – general information 

 

The Chargeback History report generates a summary of disputed transactions over a date 

range you select and for the merchant account you choose. If you have more than one 

merchant account and you wish to run a report for all of them at once, you can use multiple 

selections as it is shown below: 

The Chargeback History Report contains various fields, such as: 

Field 

 

Description 

Credit Card Number 
Credit card number involved in the chargeback/retrieval (last four digits 

only). 

Transaction Date 

The settlement date of the original transaction against which a dispute 

record was entered. Transaction date is shown in a format 'yyyy-mm-dd 

hh:mm:ss'. 

Posting Date 
The  date the Acquirer posted the record to the Back Office. Posting date is 

shown in a format ‘yyyy-mm-dd hh:mm:ss’. 

Chargeback Posting Amount The amount of the dispute record was processed. 

Original Transaction Amount The amount of the original settlement transaction. 

Transaction ID 
The transaction number assigned to the original settlement request and 

returned in response to the request. 

Name 
The name of the customer who initiated the original settlement 

transaction. 

Reason Code The reason code for the dispute record, supplied by the Acquiring Bank. 

Reason Description A description of a reason code. 

ARN The Acquirer's reference number that was entered for the request. 

Control Number The bank's control number, which allows the Acquirer to track records. 
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Field 

 

Description 

Status 

The status of the record. Possible statuses are: 

  Initial 

  Initial - Expired 

  2nd CB/Pre-arb 

  2nd CB/Pre-arb - Expired 

  Disputed - Open 

  Disputed - Won 

  Disputed - Lost 

Record ID 

A unique ID for the record. A single ARN may have multiple records 

associated with it (e.g. Chargeback and Reversal), and each of these 

records has its own, unique ID. 

Brand The card brand used in the transaction that was charged back. 

 

16.4. Running a Chargeback History Report 

 

1. Log in to the Back Office: https://login.netbanx.com  

2. Go to tab Reports at the top. 

 

3. Click the Chargeback History submenu 

 

 

https://login.netbanx.com/
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4. Complete the following fields: 

Field 

 

Description 

Account Select an account number from the drop-down list. 

Start Date/End Date 
Use the calendar to select the date range you wish to investigate.  

Maximum date range is one year. 

Report Type 

Available options are: 

 All Retrieval Requests; 

 All Chargebacks; 

 All Chargeback Reversals; 

 All Disputed Chargebacks; 

 All Disputed Chargebacks – Open; 

 All Disputed Chargebacks – Won; 

 All Disputed Chargebacks – Lost. 

 

5. Click the Download button. 

6. A file downloaded window opens.  

7. Follow the onscreen instructions to save the CVS file to your PC. 

16.4.1. How do I save the Chargeback History Report to my PC? 

Please be advised that csv file is a default report format; however, Excel installed on your 

computer may convert the downloaded file automatically. Data might be changed depending 

on what Excel version do you use, e.g. an updated version of Excel will convert a csv file 

automatically. To keep original format (text for numbers) we advise to save a report to your 

computer before opening it and change the cell format manually using one of the options 

below: 

First Option 

1. Save the csv file to your computer 

2. Open Excel and use Excel’s file menu to open the file  

3. You should automatically get the data import wizard. This should help you convert all 

needed columns to text 

 

If the data import wizard doesn’t open, you can follow the steps provided by Microsoft Office 

support in this link to convert columns to text. 

https://support.office.com/en-us/article/Text-Import-Wizard-c5b02af6-fda1-4440-899f-

f78bafe41857  

Second Option 

https://support.office.com/en-us/article/Text-Import-Wizard-c5b02af6-fda1-4440-899f-f78bafe41857
https://support.office.com/en-us/article/Text-Import-Wizard-c5b02af6-fda1-4440-899f-f78bafe41857
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a) Save the csv file to your computer 

b) Open the file with Notepad 

c) Copy all text (CTRL+A; CTRL+C) 

d) Paste (CTRL+V) all data to Excel spreadsheet in a cell A1 (open a new Excel file)  

e) Change the cell format from general to text (separate values to columns): 

 On the Data tab in Excel, select Text to Columns 

 Delimited 

 

  
 Select Comma as the delimiter and click next 

 
 

 Convert to text all columns which include numbers 
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f) Click Finish 

 

16.5. Dispute Statuses – Explanation 

 

Dispute Status informs you about the stage of a chargeback process and provides more details 

on the chargeback/retrieval record. 

Possible chargeback dispute statuses are: 

 

 Initial; 

 Initial – Expired;  

 2nd CB/Pre – arb;  

 2nd CB/Pre-arb – Expired;  

 Disputed – Open;  

 Disputed – Won;  

 Disputed – Lost.  

 

Please find a description below: 

Field 
 

Description 

Initial 
‘Initial' status is given to a newly entered chargeback when its ARN (Acquirer Reference 

Number) does not match any previous chargeback in the same merchant account.  

Initial - Expired 
‘Initial - Expired' status is given if a chargeback is not disputed within ten days from the 

Posting Date. 
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2nd CB/Pre-arb 
2nd CB/Pre-arb' status is given to a newly entered chargeback when its ARN matches to a 

previous chargeback in the same merchant account. 

2nd CB/Pre-arb - Expired 
‘Initial - Expired' status is given if chargeback is not disputed within five days from the date 

when '2nd CB/Pre-arb' was posted. 

Disputed - Open 
This status is given when a chargeback is disputed, but has not yet received a result. 45 days 

must not have passed since it was last disputed.  

Disputed - Won 

This status is given when a chargeback was disputed by the merchant and neither a second 

chargeback or pre-arbitration was received, also, Issuer is outside of time frame (please refer 

to chapter 7 for chargeback cycle information). 

Disputed - Lost 
This status is given when a chargeback was disputed by the merchant and a second 

chargeback or pre-arbitration was accepted by the Acquirer. 

 

Please be advised that an 'Initial' or '2nd CB/Pre-arb' chargeback status will be changed to:  

a) 'Initial - Expired' if not disputed within ten days from the Chargeback Posting Date; 

b) '2nd CB/Pre-arb - Expired' if not disputed within five days from the date when '2nd 

CB/Pre-arb' was posted; 

c) 'Disputed - Open' if the chargeback is disputed but has not yet received a result and 45 

days must not have passed since it was last disputed. 

'Disputed - Open' chargeback status will be changed to:  

a) 'Disputed - Won' if a chargeback was disputed by the merchant and is now won.  

b) 'Disputed - Lost' if a chargeback was disputed by the merchant and is now lost. 
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16.6. Transaction Flow (chargeback process) 

As you know, the full chargeback process is quite a long procedure, which consists of four 
stages: chargeback, representment, second chargeback/pre-arbitration and arbitration. 

Each of those stages have a financial cost and during the chargeback process a debit or credit 
will be posted to your Account accordingly. 

The transaction flow can be found in the Merchant Back Office under specific ARN (Acquirer 

Reference Number).  

To know how to find a particular transaction quick in Back Office, please refer to the chapter 
‘Using the Lookup option in the activity report’, p. 45 in the guide: 

http://support.netbanx.com/REPOSITORY/NETBANX/Getting_Started.pdf 

Under transaction details in the Back Office (settlement) three tables may appear: 

a) Settlements table – will include all settlements completed for this transaction with the 

same ARN. 

b) Credits table – will present all credits processed for this settlement. 

c) Chargeback table – will present all stages of the chargeback process, starting with 

retrieval (if applicable) and finishing with pre-arbitration/second chargeback accepted 

(if applicable). 

Please find below further explanations of the contents of each table: 

Transaction Stage 

 

Description 

SETTLEMENTS TABLE 

Settlement Transaction is settled. Money is with the merchant. 

CREDITS TABLE 

Credit 
A refund was processed back to customer. Money is with the customer 

(cardholder). 

CHARGEBACKS TABLE 

Retrieval Request 
No financial impact, however a retrieval fee may apply. Please refer to your 

Agreement to verify if you are charged for a retrieval fee. 

Chargeback 

This means a debit to your account. The original settlement was reversed and 

funds are with the Card Issuer due to chargeback being raised. A chargeback 

fee may have been applied, please refer to your agreement. 

Reversal 

Generally this means that a chargeback was represented to the Card Issuer 

and a credit was posted to your account. It does not yet mean that your case 

is won. All representments bring reversal automatically.  

Second chargeback/Pre-arbitration 

If a second chargeback/pre-arbitration is posted to your account it means that 

a debit was posted against this transaction. Generally, the chargeback process 

stops at this stage as it is rare to win an arbitration case. Money is with the Card 

Issuer. If there is chance of winning an arbitration case, most likely you will be 

asked by the Acquirer to provide more evidence. 

  

Examples of transaction flow: 

http://support.netbanx.com/REPOSITORY/NETBANX/Getting_Started.pdf
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a) Transaction was refunded before a chargeback came in however, chargeback was 

completed against. 

 

This chargeback was represented based on refund processed and reversal was added to 

merchant’s account. Dispute status changed from Disputed – Open to Disputed – Won. 

b) A chargeback was filled out against a merchant (chargeback, debit) and was represented by 

the Acquirer (reversal, credit), but it turned out as pre-arbitration, which was accepted by the 

Acquirer (chargeback, debit). 
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16.7. Chargeback summary in Activity Report 

16.7.1. Information 

The functionality of the Activity Report presented in greater detail on pages 34-48 in the 

following guide: http://support.netbanx.com/REPOSITORY/NETBANX/Getting_Started.pdf. 

The only thing we would like to mention here is a chargeback summary available in this report. 

To quickly review all chargebacks or retrievals received for a specific period of time without a 

need to download a report, you can use the Activity Report in Back Office. 

16.7.2. Running a report 
1. To run an Activity Report from the Back Office, go to tab Reports  Activity Reports  Tab 

Summary 

 

 

 

 
2. Select the Payment Method you want to run a report on (e.g., Credit Card). 

 

http://support.netbanx.com/REPOSITORY/NETBANX/Getting_Started.pdf
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3. The more information you include, the more exact your search will be. For example, if you 

supply the account number, a narrow date range, and a card brand, the results will be refined 

accordingly: 

 Date range – select the date range for your search. Maximum range is six months. 

 Account – select a merchant account number for your report. If you don’t specify a 

merchant account, the report will be run on all merchant accounts available to you. 

4. Click the “Generate Summary” button 

 

5. The resulting page displays all the transactions that match your search parameters:  

 

6. Chargeback information is split into: 

 Chargebacks Completed – all chargebacks received for this merchant account/multiples 

account in a selected time range; 
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 Chargeback Retrieval – all retrievals received for this merchant account/multiples account 

in a selected time range; 

 Chargeback Reversed – all reversals completed for this merchant account/multiples 

account in a selected time range. 

The summary will show a total number and total amount. Please note that if you select multiple 

accounts in a different currency, the total amount will not be accurate however, you can see 

details when you click on status: Competed, Retrieval, Reversed. 

 

7. You can download the Activity Report. To do so, please click on icon in the last column.  

Please note that if the time range selected is too wide, too many results may be downloaded and 

this option will not be available. 

 

The instructions on how to download Activity Report and what information to select can be 

found in the following guide: 

http://support.netbanx.com/REPOSITORY/NETBANX/Getting_Started.pdf p.38. 

Please be aware that this report does not include the chargeback reason code, dispute status 

or ARN. We advise you to use it in addition to Chargeback History Report.  

 

 

  

http://support.netbanx.com/REPOSITORY/NETBANX/Getting_Started.pdf
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APPENDIX A: FAQ 
How many days do I have to dispute a chargeback or respond to a 

retrieval request? 

You have five (5) working days calculated from the date that the retrieval request or the 

chargeback appears in your current account to dispute it. When you wish to dispute a 

chargeback or a retrieval request please email supporting documentation to 

DisputeManagement@Paysafe.com during these five days. If you fail to do this within time 

frame you will forfeit the right to dispute the transaction. 

Chargeback and retrieval request notification can be found in the Paysafe transaction Back 

Office under Chargeback History Report. 

 
 

It is important that you log into the Paysafe Back Office regularly to view new disputes. 
Merchants can request an automated chargeback* report.  

 
*Should you have any questions on how to set up reports in the Back Office or which report 
would better suit your needs, please contact the support team at uk.support@paysafe.com. 

 

What happens if I do not have any supporting documentation? 

Please never ignore the dispute. Initially you might want to contact your customer to address 
the enquiry. Always provide whatever information you have regarding the disputed transaction 
that you are able to share. 

mailto:DisputeManagement@Paysafe.com
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Can I process a refund if I have received a retrieval request for the 

transaction? 

A refund can only be given before a retrieval request or chargeback has been raised. It is a 

violation of the Card Scheme regulations to issue a refund for a transaction once it has entered 
the chargeback cycle. 

I have issued a credit to the cardholder, why did I receive a 

chargeback: 

Please note that if you have issued a credit for a transaction and then received a chargeback 
it’s most likely because the chargeback was issued before the credit was processed. This is not 
uncommon as there is a time delay between the client requesting a chargeback and the bank 

sending the information over to Paysafe. In this case the chargeback will be auto-disputed and 
automatically be reversed in your favour. 

Does a chargeback always start with a retrieval request? 

Not always. Indeed, in most cases, Issuing Banks are not required to submit a retrieval request 

before raising a chargeback.  

What is an auto-representment? 

Auto-representment occurs when Paysafe automatically represents chargebacks on 

merchant’s behalf.  

When you log onto the Paysafe Back Office platform, you may see that the chargeback has been 

disputed without your consent. Through its robust dispute management platform, Paysafe has 
defined rules to dispute on the merchant’s behalf. For instance: 

This may happen when: 

 a transaction has been fully or partially refunded; 

 the disputed transaction had been flagged as Verified by Visa or MasterCard Secure 

Code, but the Issuing Bank submitted a fraud chargeback anyways. 

Check your online statement for details. 

What information is required to represent (dispute) a chargeback? 

In order for a representment case to be considered as disputable, the following details must be 
sent to Paysafe within five (5) business days from the date when chargeback was posted on a 

merchant’s account: 

1. An email with attachments referring to the disputed transaction showing: 

a) the cardholder’s details, such as: name, address, phone number, email address, IP 
address number, truncated card number, expiry date, CVV response, ECI code, proof of 
delivery, customer contact history etc.); and 

b) a description of the goods or services provided for the disputed transaction.  
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Please remember to use truncations of a credit or debit card number while sending 
documentation. A truncation of a credit card number removes all besides the first six and last four 
from the card number (e.g., 438775******1038). You cannot send untruncated credit card 

numbers to Paysafe Group plc. These types of requests won’t be tolerated nor accepted. 

2. Any of these additional details could increase your chances of winning a representment: 

a) A copy of a sales draft or the cardholder’s signature 

b) Proof of delivery with cardholder’s signature 

c) A legible photocopy of the cardholder’s passport or driver’s licence 

d) Any additional proof of the order authorisation or merchant fulfilment 

For further advice, please refer to chapter on Dispute Pack Requirements. 

To whom do I submit my representment case? 

Email your complete case with scanned attachments to: DisputeManagement@Paysafe.com. 

You will be notified by the Disputes Management team with a given reason if your case has been 

rejected or represented. 

Please be advised that there is Safe File Transfer Protocol option. For further information, 
please refer to Chapter 11. 

How do I know if the information I have submitted is strong enough 

to represent my case? 

We will notify you by email if the information you have provided is insufficient to support your 
case or if any additional information is required and what time limit is to enable us to 

successfully represent your case and defend the chargeback. 

If you see under transaction details in Back Office that the status of chargeback is ‘Disputed – 

Open’ it means your chargeback was represented by us to the Issuer through Card Scheme. 

How will I know the outcome of my representment case? 

Once a decision has been made with the Issuing Bank, you will see the result on your online 
statement (credit or debit). After the representment you should know within a 30-day 
timeframe whether they are submitting a pre-arbitration or 2nd CB. 

Alternatively, the other way to verify a chargeback resolution is to download a chargeback 
report from the Paysafe Back Office (Chargeback History), where you can confirm if any second 

chargeback or pre-arbitration is received within 45 days of submitting your representment case 

by Paysafe to the Schemes. 

You can also look for your transaction that was charged back and also see the status of the 

disputed transaction. The status of the Chargeback changes from ‘Disputed’ to ‘Disputed- Lost’ 
or ‘Disputed-Won’.  

mailto:DisputeManagement@OptimalPayments.com
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What additional information is required to dispute a second 

chargeback? 

Reversing a second chargeback is very rare. If you still believe that your case is valid, please 

send additional information via email to DisputeManagement@Paysafe.com.for special 
consideration. 

Please be informed that declining a second chargeback (for Visa transactions known as pre-
arbitration) may result in the Card Issuer filing an arbitration case, which may result in 

additional costs for both the Acquirer and the merchant, in the event the arbitration is lost by 

the merchant. 

What about currency differences? 

A merchant is required to absorb any foreign currency exchange loss on international 
transactions. 

Why is the chargeback amount different from the original 

transaction? 

If a card was charged in a different currency from the merchant account you hold (e.g. GBP-
EUR) then the chargeback amount might be different based on the currency exchange rate on 

the day of the transaction and the day of the chargeback. 

I sent an e-mail to Dispute Team but haven’t received a response 

yet: 

The chargeback department is not a merchant facing department, rest assured however, that 
all dispute documents are received and handled so that your chargeback can be disputed in 

due time. If you have any questions, please call the Merchant Support department 0800 294 
1404 (UK Freephone); +44 (0) 1189 285 075 (International) or email 

uk.customerservice@paysafe.com. 

Is there a way I can get chargebacks and retrievals notifications 

directly to my e-mail? 

You can set up reports to be emailed to you every time a chargeback is received. This can be 
done through the Back Office under the scheduled reports option in the reports tab. Should 

you have any questions on how to set up a report of which report would be best for you, please 

call in to the Technical Support department 0800 294 1404 UK Freephone; +44 (0) 1189 285 
075 International or email uk.support@paysafe.com. 

 

 

 

mailto:DisputeManagement@Paysafe.com
mailto:customerservice@paysafe.com
mailto:support@paysafe.com
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