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In practice, a chargeback is a dispute or review of part or all of a
transaction initiated by the Cardholder directly through their
Issuing Bank, in accordance with the Card Scheme Rules (e.g.,

VISA or MasterCard). Instead of resolving the dispute directly with you,
the customer often contacts their bank to request a chargeback.

Their bank then notifies VISA or MasterCard, and the chargeback is
passed through the acquiring partners to us. Once we register the

chargeback, we will contact you immediately.

What is a
Chargeback and
how does it work?

Chargeback

When accepting card payments (whether you operate in e-commerce
or other industries), you may encounter the risk of a chargeback.
When paying by card, the Cardholder (customer) is provided with an
additional layer of protection, which can represent a higher risk for
you as a merchant.
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Fraudulent and Unauthorized Transactions

Most Common
Reasons for a
Chargeback

Chargeback

When can your customer request a chargeback? These are the most
frequent situations:

Card Misuse: A third party obtained the card details and made a
payment without the actual cardholder's knowledge.

Friendly Fraud: The cardholder (or an authorized person with access to
the card) makes a legitimate transaction but subsequently claims it was
unauthorized or fraudulent in order to get their money back.

Transaction Processing Errors

Duplicate Payment: The same order was charged twice. Incorrect
Amount: The authorized payment amount does not match the value of
the goods or services agreed upon by the cardholder and the merchant.
This refers to a discrepancy between the documented price (receipt,
invoice) and the amount actually debited from the bank account.

Currency Error (DCC): A procedural error where the merchant
processes the transaction in a different currency than originally offered,
or applies their own exchange rate instead of the card association's rate
without the cardholder's explicit and documented consent.

Unrecognized Cancellation Fee: A situation where the merchant
charges a penalty fee for a service cancellation (e.g., accommodation),
even though the cardholder cancelled in accordance with the pre-
defined and agreed terms and conditions (e.g., within the "free
cancellation" period).
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Subscription and Recurring Payment Issues

Chargeback

Cancelled Subscription: A transaction occurs after the cardholder has
demonstrably cancelled a recurring service (subscription), yet the
merchant continues to periodically charge the account.

Trial Period Expiration (Free Trial): Transitioning from a free trial to a
paid version without proper notification from the merchant.

Refund Not Processed

Missing Credit: The merchant accepted a claim or returned goods and
issued a refund/credit voucher, but the amount was not credited to the
cardholder's account within the specified timeframe.

Service Quality (Specific Cases)

Defective Digital Content: After purchase, the product or service fails
to meet basic functional parameters or is unusable due to technical
errors. Formally, this claim is applied if the cardholder attempted to
resolve the issue with the merchant's technical support, but the request
went unanswered or the problem remained unresolved.

Counterfeit Goods: The delivered goods do not match the declared
authenticity and infringe on intellectual property rights (e.g., a replica of
branded goods sold as an original).

Non-delivery of Goods or Services, Incorrect
Delivery

Non-delivery of goods or services: The Cardholder has duly paid the
purchase price, but the merchant failed to ship the goods or provide the
service within the agreed timeframe (or within the statutory period of
30 days).
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Discrepancy with description or defective goods: The delivered
goods or provided service show significant deviations from the
specifications listed at the time of sale (e.g., different model, color,
material), or the item is damaged and non-functional. In this case, the
banking process relies on evidence of the discrepancy between the
ordered performance and the physically delivered goods.

Other

Insolvency: The merchant has officially ceased business operations,
declared bankruptcy, or entered liquidation, thereby losing the ability to
deliver the paid goods or services.



06

Top-tier Customer Service: Regularly update the email and
phone contacts on your website and respond promptly to
customer inquiries.

Clear Policies: Have clear and simple forms ready for potential
claims or contract withdrawals.

Fair Terms and Conditions (Fraud Prevention): Adjust your T&Cs
to be fair to the customer while protecting yourself. For example,
avoid unrealistic promises like a "lifetime" access guarantee to a
service. A client could claim non-delivery of service even years
later and request a chargeback.

Automatic Subscription Notifications: If you offer subscription-
based services, the moment of payment renewal is critical. Send
the customer an email 3 to 7 days before charging them for the
next period (especially for annual subscriptions).

Detailed Record-Keeping: When defending a chargeback, quality
records are decisive. Carefully archive orders, invoices, delivery
confirmations, customer communication, and all versions of your
T&Cs.

Proactive Refunds (Refund vs. Chargeback): If you see that a
customer is extremely dissatisfied or is threatening to involve their
bank, it is financially more beneficial to issue a refund immediately.
A refund does not damage your reputation with card associations,
whereas a chargeback does.

How to Prevent
Disputes?

Chargeback

Preventing chargebacks cannot be achieved by a single step; it requires a
set of measures that can save you significant financial resources in the
long run:
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What to do when a
Chargeback
occurs?

Chargeback

Despite your best efforts, a chargeback may still happen. In such cases, the
speed of your response is critical. As soon as a customer files a
chargeback, we will inform you and send a set of questions along with a list
of documents required for your defense. If you have any questions, our
customer service team is fully at your disposal.

Important notice regarding document format: To avoid technical issues
and comply with the strict rules of VISA and MasterCard, please submit all
supporting documents for the defense in English (either the original
English version or a translation).
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  1. General Transactional Documentation

List of Required
Documents for a
Successful Defense

Chargeback

To successfully overturn a chargeback, the merchant must submit
evidence that clearly links the cardholder to the transaction and confirms
the receipt of the goods or services. Banks and card associations require
the following documentation:

Detailed Order Record: An invoice or order confirmation containing the
customer's name, billing address, and a precise description of the
goods/services.

Customer History: An overview of previous successful transactions
made using the same card (known as Previous Non-Disputed Activity).
If the customer has purchased from you in the past without disputing
the payment, it serves as strong evidence of legitimacy.

Communication Logs: A complete history of email or chat
correspondence in which the customer confirms the purchase, inquires
about the order status, or expresses satisfaction.

  2. Specific Evidence Based on Delivery
Method

a. Digital Products and Online Services: For intangible goods
(software, e-books, in-game currency), the digital footprint is crucial

Access Logs: Time-stamped server records and IP addresses proving
that the customer logged into the system after the purchase.

Proof of Download/Redemption: A record of a successful file
download or the activation of a license key.

Email Delivery Confirmation: Logs from the email server (SMTP logs)
confirming that the message containing the digital content was
delivered to and accepted by the customer’s provider.
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b. Physical Goods (Courier Delivery): When a "goods not received"
claim is made, banks require:

Signed Proof of Delivery (POD): A document from the carrier featuring
the recipient's signature. Ideally, the signature matches the
cardholder's name.

Tracking Link and Shipping Logs: A detailed history of the shipment's
movement until final delivery.

Parcel Locker Delivery: A digital record of the package pickup,
including the unique authorization code sent to the customer's phone
number linked to the order.

c. In-Store Pickup: This method is often targeted by fraudsters and
therefore requires the most stringent documentation:

ID Verification Record: A staff record confirming that a government-
issued ID was checked upon pickup.

Signed Pickup Confirmation: A physical document signed by the
customer directly at the store.

Digital Verification: A record of the unique PIN code entry that was
sent to the customer via SMS/email for pickup purposes.

Supplementary Evidence: CCTV footage capturing the customer
during the pickup (serves as a strong deterrent against fraudulent
claims).

 3. Reference to Terms and Conditions
(T&Cs):

Screenshot of the Checkout Process: Showing that the customer had
to actively check a box to agree to the T&Cs before completing the
payment (Affirmative Consent).

Relevant Excerpt from the T&Cs: Specifically covering claims,
cancellation fees, or return policies.
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Disclaimer: The above list represents the recommended scope of
documentation for maximum success in a dispute. This is an exemplary

list and does not imply that you must possess all the mentioned
documents simultaneously. The scope of the evidence provided always
depends on the nature of your business, technical capabilities, and the

specifics of the particular transaction.

Chargeback

Recommendation: In the event of an international dispute, all these
documents should be translated into English to ensure the chargeback is
decided without unnecessary delays.
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Second Level of Dispute
(Pre-Arbitration) and
Financial Risks

Chargeback

Our goal is to ensure the stability of your business, which is why we provide
professional assistance even in the advanced stages of the claims process.
If the opposing party (the customer) does not accept the submitted
evidence, the dispute may move to the Pre-Arbitration stage. At this
point, the final decision may be made directly by the card association's
arbitration committee.

From the perspective of protecting your finances, we recommend
carefully considering the following risks at this stage:

If you choose to proceed with the dispute: Arbitration fees are set
very high. For the VISA network, the fee is approximately 500 EUR or
more; for Mastercard, it ranges from 800 to 1,200 EUR.

When it is better to close the dispute: If the original transaction
amount is significantly lower than the potential arbitration fees, it is
usually much more cost-effective and safer for you to simply accept the
dispute at this stage. In such a case, only the transaction amount will be
debited, and you will avoid additional extreme costs.

It is important to note that arbitration fees are paid in full by the losing
party. Therefore, in the event of an unsuccessful outcome, you would be
required to cover these fees in addition to the transaction amount itself.
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Important

Chargeback

Time is a key factor when resolving chargebacks. Card association
processes are governed by strict deadlines, and failure to submit evidence
within the specified timeframe results in an automatic loss of the dispute in
favor of the Cardholder (customer), without the possibility of further appeal.
We therefore recommend responding to all requests immediately. Any
documentation received after the deadline will not be accepted by the
card association.

Final Note
Please be advised that the administration of a Chargeback is itself subject
to fees according to the current Payout Price List. Therefore, it is always
more beneficial to resolve any issue directly with the customer—for
example, through a friendly reversal of the payment (via a standard
Refund). A prompt refund is a significantly cheaper option than a banking
dispute and, furthermore, helps you maintain good future relationships
with your customers.
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