
Debit Card Transactions Dispute and Chargeback Mechanism

What is Chargeback Mechanism?
Cardholders used debit card for transactions, if debit card have been used for unauthorized transaction / merchant
failed to provide services, cardholder is eligible to apply for a transaction dispute with merchant (“Chargeback”).
Chargeback is a mechanism established by Card Associations (e.g. EPS/ UnionPay) which allows transaction to be
reversed and makes refund of the disputed amount to the cardholder under certain circumstances. For example, the
merchant failed to deliver goods or services that have been paid by debit card, cardholder can contact the card-
issuing bank and request a Chargeback. Our bank will assist the cardholder to apply for the transaction dispute with
merchant. However, the chargeback request is subject to certain rules and conditions set by the respective Card
Associations, for example, the request may fail if it is not raised within relevant timeframe.

What is the role of the card-issuing bank?
After obtaining the details of the disputed transaction from cardholder, the card-issuing bank will evaluate the case
and will raise a chargeback request to Card Associations against the merchant acquiring bank when it satisfies the
rules and conditions of respective Card Associations. Subject to the reason of the dispute, the chargeback process
will normally take 6-12 weeks to complete. The processing time may be longer depending on the complexity of the
case. If the chargeback request is accepted by the merchant acquiring bank, the dispute amount will be reimbursed
to Cardholder’s debit card account via the card-issuing bank.

The procedure of transaction dispute with merchant and refund mechanism
If the cardholders have any disputable transactions, please contact our ATM Card 24-hour Customer Service Hotline
at 2616 6266 or visit any of our branches for enquiries and filling in the ATM Transaction Enquiry Form to raise a
chargeback request. After identity authentication, our staff will assist you to fill in the ATM Transaction Enquiry Form
and raise the chargeback request.

What type of transactions can the Cardholder dispute?
A cardholder may request a chargeback for several reasons, including:

 Considered that Transaction amount is incorrect;
 Considered that Transactions are unauthorized;
 Duplicated transactions;
 Goods or services that the Cardholder did not received or within the agreed timeframe (in such cases you

should contact the merchant first).

How to initiate a chargeback request?
Cardholders can initiate through below channels. Chargeback supporting documents (e.g. payment receipt) are
required for the refund procedure and our staff will assist to fill in ATM Transaction Enquiry Form.

 Visit any of our branches;
 Contact our ATM Card 24-hour Customer Service Hotline at 2616 6266;
 Download the form from our website and return the completed form to our branches.

Cardholder should raise the dispute within 60 days upon the statement issuance date. If Cardholder suspect that the
transactions are unauthorized, please contact us immediately. When we receive the related documents, we will
access and confirm whether the issue is fulfilled the dispute requirements and regulations. If Cardholder fail to
report any unauthorized transactions within the specified period, we would reserve the right to regard the statement
as conclusive.

https://www.ncb.com.hk/nanyang_bank/eng/html/16.html


If you have not provided your account information to the merchant and suspect that your information was stolen,
please contact our ATM Card 24-hour Customer Service Hotline at 2616 6266 immediately. If you do not notify us
promptly, we may not be able to investigate your claim, in which case you will be liable for the transaction.

Each card organization has a time Frame for submission of dispute transaction for different reasons of dispute. The
provisions of UnionPay are as follows.

Cause of dispute Time Frame for Submission(UnionPay)

Discrepancy in transaction currency and / or amount Within 120 days from the transaction
date

Duplicate bookkeeping Within 120 days from the transaction
date

Unauthorized transactions Within 180 days from the transaction
date

The merchant said that the debit card transaction failed,
but the cardholder was still bookkept

Within 120 days from the transaction
date

The cardholder has canceled the regular bank payment and
the cancellation date is earlier than the bookkeeping date

Within 120 days from the transaction
date

The cardholder has not received the paid goods / services Within 120 days from the transaction
date

No refund received Within 120 days from the transaction
date

Merchant termination Within 360 days from the transaction
date

**The table is strictly for reference only and guidelines from card associations may change from time to time and
without prior notice.**
Please note: Under normal circumstances, the cardholder must still raise the dispute within 60 days upon the
statement issuance date, so that we can process your application.

In general, after we have received the application from the Cardholder, the turnaround time of a dispute will
normally take 6-12 weeks upon receiving all documents by us. It maybe longer depending on the complexity of the
dispute. If the Chargeback request is accepted by the merchant acquiring bank, the dispute amount will be
reimbursed to the debit card account. Notification will be sent to the Cardholder regarding the result of the
chargeback.

As a part of the investigation, we may request more information and evidence from you to facilitate our bank to
progress the dispute resolution. Additionally, if you believe you are a victim of fraud, identity theft or other illegal
activity, we may ask you to report to the police first.


