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Credit Card Chargeback
1. What is Chargeback?

Generally speaking, cardholder using credit cards to make payments upfront may apply for a refund of the payment
or raise a “chargeback” against disputed transactions. Chargeback is a mechanism which allows transactions to be
reversed and makes refunds of the transaction amount or outstanding transaction amount to the cardholder under
certain circumstances according to the rules set out by Card Associations (e.g. Visa, MasterCard and UnionPay). For
example, where the goods received are damaged or not as described, services not rendered or merchandise not
received, etc.

Diagram: General (simplified) process flow of the chargeback mechanism
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Notes (5-8): A merchant acquirer or a merchant may, in accordance with the rules of the respective credit card association, accept or reject a
chargeback request. Where the merchant acquirer or the merchant rejects the chargeback request but the card issuer or cardholder does not
agree with the decision, the card issuer may in accordance with the rules of the respective credit card association submit the disputed transaction
to the credit card association for arbitration.

2. What is the role of the card-issuing bank?

We, as a card issuer, after obtaining the details of the disputed transactions from the cardholder, will raise chargeback
request for the cardholder against the merchant acquirers under the rules and criteria of respective Card Associations.

3. How can you raise a chargeback request?

You can contact us for disputed transactions and request a chargeback. Supporting documents (e.g. invoice or
service contract) is needed for our investigation. If the request is accepted, we will raise a chargeback claim against
the related merchant acquirer pursuant to the scheme rules of Card Associations. You are required to raise a dispute
within 60 days after the statement date (except for merchant close down) in accordance with the Cardholder
Agreement in order to have sufficient time for us to process the chargeback request. Upon acceptance of the
chargeback claim by the merchant acquirer, we will cancel the related transaction and refund the relevant amount to
you.



In general, depending on the chargeback reason and the rules of the respective Card Associations, we will submit
chargeback request to merchant acquirer within 120 days (Visa/MasterCard) or 180 days (UnionPay), from
transaction processing date together with the relevant transaction receipt(s) and record(s).

For merchants closedown, we will submit chargeback request together with the relevant transaction receipt(s) and
record(s) to merchant acquirer within 120 days (Visa/MasterCard) or 180 days (UnionPay) from the merchant close
down but not exceeding 540 days (Visa/MasterCard) or 360 days (local spending for UnionPay) from transaction
processing date.

You can raise a chargeback request via one of the following channels:

(1) Call Customer Service Hotline — For Commercial Card: (852) 2748 4343

(2) Download “Credit Card Transaction Dispute Form” from business.hsbc.com.hk and submit the completed
form together with relevant transaction receipt(s) or contract(s) (if applicable) and mail to Cardholder Dispute
and Chargeback Section, Card Centre, 8/F Tower 2 & 3 HSBC Centre, 1 Sham Mong Road, Kowloon

As the investigation process takes time to complete and we are required to comply with the respective Card
Associations’ time limits, you are advised to submit supporting documents to us at your earliest convenience (within
14 days after you raise the dispute request).

After we receive the dispute request from you, in general we will refund the dispute amount temporarily to you within
6 working days. The temporary refund letter will then be issued to advise you that the temporary refund is processed
and the dispute will normally take 6 to 8 weeks for investigation with the merchant acquirer. The dispute case is
closed if no representment is received from the acquirer within 8 weeks. Otherwise we will contact you to follow up.
In case of any dispute, the decision of respective Card Associations shall be final.
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