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Debit Card / ATM Card Chargeback Mechanism

A. What is Debit Card / ATM Card Chargeback Mechanism?
Under the scheme rules of Card Associations (Mastercard, UnionPay), cardholder could raise request for refund, whether in whole or
in part, on the paid Debit Card / ATM Card transaction amount under specific circumstances (for instance, where the merchant failed
to deliver the relevant goods / services). Please refer to the below diagram for the General Process Flow of the Chargeback Mechanism.

General Process Flow of the Chargeback Mechanism
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Notes: Above diagram is for illustration only. The merchant acquirer or merchant may, in accordance with the

rules of the respective card association, accept or reject a chargeback request. The Merchant Acquirer may dispute

the validity of chargeback claim and the case might be referred to arbitration under the scheme rules as and when

needed.

B. Role of Card Issuing Bank

Dah Sing Bank, Limited (the "Bank") as a card issuer, after receiving the transaction dispute request from cardholder, will review if
relevant supporting documents of the request have been provided and the request is within the relevant Card Association's
Chargeback time limits prior to raising Chargeback request against the merchant acquirer via the card association platform.
Subsequently, the merchant acquirer will process the assessment and Chargeback decision.
Remarks: After the Bank receives your transaction dispute application and provided that the Debit Card / ATM Card Transaction
Dispute Form and related supporting documents are in compliance with the requirements set out by the relevant card association,
a notification will be sent to you to acknowledge receipt of the application within 7 working days.

C. Types of Transaction Eligible for Chargeback
e  Debit Card / ATM Card one-time retail spending payment.

D. Before raising a dispute request, here are some possible explanations that might help you identify the transaction:
e  Check the retailer's name
Retailers are sometimes registered under a different name, so the one on your statement might not be what you expect. Try looking up
the name on the internet to see if you can find more details on it.

e  Look out for additional charges
Some retailers, such as hotels, taxis, airlines or hired cars services, can add additional surcharges to your basic payment package.

e Check your receipts and your email inbox

Dig out your receipts to see if you have any transaction made on the same day and for the same amount, but listed under a different
retailer name. Also, have a look at your email inbox, as you will often get digital confirmation emails or receipts, and these might also
contain the retailer's registered name.

e Adjacent transactions

Check other transactions appearing on your statement with a similar timestamp. This may remind you of where you were when the
transaction that you do not recognize was made.
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e  Consider exchange rates
If the transaction you do not recognise was made in a foreign currency, the final amount could be different to the amount at the time of
your purchase. For refund transaction, the refund amount in Hong Kong dollars could be different from the amount of your purchase.

o Check recurring payments
It could be that the transaction is part of a series of ongoing payments such as an autopay, related to something you set up or subscribed
to some time ago.

e  Free trials
If you have signed up for a free trial recently, check the free trial period and its corresponding terms and conditions. The free trial could
have expired, and you may now be paying for the relevant goods or services.

If you still do not recognise the transaction after taking these steps, please contact the Bank to raise a dispute request immediately.

E. How to Raise Chargeback Request?
In most cases you will need to try and solve the problem by first contacting the retailer. If that proves unsuccessful, then you may
contact us to raise a query about the transaction. You will need to:

1. Raise a dispute within 60 calendar days after the statement date (for details please refer the Timeframe for Card Issuer to
submit Chargeback Request) so we will have sufficient time to process your transaction dispute application.

2. Submit a transaction dispute application and provide the relevant supporting documents to facilitate the processing of the
application , including but not limited to the following (Please refer to the Debit Card / ATM Card Transaction Dispute Form

for the types of supporting documents per chargeback reason) :
a. Completed and signed the Debit Card / ATM Card Transaction Dispute Form;
b. Transaction documents, e.g. payment receipt copy, service agreement or contract, etc.; and
c. Any proof that the merchant failed to deliver the relevant goods or services and calculate the undelivered /
unconsumed portion, if applicable.
3. Faxall the required information to Dah Sing Card Centre at 2232 5991.

F. Timeframe for Submitting Chargeback Request
To assist the Bank in making a chargeback request to the merchant acquirer, please take note of the timeframe requirements among
Card Associations:

Card Associations | Timeframe for Card Issuer to submit Chargeback Request to Merchant Acquirer

For Merchants close down: within 120 calendar days from the merchant close down but not exceeding 540
calendar days from transaction posting date.

Mastercard For Travel industry transaction: within 120 calendar days from the latest anticipated delivery or performance
date specified by the merchant, but not to exceed 365 calendars days from the original expected service

date.

For other dispute reasons: 90 to 120 calendar days from transaction posting date.

UnionPay For Merchants close down: i) overseas transaction, within 120 calendar days from the transaction posting
date. ii) Local transaction, within 360 calendar days from the transaction posting date.

For other dispute reasons: 60 to 120 calendar days from transaction posting date.

Remark: Each dispute reason has its relevant time limit, and the dates in the above table are for reference only.
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B c KHERITARAS (" KHERTT, ) (BEIREE : 22325991)
To : Dah Sing Bank, Limited (the "Bank") (Fax number: 2232 5991)

HIIRF / BEEH K 2 F B 5318 Debit Card / ATM Card Transaction Dispute Form

IR+ / BEEEE 9% Debit Card / ATM Card Number™:
R AR cardholder's Name: Bt 4% BE5E Contact No:
R5IEE MR RZHH [SIak=1: FRRXHEBNEE
Transaction Transaction Date Merchant's Name Disputed Transaction
Item No. Currency and Amount
1
2
3
4
5

*MNBERZB—RINEF / BHEERFREFERSD  VWEEBRRERS —RFFBRFHEE © If you need to dispute transaction(s)

in respect of more than one Debit Card / ATM Card, please complete and submit another Transaction Dispute Form.

> CERRBEHEZPHFIZRZEE IR+ / BBEEH T —RIUZEHEE Type of transactions eligible for raising dispute: Debit
Card / ATM Card one-time retail spending payment

> AAHELMZRBERFENERUT (BRESHBANLE Y 5, IRENZBFENRRRLZFERS - WEEBRE
RB—RBERXHHERIE ) © |dispute the above transaction(s) for the following reason(s) (please tick in the appropriate box(es); if you
need to dispute transaction(s) in respect of more than one reason, please complete and submit another Transaction Dispute Form):

o KRIZIZFERIZZ S Unauthorized Transaction
L AN ELAGEE MRS R—EFE LM ZNEKE / BEEE#E - ZABERAHBTRIELHRZNEE/B
BESHE  URBZREBFHIEET (MER ) EXRARKHRTECWHARBENMIL - RABBREENAARH
BMBEIESH T  AABRRAMRTHEEREARGEAMBRITOTIGE -

I did not participate in or authorize the above transaction(s) and am always in possession of the above Debit Card / ATM Card. |
request the Bank to terminate the above Debit Card / ATM Card and re-issue and mail a new Debit Card (if applicable) to my
relevant correspondence address registered at the Bank. | understand and agree that if | would like the Bank to re-issue a new
ATM Card, | will need to visit any of the branches of the Bank during its business hours.

#f / Remarks:
1. EHMERF / EMEERFBRAMBITWRILREEBW T —ELEREZLL - MBI TRENRZ L LINR< / BEMBEEH T - BHEH

RITE PHRFEEAR 2828 8188 - The above Debit Card / ATM Card will be terminated on the next working day after the Bank's receipt of this Form.
If you need to terminate the above Debit Card / ATM Card with immediate effect, please call the Bank's Customer Service Hotline 2828 8188.
2. FHHERR / BEMEESE R KL IEALKAKRN - EERAER TRAREERBASER ; U TR FNR-FERREFEREFE © Once

the above Debit Card / ATM Card has been terminated, it becomes invalid immediately and cannot be re-activated or used again in any circumstances;
the following services related to the above Debit Card will be affected:
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o HUBE EMINBRFHEIIFARTE ; any payment services connected with the above Debit Card;
o TMLHEEFLEERNBEBRIET (FINIRMRE - BFE - LHES) ; Any scheduled autopay instructions (such as insurance premium,

telephone or internet bills, etc.);
o FHUBERHNEFEE (FINZMNE - MIEIE) ; any registered e-wallets (if applicable) (such as AliPay, WeChat Pay, etc.);

o HAEERHN TRESNIRTE . (WER) (BIU0 Apple Pay * Google Pay * Samsung Pay %) ; & / 2 Any registered mobile payment services
(if applicable) (such as Apply Pay, Google Pay, Samsung Pay, etc.); and/or

o HUIEEZHMEFIEMNES - any merchant refund in progress, etc.

WERE  FEMIIEL LR - Where necessary, please re-arrange the above services.

3. REPLEBRIEZNERF/ BBESH AR  FETHWREZRWET RS R 830 (N7 )30 5 M &1 35 2R s 2 B AK1T - To prevent
unauthorized use of the terminated Debit Card / ATM Card, please cut the terminated Debit Card / ATM Card across the magnetic stripe and chip (if
applicable) into halves and dispose of it or return such card to the Bank as soon as possible.

o FEEFSHR Duplicate Processing
OARAR LB ERSH KRS - BAIEZEFRNZW LIRS E—EFA LMIRF / BHESHF - IR L
EIRERBEIADIEER

I have engaged in transaction(s) at the merchant(s). However, | have been further charged for the above transaction(s)
and am always in possession of the above Debit Card / ATM Card. | enclose copy(ies) of the sales slip(s) as evidence.

o RSEHUH /B Z K EIE Transaction Cancelled / Credit Not Processed
OXACHUTES—EANEN L 2335 © | have paid for the above transaction(s) by one of the following means.
L1382 cash Rt - ARIIRSUIE  BIAHE 2% | enclose copy(ies) of the relevant cash receipt(s) for your reference)
L] Hfth& Other card(s) £55# card number(s) ;IR EARIRTRGEE 28I AR fHt S

£ | enclose copy(ies) of the relevant bank statement(s) for your reference )

W

L] Efth Other (F57ERB Please specify

IR A RIRERR 2 B A2 | enclose copy(ies) of the relevant evidence for your reference )

OxA2L&nE FELEITIEBER (B8 ) MEZEE - WH/ 2ERBAE
I had made the reservation with the merchant(s) but then | cancelled it on (date). The cancellation code / reference
number is

U ARABEBFREMNBHERERE - EAAHZNEEABRRIMAKEABBEMRR - R RAEBEBEIADUEE
A -

I have received credit transaction slip(s) from the merchant(s). However, no relevant credit has posted to my card account up to
the date of this Form. | enclose copy(ies) of the credit transaction slip(s) as evidence.

LUARACKKUINE RBREABED  BNAKIER - EX5R  BAEAASNAAKBREBRR - B CABEXGES
e
I have received the merchandise and returned it to the merchant(s) but no credit has been received. The merchant did not disclose
the Return Policy to me at the time of the transaction. | enclose copy(ies) of the relevant document(s) for your reference.

LEABR (HE) U oEH oS oBE BANEFEUER - IR EEUERBE ST - FERKBPEILER -
I have requested for the termination of the service with the merchant(s) on (date) by Oletter O email

O fax. | enclose copy(ies) of the termination document(s). Please request the merchant(s) to stop further billings.
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o RS EHE /| XA Incorrect Transaction Currency / Amount

UXRARBHESERS (EBEEE ) RS - MiILIE (BEBEEE ) ZARRS®
B IRMY EZAREBEIALUERERR -
| have only authorised the transaction amount of (currency and amount) instead of (currency and

amount). | enclose copy(ies) of the sales slips as evidence.

o KUWZIE @ / BRFE Non-receipt of Merchandise / Service
O i pEEm s FEEETRRIRERYS / 28 2 (B8) S ZaimANRE LR FTEE /5B

2% / B - BN EHERBEHN / BEEBNEX - W EARRY / @m2ARER / AXTE DM - U
KFrBE / F1MERT / BRI MRER / BHRVBIA A 1ERH -

The merchant(s) was / were unable or unwilling to provide the service / merchandise(s) purchased / ordered under the above
transaction(s) on or before the expected service / delivery date (date). I enclose copy(ies) of the relevant services
agreement(s) and / or sales invoice(s) with the breakdown amount for the unconsumed / undelivered portion of the relevant
service / merchandise(s) and the documentary proof of the expected delivery schedule / date of the ordered service /
merchandise(s)

UEFen (BHHE) &% (WEA) - AABEHR (B8 ) LIERE / B / EAfth
(73%) BgarP / BBADTFEFE  BFBNREFRRARREEBERZ ZRE / BmaR
M RN EHRBARBESA / BEERNEIAX - W EARERE / B2 KER / RRXUEIBAERER - UAFABE /
FIEARTS / BmROTRIR N IGIER / HEIRVE RS A ERRER -

The merchant(s) was / were closed down on (date) (if applicable). | have attempted to resolve the dispute with
the merchant(s) / liquidator(s) by Phone / Email / Other (method) on (date). However, the
dispute was unable to resolve and | have not received the service / merchandise(s) or refund from the merchant(s). | enclose
copy(ies) of the relevant services agreement(s) and / or sales invoice(s) with the breakdown amount for the unconsumed /
undelivered portion of the relevant service / merchandise(s) and the documentary proof of the expected delivery schedule / date
of the ordered service / merchandise(s) as evidence.

o HittFZHMER (FA:Ful FIRH4ERIEA ) Other dispute reason(s) (Please specify in details and provide the relevant proof)
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& / B E S5 Points to Note / Agree
1. AABRBREAEXHRITREEZRHHARIE co @BEHRNELEREFERS RSB (F1EFSEMEINRT / BEIEERE

FIEMREESIFID (BRIRFEELERPIE ) ) ° 1 agree to raise the relevant transaction dispute application within 60

days from the date of issue of statement from the Bank (for details, please refer to Section F (Timeframe for Submitting
Chargeback Request) of the attached “Debit Card / ATM Card Chargeback Mechanism”.

2. AAWECEZABBURE WK EEEXE (NER) - AABRBNFARHRIEXN  BRAZFERZHHFAR

BERIE - MNAEREAIFE - NIRRT REBRIZRER | confirm that | have completed and signed this Form and enclose the

relevant document(s) (if applicable). | understand that if | am unable to provide the required document(s), the transaction dispute
application may not be processsed. The Bank reserves the right of final decision in case of any dispute.

3. ANBBEBEZFRRZPRHAENNBLLMBWEKBETHEE MBFPZMBWEREERIEBZETE - |

understand that the transaction dispute application will normally take 8 weeks for investigation with the merchant acquirer and
the merchant acquirer may reject the application.

4, KABEAFRTEZAPDARIAANFZRZHE  MEREREFEBXEFTEHEE FAS I EFRAE - KW
RITER7ETERALBAANE LB - BRAFIRITUERIZAR ARIEREE © | understand that when the Dah Sing Bank Dispute

Team receives my transaction dispute application and provided that this Form and related supporting documents are in compliance
with the requirements set out by the relevant card association, the Bank will send a notification to me to acknowledge receipt of
my application within 7 working days.

FAERCHK - FEIEREMU LIS/ AEEHE -

| confirm that | have read, understood and agree to the above Points to Note / Agree.

M= E - 551 {R: To Customer — please ensure that you have:
O (FERARKRERENRS ) EREEABRNL Vv 5% IERTSETERACHRTERILERERE L 2NRE / BE1E

EMETMSHEZTBTNTRAFBRTECHMEE B ; (applicable to unauthorized transaction(s)) ticked in the

appropriate box to signify that you request the Bank to terminate and re-issue the above Debit Card / ATM Card and mail the
new card to your relevant correspondence address registered at the Bank;

L BRErAE/ EMBEESEAMLEV 58 ; ticked in all the / other appropriate box(es);
L 2% 2%+ ; LUK signed this Form; and
O] B E4BREERRSIHE (N3 ) ; enclosed copy(ies) of the relevant supporting documents (if applicable).

& A%SE Cardholder Signature HEA Date
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