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Credit Card/Debit Card Chargeback Protection

Credit Card/Debit Card payment is under chargeback protection, such as when cardmember
(“Cardmember”) made a Card payment for goods or services, however the relevant goods or services
were not delivered to the receiver on schedule. Cardmember has the right to appeal for refunds either
in whole or partial via the card issuer and the merchant according to the rules of the respective card
associations (such as Visa, Mastercard and UnionPay). The processing time for card associations are
as follows:

+ Visaand Mastercard - Within 120 days from the expected delivery of the merchandise /services
and not exceeding 540 days from the posting date of the transaction

- UnionPay

1. Failed to deliver the goods or services

For both local (i.e. HK only) and international (i.e. non-HK) transactions, within 150days from
the original transaction date.

2. Unable to deliver the goods or services due to liquidation, bankruptcy or other
foreseen circumstances

For local transaction (HK) only, within 360 days from the original transaction date.

Therole of China CITIC Bank International (the”Bank”) during Credit Card / Debit Card Chargeback
Protection

The Bank as a card issuer will assist Cardmember to request for Credit Card/Debit Card chargeback
according to the respective card associations’rules and regulations (such as Visa, Mastercard or Union
Pay). Credit Card/Debit Card Chargeback Transaction Process Flow is listed in the next page for reference.

The process flow to submit disputed credit card/debit card transaction investigation request

Cardmember is encouraged to negotiate with the relevant merchant before submitting the investigation
application to the Bank and provide such information to the Bank. If the Cardmember would like to
proceed to investigation, he/she is required to submit the “Application for Disputed Credit Card/Debit
Card Transaction Investigation” form and provide the transaction details and relevant supporting
documents, such as sales slip, receipt or invoice to the Bank. All information provided in the form and
relevant supporting documents must be correct and valid.

“Application for Disputed Credit Card/Debit Card Transaction Investigation”form can be downloaded
from the Bank’s website: https://www.cncbinternational.com/_document/personal/credit-cards/en/
dispute-form.pdf

Cardmember is required to submit the Application for Disputed Credit Card/Debit Card Transaction
Investigation for each dispute case within 60 days from the statement date.

The investigation generally takes 2 to 3 months after the Bank receives the completed application form
and related supporting documents. The actual time required varies according to the complexity of
individual cases and the investigation process of the card associations.

For any enquiries, please contact the bank via:
Bank website www.cncbinternational.com
Customer Service Hotline 2280 1288 (Credit Card)/ 2280 1800 (Debit Card)
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Credit Card/Debit Card Chargeback Transaction Process Flow

Cardmember submits Credit Card/Debit Card dispute
investigation request to the Bank

I

The Bank submits dispute investigation request to the relevant
Card Association

4

Card Association submits dispute request to the merchant via
the acquiring bank

4

Merchant arranges refund (if applicable) to acquiring bank

I

Acquiring bank arranges refund to the Bank via
Card Association (if applicable)

4

The Bank will notify the investigation result and arrange
refund to the Cardmember (if applicable)
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Frequently Asked Questions for Credit Card/Debit Card Chargeback Request

Q: Any fee will be charged if Cardmember submits investigation request?

A: No fee and charges will be posted for the investigation request, however if the appeal is invalid
after investigation, Cardmember may have to pay for the relevant fees and charges according to
the“Credit/Debit Cardmember Agreement”and “Fees and Charges”, such as Request for Sales Slip
Copy Fee and Request for Statement Copy Fee.

Q: (Applicable to Credit Card Only) Is Cardmember required to settle the card payment during
investigation?

A: Cardmember has the right to withhold payment for the disputed amount during the investigation
period and if the investigation concludes that the report is correct, the disputed transaction will
be removed from the statement; otherwise, the Bank may re-impose the applicable interest or
finance charges on the disputed amount over the whole period, including the investigation period.

Q: Isitnecessaryfor Cardemember to contact the merchant before raising the request to appeal
for investigation?

A: Cardmember is encouraged to contact and discuss with the merchant before submit request to
investigation in order to shorten the time to resolve the dispute.
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EBFR/HEFRBEXZFAETHFER Application for Disputed Credit Card/Debit Card Transaction Investigation

5 /R RER P RS
Fﬂ%_—ﬁ Eil E-EE)EEJ@% o A4
Credit Card/Debit Card
Name of Cardmember
Number

EEIAH Dispute ltem

Z2ERT (RRACEF)

[EIREYi X
Transaction Reference
Merchant Name .
(last 4 digits)
X5 BE R
Transaction Date Transaction Amount

F#EEMA Dispute Reason:

INARERIZEDG S B FHAZFHIEE | have not authorized or participated in the above transaction.
FgFEBEBUNE _FitIE B % A - Duplicate transaction was charged by merchant.

RHEBSBAERNEME » ER XTI s I E B BEUWIREFEBA © The transaction amount was incorrect or
being altered and the correct transaction amount should be , attached is the customer copy as evidence.

RZEACEBFRERFIALMERMEIGLURER - EFRRESNARBREZAAZERT/NERFIIRFA © Merchantagreed to

refund with credit slip as proof but the refund has not yet been arranged to my credit card/debit card account.

RAREXABPNERMEREBERNSBEEFTERTAGAR/MNEREPHFNSBEN AR » Z8E5 o
| do not accept the refund amount that was different from the amount posted in my credit card/debit card account due to merchant’s
processing error, the dispute amount is

RABRBBHEMITEZN R HEH (M BB XA - ZZDH&% oY G RIZ) o Ihave already settled the payment by other

means as shown in the attached document, i.e. copy of the respective receipt, invoice or statement.

DDDDD

[

(] AAMSEWEITET 2B G/ R - BE/RISAHAER WM EBREIRERRX M « RABERR__ / /_
(B/R/FE)FEBLTBE (MR EFE /ST M4/ Eit )EtEmEPE / BRAFEAANR__ FAE//NE) -
FRBEAR IR L T3 - Non-receipt of goods/services. The scheduled delivery date of goods/services was on (supporting
document attached). | have attempted to resolve the dispute with the merchant/liquidator (contact person: Mr/Ms ) via the
following channel (Hotline/E-Mail /Others )on / / (dd/mm/yyyy) but failed.

[] RACBCHLEEHERRS » BUER#HA (RN EBE@ERXH(mE])  BEBERF/NERRDARK
MR EBRAZ 5SS o | have cancelled the recurring transaction(s) with the merchant on (supporting document

attached [if applicable]). However, the credit card/debit card account is still being charged.

[] EfbEESESE Any other reasons or remarks:
(HEEE - 52 45 Please use another sheet if necessary.)

{EsE Remarks:

%43\@?*%&@%%%%1& FELHEEEHAR0 ANEHBERE RS —EEFRREILEAF/NEFEFERZATHHFR ﬁ%%
RBERINEASARREREEER - PERIT (AR BRAT (TR FEZRFAREXRSHAB T ATRLEAGREEFa#L
Rt ﬁ%%:éiﬂm RIT - SHRAEFERFEFF—MH2EAEIEAARE - RIERIEEZEH M - Cardmember is required to submltthe
Application for Disputed Credit Card/Debit Card Transaction Investigation for each dispute case within 60 days upon the statement date and provide
the details and relevant supporting documents for investigation. Cardmember is recommended to negotiate with the relevant merchant before
submitting the application to China CITIC Bank International Limited (“The Bank”) and provide such information to the Bank. It will generally take
2 to 3 months for investigation and the actual time required will vary according to the complication of individual cases.

(REH ﬁA{EHﬂ—E) AARBRABREINZFZRARATHPEATEINZFEZNIE - EABRKEERAARERE » ZERXZ R
RARGEEMR > SR ATEREFHKBZEZFZSENEEARE (BEHATH FEEJ) HIF S B E M - (Applicable to credit card
only) | understand that | have the right to withhold payment for the disputed amount during the investigation period and if the investigation
concludes that my report is correct, the disputed transaction will be removed from the statement; otherwise, the Bank may re-impose the applicable
interest or finance charges on the disputed amount over the whole period, including the investigation period.

HEAZZE Cardmember Signature HEf Date



