














Reason Code 74: Late Presentment (continued)

Owner/Manager

Manual Deposit of Paper Sales Receipts
(PM) If you deposit paper sales receipts, ensure your staff deposits them on a
regular schedule within the time frame required by your merchant bank.

Transaction Data Capture Terminals

(PM) If you currently process deposits manually, consider the costs and benefits
of a transaction data capture system at the point of sale. Transaction data capture
sales terminals allow you to electronically deposit your sales transactions after
you have balanced them each day. Electronic cash registers are another option.
Electronic cash registers can be set up so that your transactions are automatically
deposited in batches or on a real-time basis.

Merchant Actions Legend:
(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 80: Incorrect Transaction Amount or Account
Number or Invalid Adjustment

Definition

Most
Common
Causes

Merchant
Actions

Incorrect or
Non-matching
Account Numbers

An incorrect
account number
transaction is one
that has posted

to the wrong
cardholder’s
account. A non-
matching account
transaction can-
not be posted; the
account number
does not exist on
the card issuer’s
master cardholder
file. (See Reason
Code 77: Non-
Matching Account
Number on page
106).

Invalid
Adjustment

Many merchant
banks will handle
this chargeback
automatically so
that you never
receive them.

The card issuer identified the transaction amount or account number that posted
as different from what is shown on the sales receipt or for ATM transactions if an
adjustment was incorrectly processed.

The merchant made a data entry error, i.e., keyed in the wrong amount or account
number for that particular transaction.

Back-Office Staff

Transaction Amount or Account Number Is Same on Sales Receipt and Payment
Documents

(PR) If the transaction amount or account number on the sales receipt is the
same as on the clearing record deposited for payment, provide supporting
documentation to your merchant bank to re-present the item.

Transaction Amount or Account Number Differs (Is Incorrect)

(PR) If the transaction amount or account number on the sales receipt is not the
same as on the clearing record, accept the chargeback. If the chargeback is due

to an incorrect account number, process a new transaction using the correct one
within 30 days of the original transaction date; however, do not process a credit

since the chargeback already has performed this function. For incorrect-amount
chargebacks, the chargeback amount will be the difference between the amount
charged and the correct amount, so no further action is needed.

Point-of-Sale Staff

Account Number Was Key-Entered

(PM) If the card was present, but the account number was key-entered (i.e., the
magnetic stripe on the card could not be read), be sure to use a manual imprinter
to imprint the card’'s embossed information on the sales receipt. Compare the
keyed and imprinted account numbers to ensure the transaction was processed
correctly.

Altered Amounts

(PM) Merchants must not alter a sales receipt after the cardholder has signed
it and left the establishment. If the cardholder has been undercharged, attempt
to contact the cardholder and obtain permission to adjust the receipt so that it
reflects the correct amount.

Merchant Actions Legend:

(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 82: Duplicate Processing

Definition

Most
Common
Causes

Merchant
Actions

The card issuer received the same transaction more than once for posting to the
cardholder's account.

The merchant or service establishment:

* Entered the same transaction into the point-of-sale terminal more than once

* Electronically submitted the same batch of transactions to its merchant bank
more than once

* Deposited with its merchant bank both the merchant copy and the bank
copy of a sales receipt

* Deposited sales receipts for the same transaction with more than one
merchant bank

* Created two sales receipts for the same purchase

Back-Office Staff

Sales Receipts Are Not Duplicates

(PR) Provide your merchant bank with information documenting that the two
transactions are separate, or send legible photocopies of the alleged duplicate
sales receipts and any other related documents, such as cash register receipts,
to your merchant bank. The receipts should clearly indicate that the two
transactions are not charges for the same items or services.

Sales Receipts Are Duplicates—Credit Not Processed

(NR) If you have not already deposited a credit to correct the duplicate, accept
the chargeback. Do not process a credit now as the chargeback has performed
that function.

Sales Receipts Are Duplicates—Credit Was Processed

(PR) If you identified the duplicate transaction and processed an offsetting credit
before you received the chargeback, inform your merchant bank of the date the
credit was issued. If your merchant bank requires other procedures, follow them.
However, many merchant banks automatically look to see if a credit has been
processed, so you may never see these chargebacks.

Review Sales Receipts Before Depositing

(PM) Review each batch of paper sales receipts prior to deposit to ensure that
only bank copies—and not merchant copies—are included. If transactions are
sent electronically for processing, ensure each batch is sent only once and as a
separate batch number.

Merchant Actions Legend:

(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 82: Duplicate Processing (continued)

110

Point-of-Sale Staff

Enter Transactions Once
(PM) Take care to avoid entering the same transaction more than once.

Void Erroneous Sales Receipts
(PM) If a transaction is entered twice by mistake, be sure to void the duplicate.
Any sales receipt that contains errors should be voided.

Owner/Manager

Train Sales Staff

(PM) Provide training for new point-of-sale employees as well as refresher
training for existing staff concerning duplicate processing and related transaction
reversal, cancellation, and voiding procedures. Review these procedures with sales
staff whenever a mistake has been made. If duplicate transactions occur frequently,
pull questionable sales receipts and related chargebacks and discuss them with
the staff involved. This type of review may indicate more training is needed.

Train Staff to Void Erroneous Sales Receipts
(PM) Train point-of-sale staff to void all sales receipts that have been erroneously
completed.

Correct Transaction Deposit Procedures
(PM) Train back-office staff on correct transaction deposit procedures.

Merchant Actions Legend:

(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 86: Paid by Other Means

Definition

Most
Common
Causes

Merchant
Actions

The card issuer received a written complaint from the cardholder stating that he
or she paid for the transaction by other means, i.e., cash, check, or other type
of card.

The cardholder initially tendered a Visa card in payment for the transaction,
but then decided to use cash or a check after a credit card receipt had been
completed. The merchant erroneously deposited the credit-card sales receipt in
addition to the cash, check, or other payment method.

Back-Office Staff

Visa Card Was the Only Form of Payment Tendered

(PR) If a Visa card was the only form of payment tendered for the transaction,
provide your merchant bank with sales records or other documentation showing
that no other form of payment was used.

Other Form of Payment Tendered—Credit Issued

(PR) If a Visa card sales receipt was erroneously deposited after another form of
payment was used, and a credit was issued, provide your merchant bank with the
date of the credit. Many banks automatically search for credits, so you may not
see these.

Other Form of Payment Tendered—Credit Not Issued

(NR) If a Visa card sales receipt was erroneously deposited after another form of
payment was used, and a credit was not issued, accept the chargeback. Do not
process a credit as the chargeback has already performed this function.

Point-of-Sale Staff

When Other Form of Payment Used, Void Visa Sales Receipt

(PM) If a customer decides to use another form of payment after you have
completed a Visa card sales receipt for a transaction, make sure you void the Visa
receipt, and do not deposit it.

Owner/Manager

Train Staff to Void Erroneous Sales Receipts

(PM) Train sales staff in proper procedures for processing transactions where a
customer decides to use another form of payment after initially offering a Visa
card. Specifically, staff should be instructed to void the Visa card sales receipt and
ensure that it is not deposited.

Merchant Actions Legend:

(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 96: Transaction Exceeds Limited Amount

Definition The card issuer received a transaction that exceeded the allowable amount from
a Limited-Amount, Self-Service Terminal, or Automated Fuel Dispenser (AFD)
transaction.

Most The merchant processed a transaction from:
Common * A Limited-Amount Terminal and exceeded $25
Causes * A Self-Service Terminal (including AFD) and exceeded $50
* An Automated Fuel Dispenser and exceeded:*

- $75 for Visa Corporate and Visa Purchasing cards

- %150 for Visa Fleet cards

- $50 for all other cards
Merchant Back-Office Staff
Actions Transaction was less than the allowable amount of $25, $50, or amounts

specified for AFD
(PR) - Provide documentation supporting transaction amount to merchant bank
(e.g., copy of the sales receipt or audit tape).

Transaction amount exceeded $25, $50, or amounts specified for AFD
(NR) - Accept the chargeback. Transaction exceeded allowable limit for a Limited-
Amount, Self-Service Terminal, or AFD.

Credit Processed on Disputed Transaction
(PR) - If the appropriate credit has been processed to the cardholder’'s account on
the disputed transaction, send your merchant bank evidence of the credit.

Credit Not Processed on Disputed Transaction - Transaction exceeded
allowable amount

(NR) - If the appropriate credit has not yet been processed on the disputed
transaction, accept the chargeback. Do not process a credit since the chargeback
has already performed this function.

*Note: For AFD transactions, the amount of the card issuers’ chargeback is limited to
the amount exceeding the specified amounts noted above.

Merchant Actions Legend:
(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 96: Transaction Exceeds Limited Amount (continued)

Chargeback was invalid

(PR) - If the transaction was not conducted at an unattended terminal (i.e.,
Limited-Amount, Self Service, or AFD) provide proof to merchant bank.

Example:
The card issuer claims the transaction exceeded the allowable amount for
an AFD (Merchant Category Code 5542 ) transaction and processed a
chargeback. The original transaction amount was $65, the card issuer pro-
cessed a chargeback for $15 which represents the amount that exceeded
the allowable amount. The merchant’s audit records show the transaction
was completed inside the convenience store (Merchant Category Code
5541) and provides evidence to its merchant bank. In this example, the card
issuer's chargeback would be considered invalid if the merchant can provide
a sales receipt with the cardholder’s signature and card imprint.

Note: To avoid chargebacks, ask your merchant bank to verify that your
AFD and convenience store terminals are accurately programmed with the
correct Merchant Category Codes. All AFD terminals should have a
Merchant Category Code of 5542 and your inside store location should
have Merchant Category Code of 5541.

Owner/Manager

Transaction was above $25, $50, or amount specified for AFD

(PM) Evaluate potential risk of chargeback exposure by ensuring terminals are
properly set at transaction amount limits.

Example:
If you are an AFD merchant consider limiting fuel distribution to Visa's
allowable amount. Complying with Visa's allowable limits will reduce your
exposure to this chargeback reason code.

Merchant Actions Legend:
(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Cancelled or Returned

Reason Code 41: Cancelled Recurring Transaction

Definition

Most
Common
Causes

Merchant
Actions

The card issuer received a claim by a cardholder that:

* The merchant was notified to cancel the recurring transaction but has since
billed the customer.

* The transaction amount exceeds the pre-authorized dollar amount range,
OR the merchant was supposed to notify the cardholder prior to processing
each recurring transaction but has not done so.

The cardholder:
*  Withdrew permission to charge the account

* (Cancelled payment of a membership fee
* Cancelled the card account

The card issuer:
* Charged back a previous recurring transaction, and the cardholder did not
expressly renew

= Cancelled the card account

The merchant:

* Received notice before the transaction was processed that the cardholder
account was closed

* Exceeded the pre-authorized dollar amount range and did not notify the
cardholder in writing within ten days prior to processing the transaction

* Notified the cardholder in writing within 10 days of processing the recurring
transaction, after which the cardholder notified the merchant not to charge
the account

Back-Office Staff

Transaction Cancelled and Credit Issued
(PR) If the cardholder claimed to have cancelled the recurring transaction, inform
your merchant bank of the date that the credit was issued.

Transaction Cancelled and Credit Not Yet Processed

(NR) If a credit has not yet been processed to correct the error, accept the
chargeback. Do not process a credit since the chargeback has already performed
this function.

Merchant Actions Legend:

(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 41: Cancelled Recurring Transaction (continued)

Transaction Not Cancelled

(NR) If you have no record that the cardholder cancelled the transaction, accept
the chargeback. The cardholder does not have to supply evidence that you
received the cancellation notice.

Transaction Cancelled—Services Used

(PR) If the customer claimed they were billed for the service after they cancelled,
you may need to supply proof to your merchant bank that the bill in question
covered services used by the customer between the date of the customer's prior
billing statement and the date the customer requested cancellation.

Final Billing

(CS) (PM) If the customer has cancelled the recurring payment transaction and
there is a final payment still to be charged, contact the cardholder directly

for payment.

Customer Cancellation Requests

(CS) (PM) Always respond in a timely manner to customer requests relating to
renewal or cancellation of recurring transactions. Check customer logs daily for
cancellation or nonrenewal requests, and take appropriate action to comply with
them in a timely manner. Send notification to the customer that his or her
recurring payment account has been closed. If any amount is owed for services up
to the date of cancellation, seek another form of payment if necessary.

Credit Cardholder Account

(CS) (PM) Ensure credits are processed promptly. When cancellation requests are
received too late to prevent the most recent recurring charge from posting to the
customer's account, process the credit and notify the cardholder.

Transaction Exceeds Pre-authorized Amount Ranges

(PM) (PR) Flag transactions that exceed pre-authorized amount ranges, and
notify customers of this amount at least 10 days in advance of submitting the
recurring transaction billing. If the customer disputes the amount after the billing,
send evidence of the notification to your merchant bank.

Customer Complaints

(CS) (PM) Check customer logs daily for customer complaints, especially those
relating to transaction amounts or failure to notify customers in advance of a
recurring transaction that exceeds the pre-authorized amount range. Follow up
with customers.

Owner/Manager

Train Staff on Proper Procedures

(PM) Train your sales and customer service staff on the proper procedures for
processing recurring transactions as these transactions are particularly liable to
cardholder disputes.

Merchant Actions Legend:
(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 53: Not as Described or Defective Merchandise

Definition The card issuer received a notice from the cardholder, stating that the goods or
services were:

Merchants should ) )

keep in mindthat ~ * Not the same as shown and described on the screen for Internet transactions,

their return policy or as described on the sales receipt or other documentation presented to the

has no bearing cardholder at the time of the transaction.

on disputes that R
fall under Reason
Code 53: Not

as Described = Shipped to the cardholder and received, but was damaged or defective.

or Defective

Not the same as the merchant’s verbal description for a telephone
transaction.

Merchandise. For this reason code, the cardholder must have made a valid attempt to resolve the
dispute or return the merchandise. A valid attempt to return may be to request that
the merchant come retrieve the goods at their own expense.

Most The merchant:
Common * Sent the wrong merchandise to the cardholder
Causes . . .
* Merchandise was damaged during shipment
* Inaccurately described the merchandise or services
* Did not cancel the services purchased by the cardholder
* Did not perform the services as described
* Did not accept the returned merchandise
* Accepted the returned merchandise but did not credit the cardholder’s
account
Merchant Back-Office Staff
Actions

Credit was Processed

(PR) If merchandise was returned or services were cancelled and a credit was
processed to the cardholder’s account, provide your merchant bank with
information or evidence of the credit.

Returned Merchandise Not Received/Services Not Cancelled

(PR) If you have not received the returned merchandise (double-check your
incoming shipment records to verify) or the cardholder has not cancelled the
service, advise your merchant bank. (The cardholder must make a valid attempt
to return merchandise or cancel the service).

Returned Merchandise Received—Credit Not Processed

(NR) If the cardholder's complaint is valid and you received the returned
merchandise but have not yet credited the cardholder’s account, accept the
chargeback. Do not process a credit since the chargeback has performed
this function.

Merchant Actions Legend:
(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 53: Not as Described or Defective Merchandise (continued)

Back-Office Staff

Merchandise Was As Described

(PR) If the merchandise was as described, provide your merchant bank with
specific information and invoices to refute the cardholder’s claims.

Merchandise Returned Because Damaged

(PR) If merchandise was returned because it was damaged, provide evidence that
it was repaired or replaced; provided the cardholder requested replacement or
repair.

Services Cancelled—Credit Not Processed

(NR) If the cardholder cancelled the service but you have not yet credited the
cardholder’s account, accept the chargeback. Do not process a credit since the
chargeback has already performed this function.

Service Performed Was As Described

(PR) If the service performed was as described or performed before the cardholder
cancelled, provide your merchant bank with as much specific information and
documentation as possible refuting the cardholder’s claims. It is recommended
that you specifically address each and every point the cardholder makes.

Owner/Manager

Accurate Descriptions of Merchandise/Service

(CS) (PM) Ensure that descriptions of merchandise or services shown in catalogs,
on Internet screens and sales receipts, or used in telephone order-taking scripts
are accurate, complete, and not unintentionally misleading.

Correct Merchandise Shipped
(CS) (PM) Regularly review your shipping and handling processes to ensure that
orders are being filled accurately.

Train Staff on Proper Procedures
(CS) (PM) Train staff on proper procedures on taking and filling orders, and
schedule review sessions at least annually.

@ For Your Information

f Chargeback Amount Is Limited. The chargeback amount is limited to the amount of
the merchandise returned or services cancelled. The chargeback may include shipping
and handling fees for shipment of the defective merchandise.

Card issuer Waiting Period. If merchandise was returned, the card issuer must wait
at least 30 calendar days from the date the cardholder returned the merchandise (to
allow sufficient time for you to process a credit to the cardholder’s account) before
generating a chargeback.

Quality Disputes. This chargeback code also may be used for quality disputes (for
example, a car repair situation).

Merchant Actions Legend:
(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 85: Credit Not Processed

Definition

Most
Common
Causes

Merchant
Actions

The card issuer received a notice from a cardholder acknowledging participation
in a transaction for which goods were returned or services cancelled, but:

* The cardholder has not received a written refund acknowledgement or credit
voucher from the merchant.

* The credit has not appeared on the customer’s Visa statement.

The merchant:
= Did not issue a credit

* Issued the credit but did not deposit the credit with its merchant bank in time
for it to appear on the cardholder’s next statement

* Did not issue a credit because the business does not accept returns, but did
not properly disclose its return policy.

Back-Office Staff

Merchandise or Cancellation Not Received

(PR) If you never received, or accepted, returned merchandise or a cardholder’s
cancellation, advise your merchant bank immediately. Proof of cancellation is not
required from the cardholders.

Merchandise Returned Contrary to Disclosed Policy

(PR) If the cardholder returns merchandise or cancels services in a manner
contrary to your disclosed return or cancellation policy, provide your merchant
bank with documentation showing that the cardholder was aware of and agreed
to your policy at the time of the transaction. Specifically, the cardholder’s signa-
ture must appear on a sales receipt or other document stating your return policy.

Back-of-receipt Disclosure

If your establishment'’s return policy is on the back of a receipt that has been signed
on the front and initialed on the back as required by Visa policy, you must provide
your merchant bank with copies of both sides of the receipt. If the return policy is on
the back of the receipt and is not signed or initialed, you have not provided evidence
of proper disclosure.

Credit Was Issued

(PR) If a customer returns merchandise or cancels services in accordance with
your disclosed return or cancellation policy, and you have already issued a credit,
inform your merchant bank of the date that the credit was issued.

Merchant Actions Legend:

(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 85: Credit Not Processed (continued)

Credit Not Yet Issued
(NR) If a customer returns merchandise or cancels services in accordance with your

disclosed return or cancellation policy, and if you have not already issued a credit,
accept the chargeback. Do not process a credit since the chargeback already has
performed this function.

Issue Credits Promptly and Properly
(PM) Ensure credits are properly issued to the same Visa account that was used
for the original Visa purchase.

Issue Credits Promptly

(CS) (PM) If merchandise is returned to you or services cancelled in accordance with
your disclosed return or cancellation policy, issue a credit and send the customer a
letter or postcard advising that you received the merchandise or cancellation request
and have issued a credit to his or her account. Visa recommends that you note that
due to timing, the credit may appear on the customer’s next billing statement or the
one after that. Typically, it takes up to five business days to post a credit.

Card-Not-Present Transactions

F ift ret ’ .
or gift retuns Gift Returns

if credit is to be

processed to a (PR) In cases where a gift recipient has returned a gift ordered by mail, telephone,
charge card, the or Internet, you may provide a cash or check refund, an in-store credit receipt, or
credit must be another appropriate form of credit to the gift recipient. If the cardholder claims a
issued to the same  credit was not issued to his or her account for the gift, provide appropriate

Visa account documentation or information to your merchant bank that the credit was given to

number that was — he oift recipient.
used for the original

transaction. Point-of-Sale Staff

Issuing a Credit

(CS) (PM) If a customer returns merchandise as allowed by your company's

return policy, issue a credit to the same Visa account that was used for the
Issue credits in a original transaction and give the customer a copy of the credit receipt. Tell
timely manner. customers to retain their credit receipts until the related credit appears on their
Neglecting to issue  \/isa statement. For gift cards, issue a cash refund or in-store credit if the

credits promptly cardholder states the gift card has been discarded.
generates unneces-

sary chargebacks,  Return Policy Disclosure
and creates addi-  (PR) Be sure your establishment's return policy is clearly disclosed on sales
tional back-office  receipts near the customer signature line before asking the cardholder to sign. If

EXpENSES. the disclosure is not properly positioned, the cardholder's signature should also be
obtained in close proximity to a disclosure printed on a related document, such as
a contract, invoice, or customer agreement. If the disclosure is on the back of the
receipt, the cardholder must sign the front and initial the back by the disclosure
statement.
Merchant Actions Legend:
(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 85: Credit Not Processed (continued)

Owner/Manager

Return Policy Disclosure—At Point of Sale

(CS) (PM) Post your return policy at the cash register so that it is clearly visible
to customers. Keep in mind, however, that you are required to disclose your return
policy on a sales receipt or other document that is signed by the cardholder at the
time of the transaction.

Return Policy Disclosure—On Sales Receipts

(PM) Be sure your return policy is clearly disclosed on your sales receipts near
the customer signature line. Customers need to know your policy before they
complete a sale. On receipts produced by scroll printer terminals, the disclosure
must be printed in close proximity to the signature line, typically at the bottom of
the transaction receipt near the transaction amount. As previously noted, if your
return policy disclosures are on the back of your store's receipts, the customer
must sign the front of the receipt and initial the back of the receipt by the
disclosure statement.

No-Return Policy Disclosure

(PM) If your business has a limited return policy or does not allow returns at all,
the words “no returns” or similar words must be preprinted on all copies of the
sales receipts near the cardholder signature line.

Card-Not-Present Transactions

Disclosure of Return/Refund Policy
(PM) Ensure that your establishment’s return or refund policy is always clearly

stated in your printed advertising materials, catalog and catalog order forms, and,

for Internet merchants, on your electronic order screen. Always explain your policy
to customers who place orders by phone. Be sure to include refund information with
the initial transaction. For Internet transactions, your web site should include a screen
with your return or refund policies, which appears automatically during the check-out
process (that is, it is not on a separate disclosure screen that the customer has to
click to open). The screen should include | Accept or Agree buttons for the customer
to click on before completing the transaction, indicating that he or she has read and
agrees to your policies.

If a cardholder

can complete an

Internet transac-

tion without click-

ing an Accept or

Agree button to Obtain Customer Signature

indicate acceptance (PM) For card-not-present merchants processing mail order/telephone order

of your refund, transactions describing your return policy in a catalog or verbally on the phone

?ﬂ?&ﬁ&ﬁ;@ does not constitute proper disclosure unless you also obtain a customer signature
’ indicating disclosure was provided. Such policy descriptions may support your

and adequate ; .
disclosure has case for having alerted the customer to your policy.

not occurred.

Merchant Actions Legend:
(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Non-Receipt of Goods or Services

Reason Code 30: Services Not Provided or Merchandise
Not Received

Definition

Most
Common
Causes

Merchant
Actions

The card issuer received a claim from a cardholder that merchandise or services
ordered were not received or that the cardholder cancelled the order as the result
of not receiving the merchandise or services by the expected delivery date.

The merchant:

* Did not provide the services
* Did not send the merchandise
* Billed for the transaction before shipping the merchandise

* Did not send the merchandise by the agreed-upon delivery date

Back-Office Staff

Merchandise Was Delivered

(PR) If the merchandise was delivered by the agreed-upon delivery date,

contact your merchant bank with details of the delivery or send your merchant
bank evidence of delivery, such as a delivery receipt signed by the cardholder or a
carrier's confirmation that the merchandise was delivered to the correct address.
If the merchandise was software that was downloaded via the Internet, provide
evidence to your merchant bank that the software was downloaded to or received
by the cardholder.

Less Than 30 Days Since Transaction and No Delivery Date Set

(PR) If no delivery date has been specified, and the card issuer charged back the
transaction less than 30 days from the transaction date, send a copy of the sales
receipt to your merchant bank pointing out that 30 days have not yet elapsed. You
should also state the expected delivery date.

Specified Delivery Date Has Not Yet Passed

(PR) If the specified delivery date has not yet passed, return the chargeback

to your merchant bank with either information or a copy of the documentation
showing the expected delivery date. In general, you should not deposit sales
receipts until merchandise has been shipped. For custom-made merchandise, you
may deposit the entire transaction amount before shipping, provided you notify
the cardholder at the time of the transaction.

Merchant Actions Legend:

(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Reason Code 30: Services Not Provided or Merchandise Not Received (continued)
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Merchandise Shipped After Specified Delivery Date

(PR) If the merchandise was shipped after the specified delivery date, provide
your merchant bank with the shipment date and expected arrival date, or proof of
delivery and acceptance by the cardholder.

Services Were Rendered

(PR) If the contracted services were rendered, provide your merchant bank with
the date the services were completed and any evidence indicating that the
customer acknowledged receipt.

Point-of-Sale Staff

Delayed Delivery

(PM) (CS) If delivery of merchandise is to be delayed, notify the customer in
writing of the delay and the expected delivery date. As a service to your customer,
give the customer the option of proceeding with the transaction or cancelling it
(depending on your customer service policy).

Expected Delivery
(PM) For any transaction where delivery occurs after the sale, the expected
delivery date should be clearly indicated on the sales receipt or invoice.

Owner/Manager

Proof of Delivery

(PM) If you are shipping merchandise without requesting proof of delivery,
consider the costs and benefits of doing so compared to the value of the
merchandise you ship. Proof of delivery—such as certified mail or a carrier's
certification that the merchandise was delivered to the correct address and signed
for by the cardholder—will allow you to return the chargeback if the customer
claims the merchandise was not received.

Software Downloaded via Internet

(PM) If you sell software that can be downloaded via the Internet, Visa suggests
that you design your web site to enable you to provide evidence to your merchant
bank that the software was successfully downloaded and received by the
cardholder.

Merchant Actions Legend:

(PR) Possible Remedy (PM) Preventive Measure (NR) No Remedy (CS) Customer Service Suggestion
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Training Your Troops

What's Covered
Training Materials for Card-Present Merchants
Training Materials for Card-Not-Present Merchants

Training Materials on CISP

Cardholders expect and depend on accurate, efficient card processing when
shopping with a Visa merchant.

Your sales and customer service associates play a critical role in ensuring proper
transaction processing. Consequently, ensuring that your staff receives regular

and ongoing training in Visa card acceptance policies and procedures benefits
everybody.

* Sales and customer service associates benefit because they are given the
skills and knowledge they need to do their jobs accurately and confidently.
* You benefit because:
- Customer service is enhanced, which in turn leads to increased sales.
- You have fewer fraudulent transactions, which reduces related losses.

- You have fewer transaction receipt copy requests and chargebacks, which
reduces related expenses.

The Visa resources listed in this section can be used to help educate your sales
and customer services associates and bring them up to speed on all the latest

procedures.
/ _3
Z_» ) To order any of the training materials listed in this chapter, call Visa Fulfillment at
L )J (800) VISA-311 or visit www.visa.com/merchant.
==
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Training Materials for Card-Present Merchants
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Point-of-Sale Reminder Card

Designed for use at the point of sale, this six-panel card helps sales staff
remember the correct steps for accepting and processing Visa cards.

Price: $0.25 each VRM 08.07.06

It Pays to Swipe the Stripe

Designed for both merchants and point-of-sale staff, this brochure includes quick
and easy tips to ensure proper use of magnetic-stripe readers. It also covers the
basics of key entry and what to do when a magnetic stripe can't be read.

Price: $0.25 each VRM 10.02.05

Improve Profitability: Eliminate lllegible Sales Drafts

This six-panel brochure outlines the reasons why sales drafts must be readable
and provides tips on how to make sure customer transactions can be tracked. It is
designed for use at the point of sale or for posting in training areas, lunchrooms,
or wherever your sales staff can see it as a quick reminder.

Price: $0.25 each VRM 04.25.07

Visa Pin Security Tools and Best Practices for Merchants

Visa Pin Security Tools and Best Practices for Merchants provides an overview of
Visa's initiatives and requirements, circumstances that lead to PIN vulnerabilities,
and best practices to avoid PIN and data theft.

Price: Free VRM 08.05.07
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Card Acceptance and Fraud Awareness for Merchants: “Fraud Factor”

VISA
LT .~ This lively, entertaining video describes card-acceptance procedures for retail
—— | merchants. It also reviews card security features and outlines what to do when
/4 something about the transaction raises suspicions.

w | Visa's How-To For Restaurant Owners and Managers

pmm— This four-page brochure offers best practices to help restaurant merchants
prevent both fraud and chargebacks. Topics covered range from merchant set-up
and zero-percent tip authorization to skimming and chargeback management.

Price: Free VRM 01.22.07

- Visa Tips for Restaurant Staff

e o et The Visa Tips for Restaurant Staff serves as an invaluable tool for employees
who are responsible for processing card transactions. Designed for ease of use,
e the on-the-job reference brings together practical information and practices to
ensure proper payment acceptance, minimize fraud exposure, and reinforce 0%
tip authorization requirements

Price: Free VRM 08.15.06
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Training Materials for Card-Not-Present Merchants
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E-Commerce Merchants’ Guide to Risk Management

This 108-page book features risk-management best practices for selling goods
and services on the Internet. It covers a range of topics, including e-commerce
start-up, web site utility, fraud prevention, Visa card acceptance, cardholder
information security, and chargeback handling and loss recovery.

Price: $2.00 each VRM 04.01.05

Visa Card Verification Value 2 (CVV2) Merchant Guide

This four-page brochure provides a detailed look at the CVV2 process. It includes
instructions on how to use CVV2 to maximize security and protect against fraud.

Price: Free VRM 03.14.06

Merchant Guide to Visa Address Verification Service (AVS)

This 16-page guide describes AVS, Visa's risk management service for card-not-
present transactions. Targeted at MO/TO and Internet merchants, the guide
explains how to maximize the fraud-reduction benefits of AVS and also covers
recent system enhancements and dial-up access.

Price: $0.25 each VRM 01.01.06

Protect Your E-Commerce Channel Against Fraud

This three-fold brochure is a fast and easy reference for Internet merchants. It
contains best practices to help prevent fraud and fraud-related losses for online
transactions.

Price: $5.00 for 100 VRM 03.15.07

Merchant Best Practices for Recurring Transactions

This brochure contains merchant tools and best practices for effectively handling
recurring transactions. Step-by-step procedures cover all aspects of the
recurring-transaction life cycle, from initial setup to handling customer-dispute
chargebacks.

Price: Free VRM 03.03.06
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Training Materials on Cardholder Information Security Program

Visa Cardholder Information Security Program CISP Overview

Intended for use as a quick reference, this flyer contains the “Digital Dozen,” the
12 security standards required for CISP compliance.

Price: Free VRM 08.30.06

Just Another Day at the Office

This 10-minute video uses a comic approach to highlight the administrative and
physical issues that are critical for protecting cardholder data.

Price: $3.00 video/DVD VBS 12.01.00

Additional Resources

wsa Visa USA Merchant Catalog

T This catalog contains a comprehensive list of all currently available Visa training
materials.
Price: Free VRM 07.24.06

M‘Eﬁ ~ Visa USA Web Site (www.visa.com/merchant)

This web site links to a comprehensive range of products and services for Visa
merchants.
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> APPENDIX 1: TRAINING YOUR TROOPS
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Glossary

Account number

The 16-digit account number that appears in print on the front of all valid Visa
cards. The number is one of the card security features that should be checked by
merchants to ensure that a card-present transaction is valid.

Address Verification Service (AVS)

AVS allows merchants that accept card-not-present transactions to compare the
billing address (the address to which the card issuer sends its monthly statement
for that account) given by a customer with the billing address on the card issuer’s
master file before shipping an order. AVS helps merchants minimize the risk of
accepting fraudulent transactions in a card-not-present environment by indicating
the result of the address comparison.

Authorization

The process by which a card issuer approves or declines a Visa card purchase.
Authorization occurs automatically when you swipe the magnetic stripe of a
payment card through a card reader. See also: Voice Authorization Center.

“Call" or “Call Center" response

A response to a merchant'’s authorization request indicating that the card issuer
needs more information about the card or cardholder before a transaction can be
approved; also called a referral response.

Card acceptance procedures

The procedures a merchant or merchant employee must follow at the point of sale
to ensure a card and cardholder are valid.

Card expiration date
See Good Thru date.

Cardholder
The person to whom a Visa card is issued.

Card issuer
A financial institution that issues Visa cards.

Card-not-present

A merchant, market, or sales environment in which transactions are completed
without a valid Visa card or cardholder being present. Card-not-present is
used to refer to mail order, telephone order, and Internet merchants and sales
environments.
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Card-present

A merchant, market or sales environment in which transactions can be
completed only if both a valid Visa card and cardholder are present. Card-present
transactions include traditional retail—department and grocery stores, electronics
stores, boutiques, etc.—cash disbursements, and self-service situations, such

as gas stations and grocery stores, where cardholders use unattended payment
devices.

Card security features

The alphanumeric, pictorial, and other design elements that appear on the front
and back of all valid Visa credit and debit cards, as specified in the Visa U.S.A. Inc.
Operating Regulations. Card-present merchants must check these features when
processing a transaction at the point of sale to ensure that a card is valid.

Card Verification Value 2 (CVV2)

A Visa fraud prevention system used in card-not-present transactions to ensure
that the card is valid. The CVV2 is the three-digit value that is printed on the back
of all Visa cards. Card-not-present merchants ask the customer for the CVV2 and
submit it as part of their authorization request. For information security purposes,
merchants are prohibited from storing CVV?2 data.

Cardholder Information Security Program (CISP)

A Visa program that establishes data security standards, procedures, and tools
for all entities—merchants, service providers, issuers, and merchant banks—that
store Visa cardholder account information. CISP compliance is mandatory.

Cash disbursement

A bankcard transaction involving the payment of cash or travelers cheques to a
cardholder. In general, only financial institution branches are allowed to make cash
disbursements.

Chargeback

A transaction that is returned as a financial liability to a merchant bank by a card
issuer, usually because of a disputed transaction. The merchant bank may then
return or “charge back” the transaction to the merchant.

Code 10 call

A call made by a sales associate to the merchant'’s voice authorization center
when the appearance of a card or the actions of a cardholder suggest the
possibility of fraud. The term “Code 10" is used so calls can be made without
arousing suspicion while the cardholder is present. Specially trained operators
then provide assistance to point-of-sale staff on how to handle the transaction.

Copy request

A request by a card issuer to a merchant bank for a copy or facsimile of a sales
receipt for a disputed transaction. Depending on where sales receipts are stored,
the merchant bank either fulfills the copy request itself or forwards it to the
merchant for fulfillment. A copy request is also known as a retrieval request.
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Credit receipt

A receipt that documents a refund or price adjustment a merchant has made or is
making to a cardholder’s account; also called credit voucher

CyberSource Advanced Fraud Screen Enhanced by Visa

A real-time fraud-detection service that examines transactions generated from
online stores. It estimates the level of risk associated with each transaction and
provides merchants with risk scores, enabling them to more accurately identify
potentially fraudulent orders.

Disclosure

Merchants are required to inform cardholders about their policies for merchandise
returns, service cancellations, and refunds. How this information is conveyed,

or disclosed, varies for card-present and card-not present merchants, but in
general, disclosure must occur before a cardholder signs a receipt to complete the
transaction.

“Doing Business As" (DBA)

A merchant'’s legal business name as differentiated from the names of a
company'’s principals or other entity that owns or manages the business. A
DBA that is significantly different from the principals’ or other entity’'s name
can result in an unrecognizable merchant name, or descriptor, on a cardholder’s
monthly Visa statement, which can in turn lead to potential copy requests and
chargebacks.

Dove hologram (For original Visa card—Good through 2010)

A three-dimensional hologram of a dove in flight that appears on all valid Visa
cards. When the card is tilted back and forth, the dove should appear to “fly.” The
dove hologram is one of the card security features that merchants should check to
ensure a card-present transaction is valid.

Dove hologram (For updated Visa card—Beginning January 2006)

A multiple-color animated dove that appears in the holographic magnetic stripe
on the back of all valid updated Visa cards.

Dynamic Currency Conversion (DCC) Service

An optional service, which is facilitated by a merchant at the point of sale with
either a third party agent or through its merchant bank. The DCC allows a
cardholder to see the transaction amount in his or her billing currency and the
merchant’s pricing currency. This way, the cardholder knows exactly how much
the goods or services cost, and is able to make value judgments quickly and easily.

Electron card

A Visa International debit card that is currently accepted, but not issued in the
United States and can only be used for card-present transactions. Electron cards
have slightly different security features than other Visa cards: the front of the card
contains an Electron rather than dove hologram, and the 16-digit account number
is printed, not embossed.
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Exception file

A list of lost, stolen, counterfeit, fraudulent, or otherwise invalid account numbers
kept by individual merchants or their third-party processors. The exception

file should be checked as part of the authorization process, particularly for
transactions that are below a merchant’s floor limit.

Firewall

A security tool that blocks access from the Internet to files on a merchant'’s
or third-party processor’s server and is used to ensure the safety of sensitive
cardholder data stored on a server.

“Flying V" (For original Visa Card—Good through 2010)

The stylized, embossed “V" located to the right of the Good Thru date on all
valid Visa cards. The “flying V" is one of the card security features that should be
checked by merchants to ensure that a card-present transaction is valid.

Good Thru date

The date after which a bankcard is no longer valid, embossed on the front of all
valid Visa cards. The Good Thru date is one of the card security features that
should be checked by merchants to ensure that a card-present transaction is valid.
See also: Card expiration date.

High-Risk Chargeback Monitoring Program (HRCMP)

A Visa program that notifies merchant banks when a high-risk merchant has a
chargeback-to-transaction rate of over one percent.

High-risk merchant

A merchant that is at a high risk for chargebacks due to the nature of its business.
As defined by Visa, high-risk merchants include direct marketers, travel services,
outbound telemarketers, inbound teleservices, and betting establishments. See
also: High-Risk Chargeback Monitoring Program

Internet Protocol address

A unigue number that is used to represent individual computers in a network.
All computers on the Internet have a unique IP address that is used to route
messages to the correct destination.

Key-entered transaction
A transaction that is manually keyed into a point-of-sale device.

Magnetic stripe

The magnetic stripe on the back of all Visa cards is encoded with account
information as specified in the Visa U.S.A. Inc. Operating Regulations. The stripe is
“read” when a card is swiped through a POS terminal. On a valid card, the account
number on the magnetic stripe matches the account number on the front of

the card.

Magnetic-stripe reader
The component of a point-of-sale device that electronically reads the information
on a payment card’'s magnetic stripe.
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Mail order/telephone order (MO/TO)

A merchant, market, or sales environment in which mail or telephone sales are the
primary or a major source of income. Such transactions are frequently charged to
customers’ bankcard accounts. See also: Card-not-present.

Member

An organization that is a member of Visa and which issues cards or signs
merchants, or does both.

Merchant agreement

The contract between a merchant and a merchant bank under which the merchant
participates in the Visa payment system, accepts Visa cards for payment of goods
and services, and agrees to abide by certain rules governing the acceptance and
processing of Visa transactions. Merchant agreements may stipulate merchant
liability with regard to chargebacks and may specify time frames within which
merchants are to deposit transactions and respond to requests for information.

Merchant bank

A financial institution that enters into agreements with merchants to accept Visa
cards as payment for goods and services; also called acquirers or acquiring banks.

Merchant Chargeback Monitoring Program (MCMP)

A Visa program that alerts merchant banks when one of their merchants has a
chargeback-to-transaction rate of over one percent. Merchants then work with
the bank to reduce their chargeback rates to acceptable levels. Failure to reduce
chargebacks can result in fines for a merchant.

Payment gateway

A system that provides services to Internet merchants for the authorization and
clearing of online Visa transactions.

Pick-up response

An authorization response instructing a card-present merchant to refuse a
transaction and recover the card. In all circumstances, card recovery should only
be attempted if it can be done by reasonable and peaceful means.

Point-of-sale terminal (POS terminal)

The electronic device used for authorizing and processing bankcard transactions
at the point of sale.

Printed number

A four-digit number that is printed below the first four digits of the printed or
embossed account number on all valid Visa cards. The four-digit printed number
should begin with a “4", and be the same as the first four digits of the account
number above it. The printed four-digit number is one of the card security features
that merchants should check to ensure that a card-present transaction is valid.
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Processor

A member, or Visa-approved non-member acting as the agent of a member,
that provides authorization, clearing, or settlement services for merchants and
members. The Visa U.S.A. Inc. Operating Regulations refers to the three types of
processors: authorizing processors, clearing processors, and V.I.P. system users.
See also: VisaNet processor.

Representment

A chargeback that is rejected and returned to a card issuer by a merchant bank on
the merchant’s behalf. A chargeback may be re-presented, or redeposited, if the
merchant or merchant bank can remedy the problem that led to the chargeback.
To be valid, a representment must be in accordance with Visa U.S.A. Inc. Operating
Regulations.

Sales receipt

The paper or electronic record of a bankcard transaction that a merchant submits
to a merchant bank for processing and payment. In most cases, paper drafts are
now generated by a merchant’s POS terminal. When a merchant fills out a draft
manually, it must include an imprint of the front of the card.

Signature panel (For original Visa Card—Good through 2010)

The panel for cardholders’ signatures on the back of all valid Visa cards. Valid
panels are white with the repeated word “VISA" printed at an angle in blue and
gold. It may also contain the full or truncated account number and the three-
digit CVV2, printed in reverse italics. The words “Not Valid Without Signature”
or “Authorized signature” should also appear below or to the side of the panel
on most Visa cards. The signature panel is one of the card security features
merchants should check to ensure that a card-present transaction is valid.

Signature panel (For updated Visa card—Beginning January 2006)

The panel for cardholders’ signatures on the back of all valid Visa cards. A valid
panel may have a horizontal stripe pattern or a custom design. The signature
panel is one of the card security features merchants should check to ensure that a
card-present transaction is valid.

Skimming

The replication of account information encoded on the magnetic stripe of a

valid card and its subsequent use for fraudulent transactions in which a valid
authorization occurs. The account information is captured from a valid card and
then re-encoded on a counterfeit card. The term “skimming” is also used to refer
to any situation in which electronically transmitted or stored account data is
replicated and then re-encoded on counterfeit cards or used in some other way
for fraudulent transactions.
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Split tender

The use of two forms of payment, or legal tender, for a single purchase. For
example, when buying a big-ticket item, a cardholder might pay half by cash

or check and then put the other half on his or her Visa credit card. Individual
merchants may set their own policies about whether or not to accept split-tender
transactions.

Third-party processor

A non-member organization that performs transaction authorization and
processing, account record keeping, and other day-to-day business and
administrative functions for issuers and merchant banks.

Transaction

The act between a cardholder and merchant that results in the sale of goods or
services.

Unsigned card

A seemingly valid Visa card that has not been duly signed by the legitimate
cardholder. Merchants cannot accept an unsigned card until the cardholder
has signed it, and the signature has been checked against valid government
identification, such as a driver's license or passport.

Verified by Visa

A Visa Internet payment authentication system that validates a cardholder’s
ownership of an account in real-time during an online payment transaction. When
the cardholder clicks “Buy"” at the checkout page of a participating merchant web
site, a Verified by Visa screen automatically appears on the cardholder’s desktop.
The cardholder enters a password that allows the card issuer to verify his or

her identity.

Visa ReaderCleaner™

A specially treated card that effectively removes dirt, magnetic oxides, and other
contaminants from concealed magnetic heads in POS devices. The heads should
be kept clean so that Visa cards can be swiped and their magnetic stripes read
quickly and easily, thus avoiding key-entered transactions.

VisaNet processor
A processor directly connected to VisaNet. See also: Processor.

Voice authorization
An authorization obtained by telephoning a voice authorization center.

Voice authorization center

An operator-staffed center that handles telephone authorization requests from
merchants who do not have electronic POS terminals or whose electronic
terminals are temporarily not working, or for transactions where special
assistance is required. Voice authorization centers also handle manual
authorization requests and Code 10 calls.
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