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Chong Hing Credit Card Chargeback Mechanism and Transaction Dispute Form

A. What is Credit Card Chargeback Mechanism?

Credit Card Chargeback is a protective mechanism set out in the scheme rules of Credit
Card Scheme (Card Scheme) (e.g. Visa, MasterCard or UnionPay) to cardholders. Subject
to the conditions stipulated by the Card Scheme, the cardholder may send a request to the
merchant acquirer through the credit card issuer to cancel the relevant credit card dispute
transaction and refund all or part of the paid amount.

Chargeback Mechanism of general disputed transaction handling process

Chong Hing Bank Cardholder (Cardholder)
* Submit Credit Card Cardholder Transaction Dispute Form { “Transaction Dispute Form” ) ta Chang Hing
Bank ( "Card lssuer” ) with the relevant documents within 80 days after the manthly statement is issued.
* Before filling in the Transaction Dispute Form, please call the Chong Hing Bank” s 24-hour Credit Card

Customer Services Hotline (852) 3768 8888 to contact the customer service representative.

!

Card Issuer

* Review the completed Transaction Dispute Farm and required documents for adequacy
* On holdthe payment of the amount ofthe disputed transaction (if requested bythe Cardholder)

* Submit relevant documents through the Card Scheme platform for review and approval by the Merchant

:

Card Scheme

Acquirer

*Receive requests from Card lssuer andsend to respective Merchant Acquirers for handling

!

Merchant Acquirers

* Infarm the Merchants about dispute and request the Merchants to provide relevant supporting documents

!

Merchant

* Provide supporting documents to Merchant Acquirer for verification or refund directly

:

Merchant Acquirers

!

Card Scheme

or refund

* Reply the result to the Card Scheme

* Receive replies from different Merchant Acquirers and send to respective Card lssuer for handling

!

Card Issuer

* Receive the result from the Card Scheme

* Reply to the Cardholders for the investigation result of refund

* Card lssuer will chargethe Cardholders’ credit card account with the relevant transaction amount, the sales
zlip retrieval fee(s) (charged by Card Scheme) as well as a handling fee of HK5150 per transaction without

further notice if the investigation result shows that the transaction(s) is/are proved to have been authorised

and performed by Cardholders.
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B. Role of Card Issuer

In the dispute process, cardholder must fill in the Chong Hing Credit Card Cardholder
Transaction Dispute Form and provide relevant supporting documents. Chong Hing
Bank (Card Issuer) may raise chargeback request against the merchant acquirer if
the claim fulfills the chargeback conditions of the Credit Card Scheme.

Upon obtaining the signed Chong Hing Credit Card Cardholder Transaction Dispute
Form and sufficient supporting documents from cardholder, Card Issuer, under the
Credit Card Chargeback Mechanism, will immediately submit chargeback request for
cardholders against the merchant acquire. If the dispute request is accepted by
merchant acquirer, the disputed amount will be reimbursed to cardholder’s credit
card account directly via the Card Issuer.

C. Disputed Transaction Category

Unauthorised Transaction

Services Not Provided/Merchandise Not Received
Duplicated Charge

Incorrect Amount/Transaction Currency

Paid by Other Means

Credit Not Processed

Cancelled Direct Debit Authorisation

However, not all credit card transactions are covered by the protection of disputed
transaction, such as automatic add value transactions of the Octopus automatic-add value
service is not covered.

D. How to Initiate a Dispute and Refund Request

In general situation, cardholders need to try and solve the problem by contacting the
merchant first. If the problem cannot be solved, then cardholders can contact Card
Issuer to submit a refund application for the disputed transaction

Cardholders must:

1.

In general, submit a dispute transactions application within 60 days of the Card
Issuer’s monthly statement date, such that the Card Issuer can have sufficient
time to process cardholder’s dispute request.

Submit chargeback request and provide relevant supporting documents to
facilitate the processing of the request.

Submit the completed and signed form and relevant information to the Card
Issuer through the following channels:

Email address: customerservice@chbank.com

Fax: (852) 3768 1881

Return in person to any Chong Hing Bank branches



mailto:customerservice@chbank.com
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E. Timeframe Requirements for Chargeback Protection by Different Credit Card

Scheme

To assist Card Issue in making a chargeback request to the merchant acquirer, please

note the timeframe requirements among Card Scheme (subject to the latest

announcements from each Card Scheme).

Dispute Reason Visa Mastercard UnionPay
Unauthorised Within 120 days Within 120 days Within 180 days
Transaction from the transaction from the from the

posting date

transaction
posting date

transaction
posting date

Services Not Provided/

Merchandise Not
Received

Within 120 days
from the date of
agreement on
service
provision/delivery of
goods, but not more
than 540 days from
the transaction
posting date

Within 120 days
from the
transaction

posting date or the

service
provision/delivery
goods agreement
date

Within 150 days
from the
transaction posting
date

Duplicated Charge

Within 120 days
from the transaction
posting date

Within 90 days
from the
transaction
posting date

Within 150 days
from the
transaction
posting date

Incorrect

Amount/Transaction

Currency

Within 120 days from
the transaction posting
date

Within 90 days
from the
transaction
posting date

Within 150 days
from the
transaction
posting date

Paid by Other Means

Within 120 days from
the transaction posting
date

Within 120 days
from the
transaction
posting date

Within 150 days
from the
transaction
posting date

Credit Not Processed

Within 120 days from
the transaction posting
date

Within 120 days
from the
transaction
posting date

Within 150 days
from the
transaction
posting date

Cancelled Direct Debit

Authorisation

Within 120 days from
the transaction posting
date

Within 120 days
from the
transaction
posting date

Within 150 days
from the
transaction
posting date
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F. Others

1. How does the cardholders determine whether transaction is unauthorised/disputed?

Cardholders can first consider the following directions to determine whether
unauthorised/disputed transactions are involved:
Whether the purchase was made by a supplementary cardholder
The merchant registered whether is using a different name, so the name on the
monthly statement may not be the same from the shop / webpage.
A free trial that cardholders previously subscribed whether has ended and has been
extended automatically. Hence payment is required.
A recurring payment that cardholders have signed up for some time ago whether is
billed to cardholder again / Autopay.
If the transaction is settled in a foreign currency, whether the transaction involves
additional fees due to exchange rate conversion.

2. Does cardholder need to call the Police to report suspicious cases?

Cardholders are advised to report suspicious cases to the Police and the Card Issuer
will follow up independently (if any).

3. Do cardholders need to repay unauthorised transactions as scheduled?

If unauthorised transactions are involved, the cardholder may request the Card Issuer
to on hold payment of the unauthorised transaction amount first until the investigation is
completed. Cardholders may need to pay for the relevant transaction amount, the
accrued interest and fees arising from the suspension of payment of the transaction
amount, the sales slip retrieval fee(s) (charged by Card Scheme) as well as a handling
fee of HK$150 per transaction if the investigation result shows that the transaction(s)
is/are proved to have been authorised and performed by cardholders.

4. If the disputed transaction is an unauthorsed transaction, when will the cardholder get a

reply?

After the Cardholder submitted the "Chong Hing Credit Card Cardholder Disputed
Transaction Form", the Card Issuer's dedicated team will contact the cardholder within
7 working days to follow up the case.
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HRAEER RS RFAZFERSRIEE

Notes for filling in Chong Hing Credit Card Cardholder Transaction Dispute Form

1) MIRSERAERFERDHHE

2)

3)

4)

1)

2)

3)

4)

o JUEEBEIBERFNEEEERS ( IBERBBHE AR B 2R - WHEE
BERXSFEE  BRESFABRG)\ERFARAT)

FIEEFERIBAEMNERAAEREEB0XAMAITIED - HE IRER - FEMNE24/)

RiEHAREPIR#EER (852) 3768 8388 M= FARIS 1T -

FRAEBZUHREREE - ol NRIEREIART

o ETHL . customerservice@chbank.com

o 5K : (852) 3768 1881

o MBREIRIERITH ST

MBEERBRTFFABERERETRS  ZOBERTIEHREPUNEERS IR

B AEEMNZRIZREMEEZANERER  RNERBEERIAZER (ARAES

WHY ) - RBIRFERXS ZFEEBEELS07TmAER TR -

Please note that dispute request for the following transaction types is not accepted.

e Octopus Automatic Add Value Service (AAVS) auto-reload transaction (Since add
value services are authorised and registered by cardholders, cardholders are
advised to contact Octopus Cards Limited if they have any disputes about
automatic add value transactions)

All disputed transactions are required to be reported to the Bank within 60 days of

the statement date. Please contact our customer service representative by calling the
24- hour Credit Card Customer Services Hotline at (852) 3768 8888 before
completing this form.

Cardholder can return the filled in and signed dispute form to the Bank via the
following channels.

e Email address: customerservice@chbank.com

e Fax: (852) 3768 1881

e Return in person to any Hong Kong branch of the Bank

If the investigation result shows that the transaction(s) is/are proved to have been
authorised and performed by the cardholder, the Bank will charge the below credit
card account with the relevant transaction amount, the accrued interest and fees
arising from the suspension of payment of the transaction amount, the sales slip
retrieval fee(s) (charged by Card Scheme) as well as a handling fee of HK$150 per
transaction without further notice.
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BEERARERFAZRERSRE
Chong Hing Credit Card Cardholder Transaction Dispute Form

HEAER Cardholder Name:
{5 E5%E Credit Card No. :

F:#EX 5 Disputed Transaction(s)
X5 HHE [5)=k2% REEEE
Transaction Date Name of Merchant Transaction Amount

FERIZREZZ S Unauthorised Transaction

|:| RSB R S Unauthorised Transaction

KNRBLHE PR GHETEE - 8 LIRS EER - AANZERFRIIBREBIER -

| did not participate in or authorise the above disputed transaction(s), my credit card was in my
possession and control at the time of the above disputed transaction(s).

DHﬂﬂ Others
(FBEERR ) -
(Please specify):
*FRABLERE24N\FERFEFPRBE4R © (852) 3768 8888 - #KkREEHF -

Cardholder please call the 24-hour Credit Card Customer Services Hotline: (852) 3768 8888 first to report the loss
or suspend the credit card.

Ak —a

213 5 Authorised Transaction

|:| AP REEIRHLARTS / SR AWERIFIE ZEY Services Not Provided/Merchandise Not Received

RAEBERE LRS- BIRKEIR (BH#) FrEliBz&m / BRT% - RABR (H

) ext | |EmE] |'s [ =t W& B BRRR A BRI -

| have not received the merchandise/service that | ordered on (Date). | have attempted to

contact the merchant by |:| Phone |:| Email |:|Other Methods to resolve the matter

but failed.

|:| EZ&WM Duplicated Charge

RANLRBRE AR ZH T RR (HE ) EBFPEEET BR5 - 8B

| did not engage for the above transaction, | only engaged in transaction(s) of amount
at merchant on (Date).

|:| T8/ RZEEART Incorrect Amount/Transaction Currency

RAANEGEELAZRRS R (B /28 )  MAZTERS (B8B/&

) -

| only authorised a transaction of (Currency/Amount) but not

(Currency/Amount).
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| | E#EmEftfIsA= Paid by Other Means
rABEmEEmARaR [ |Re | |z |aneme] | = B A ST
Atk ©
| settled the transaction(s) by |:| Cash |:| Cheque |:| Other Credit Card |:| Others
However, the above transaction was still posted.
|:| BMAKEIE Credit Not Processed

RAANWEBEBFBELHERE  BZEBRESNRFARAZRERERL - RAER (BH#) X
[Nms [ |&® [ |awsz BE TS B B R AR AL E RIBE - BARMIN -

| received a credit slip from the merchant but the refund has not been processed to my account. |
attempted to resolve with the merchant by |:| Phone |:| Email |:| Other Methods on

(Date). However, the dispute remained unsettled.
|:| BEEREE S Cancelled Direct Debit Authorisation
KABR (BHH ) EKPFELIULEHERSE  BZEPABRBARAANETRINE  E8NRAN
RPXEIR -

| have already requested the merchant to cancel Direct Debit Authorisation related to above

transaction(s) on (Date) . However, the merchant has not followed my instruction.
My account was still being charged.

Dﬁﬂﬂ Others

(FBEEAR) @
(Please specify): :

RAANBBEEFZR S EBTRRMHBOGEIENYE  NREEREERAASEEET LIRS - AAE
BEXNERRSRE REEXNZRSREMEEZANERER RERBYERIAZER ( BFES
WEY ) - RBIEFERXZEBISOTFAREZREFIZZFEE  MAZERSTEM -

| understand that | may need to provide the relevant document(s) in support of the disputed
transaction(s) and | agree to pay for the relevant transaction amount, the accrued interest and fees
arising from the suspension of payment of the transaction amount, the sales slip retrieval fee(s) (charged
by card scheme) as well as a handling fee of HK$150 per transaction if the investigation result shows that
the transaction(s) is/are proved to have been authorised and performed by me without getting further

notice.

FRAEE Bi4E B BB HEA
Cardholder Contact No. Email Date
Signature

*REBRTERAFLEZE

FHEAR

Must be the same

signature as on your

credit card

PCPS/SE-10/06-25EN
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Card Charges

M+ I & &

Table

(Effective from 30 June 2025)

Items

1.

o ® ® N O

11.

12,
13.

Annual Fee

Standard Card  (Principal)
(Supplementary)
Titanium Card / (Principal)
Gold Card (Supplementary)
Platinum Card  (Principal)

(

Supplementary)
Finance Charges

Charges (HKS$)

$300 per card
$150 per card
$600 per card
$300 per card
$1,500 per card
$750 per card

2.1 Mastercard (Titanium Card / Platinum Card)

Interest Rate for Retail
Purchase”

Interest Rate for Cash
Advance?

27.6% per annum (Annualised
percentage rate: 30.29%)
27.6% per annum (Annualised
percentage rate: 33.36%)

2.2 Other Chong Hing Credit Cards

Interest Rate for Retail
Purchase”

Interest Rate for Cash
Advance?

Cash Advance Fee

Returned Cheque /
Rejected Autopay Charge

Late Payment Charge

Replacement Card Fee
Over Limit Charge
Statement Copy Retrieval Fee

Sales Slip Retrieval Fee

. Credit Balance Withdrawal by

Cashier’s Order

Credit Balance Withdrawal by
Transfer

(Transfer to Chong Hing Bank
account only)

Dispute Transaction Handling Fee*

Credit Reference Letter

32.16% per annum
(Annualised percentage rate:
VISA & Mastercard - 35.90%)

29.52% per annum
(Annualised percentage rate:
VISA & Mastercard - 35.97%)

4% on cash amount drawn plus
$20 (min. $100)

$150 per transaction

(Returned Cheque/ Rejected Autopay
Charge will be waived if Late Payment
Charge is levied on the same statement)

$300 or the amount of minimum
payment, whichever is lower

$120 per card

$200 per billing cycle
$55 per set

$70 per copy

$100 per cashier’s order

1% of transfer amount each transaction
or $100 per transaction, whichever
is higher

$150 per dispute transaction
$300 per letter

15. Over-the-counter Payment

14. Transaction(s) outside Hong Kong / Non-Hong Kong Dollar

Transaction Fee(s)

For all Foreign Currency transactions (including transactions made
outside Hong Kong and in Hong Kong) / cross-border transactions
in Hong Kong Currency (including transactions made outside Hong
Kong in Hong Kong Currency or transactions in Hong Kong Currency
at any merchant that transactions are not settled in Hong Kong, e.g.
internet merchant transactions), shall be converted into Hong Kong
Currency at the VISA / Mastercard exchange rate on the day the
transaction is processed by VISA / Mastercard (if applicable). Such
exchange rate plus a service charge levied by the Bank are detailed
as follows:

Fees relating to Foreign Currency Transaction :

— 1.95% charge per transaction amount for Foreign Currency
transactions made in Hong Kong and outside Hong Kong
(inclusive of a fee charged by VISA / Mastercard at the rate
of 1% on the transaction amount if the transaction is made
outside Hong Kong)

Fee relating to Settling Foreign Currency Transaction in Hong
Kong Dollars :
Customers may sometimes be offered the option to settle foreign
currency transactions in Hong Kong dollars at the point of sale
overseas. Such option is a direct arrangement offered by the
overseas merchants and not the card issuer. In such cases,
customers are reminded to ask the merchants for the foreign
currency exchange rates and the percentage of handling fees to be
applied before the transactions are entered into since settling foreign
currency transactions in Hong Kong dollars may involve a cost
higher than the foreign currency transaction handling fee.

—  1.95% charge per transaction amount for Hong Kong Currency
transactions made outside Hong Kong (including transactions
in Hong Kong Currency at any merchant that transactions are
not settled in Hong Kong, e.g. internet merchant transactions)
(inclusive of a fee charged by VISA / Mastercard at the rate of
1% on the transaction amount)

The exchange rate is determined on the date that the transaction is

processed by VISA / Mastercard, which may be different from the

transaction date and therefore subject to market fluctuation.

$30 for each transaction per

Handling Fee card

To borrow or not to borrow? Borrow only if you can repay!

AThe Bank will not charge customers interest if customers pay his/her balance in full by
the due date each month. Otherwise, interest will be charged on (i) the daily unpaid
balance (whether due or not) from the statement date until the outstanding amount of
the statement balance is repaid in full; and (ii) the amount of all new transactions (other
than cash advance, in which case the finance charge is calculated from the date of
advance) from the date of respective posting dates of the new transactions,
notwithstanding that any such new transactions amounts are not due for payment, until
all outstanding balance in respect of the card account is settled in full.

#Interest charge on cash advance may be accrued after the monthly credit card
statement cut-off date, in order to minimise the interest charges, please call our 24-hour
Credit Card Customer Services Hotline at (852) 3768 8888 to arrange full payment of
interest charge before the next monthly credit card statement date.

*If the investigation result shows that the transaction(s) is/are proved to have been
authorised and performed by the customers, the Bank will charge a Dispute Transaction
Handling Fee.

Remarks: 1. Chong Hing Bank Limited reserves the right to change the above charges.

PCPS/CT-01/04-25EN

2. Governed by the terms and conditions of Chong Hing Credit Card Cardholder

Agreement
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Chong Hing UnionPay Dual
Currency Credit Card Cﬁarges Table

(Effective from 30 June 2025)

Items Charges
1. Annual Fee
Gold Card (Principal) HKDG600 per card
(Supplementary) |[HKD300 per card
Diamond Card (Principal) HKD1,800 per card
(Supplementary) |HKD900 per card
2. Finance Charges

Interest Rate for Retail
Purchase”

Interest Rate for Cash Advance”

Personal Card / Corporate Card

HKD Card Account / CNY Card Account
32.16% per annum

(Annualised percentage rate: 35.90%)

Personal Card / Corporate Card

HKD Card Account / CNY Card Account
29.52% per annum

(Annualised percentage rate: 35.97 %)

. Cash Advance Fee

HKD Card Account:
4% on cash amount drawn plus HKD20
(min. HKD100)

CNY Card Account:
4% on cash amount drawn plus CNY20
(min. CNY100)

. Returned Cheque / Rejected

Autopay Charge

HKD Card Account:

HKD150 per transaction

CNY Card Account:

CNY150 per transaction

(Returned Cheque/ Rejected Autopay
Charge will be waived if Late Payment
Charge is levied on the same statement)

. Late Payment Charge

HKD Card Account:

HKD300 or the amount of Mininum
Payment, whichever is lower

CNY Card Account:

CNY300 or the amount of Mininum
Payment, whichever is lower

. Replacement Card Fee

HKD120 per card

. Over Limit Charge

HKD Card Account:
HKD200 per billing cycle

CNY Card Account:
CNY200 per billing cycle

. Statement Copy Retrieval Fee

HKD5S5 per set

. Sales Slip Retrievg] Fee

HKD70 per copy

10.

Credit Balance Withdrawal by
Cashier’s Order

(Applicable to HKD Card
Account only)

HKD100 per cashier’s order

ms Charges

—
=
€]

11. Credit Balance Withdrawal by
Transfer

(Transfer to Chong Hing Bank
account only)

HKD Card Account:

1% of transfer amount each transaction
or HKD100 per transaction, whichever
is higher

CNY Card Account:

1% of transfer amount each transaction
or CNY 100 per transaction, whichever
is higher

12. Dispute Transaction Handling Fee” | HKD150 per dispute transaction

13. Credit Reference Letter HKD300 per letter

14. Fees relating to Foreign Currency
Transaction

Not applicable

15. Fee relating to Settling Foreign
Currency Transaction in Hong
Kong Dollars

Not applicable

Customers may sometimes be offered
the option to settle foreign currency
transactions in Hong Kong dollars at
the point of sale overseas. Such option
is a direct arrangement offered by the
overseas merchants and not the card
issuer. In such cases, customers are
reminded to ask the merchants for the
foreign currency exchange rates and
the percentage of handling fees to be
applied before the transactions are
entered into since settling foreign
currency transactions in Hong Kong
dollars may involve a cost higher than
the foreign currency transaction
handling fee.

16. Over-the-counter Payment

Handling Fee HKD30 for each transaction per card

* The Bank will not charge customers interest if customers pay his/her balance in full by
the due date each month. Otherwise, interest will be charged on (i) the daily unpaid
balance (whether due or not) from the statement date until the outstanding amount of the
statement balance is repaid in full; and (ii) the amount of all new transactions (other than
cash advance, in which case the finance charge is calculated from the date of advance)
from the date of respective posting dates of the new transactions, notwithstanding that
any such new transactions amounts are not due for payment, until all outstanding balance
in respect of the card account is settled in full.

# Interest charge on cash advance may be accrued after the monthly credit card statement
cut-off date, in order to minimise the interest charges, please call our 24-hour Credit
Card Customer Services Hotline at (852) 3768 8888 to arrange full payment of interest
charge before the next monthly credit card statement date.

* If the investigation result shows that the transaction(s) is/are proved to have been authorised
and performed by the customers, the Bank will charge a Dispute Transaction Handling Fee.

Remarks: 1. Governed by the terms and conditions of Chong Hing UnionPay Dual
Currency Credit Card Cardholder Agreement.
2. Chong Hing Bank Limited reserves the right to change the above charges.

To borrow or not to borrow? Borrow only if you can repay!

gstﬁnerﬂgerviifes%ﬂmﬁ 3768 8888
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