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To : Mox Bank Limited (Customer Service Team)
Email Address : care@mox.com

CARDHOLDER’S DECLARATION OF DISPUTE #f £ A\ [ T8 F % & 01

Card No. F5EHE: Contact No. J4% 8 EE:

Cardholder Name - A #E:44:

Important Notice B ZHER

e  To enable us to handle your dispute request more efficiently, please email the completed form to care@mox.com by your registered
email. We will contact you to follow up if necessary. 28 BRI IR T FHE » IR EE RIS %S
care@mox.com ° YIHRHE - WFTGIRITEHAE DUHFRAE -

Transaction Date 35 5 H Hf Merchant Name 75 2444 Disputed Transaction Amount S35 5/ E%E

After examining the above transaction(s) and noting the relevant information as stated in this form including request deadline, ineligible
transactions, claim procedures and card associations’ processing periods, I am writing to dispute it/them for the following reason(s): {F &4l

B DA B2 il B B E A A FRAS T P HAHRE R » EAEHREHEIAR - NEERT S - HEETAEH RASEEIAR®E » RAERT
Y EHETEIR % (Please v in the appropriate space S5/E i & 2 S ANHE V)

1. |:| I certify that the above transaction(s) neither made nor authorised by me and did not receive any goods or services or value
represented by the above transaction(s). My card was in my possession at the time of the disputed transaction(s). (Note: This
option is not applicable for (i) Mobile Payment and OTP transactions; and (ii) transactions effected by third parties where the
Cardmember has acted fraudulently or with gross negligence in using or safeguarding the card and/or any PIN.) A& A {24
ASBEEL 225, TRLAWHLL B 5 P EYIEER Mt 2 e - & VSR 3 A - A AR AR
Mox & = (F * JEEEHA BT ORESL (T R—RIMEEREE A 5+ PUR (DREFR AR FHEORE (5 - R/ B E AL
NESEHIEH T ReB R 2. S =T8T S ©)

2. |:| I agree that I did authorise __ transaction(s) with $ at the above merchant. However, I have been
duplicate/additional billed for the above transaction(s) on (Date). I do have the above card in my
possession at the time of the questioned transaction(s). (Note: If above transaction involves other payment means, cardholder
is required to provide the proof of other payment for review) A A RIZHE FHlpg P#ErT 2305 HEE RS ’

PAMA AL RGP (HH) ERE/EMGK - & LilUESE Z 3 LR - R APARFEHBIE R -
CE * WMFEA G REAMAFOTR - F-R A THRSCA R ERE)
3. D The Direct Debit Authorization in relation to the above transaction(s) has been terminated upon my request since

(Date). The merchant is not allowed to debit any charges from the above credit card account thereafter.
Enclosed is a copy of the Direct Debit Authorization termination notice sent to the merchant before. | #lt38 5 Ffri4 5z Y Mox

REBERRBAALDR (HHENIERHCH - Bt =T iA a8 il Mox R = CUKUERIEE A - 2%
W _EA RS RTHCE B SR 2 s AR -

4, |:| I was issued a credit slip on (Date). which has not been posted to my statement. Enclosed is a copy of
the credit slip. A AEL 2 (HER) BEELL 225 2 3BFEE - 2R A A2 A SHEE G R - R L
ZARTREE 2 BIIA -

5. D The amount on the sales slip has been altered from $ to $ without my consent. Enclosed is a copy of the sales slip showing the
correct amount. VBRI [ 7 S8 B BEIAE AL N[FEE T HS WE S o BRI b2 B 2 BILA LA
HURIEMEREH -

6. D The merchant is unable or unwilling to provide /I have not received the service / merchandise which expected to be delivered
on (Date). I have attempted to contact the merchant by phone/email etc to resolve the matter (please
explain the details in “Others” regarding the result). Enclosed is a copy of order form/invoice. _Fitp% = i A B N FE S [H) 4%
A PR/ A NARBEIER (HEDATEEH 2 B/ EY) - KNG ERIES - BEGIAREE

SRR GRS FAER AR AR AE A LL F EC 3 Y) o RT3 BeE > RIS
7. [l Others Efthffiz:

[ 1 certify that I have attempted to resolve the dispute with the Merchant but failed. 78 A\ BV E 1RGP RG] » (B ARBERE L o
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Cardholder’s Signature 5 A %2 Date HHH

SRR ARELE A G HIIHEST 60 HIPfe ik (75 B8 IESRBRIN) WEESAHRBHREII S - DUSEIRTTH Je S Al b R aZ sl %€
Note: Cardholder must raise a dispute within 60 days from the statement date (unless the merchant has closed down) so that the Bank can have sufficient time to
review and follow up the case.

i 2 R AR EZ L DB R RAGE > MTHERN BRER-FF OEA R SIRE - A Z A R EE S BH T2 HKS150 °
If the above dispute transaction is confirmed as customer liability, the Bank will debit the above card account for the dispute transaction amount, the interest
incurred and a processing fee of HK$150 for each rejected transaction.
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Important Reminders regarding Request Deadline and Ineligible Transactions

AR EEIIR K

GRS EETER

Please note that the following types of credit card transactions are not protected by chargeback / dispute resolution. Please contact and try to

resolve the dispute with the merchant.

R PUNMERA RS M EFFEL S IRE G HRIEIRE - AR sl PR -

Types of transactions

BRG]

Description
fHH

Requests submitted after
the deadline

HPRIR PR A 5

Chargeback requests should be raised within 60 calendar days of the statement issue date.

For cases where the reason of request is that the merchant closed resulting in failure to deliver goods
and/or services after a one-off pre-payment / instalment, the eligible claim period shall not exceed 540
days (for MasterCard) from the transaction posting day.

After this 60-day / 540-day period, the Bank reserves the right to reject any request. Cardholders shall
be responsible for any loss or damage (if any) arising out of or in connection with the relevant Card
transaction.

KR IER H 5B S H IR AT 60 RPHEH - EXF R MEM RIS — B SRR/ I
R AR P ESERS IR BE R Bt R /iR - SRS SRR RS 725 5 H st 540 K
(MasterCard) -

It 60 / 540 REREZ - AITIREEATERIEMAREK - FFR ARSI S04 80E
BREVES -

Credit Card Instalments

(El R GINE/

Credit card instalments are loan agreements between Cardholders and the Bank. The Bank advances a
one-off loan to Cardholders and pays the full amount to the merchant, while Cardholders undertake to
repay the Bank and not the merchant by instalments. Cardholders can still raise chargeback request on
the transaction to the merchant itself but are still bound to repay the instalment amount on time to the
Bank while the chargeback request is still in progress.

ERRIEOER R AR TRV S i - AMTHRE — ISR AR ERE P
(a8 > MR R AR EATTIIER P K - Fr R AT 5 mps P e tiB s s o E5R
AR PR A2 P B %R (3 A T (E R Sy B8

Online Transactions with
One-time Password
(OTP) Authentication 4
— KA 48
5

Numerous online merchants have implemented secure payment technologies. The Cardholder’s identity
is verified by the one-time password (OTP) sent to the Cardholder’s registered mobile phone with the
issuing bank via SMS. Authentication must be completed before the purchase can be executed. Since
the transaction is authenticated, the liability would be on the Cardholder and “Unauthorised
Transaction” cannot be used as a reason for chargeback application.

L P EETT LSRG - AMTEEBRERE - RAREBEFR AR ERIRTE
SCHYEERESEES » fEMiBRE R RARNS (0  BsiE e lOTRERTR S - RILIEIL T - ARG E
Webgas > EAERINFRRA > Hit T REIEZ RS | R AR B HIIEEA -

Where a transaction authenticated by one-time-password (OTP) is involved and if you have not received
or inputted any SMS OTP, please consider ascertaining the delivery status of the SMS OTP with the
telecommunication company concerned.

b Je—RMEES (OTP) BRs8rYAC S » NGRS S AEAT R — MRS - 555 R
R B RN B A R R — MRS A IS -

Face-to-Face transactions
(i.e. Card-Presented)
where magnetic strip is
not used (i.e. chip read)
EHAZEIARZAD)
TR B T (B ASS
AR

Since the transaction is authenticated, the liability would be on the Cardholder and “Unauthorised
Transaction” cannot be used as a reason for chargeback application.

R G EfRE - BERNRRA > AL TR 5 ) R EE B EIER -

Transactions processed
via various e-Wallets

DI SRESZ(THIA 5

e-Wallets include but not limited to Apple Pay, Samsung Pay, Alipay, WeChat Pay and Octopus Wallet.
Since the transaction is authenticated, the liability would be on the Cardholder and “Unauthorised
Transaction” cannot be used as a reason for chargeback application.

BT IR BEEAIRE Apple Pay » Samsung Pay » SZ{f3 - {552 (T ke /VEZEIRBAIAC S - AR
SO - BERINERA - Rt "R S5 | A ER B E AR -
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®
Other Reasons For example, quality of goods and/or service provided by a merchant or contract-related disputes are not
HAH A covered service offered by Card Associations.

Biranes EHe kAR an/ R E R G ETA RN R A RS H RS IR EEN -
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How to submit a Chargeback Application

AT i (E AR AR Rl

1. Gather the necessary supporting documents. Please refer to the table below to view the substantial supporting required for different
dispute reasons. More supporting may be required depending on each unique case. You should supplement more information if you

believe it is necessary.
BRI - 5520 T RUEE R FFR A AP iR E2E8 U - AEREE ARG TREE S0 L

& - AR ATRE - (RIEFEAE G -

Dispute Reason

Substantial Supporting
s

Transaction currency and/or amounts
which the Cardholder believe are
incorrect

* Sales invoice and/or receipt to show incorrect currency/amount billed
BRI R B SR LI GE IR S W B AN T

. Supportmg document to prove the original/agreed transaction currency

LG B BT S LA/ CEERA 5
* Proof of dispute raised with the merchant (e.g. email correspondence)
EiLpg P s B (AR EL AT

Duplicated billing * Sales invoice and/or receipt

HHEGEIR MY A8 R /B o

* Proof of dispute raised with the merchant (e.g. email correspondence)

B P RS eRaSH AEE EL R

Paid by other means

EHEM AR

* Sales invoice and/or receipt

Y BEAE F B

* Proof of dispute raised with the merchant (e.g. email correspondence)
B Py F e U B ED R

* Supporting document for the payment by other means

s ARSI B ELAM A RK

Merchant agreed to refund but such is not

received
75 P ELE R B S A R A R OE

* Proof of refund acknowledgement by the merchant (Example: refund note)
P P R AR YR8 (AR
* Proof of dispute raised with the merchant (e.g. email correspondence)

B Py PRSI B )

Merchant claimed that the credit card
payment failed but Cardholder was still

billed
BFEFRNERRSAM - BRRA
IBEAETTS

* Proof of refund acknowledgement by the merchant (Example: Void slip / refund note)
7 E MRS R RS I (AT HU /AR E)

* Proof of dispute raised with the merchant (e.g. email correspondence)

B PSR R EL R

* Proof of failed credit card payment

(L RENEC S GREELE

Recurring direct debits and regular
payments that the Cardholder has
previously cancelled, where the
cancellation date is before the recurring
bill

R \CHUHHYE BEHR K E AT
A 1 BOH H TR EERE H

* Proof of cancellation request made to the merchant

EL R P ZREOHAH R S5

* Proof of merchant’s acknowledgement of the cancellation

8 S HER UM

* Proof of dispute raised with the merchant (e.g. email correspondence)

B Py PRSI B )

Goods and/or service received is not as
described, for example, counterfeit goods

WS e TP e/ Al P AL A T R {5
{178 i

* Sales invoice and/or receipt

Y BEAE F B

* Proof of dispute raised with the merchant (e.g. email correspondence) and attempt to
resolve the matter / returned merchandise / attempt to returned merchandise

Bl PSR B ) e BB slras ] HRE 2R i/ B E 5UR (Bl
* Details of what was not as described

P i/ IR S AL A [ S

* For counterfeit goods, proof from an expert or professional / the owner of the
intellectual property or its authorized representative / a customs agency or law
enforcement agency that supports the claim

1B iR E R B A /AR B e C YRR IERIMIE S AE SR
&
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Dispute Reason
FRAA

Substantial Supporting
s

Goods and/or services that the Cardholder
did not receive but are paid for

iR ARUCE SRR s e RS

* Sales invoice and/or receipt

i BEAE F B

* Proof of delivery date

oS ARE LA

* Proof of dispute raised with the merchant (e.g. email correspondence) and attempt to
resolve the matter

HApG  EPE ) Fat AR EL ) b B S HRE

Merchant closure resulting in failure to
deliver goods and/or services after a one-
off pre-payment (inclusive of payments
by instalments)
PMER-RIA— 2 TREGIR/ 7y B K
& P P R SRR IR AESE B i i/ ik

i

« Sales invoice and/or receipt of pre-payment indicating that goods and/or services are
still outstanding

J) B R/ B TR S T DA SE IR s /R 1 AR R

* Detailed description of the goods/services purchased

Ftes &5 o o/ PR S A 2

* Proof of dispute raised with the merchant (e.g. email correspondence) and attempt to
resolve the matter

HApG  EPE ) Fat AR SN 5 B ST HRE

Not receiving cash or only receiving the
partial amount after performing Cash
Advance via ATMs

FrEEs EER G RREER R R
W IR S B BT oy 80

* ATM Slip

PR S

« Details of the transaction such as ATM Location, Date & Time of Transaction, Cash
Amount

K otth > WSRO E - 3G H Ot - 3R 58

Transactions which the Cardholder
believe are unauthorized and are
fraudulent

KA TRALIRNE S FIE

* Documents required are subject to a case-by-case basis. For example, Police Statement
would be required for lost card.

FARET SR ERIZR R AE - fla0 > K RFHRREE -

2. Submit your request via the following channel:

AL T HYRIERR A HIEE:

standard
chartered

Download and complete the latest version of this Cardholder’s Declaration of Dispute on our website (Chargeback at Mox). Email the
completed form to care@mox.com by your registered email. We will contact you to follow up if necessary.

AT E (Mox HRFGRIE) TNENEF RN R AFHREH - ARV EE RS A R
care@mox.com » YA FEE » WFTGERIRIREE DLAHRRAE -

If you need to submit additional supporting documents separately, please note that the time limit for submitting such documents
cannot exceed a maximum of 14 days from the date of chargeback application (depending on the processing time limit of each
case). In order not to delay the progress of the application or miss the application deadlines set by credit card associations, you are
recommended to provide the supporting documents through the above channels as soon as possible.

WA N RE S THRIZCGEIST: - S BECIR IR Pl 5 58 DR T % 14 RO FEHEE A VB R IRITE) © R efiiE
MK A HE N B B (5 - RAAGPTE R FEC B HEEIIR - ATTREERE N RVE B BT AR BRSNS (4 -


https://mox.com/legal-documents/chargeback-info/
http://care@mox.com
https://mox.com/zh/legal-documents/chargeback-info/
http://care@mox.com

