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Reverse a Transaction

Refund Chargeback



Merchant initiated

Credits money to the cardholder

Regulations may require it to be made to the 
same payment card

Effectively a negative value transaction

Refund



Message Flow: Refund Face-to-face Transaction
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Message Flow: Refund E-commerce Transaction
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Chargeback



Why chargeback?
- Merchant refused refund
- Merchant ceased trading
- Fraud

Issuer initiated (at cardholder’s request)

Procedures vary by card brand/scheme
- Some credit the cardholder straight away 
- Some wait for the merchant’s response

Use card brand dispute procedures

Costly for issuers and acquirers

Chargeback



Dispute Process
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Dispute Process: Brand Arbitration
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Dispute Process: Brand Arbitration
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Summary Refund is merchant initiated
- Processed like a negative transaction
- Or via original authorization reference

Chargeback is issuer initiated
- Processed via card brand/scheme 

dispute procedures
- Card brand/scheme will arbitrate


