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Summary: This article clarifies some details in the rules for Maestro
chargeback message reason code 4855 (Goods or Services not
Provided) announced in Global Debit Operations Bulletin No.
1, 10 January 2011.

Action Indicator: M Mandate

A Attention warranted

Effective Date: Effective for transactions processed on or after 14 October 2011

Background
In Global Debit Operations Bulletin No. 1, 10 January 2011, MasterCard
announced revised Standards extending chargeback reason code 4855 (Goods
or Services not Provided) to Maestro face-to-face transactions (except for
Maestro PayPass® transactions) and to mail order/telephone order (MO/TO)
transactions, where permitted.

The documentation requirement for this chargeback Standard is being clarified
and aligned with that in the corresponding MasterCard chargeback rule.
For intra-European transactions, a cardholder letter must accompany the
chargeback. For other transactions, the issuer must have received a cardholder
letter and must provide the cardholder letter when escalating the dispute to
arbitration.

In addition, the chargeback timeframe is being clarified and aligned with that
in the corresponding MasterCard message reason code.

MasterCard also has added wording specifically mentioning the availability of
this chargeback right for MO/TO transactions in those countries in the Europe
region where such transactions are permitted.

Overview of Revised Standards
Please review the revisions to the publications indicated in the table below and
make appropriate plans to support the revised Standards.
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Effective Date Changes to Standards in… Will be Published in…

Effective for
transactions
processed on or
after 14 October 2011

Maestro Global Rules Chapter 11—Exception
Item Processing

Effective for
transactions
processed on or
after 14 October 2011

Chargeback Guide Appendix
B—Chargebacks—Maestro
Cards

MasterCard will incorporate the revised Standards into a future edition of these
manuals. The manuals are available on MasterCard OnLine® via the Member
Publications product.

Revised Standards—Maestro Global Rules
Effective for transactions processed on or after 14 October 2011, MasterCard
will revise the Maestro Global Rules to include these Standards. Additions to
the Standards are underlined. Deletions are indicated with a strikethrough.

Chapter 11—Exception Item Processing

11.5 Chargebacks

11.5.2 Supporting Documentation for a Chargeback

In general, no supporting documentation is required when submitting a
chargeback.

Supporting documentation proving that the adjustment is invalid is required
with a chargeback to correct an invalid adjustment.

In order to submit a chargeback under reason code 70, 79 and in certain cases
reason code 80, an Issuer must have received a Cardholder letter and must
be able to provide that Cardholder letter should the dispute escalate to an
arbitration case. Refer to subsection 11.7.2, 11.7.11, and 11.7.12 for additional
information.

The remainder of this section is unchanged.
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11.7 Chargeback Reason Codes

11.7.11 Goods or Services Not Provided—Reason Code 79 (POS and
Electronic Commerce Transactions Only)

11.7.11.1 Chargebacks

The Issuer may use reason code 79 if the Cardholder’s Account has been
debited for a POS or an electronic commerce Transaction, but the Cardholder
or his or her authorized representative did not receive the goods or services
that were to be shipped, delivered or otherwise provided by the expected
delivery date. If no delivery date was specified, the Issuer must wait 30
calendar days after the Transaction date before charging back.

The Issuer must wait until the specified delivery date has passed before
charging back. If there is no specified delivery date, the Issuer must wait 30
calendar days after the Transaction date before charging back. The 120-day
chargeback timeframe is calculated from the latest anticipated date that the
goods or services were to be provided. If no such date is provided, the
chargeback must be processed within 120 days of the Transaction Settlement
Date.

The remainder of this section is unchanged.

Revised Standards—Chargeback Guide
Effective for transactions processed on or after 14 October 2011, MasterCard
will revise the Chargeback Guide to include these Standards. Additions to the
Standards are underlined. Deletions are indicated with a strikethrough.

Appendix B—Chargebacks—Maestro Cards

B.1 Exception Item Processing

B.1.5 Chargebacks

B.1.5.2 Supporting Documentation for a Chargeback

For interregional transactions,in order to submit a chargeback under reason
codes 4855, 4870, and in certain cases reason code 4880, an issuer must have
received a cardholder letter and must provide that cardholder letter should the
dispute escalate to an arbitration case.
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No supporting documentation is required when submitting a chargeback
under one of the other reason codes. , unless otherwise stated under the
specific message reason code. However, issuers should be able to justify any
chargeback initiated.

For intra-European transactions, documentation must accompany the
chargeback if so stated under the specific message reason code.

The remainder of this section is unchanged.

B.2 Message Reason Codes for Interregional Transactions

B.2.11 Interregional Message Reason Code 4855—Goods or
Services Not Provided

B.2.11.1 Proper Use of Interregional Message Reason Code 4855

This message reason code applies only to the following transactions:

• E-commerce

• Point of Sale (POS)

The cardholder’s account has been debited for a transaction, but the cardholder
or his or her authorized representative did not receive the goods or services
that were to be shipped, delivered or otherwise provided by the expected
delivery date. If no delivery date was specified, the issuer must wait 30
calendar days after the transaction date before charging back.

The issuer must wait until the specified delivery date has passed before
charging back. If there is no specified delivery date, the issuer must wait 30
calendar days after the transaction date before charging back. The 120-day
chargeback timeframe is calculated from the latest anticipated date that the
goods or services were to be provided. If no such date is provided, the
chargeback must be processed within 120 days of the switch settlement date.

The remainder of this section is unchanged.

B.3 Message Reason Codes for Intra-European Transactions

B.3.10 Intra-European Message Reason Code 4855—Goods or
Services Not Provided

The following sections describe the proper and improper use of message
reason code 4855.
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B.3.10.1 Proper Use of Intra-European Message Reason Code 4855

This message reason code applies only to the following transactions:

• E-commerce

• Point of Sale (POS)

• MO/TO (where permitted)

The cardholder’s account has been debited for a transaction, but the cardholder
or his or her authorized representative did not receive the goods or services
that were to be shipped, delivered or otherwise provided by the expected
delivery date.

The cardholder’s letter stating that the goods or services were not received
must accompany the chargeback.

The issuer must wait until the specified delivery date has passed before
charging back. If there is no specified delivery date, the issuer must wait 30
calendar days after the transaction date before charging back. The 120-day
chargeback timeframe is calculated from the latest anticipated date that the
goods or services were to be provided. If no such date is provided, the
chargeback must be processed within 120 days of the Central Site Processing
date.

The remainder of this section is unchanged.

For More Information
For more information, please contact:

Dispute Resolution Management

E-mail: dispute_resolution_europe@mastercard.com
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