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Summary: MasterCard is eliminating message reason code
4801—Requested Transaction Data Not Received. Issuers may
use the compliance case filing process to submit disputes
related to non-fulfillment of a retrieval request as applicable.

Action Indicator: C Coding or development changes typically required

A Attention warranted

Effective Date: 14 October 2011

Overview
Chargeback message reason code 4801 (Requested Transaction Data Not
Received) was established for issuers to use when the acquirer’s non-fulfillment
of a retrieval request causes the issuer a financial loss. MasterCard has found
that this code provides limited value and has been used improperly, such as
when a fraud-related code was available or no financial loss occurred.

Effective 14 October 2011, MasterCard will eliminate message reason code
4801 for first chargebacks. A compliance case filing right is available for issuers
when an acquirer’s non-fulfillment of a retrieval request causes the issuer or its
cardholder to incur a financial loss.

Overview of Revised Standards
Please review the revisions to the publication indicated in the table below
and make appropriate plans to support the revised Standards. The Quick
Payment Service Program Guide and the NICS User Guide will also be updated
to reflect this change.
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Effective Date Changes to Standards in… Will be Published in...

14 October 2011 Chargeback Guide Chapter 1—Processing
Procedures

Chapter 2—Merchant Acceptance
Procedures and Special
Transaction Types

Chapter 3—Message Reason
Codes

Chapter 5—Compliance
Procedures

Chapter 6—Retrieval Requests
and Fulfillments

Appendix B—Chargebacks—
Maestro Debit Cards

MasterCard will incorporate the revised Standards into a future edition of this
manual. The manual is available on MasterCard OnLine® via the Member
Publications product.

Revised Standards—Chargeback Guide
Effective 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.

Chapter 1—Processing Procedures

1.6.1.1.1 World MasterCard Transactions

Table 1.3—Chargeback Dollar Limits for World MasterCard Card Transactions in
Certain Merchant Categories

This table is unchanged. Please note the revision in the bullet following this
table.

• GCMS will allow chargebacks for message reason codes 4801, 4807, 4808,
4812, 4834, 4835, 4847, 4849, and 4860 for any U.S. dollar amount for the
MCCs shown in Table 1.3.

The remainder of this section is unchanged.
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1.6.1.1.2 World Elite MasterCard Transactions

The following chargeback policies apply to transactions conducted with a
U.S. region-issued World Elite™ MasterCard® , World Elite® MasterCard® for
Business, or MasterCard® Corporate World Elite™ at a U.S. region-acquired
Travel and Entertainment (T&E) merchant and submitted for the World
MasterCard T&E or World MasterCard Standard interchange rate program:

• GCMS will reject all chargebacks, regardless of dollar amount for message
reason codes 4802, 4831, 4837, 4840, 4841, 4842, 4846, 4850, 4853, 4854,
4855, 4857, 4859, 4862, and 4863 for each of the MCCs listed in Table 1.3.

• At its discretion, MasterCard may permit chargebacks under these message
reason codes for particular card acceptors within the MCCs listed in
the following table. MasterCard will permit message reason code 4859,
RS4 (Airline Flight not Provided) to be used in the event of an airline
bankruptcy.

• GCMS will allow chargebacks for message reason codes 4801, 4807, 4808,
4812, 4834, 4835, 4847, 4849, and 4860 for any U.S. dollar amount for the
MCCs shown in Table 1.3.

The remainder of this section is unchanged.

1.6.1.2 Europe Region World MasterCard T&E Interchange Rate
Program

Table 1.4—Chargeback Euro Limits for World MasterCard Card Transactions

This table is unchanged. Please note the revision in the bullet following this
table.

• GCMS will allow chargebacks for message reason codes 4801, 4807, 4808,
4812, 4834, 4835, 4847, 4849, 4860, 4862, 4870, 4871, and 4999 for any
euro amount for the MCCs shown in Table 1.4.

The remainder of this section is unchanged.

1.9 Processing First Chargeback/1442 Messages

An issuer may process a First Chargeback/1442 message if it determines that
for a valid chargeback reason specified below and detailed in Chapter 3,
Message Reason Codes of this guide, the transaction may be charged back to
the acquirer.

Code Reason

4801 Requested Transaction Data Not Received

The remainder of this table is unchanged.
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The remainder of this section is unchanged.

Chapter 2—Merchant Acceptance Procedures and Special
Transaction Types

2.10 Quick Payment Service (QPS) Program

A properly identified QPS transaction equal to or less than the chargeback
protection amount is protected against chargebacks under the following reason
codes.

• 4801—Requested Transaction Data Not Received

• 4802—Requested/Required Information Illegible or Missing

• 4837—No Cardholder Authorization

The remainder of this section is unchanged.

2.10 Quick Payment Service (QPS) Program

A properly identified QPS transaction equal to or less than the chargeback
protection amount is protected against chargebacks under the following reason
codes.

• 4801—Requested Transaction Data Not Received

• 4802—Requested/Required Information Illegible or Missing

• 4837—No Cardholder Authorization

The remainder of this section is unchanged.

2.12 Processing PayPass Transactions

A properly identified PayPass transaction (magnetic stripe read or M/Chip),
equal to or less than the chargeback protection amount, is protected against
chargebacks under the following message reason codes:

• 4801—Requested Transaction Data Not Received

• 4802—Requested/Required Information Illegible or Missing

• 4837—No Cardholder Authorization

The remainder of this section is unchanged.
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Chapter 3—Message Reason Codes

3.1 Additional Processing Notes

Each section from 3.10 Message Reason Code 4801—Requested Transaction
Data Not Received 4802—Requested/Required Information Illegible or Missing
through 3.3635 Message Reason Code 4999—Domestic Chargeback Dispute
(Europe Region Only) of this guide addresses a distinct message reason
code. Some or all of those sections contain “Additional Processing Notes.”
Additional Processing Notes are not themselves chargeback requirements or
conditions. Rather, Additional Processing Notes are provided to guide or
illustrate particular circumstances or events and to address circumstances or
events of frequent concern to members. MasterCard treats each chargeback
distinctly and in light of the particular circumstances. As set forth in section
3.1 of the MasterCard Rules manual, MasterCard has the sole right to interpret
such Corporation Standards, including those in this guide

3.6 Retrieval Request and Documentation-related Chargebacks

The following message reason codes apply to chargebacks for retrieval request
and documentation-related chargebacks:

• 4801—Requested Transaction Data Not Received

• 4802—Requested/Required Information Illegible or Missing

• 4863—Cardholder Does Not Recognize—Potential Fraud

(First chargeback only)

Refer to Chapter 6, Retrieval Requests and Fulfillments of this guide for
information about retrieval request and fulfillments.

MasterCard Central Site edits will reject chargebacks for message reason codes
4801 and 4802 for the following reasons:

• The issuer did not submit a retrieval request.

• The issuer accepted the retrieval request fulfillment through the
MasterCom® electronic imaging system.

• The issuer rejected the image, and MasterCom Image Review ruled in favor
of the acquirer.
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• The retrieval request date is more than 120 calendar days plus a
ten-calendar day grace period from the Julian date in DE 31 (Acquirer
Reference Data).

• The chargeback date is less than 30 calendar days after the Central Site
Business Date of the Retrieval Request/1644-603 message, and the acquirer
has not responded that the item is unavailable (retrieval response code E).

NOTE

This edit applies only to message reason code 4801.

• The issuer processes the chargeback more than 60 (120 for intra-European
transactions) calendar days from the Central Site Business Date of the
Retrieval Request/1644-603 message.

The remainder of this section is unchanged.

3.9 Chargeback Message Reason Codes

The following table is a summary of processing requirements.

Chargeback Message
Reason Codes

Documentation
Required

Retrieval
Request
Required

Time
Frame

Section
No.

4801 Requested
Transaction Data
Not Received

Sometimes Yes 60 3.10

The remainder of this table is unchanged.

3.9.4 Second Presentment/1240 IPM (Function Codes 205 or 282)
Message Reason Code Usage

This section lists definitions for the Second Presentment/1240 IPM message
reason codes

Table 3.5 Second Presentment/1240 IPM Message Reason Code Definitions

Message Reason Code Definition

2701—Duplicate
Chargeback

The acquirer must use this message reason code to remedy
situations where the issuer has processed a first chargeback
for the same transaction more than once. An exception to
this rule occurs when the acquirer has previously remedied
a first chargeback for message reason code 4802, and
possibly 4801, when a hardship variance was granted. In
such instances, the issuer is allowed to initiate a new first
chargeback for a different message reason code.
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Message Reason Code Definition

Please refer to section 3.10 Message Reason
Code 4801—Requested Transaction Data Not
Received and section 3.11 Message Reason Code
4802—Requested/Required Information Illegible or Missing
of this guide for details.

The remainder of this table is unchanged.

3.9.5 Arbitration Chargeback/1442 IPM (Function Codes 451 or
454) Message Reason Code Usage

This section lists definitions for the Arbitration Chargeback/1442 IPM message
reason codes.

Table 3.6—Arbitration Chargeback/1442 IPM Message Reason Codes

Message Reason Code Definition

4801 Requested transaction data not received

The remainder of this table is unchanged.

3.10 Message Reason Code 4801—Requested Transaction Data
Not Received

The following sections describe the proper and improper use of message
reason code 4801.

3.10.1 Proper Use of Message Reason Code 4801

The issuer may charge back the amount of the requested item using message
reason code 4801 if it did not receive an original, substitute draft, or copy of
a transaction information document (TID) within 30 calendar days following
the Central Site Business Date of the Retrieval Request/1644-603 message. The
issuer must submit the chargeback within 60 calendar days of the Central
Site retrieval request date. If the acquirer responded that it cannot provide
the requested item (acquirer’s response code E), the issuer may charge back
immediately and does not have to wait 30 days.

The issuer may use reason code 4801 only when there is a justifiable reason
for the cardholder not to pay the charge because the acquirer did not provide
the requested item. For example, if a cardholder requested a copy of the
transaction information document for his or her records, and neither the
cardholder nor issuer incurred a financial loss, the issuer must not initiate
this chargeback.
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If the documentation that the acquirer provides through the MasterCom system
does not satisfy the requirement for the retrieval request or the acquirer’s
response code of A, B, or C was invalid, the issuer must reject the item within
10 calendar days of receipt to Image Review. The issuer may not initiate a
chargeback unless it receives a favorable response from Image Review.

3.10.2 Improper Use of Message Reason Code 4801

The issuer may not use this message reason code for the following types of
transactions:

• Once a fulfillment has been received, a chargeback may not be processed
even though fulfillment occurred after 30 days.

• The retrieval request is submitted more than 120 calendar days after
the Central Site Business Date of the original transaction or if the issuer
received the fulfillment for the Retrieval Request/1644–603 message before
the chargeback.

• The transaction was a chip/PIN transaction where DE 55 and related data
was provided in the First Presentment/1240 message.

• The transaction was a properly identified PayPass transaction equal to or
less than the chargeback protection amount.

Refer to section 2.12 Processing PayPass Transactions of this guide for
more information about specific data element requirements for PayPass
transactions.

Refer to Appendix C, Chargeback Protection Amounts of this guide for
the chargeback protection amounts.

• The transaction was a properly identified QPS transaction equal to or
less than the chargeback protection amount. Refer to section 2.10 Quick
Payment Service (QPS) Program of this guide for more information about
QPS transactions.

• For intra-European transactions, this message reason code must be
processed within 120 days of the Central Site Retrieval Request Date and
must not be used if another message reason code is available. Proof of
financial loss must be provided as support documentation.

3.10.3 Proper Use for Issuer’s First Chargeback

The conditions shown below represent valid options that the issuer may
choose to process a first chargeback for message reason code 4801.
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Table 3.7—Requested Transaction Data not Received

Time Frame One of the following:

• Issuer must wait 30 calendar days from the Central Site Business
Date of the Retrieval Request/1644-603 message, and must
submit the chargeback within 60 calendar days of the Central
Site retrieval request date.

• The issuer may charge back immediately if the acquirers response
code was E.

Retrieval Request Yes

Supporting Documents No

(Intra-European transactions require documentation. Refer to Table
3.8.)

DE 72 (Data Record) DATE MMDDYY TYPE X CTL NNNNNNNNN

Notes Replace MMDDYY with the date the issuer submitted the retrieval
request.

Replace X with one of the following numeric codes used to identify
the type of TID requested by the issuer:

• 1 = Hard copy original document

• 2 = Copy or image of original document

• 4 = Substitute draft

Replace NNNNNNNNN with the issuer’s control number. The control
number is only used by the issuer.

Table 3.8—Requested Transaction Data not Received (For Intra-European Transactions Only)

Time Frame The issuer must wait 30 calendar days from the Central Site Business
Date of the Retrieval Request/1644-603 message and must submit
the chargeback within 120 calendar days of the Central Site retrieval
request date.

Retrieval Request Yes

Supporting Documents Yes

Documentation that proves the issuer is facing financial loss because
of the acquirer’s non-fulfillment of the retrieval request.

For example, if the issuer is required under national law to supply a
copy of a transaction receipt if the cardholder requests it, the issuer
must supply a copy of the national law (and a translation if needed)
and a cardholder letter requesting the transaction receipt copy.
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DE 72 (Data Record) DATE MMDDYY TYPE X CTL NNNNNNNNN

Notes Replace MDDDYY with the date the issuer submitted the retrieval
request.

Replace X with one of the following numeric codes used to identify
the type of TID request by the issuer:

• 1 = Hard copy original document

• 2 = Copy or image of original document

• 4 = Substitute draft

Replace NNNNNNNNN with the issuer’s control number. The control
number is only used by the issuer.

3.10.4 Proper Use for Acquirer’s Second Presentment

The conditions shown below represent valid options that the acquirer may
choose to process a second presentment for message reason code 4801.

Second presentments are prohibited unless the acquirer has received and has
been granted a hardship variance. Refer to section 1.7.1 GCMS Support of
Time Frames for more information about hardship variance.

Direct File Compliance. In the event the acquirer has fulfilled a TID for a retrieval
request prior to a chargeback, the acquirer has direct file compliance rights.
The acquirer may direct file the compliance case against the issuer within 45
calendar days of the Central Site Business Date of the invalid chargeback, for a
violation of section 3.10 Message Reason Code 4801—Requested Transaction
Data Not Received of this guide. A pre-compliance letter before the case
filing is not required.

For example, a chargeback would be considered invalid if the acquirer had
fulfilled the retrieval request with a TID before the chargeback; the retrieval
request was reversed; or for an intra-European transaction, the supporting
documentation does not substantiate a financial loss directly linked to the
nonfulfillment of the TID.

Table 3.9—Requested Transaction Documentation Provided (For Intra-European Transactions Only)

IPM Second Presentment
Message Reason Code

2002
Nonreceipt of required documentation to support chargeback

Second Presentment
Condition

The acquirer did not receive any documentation to justify the issuer’s
financial loss.

Supporting Documents None
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DE 72 (Data Record) None

Notes If the acquirer determines that the issuer’s proof of financial loss is not
sufficient to support the chargeback, the chargeback is invalid and the
acquirer may direct file a compliance case against the issuer.

Table 3.9—Hardship Variance—Requested Transaction Documentation Provided

IPMSecond Presentment
Message Reason Code

2703
Requested transaction document provided

Second Presentment
Condition

The acquirer provided the requested documentation.

Supporting Documents As applicable, a copy of the TID or substitute draft.

DE 72 (Data Record) None

Notes May only be used when a hardship variance was granted to the acquirer.

3.10.5 Arbitration Chargeback

An arbitration chargeback does not apply for this message reason code, unless
an issuer receives a legible copy of the TID through a second presentment
from an acquirer that has been granted a hardship variance by MasterCard and,
after viewing the document for the first time, determines that it has another
chargeback right for a different reason, it must use the following procedure:

1. Issue a new First Chargeback/1442 message with a different message
reason.

2. Submit the new chargeback within 45 calendar days of the second
presentment or within the remaining allowable time frame for the new
message reason, whichever is greater. This provides both the issuer and
acquirer with the full three cycles to resolve the dispute.

Refer to section 1.7.1 GCMS Support of Time Frames for information about
hardship variances.

3.11 Message Reason Code 4802—Requested/Required Information
Illegible or Missing
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3.11.2 Improper Use of Message Reason Code 4802

Requesting TID. It is not a prerequisite to request a TID except for message
reason codes 4801 and 4802. Consequently, it may be considered an improper
delay in establishing the chargeback reason if it is determined that the
requested TID was not required to determine the new message reason code.

The remainder of this section is unchanged.

Chapter 5—Compliance Procedures

5.1 Time Frames

The following table shows the time frames for submitting compliance cases
under the various categories.

Description Time Frame

Acquirer’s obligation to provide the
transaction information document (TID)

Within 180 calendar days of the Central
Site Business Date of the electronic
retrieval request

MasterCom Image Review decision Either of the following:Within 45
calendar days of the decision dateWithin
45 calendar days of receipt of a
chargeback for message reason code
4801—Requested Transaction Data Not
Received.

A pre-compliance letter is not required.

Violation of section 3.10 Message Reason
Code 4801—Requested Transaction Data
Not Received of this guide for receipt of
an improper message reason code 4801

Within 45 calendar days of the invalid
chargeback

A pre-compliance letter is not required.

The remainder of this table is unchanged.

5.9 MasterCom Compliance Policy

MasterCard compliance procedures apply to all MasterCom Image Review
transactions. The member must follow these procedures to file a compliance
case involving a MasterCom Image Review decision.

• Before a member considers filing a compliance case, it must first submit
evidence that a financial loss did occur or will occur as a result of
the MasterCom Image Review decision. The member cannot cite the
MasterCom Image Review decision itself as the sole reason for considering
compliance proceedings.

• The member must file any case involving a MasterCom Image Review
decision or dispute within 45 calendar days from the decision date.
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If the dispute is the result of a chargeback for message reason code
4801—Requested Transaction Data Not Received, the case must be filed
within 45 days of receipt of the chargeback.

The remainder of this section is unchanged.

5.12 Description of Frequently Cited Rules Violations

A member can file a compliance case when another member violates the rules
described in this Chargeback Guide, if the member has incurred a financial
loss and no chargeback right exists. The most frequently violated rules follow.

Rule Reference Rule Addresses:

Chargeback Guide

section 3.10 Message
Reason Code
4801—Requested
Transaction Data Not
Received

Chargeback Message Reason Code 4801—Requested
Transaction Data Not Received
Documentation should include MasterCom reporting,
chargeback, or retrieval request information; other
pertinent documentation; and sufficient documentation to
prove a financial loss occurred because of the violation.

Chargeback Guide

section 6.2 Acquirer’s
Obligation to Provide a
Transaction Information
Document (TID)

Acquirer’s Obligation to Provide a Transaction
Information Document (TID)
Documentation should include retrieval request
information, other pertinent documentation, and sufficient
documentation to prove a financial loss occurred because
the acquirer failed to provide the TID. (For example:

• tThe issuer supplied a judicial request for the TID to
substantiate the collection of a debt.)

• The issuer supplied a copy of the national law (and a
translation if needed) requiring the issuer to provide a
copy of the transaction receipt to the cardholder upon
request, along with the cardholder letter containing
the request.

The remainder of this chapter is unchanged.

Chapter 6—Retrieval Requests and Fulfillments

6.3 MasterCom Processing

6.3.1 Initiating a Retrieval Request

All members must process and receive retrieval requests through GCMS to
protect their chargeback rights under message reason code 4801—Requested
Transaction Data Not Received and 4802—Requested/Required Information
Illegible or Missing.
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The remainder of this section is unchanged.

6.3.2 Acquirer’s Retrieval Request Response

To help ensure timely delivery of the response code and to be protected
against a chargeback for message reason code 4801—Requested Transaction
Data Not Received, MasterCard recommends that all acquirers process their
response codes through their MasterCom workstation.

An issuer that receives an acquirer’s response code of A, B, or C may reject the
response to MasterCom Image Review within 10 calendar days. The issuer
must document that the retrieval request contained the same data as provided
by the acquirer in the original presentment.

The issuer may not submit a chargeback for message reason code
4801—Requested Transaction Data Not Received, unless the issuer receives a
favorable response from Image Review. Refer to section 6.3.7 Image Review
Guidelines for Rejecting Fulfillments for Image Review guidelines.

An issuer that receives an acquirer’s response code of E may initiate a
chargeback for message reason code 4801.

The remainder of this section is unchanged.

6.3.3 Time Frame for Fulfilling a Retrieval Request

The acquirer should ensure that the issuer receives the TID within 30 calendar
days following the Central Site Business Date of the retrieval request. If the
acquirer fails to comply with this time frame, it may be liable for chargeback
under message reason code 4801 (from the 31st to the 60th day and from the
31st to the 120th day for intra-European transactions).

The remainder of this section is unchanged.

6.3.6 Retrieval Request Fulfillment Procedure

If the issuer fails to respond by rejecting the image within 10 calendar (25
calendar days for Mexico domestic transactions) days of receipt, the retrieval
request is considered fulfilled and GCMS will reject a subsequent chargeback
for message reason code 4801—Requested Transaction Data Not Received.

The remainder of this section is unchanged.
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6.3.7.1 MasterCom Image Review Reject Codes

The following chart contains the issuer reject reason codes and the appropriate
chargeback message reason codes to help the member apply the correct
chargeback rules.

NOTE

If the issuer intends to submit a chargeback for any message reason
code other than for 4801—Requested Transaction Data Not Received, or
4802—Requested/Required Information Illegible or Missing, it should accept
the item.

If the issuer rejects the item to Image Review and receives a decision in its favor,
it should submit the appropriate chargeback for either message reason code
4801 or 4802 or it may file a compliance case for non-fulfillment of the retrieval
request, if applicable.

MasterCom Reject Reason Code

Code Description

Appropriate
Chargeback
Message Reason
Code

W Wrong document/item not as requested. Refer
to section 6.3.7.5 Guidelines for rejecting for “W”
(Wrong Document/Item Not as Requested).

4801None

Issuers must ensure that reject reasons and chargeback reasons are compatible.

For example, if a member rejects an item for “Card Account Number Illegible”
and the review decision is in favor of the issuer, GCMS will not allow a
chargeback for message reason code 4801—Requested Transaction Data Not
Received.

GCMS will not allow the chargeback for message reason code 4801 because
the acquirer supplied the correct item, although it was illegible. The issuer
may use message reason code 4801 only if it rejects the item for W, wrong
documentation/item not as requested, and the MasterCom Image Review
decision is in favor of the issuer.

Issuers also should examine the ticket carefully before rejecting it to Image
Review to ensure that there is no valid reason for chargeback other than
message reason code 4801 or 4802. If the issuer identifies another valid
chargeback reason, it should accept the item and submit a chargeback with
the appropriate message reason code. The only purpose for rejecting the item
to Image Review is to preserve chargeback rights for message reason code
4801 or 4802 or to support a potential compliance case for non-fulfillment
of a retrieval request.

The remainder of this section is unchanged.
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6.3.7.5 Guidelines for Rejecting for “W” (Wrong Document/Item
Not as Requested)

The MasterCard Image Review representative will rule in favor of the issuer if
the acquirer improperly fulfilled a retrieval request with a retail substitute draft.

If the acquirer provided an image that was not compatible with the information
requested, the issuer should not reject the item to Image Review. For example,
the acquirer provided a document with an account number that does not
match the original one in the original presentment. The issuer must accept
this item and use an applicable chargeback message reason code other than
4801 and 4802.

The remainder of this section is unchanged.

6.3.8 Image Review Guidelines for Rejecting Acquirer’s Response
Codes

If the MasterCom Image Review decides in favor of the issuer, the issuer may
submit a chargeback for message reason code 4801—Requested Transaction
Data Not Received.

The remainder of this section is unchanged.

6.3.9 MasterCom Image Review Decisions

When the Image Review representative issues a decision, MasterCard Central
Site sends the issuer and the acquirer images advising them of the ruling.
MasterCard provides the following information:

• Original request record generated by the issuer

• Acquirer’s response

• Issuer’s response

• MasterCom Image Review decision

• Memos supplied by the acquirer, issuer, or MasterCom Image Review

If Image Review decides in favor of the acquirer, the issuer loses chargeback
rights for message reason code 4801—Requested Transaction Data Not
Received, and message reason code 4802—Requested/Required Information
Illegible or Missing. The issuer retains all other chargeback rights.

If the issuer wants to contest this decision, its only recourse is to file a
compliance case. The issuer must submit any case involving a MasterCom
Image Review decision or dispute to MasterCard within 45 calendar days from
the Image Review decision date. Refer to section 5.9 MasterCom Compliance
Policy of this guide for information about MasterCom compliance issues.
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If the Image Review is in favor of the issuer, the issuer may submit a
chargeback for message reason code 4801—Requested Transaction Data Not
Received, or message reason code 4802—Requested/Required Information
Illegible or Missing.

Acquirers that receive chargebacks for message reason code 4801—Requested
Transaction Data Not Received, and believe the chargeback was the result of
an erroneous Image Review decision, must file a compliance case against the
issuer within 45 days of receipt of the chargeback for message reason code
4801. Refer to section 5.9 MasterCom Compliance Policy of this guide for
information about MasterCom compliance issues.

6.3.10 Chargeback-Related GCMS Format Edits

The chargeback edits provided in this section apply only to chargebacks
related to retrieval requests fulfilled through the MasterCom system for message
reason codes 4801 or 4802.

The remainder of this section is unchanged.

6.3.10.1 Chargeback Edits for Message Reason Codes 4801 and
4802

MasterCard Central Site edits reject chargebacks for message reason codes 4801
and 4802 for the following reasons:

• The issuer accepted the image sent by the acquirer.

• The issuer rejected the image, and MasterCom Image Review ruled in favor
of the acquirer.

• The chargeback was against a retrieval request fulfilled within 30 calendar
days following the Central Site Business Date of the retrieval request,
the issuer rejected the item, but the MasterCom Image Review decision
is pending.

• The chargeback was submitted more than 60 calendar days after the Central
Site Business Date of the retrieval request (or more than 120 days for a
message reason code 4801 chargeback of an intra-European transaction).

• For intra-European and Mexico domestic transactions only: The issuer did
not use a Documentation Indicator of 1 (documentation required/sent)
when processing a chargeback for reason code 4801.

• The chargeback was submitted 30 or fewer calendar days after the Central
Site Business Date of the retrieval request.

GCMS will reject this chargeback unless the retrieval request was fulfilled
within the 30-day period, the issuer rejected the fulfillment, and the Image
Review decision confirms that the issuer was favored; or

The issuer received an acquirer’s response code E.
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• The acquirer sends an acquirer’s response code of E (Item Not
Available) and the issuer submits a chargeback for message reason code
4802—Requested/Required Information Illegible or Missing.

• The issuer’s retrieval request was not on file and the issuer initiated a
chargeback for message reason codes 4801 or 4802.

• The issuer submitted a chargeback for message reason code 4801 or 4802,
and the issuer’s retrieval request was processed more than 120 calendar
days from the Central Site Business Date of the original presentment.

6.3.10.2 Second Presentment Edits for Message Reason Code 4801

The acquirer may process a second presentment if:

• The acquirer has been granted a hardship variance (see section 1.7.4 Time
Frame for Second Presentment).

• For intra-European transactions only: The issuer processed the chargeback
for reason code 4801 and used a Documentation Indicator 1 (documentation
required/sent), but the acquirer did not receive the documentation within
eight days of the Central Site Business Date of the chargeback.

For any other situation, MasterCard Central Site edits will reject second
presentments for reason code 4801.

Appendix B—Chargebacks—Maestro Debit Cards

B.1.3 Retrieval Requests (POS Transactions Only)

An issuer may initiate a retrieval request for an intra-European transaction
following either:

• A cardholder request

• Fraud investigation

If a retrieval request for an intra-European transaction is not fulfilled properly,
the issuer may have chargeback rights under the following message reason
codes: 4802 (Documentation Not Legible on Retrieval Request).

• Non-fulfillment of request for information, reason code 4801

• Non-fulfillment of request—illegible copy, reason code 4802

Elimination of Message Reason Code 4801 and Revised Standards

Global Operations Bulletin No. 3, 1 March 2011 47
©2011 MasterCard. Proprietary. All rights reserved.

Production Review—Due



B.2 Message Reason Codes for Interregional Transactions

Chargeback Reason
Europe Members
use Reason Code

Members outside
Europe use Reason
Code PIN-based? Signature?

Documentation Not
Received on Retrieval
Request (POS transactions
only)

4801 76 Yes Yes

The remainder of this table in unchanged.

The remainder of this section is unchanged.

B.2.2 Interregional Message Reason Code 4801—Documentation
Not Received on Retrieval Request

The following sections describe the proper and improper use of message
reason code 4801.

B.2.2.1 Proper Use of Interregional Message Reason Code 4801

This message reason code is used for only POS Transactions.

B.2.2.2 Improper Use of Interregional Message Reason Code 4801

This message reason code is not currently supported in the MasterCard Single
Message System.

Message reason code 4801 is not applicable for properly presented Maestro
PayPass transactions.

B.3 Message Reason Codes for Intra-European Transactions

Chargeback Message
Reason Codes

Documentation
Required

Retrieval Request
Required

Time
Frame

Section
No.

4801 Non Fulfillment of
Request for Information

No Yes 120 days B.3.2

The remainder of this table in unchanged.
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B.3.2 Intra-European Message Reason Code 4801—Non-Fulfillment
of Request for Information

The following sections describe the proper use of message reason code 4801.

B.3.2.1 Proper Use of Intra-European Message Reason Code 4801

This message reason code is applicable only for signature-based POS
transactions, for e-commerce transactions, and for Chip/PIN transactions where
the transaction certificate and related data were not provided in DE 55 of
the First Presentment/1240 message.

The issuer may use this message reason code only when there is a justifiable
reason for the cardholder not to pay the charge or if the issuer will incur a
financial loss because the acquirer did not provide the requested item.

B.3.2.2 Proper Use for Issuer’s First Chargeback

If the issuer initiated a retrieval request for details of a transaction disputed
by the cardholder within 120 calendar days of the presentment processing
date, and the requested information is not provided by the acquirer within 45
calendar days after the processing date of the retrieval request, the issuer has
the right to chargeback the transaction. The issuer must send the chargeback
within 10 calendar days after expiry of the retrieval request fulfillment period.

B. 3.2.3 Proper Use for Acquirer’s Second Presentment

The condition shown below represents a valid option that the acquirer may
choose to process a second presentment for message reason code 4801.

Table B.13—Chargeback Remedied

IPM Second
Presentment Message
Reason Code

2700

Chargeback remedied

Second Presentment
Condition

The acquirer provides the requested documentation.

Supporting Documents A copy of the request documentation.

DE 72 (Data Record) None

NOTE

Other second presentment message codes may apply. Refer to section B.1.6 Second Presentment
Procedures for details.
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B.3.2.4 New Chargeback

If the issuer, on examination of the requested documentation for the first time,
discovers a new chargeback reason code, a new first chargeback can be
processed within 45 days of the second presentment processing date.

The remainder of this manual is unchanged.

For More Information
Members with questions about the information in this article should contact
Customer Operations Services using the Contact Information provided in this
bulletin.

Members with questions about chargeback processing should contact:

Dispute Resolution Services

E-mail: rules@mastercard.com
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