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Summary: Effective immediately, MasterCard will introduce a new
Expedited Billing Dispute Resolution Process Form that may
be used when the issuer 1) closed the cardholder’s account, 2)
blocked the account on its host, 3) listed the account number
on the MasterCard Account File with a “capture card” response
until the card expiration, and 4) reported the transaction to the
System to Avoid Fraud Effectively (SAFE).

Effective for transactions charged back on or after 13 April 2012,
MasterCard will revise the second presentment requirements
for message reason code 4837—No Cardholder Authorization
with respect to card-read transactions at attended terminals
charged back using the new form.

Action Indicator: F Financial impact

A Attention warranted

Effective Date: As indicated

Overview
MasterCard is revising its processing procedures for fraud-related chargebacks.

Effective immediately, issuers may submit a new Expedited Billing Dispute
Resolution Process Form for fraud-related disputes (“the Expedited Form”)
instead of a cardholder letter when submitting a fraud-related chargeback,
provided that before the chargeback is initiated, the issuer has:

1. Closed the cardholder’s account.

2. Blocked the account on its host.

3. Listed the account number on the MasterCard Account File with a “capture
card” response until the card expiration.

4. Reported the transaction to SAFE.
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Issuers can use the form for the following message reason codes:

• 4835—Card Not Valid or Expired (fraud-related disputes only)

• 4837—No Cardholder Authorization

• 4840—Fraudulent Processing of Transactions

• 4847—Requested/Required Authorization Not Obtained and Fraudulent
Transaction

• 4857—Card-Activated Telephone Transaction (fraud-related disputes only)

• 4862—Counterfeit Transaction Magnetic Stripe POS Fraud

• 4863—Cardholder Does Not Recognize—Potential Fraud (arbitration
chargeback RS2 and RS3 only)

• 4870—Chip Liability Shift

• 4871—Chip/PIN Liability Shift

Concurrently, a compliance case filing right now becomes available so that the
acquirer may obtain the cardholder letter from the issuer in the event that the
merchant requires it for legal reasons. MasterCard will monitor the use of the
new Expedited Form, and may adjust the fraud-related chargeback processing
requirements if deemed necessary or appropriate based on the use of the form.

Effective for transactions charged back on or after 13 April 2012, if the issuer
used the Expedited Form to submit a message reason code 4837 chargeback,
then the acquirer may submit a second presentment without including a
copy of the transaction receipt signed by the cardholder for any transaction
that occurred at an attended terminal and where the merchant obtained
authorization with full card-read data through the MasterCard Worldwide
Network. For such transactions, the acquirer may remedy the chargeback by
providing the authorization date and approval number. Acquirers that prefer
to provide a copy of the signed transaction receipt as second presentment
documentation may continue to do so to remedy a message reason code 4837
chargeback, whether the cardholder letter or Expedited Form is provided by
the issuer.

Existing issuer compliance case filing rights related to the validity of the
signature on a receipt will remain available.

Background
Recently MasterCard has announced several changes to improve the efficiency
of the dispute resolution process. Among these are the following:
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• As of 15 April 2011, issuers must close an account or relinquish their
fraud and cardholder-does-not-recognize chargeback rights on transactions
authorized subsequent to the date of the second fraud chargeback on the
account. Issuers must also include the expiration date of an account that is
charged back in all of their First Chargeback/1442 messages, for accounts
that they “soft re-issued” (such as the same primary account number [PAN]
with a different expiration date), if they want the Fraud Notification Service
to base its logic on both the PAN and expiration date of the account. (See
“Revised Standards for Issuer Handling of Fraudulent Accounts,” Global
Operations Bulletin No. 10, 1 October 2010.)

• Also on 15 April 2011 with Authorization and Clearing Release 11.1,
MasterCard introduced the Fraud Notification Service, a new tool that
alerts acquirers when an account no longer qualifies for a fraud or
cardholder-does-not-recognize chargeback. This allows acquirers to
successfully second present a qualifying transaction by asserting that the
chargeback is invalid. (See Authorization and Clearing Release 11.1
Document, available in the Release Information Center tool of MasterCard
OnLine®.)

• Effective 14 October 2011, MasterCard will implement an intraregional
MasterCard® SecureCode™ merchant-only liability shift for e-commerce
transactions that take place at a U.S. region merchant with a U.S.
region-issued MasterCard consumer card. The issuer may not use message
reason code 4837 or 4863 to charge back such a transaction if the merchant
is MasterCard SecureCode-enabled, satisfies all e-commerce authorization
requirements, and obtains an authorization approval from the issuer.
(See “Revised Standards for U.S. Intraregional SecureCode Merchant-Only
Liability Shift,” Global Debit Operations Bulletin No. 9, 10 September 2010.)

• Effective 14 October 2011, MasterCard will eliminate message reason code
4801—Requested Transaction Data Not Received. 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. (See
“Elimination of Message Reason Code 4801 and Revised Standards,” Global
Debit Operations Bulletin No. 3, 10 March 2011.)

The additional changes described in this article will further streamline the
dispute resolution process for both issuers and acquirers.

With the introduction of an Expedited Billing Dispute Resolution Process Form
for fraud (provided in an attachment to this bulletin), issuers may charge back a
disputed transaction on a closed cardholder account more quickly, rather than
waiting to receive a letter or other written communication from the cardholder
affirming the fraud claim. The form must minimally contain cardholder account
and transaction information and the date(s) on which the account was closed,
listed on the Account Management Service (AMS) Accounts File, and reported
to the System to Avoid Fraud Effectively (SAFE). Issuers using the form must
be prepared to provide a written affidavit of fraud from the cardholder should
one be required by the acquirer or merchant for legal reasons.
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Effective 13 April 2012, acquirers can more easily remedy chargebacks
of card-read transactions occurring at attended terminals when the issuer
submitted the new form to support for a message reason code 4837
chargeback. For such chargebacks, the acquirer will only be required to
supply information about the issuer’s approved authorization. A copy of the
transaction receipt signed by the cardholder will no longer be required, but
may continue to be provided at the acquirer’s option.

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.

Effective Date Changes to Standards in… Will be Published in…

Immediately Chargeback Guide Chapter 1—Processing
Procedures

Chapter 3—Message Reason
Code

Chapter 5—Compliance
Procedures

Effective 13 April
2012

Chargeback Guide Chapter 3—Message Reason
Code

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 immediately, 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

1.15 Supporting Documentation

1.15.1 Documentation Types

• An Expedited Billing Dispute Resolution Process form for non-fraudulent
type disputes—Completed by the issuer’s customer service representative
while on the telephone with the cardholder or a company or government
agency representative on behalf of a corporate card cardholder. The
Expedited Billing Dispute Resolution Process Form may be provided in
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place of a written complaint generated by or on behalf of the cardholder.
There are two types:

1. The Expedited Billing Dispute Resolution Process (Non-Fraud) form may be
used only for non–fraud-related disputes using message reason codes 4831,
4841, 4846, 4853, 4854, 4855, 4857, 4859, and 4860.

2. The Expedited Billing Dispute Resolution Process (Fraud) form may be
used for disputes using message reason codes 4837, 4840, 4847, 4862, 4870,
and 4871 and fraud-related disputes for message reason codes 4835, 4857,
4863 RS2, and 4863 RS3. This form may only be used if the MasterCard card
account is closed and the transaction has been reported to SAFE. The issuer
must provide the date of account closure on the form. The issuer must supply
the cardholder’s affidavit of fraud when requested by the acquirer pursuant to
a judicial request or similar legal action.

(Refer to Appendix D, Forms of this guide for instructions on accessing
required forms.) The customer service representative signs the form or
electronically prints his or her name on the form. MasterCard will not require a
cardholder signature in documentation supporting these chargebacks.

The remainder of this section is unchanged.

Chapter 3—Message Reason Codes

3.3 Fraud-related Chargebacks

For message reason codes 4837, 4840, 4847, 4862, 4870, and 4871 and
fraud-related disputes for message reason codes 4835, 4857, 4863 RS2, and
4863 RS3, the issuer must provide an e-mail message by the authorized
cardholder or a signed declaration by the authorized cardholder stating that
the cardholder did not make or authorize the transaction. The issuer may use
the Expedited Billing Dispute Resolution Process (Fraud) Form only if the
MasterCard card account is closed. Before processing the chargeback with the
form, the issuer must block the account on its host, list the account number
on the MasterCard Account File with a “capture card” response until card
expiration, and report the transaction to SAFE.

The remainder of this section is unchanged.
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3.17 Message Reason Code 4835—Card Not Valid or Expired

3.17.1 Proper Use of Message Reason Code 4835

Use of Expedited Billing Dispute Resolution Process (Fraud) Form. The
Expedited Billing Dispute Resolution Process (Fraud) Form may be used in
lieu of the cardholder letter or cardholder affidavit of alleged fraud if the
MasterCard card account is closed. Before processing the chargeback, the
issuer must block the account on its host, list the account number on the
MasterCard Account File with a “capture card” response until card expiration,
and report the transaction to SAFE.

The remainder of this section is unchanged.

3.18 Message Reason Code 4837—No Cardholder Authorization

The issuer may use message reason code 4837 if the cardholder states in
writing that neither he, she, nor anyone authorized by him or her engaged
in the transaction.

3.18.1 Proper Use of Message Reason Code 4837

Accounts Closed for a Minimum of 60 Days. Sometimes transactions can occur
on a cardholder account number months after the account has been closed. In
this case, rather than contacting the cardholder for another letter, the issuer
can stand in for any fraudulent activity by providing a copy of the original
cardholder letter and an issuer certification letter stating the following three
conditions:

• The issuer or its agent did not authorize the transaction, as specified in
the Authorization System Manual.

• The date of the disputed item was on or after the date the card was used
fraudulently.

• The account has been closed for a minimum of 60 days.

Use of Expedited Billing Dispute Resolution Process (Fraud) Form. The
Expedited Billing Dispute Resolution Process (Fraud) Form may be used in
lieu of the cardholder letter or cardholder affidavit of alleged fraud if the
MasterCard card account is closed. Before processing the chargeback, the
issuer must block the account on its host, list the account number on the
MasterCard Account File with a “capture card” response until card expiration,
and report the transaction to SAFE.

The remainder of this section is unchanged.
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3.18.4 Proper Use for Issuer’s First Chargeback

The conditions shown below represent valid options that the issuer can use to
process a first chargeback for message reason code 4837.

Table 3.60—General Purpose Open Account

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents One of the following:

• Cardholder letter or (if applicable) an issuer
certification letter.

• Original cardholder letter in the event the account
was closed a minimum of 60 days.

• Written complaint from a company or government
agency representative on behalf of a corporate
card cardholder when the company or government
agency no longer employs the authorized
cardholder and the issuer has closed the account.

Cardholder letter stating that neither the cardholder
nor anyone authorized by the cardholder engaged in
the transaction.

DE 72 (Data Record) None

Notes None

Table 3.61—Closed Account

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents One of the following:

• Cardholder letter

• Written complaint from a company or government
agency representative on behalf of a corporate
card cardholder when the company or government
agency no longer employs the authorized
cardholder.

• Completed Expedited Billing Dispute Resolution
Process (Fraud) form
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DE 72 (Data Record) None

Notes The Expedited Billing Dispute Resolution Process
(Fraud) form may be used only if the MasterCard card
account is closed. Before processing the chargeback,
the issuer must block the account on its host, list the
account number on the MasterCard Account File with
a “capture card” response until card expiration, and
report the transaction to SAFE.

Table 3.6162—Batching Multiple Transactions

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents Both of the following:

• One of the following:

– Cardholder letter or (if applicable) an issuer
certification letter

– Original cardholder letter in the event the
account was closed a minimum of 60 days.

– Written complaint from a company or
government agency representative on behalf
of a corporate card cardholder when the
company or government agency no longer
employs the authorized cardholder and the
issuer has closed the account.

– If the MasterCard card account is closed,
a completed Expedited Billing Dispute
Resolution Process (Fraud) form.

• List of Acquirer Reference Data (ARD)

DE 72 (Data Record) MULTIPLE TRANSACTIONS NNN

Notes Replace NNN with number of transactions

If the dispute involves multiple, unauthorized,
card-activated telephone charges (MCC 4813 or 4814),
computer network or information service charges
(MCC 4816), or audiotext or videotext charges (MCC
5967) from the same card acceptor and acquirer to
a single cardholder account number, the issuer may
combine the transactions in question into a single First
Chargeback/1442 message. The issuer must include
a list of the ARDs involved and the amount of each
disputed transaction in the accompanying chargeback
documentation. A copy of a cardholder’s statement
will satisfy this requirement if the items are identified
and the statement reflects the ARD that was provided
in the First Presentment/1240 message. Chargeback
amount must be processed for the total of the batch.
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Table 3.62—Accounts Closed for a Minimum of 60 Days

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents Both of the following:

• Original cardholder letter.

• Issuer certification letter

DE 72 (Data Record) None

Notes None

Table 3.63—Non-counterfeit CAT 2

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents Both of the following:

• Cardholder letter, or if the MasterCard card account
is closed, a completed Expedited Billing Dispute
Resolution Process (Fraud) form

• If applicable, issuer certification letter

DE 72 (Data Record) None

Notes The cardholder letter or form must state or the issuer
must separately document, that the card was lost or
stolen at the time of the transaction.

3.18.7 Arbitration Chargeback

Progressive Documentation. A progressive cardholder letter may be required
with the arbitration chargeback in response to new information (regarding
transaction date, merchant name, or location) or rebutting any card acceptor
explanation provided with the second presentment. If the MasterCard card
account is closed, a completed Expedited Billing Dispute Resolution Process
(Fraud) form may be submitted based on a discussion with the cardholder, in
lieu of the progressive cardholder letter. Before processing the arbitration
chargeback with the form, the issuer must block the account on its host, list the
account number on the MasterCard Account File with a “capture card” response
until card expiration, and report the transaction to SAFE. The progressive
cardholder letter or form must be dated after the second presentment.

In the remainder of this section, references to the use of the form will be added.
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3.19 Message Reason Code 4840—Fraudulent Processing of
Transactions

3.19.1 Proper Use of Message Reason Code 4840

Use of Expedited Billing Dispute Resolution Process (Fraud) Form. The
Expedited Billing Dispute Resolution Process (Fraud) Form may be used in
lieu of the cardholder letter or cardholder affidavit of alleged fraud if the
MasterCard card account is closed. Before processing the chargeback, the
issuer must block the account on its host, list the account number on the
MasterCard Account File with a “capture card” response until card expiration,
and report the transaction to SAFE.

3.19.4 Proper Use for Issuer’s First Chargeback

The conditions shown below represent valid options that the issuer can use to
process a first chargeback for message reason code 4840.

Table 3.X—Open Account

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents The issuer must support this chargeback with a
cardholder letter that must be signed by the cardholder
that made the original legitimate transaction. For
example, if the spouse of the cardholder made the
original transaction, the spouse would have to sign the
letter. In lieu of a written cardholder letter, the issuer
may provide an e-mail message sent by the cardholder
that made the original legitimate transaction.

If the valid transaction has not been posted, the
issuer must supply a copy of the cardholder’s TID for
the legitimate transaction as supporting chargeback
documentation to validate card presence.

DE 72 (Data Record) NNNNNNNNNNNNNNNNNNNNNNN

Notes Replace NNNNNNNNNNNNNNNNNNNNNNN with
the acquirer reference data (ARD) of the genuine
transaction.

Table 3.X—Closed Account

Time Frame 120 calendar days

Retrieval Request No
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Supporting Documents Cardholder letter or completed Expedited Billing
Dispute Resolution Process (Fraud) form from
or related by the person who made the original
legitimate transaction. For example, if the spouse
of the cardholder made the original transaction, the
spouse must sign the letter or provide the information
contained on the form. In lieu of a written cardholder
letter, the issuer may provide an e-mail message
sent by the person who made the original legitimate
transaction.

If the valid transaction has not been posted, the
issuer must supply a copy of the cardholder’s TID for
the legitimate transaction as supporting chargeback
documentation to validate card presence, or provide
certification that the transaction has not been posted.

DE 72 (Data Record) NNNNNNNNNNNNNNNNNNNNNNN

Notes The Expedited Billing Dispute Resolution Process
(Fraud) form may only be used if the MasterCard card
account is closed. Before processing the chargeback,
the issuer must block the account on its host, list the
account number on the MasterCard Account File with
a “capture card” response until card expiration, and
report the transaction to SAFE.

3.19.6 Arbitration Chargeback

IPM Arbitration
Chargeback Message
Reason Code

4840
Fraudulent processing of transactions

Arbitration Chargeback
Details

The cardholder continues to dispute the transaction.

Supporting Documents Progressive documentation from the cardholder
disputing the transaction and rebutting any card
acceptor explanation.

The progressive cardholder letter must be dated after
the second presentment.

DE 72 (Data Record) Reason for the return.

Notes None If the MasterCard card account is closed, the
Expedited Billing Dispute Resolution Process (Fraud)
form may be used in lieu of the cardholder letter.
Before processing the arbitration chargeback, the
issuer must block the account on its host, list the
account number on the MasterCard Account File with
a “capture card” response until card expiration, and
report the transaction to SAFE.

The remainder of this section is unchanged.
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3.23 Message Reason Code 4847—Requested/Required
Authorization Not Obtained and Fraudulent Transaction

3.23.1 Proper Use of Message Reason Code 4847

In addition, the cardholder states in writing that neither he, she, nor anyone
authorized by him or her, engaged in the transaction.

Use of Expedited Billing Dispute Resolution Process (Fraud) Form. The
Expedited Billing Dispute Resolution Process (Fraud) Form may be used in
lieu of the cardholder letter or cardholder affidavit of alleged fraud if the
MasterCard card account is closed. Before processing the chargeback, the
issuer must block the account on its host, list the account number on the
MasterCard Account File with a “capture card” response until card expiration,
and report the transaction to SAFE.

The remainder of this section is unchanged.

3.29 Message Reason Code 4857—Card-Activated Telephone
Transaction

3.29.1 Proper Use of Message Reason Code 4857

Use of Expedited Billing Dispute Resolution Process (Fraud) Form.The Expedited
Billing Dispute Resolution Process (Fraud) Form may be used in lieu of the
cardholder letter or cardholder affidavit of alleged fraud if the MasterCard card
account is closed. Before processing the chargeback, the issuer must block the
account on its host, list the account number on the MasterCard Account File
with a “capture card” response until card expiration, and report the transaction
to SAFE.

The remainder of this section is unchanged.

3.32 Message Reason Code 4862—Counterfeit Transaction
Magnetic Stripe POS Fraud

3.32.1 Proper Use of Message Reason Code 4862

Use of Expedited Billing Dispute Resolution Process (Fraud) Form. The
Expedited Billing Dispute Resolution Process (Fraud) Form may be used in
lieu of the cardholder letter or cardholder affidavit of alleged fraud if the
MasterCard card account is closed. Before processing the chargeback, the
issuer must block the account on its host, list the account number on the
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MasterCard Account File with a “capture card” response until card expiration,
and report the transaction to SAFE.

The remainder of this section is unchanged.

3.33 Message Reason Code 4863—Cardholder Does Not
Recognize—Potential Fraud

3.33.6 Arbitration Chargeback

Table 3.170—Fraudulent Transaction

IPM Arbitration
Chargeback Message
Reason Code

4863
Cardholder Does Not Recognize—Potential Fraud

Arbitration Chargeback
Details

The cardholder claims that the transaction is fraudulent.

Supporting Documents One of the following:

• Cardholder letter

• Written complaint from a company or government
agency representative on behalf of a corporate
card cardholder when the company or government
agency no longer employs the authorized
cardholder and the issuer has closed the account.

• If the MasterCard card account is closed, the
Expedited Billing Dispute Resolution Process
(Fraud) Form

DE 72 (Data Record) RS 2

Notes None Before processing the chargeback with the form,
the issuer must block the account on its host, list the
account number on the MasterCard Account File with
a “capture card” response until card expiration, and
report the transaction to SAFE.

Table 3.171—Fraudulent AVS-related Transaction

IPM Arbitration
Chargeback Message
Reason Code

4863
Cardholder Does Not Recognize—Potential Fraud

Arbitration Chargeback
Details

The cardholder claims that the transaction involving
AVS-related information is fraudulent.
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Supporting Documents One of the following:

• Cardholder letter

• Written complaint from a company or government
agency representative on behalf of a corporate
card cardholder when the company or government
agency no longer employs the authorized
cardholder and the issuer has closed the account.

• If the MasterCard card account is closed, the
Expedited Billing Dispute Resolution Process
(Fraud) Form

DE 72 (Data Record) RS 3

Notes None Before processing the chargeback with the form,
the issuer must block the account on its host, list the
account number on the MasterCard Account File with
a “capture card” response until card expiration, and
report the transaction to SAFE.

The remainder of this section is unchanged.

3.34 Message Reason Code 4870—Chip Liability Shift

3.34.1 Proper Use of Message Reason Code 4870

The issuer may use message reason code 4870 for a first chargeback if:

• The issuer received a cardholder letter stating that neither he, she, or
anyone authorized by him or her engaged in the transaction.

• Both the issuer and the acquirer are located in a country or region that has
adopted a domestic or intraregional chip liability shift, or that participates
in the Global Chip Liability Shift Program for interregional transactions at
Level 1 (Chip Liability Shift for Counterfeit Fraud).

• A fraudulent transaction resulted from the use of a counterfeit card at a
non-hybrid terminal, and the validly-issued card, if any, was an EMV chip
card.

Refer to section 2.8 Processing EMV Chip Transactions of this guide for more
information about the Global Chip Liability Shift Program, including Level
1 participation requirements.

Before using this chargeback, the issuer must report the transaction to SAFE as
counterfeit.

Accounts Closed for a Minimum of 60 Days. Sometimes transactions can occur
on a cardholder account number months after the account has been closed. In
this case, rather than contacting the cardholder for another letter, the issuer
can stand in for any fraudulent activity by providing a copy of the original
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cardholder letter and an issuer certification letter stating the following three
conditions:

• The issuer or its agent did not authorize the transaction, as specified in
the Authorization System Manual.

• The date of the disputed item was on or after the date the card was used
fraudulently.

• The account has been closed for a minimum of 60 days.

Use of Expedited Billing Dispute Resolution Process (Fraud) Form. The
Expedited Billing Dispute Resolution Process (Fraud) Form may be used in
lieu of the cardholder letter or cardholder affidavit of alleged fraud if the
MasterCard card account is closed. Before processing the chargeback, the
issuer must block the account on its host, list the account number on the
MasterCard Account File with a “capture card” response until card expiration,
and report the transaction to SAFE.

The remainder of this section is unchanged.

3.34.3 Proper Use for Issuer’s First Chargeback

Table 3.174—Chip Liability Shift Open Account

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents One of the following:

• Cardholder letter stating both of the following:

– Neither the cardholder nor anyone authorized
by the cardholder engaged in the transaction.

– The cardholder or another person authorized
by the cardholder was in possession and
control of all valid cards issued to the account
at the time of the transaction.

• Cardholder letter stating both of the following:

– that nNeither the cardholder nor anyone
authorized by the cardholder engaged in the
transaction, and an.

– Iissuer certification letter verifying counterfeit.

• An issuer letter certifying that the transaction used
a voided card that was once valid and all valid
cards were recovered.

For subsequent counterfeit transactions occurring
after the account was closed, a copy of the original
cardholder letter and the issuer certified in writing that
the account had been closed and the date the account
was closed.
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DE 72 (Data Record) None

Notes None

Table 3.X—Closed Account

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents One of the following:

• Cardholder letter stating both of the following:

– Neither the cardholder nor anyone authorized
by the cardholder engaged in the transaction.

– The cardholder or another person authorized
by the cardholder was in possession and
control of all valid cards issued to the account
at the time of the transaction.

• Cardholder letter stating that neither the cardholder
nor anyone authorized by the cardholder engaged
in the transaction, and an issuer certification letter
verifying counterfeit.

• A completed Expedited Billing Dispute Resolution
Process (Fraud) form.

• An issuer letter certifying that the transaction used
a voided card that was once valid and all valid
cards were recovered.

For subsequent counterfeit transactions occurring
after the account was closed, a completed Expedited
Billing Dispute Resolution Process (Fraud) form or a
copy of the original cardholder letter and the issuer’s
written certification that the account had been closed
and the date the account was closed.

DE 72 (Data Record) None

Notes None

3.35 Message Reason Code 4871—Chip/PIN Liability Shift

3.35.1 Proper Use of Message Reason Code 4871

The issuer may use chargeback message reason code 4871 if:

• Both the issuer and the acquirer are located in a country or region that
has adopted a domestic or intraregional chip/PIN liability shift, or that
participates in the Global Chip Liability Shift Program for interregional
transactions at Level 2 (Chip/PIN Liability Shift).
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• A fraudulent transaction resulted from the use of a hybrid PIN-preferring
card at a magnetic stripe-reading-only terminal (whether PIN-capable or
not) or at a hybrid not equipped with a PIN pad capable (at a minimum)
of checking the PIN offline.

• The cardholder states in writing that:

– Neither the cardholder nor anyone authorized by him or her engaged
in the transaction, and

– The card is no longer or has never been, in the possession of the
cardholder.

Refer to section 2.8 Processing EMV Chip Transactions of this guide for more
information about the Global Chip Liability Shift Program, including Level
2 participation requirements.

Before using this chargeback, the issuer must report the transaction to SAFE.

Use of Expedited Billing Dispute Resolution Process (Fraud) Form. The
Expedited Billing Dispute Resolution Process (Fraud) Form may be used in
lieu of the cardholder letter if the MasterCard card account is closed. Before
processing the chargeback, the issuer must block the account on its host, list
the account number on the MasterCard Account File with a “capture card”
response until card expiration, and report the transaction to SAFE.

The remainder of this section is unchanged.

3.35.3 Proper Use for Issuer’s First Chargeback

Table 3.182—Chip Liability Shift Open Account

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents Cardholder letter stating that neither the cardholder
nor anyone authorized by the cardholder engaged in
the transaction and one of the following to document
lost, stolen, or NRI fraud:

• A statement in the cardholder letter that the card
was lost, stolen, or never received.

• A written issuer certification of lost, stolen or NRI
fraud.

• A law enforcement or police report made to the
issuer regarding the loss, theft, or non-receipt of
the card.

For subsequent fraudulent transactions occurring
after the account was closed, a copy of the original
cardholder letter and the issuer’s written certification
certified in writing that the account had been closed
and the date the account was closed.
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DE 72 (Data Record) None

Notes None

Table 3.X—Closed Account

Time Frame 120 calendar days

Retrieval Request No

Supporting Documents Cardholder letter or completed Expedited Billing
Dispute Resolution Process (Fraud) form stating that
neither the cardholder nor anyone authorized by the
cardholder engaged in the transaction and one of the
following to document lost, stolen, or NRI fraud:

• A statement in the cardholder letter or on the form
that the card was lost, stolen, or never received.

• A written issuer certification of lost, stolen or NRI
fraud.

• A law enforcement or police report made to the
issuer regarding the loss, theft, or non-receipt of
the card.

For subsequent fraudulent transactions occurring
after the account was closed, an Expedited Billing
Dispute Resolution Process (Fraud) form or a copy of
the original cardholder letter and the issuer certification
that the account had been closed and the date the
account was closed.

DE 72 (Data Record) None

Notes None

The remainder of this section is unchanged.

Chapter 5—Compliance Procedures

5.1 Time Frames

Description Time Frame

Issuer’s obligation to provide the
cardholder’s written affidavit of fraud
when required for legal reasons

Within 90 calendar days of the date on
which the merchant notified the acquirer
or the acquirer otherwise became aware
that the cardholder letter is required for
legal reasons.

The remainder of this section is unchanged.
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5.1.2 Fraud-related Documentation Requirement

An acquirer may use a pre-compliance letter to request that an issuer provide
the cardholder’s written affidavit of fraud in response to a judicial request, law
enforcement investigation, or other legal action, or as required by applicable
law or regulation. If the issuer fails to provide the requested documentation,
the acquirer may file a compliance case citing a violation of section 1.15,
Supporting Documentation, of this guide.

Documentation to support this compliance case must include evidence (e.g.,
court order or subpoena) or the acquirer’s certification as to the legal reason
for which the Cardholder’s written affidavit of fraud is required.

The remainder of this section is unchanged.

Revised Standards—Chargeback Guide
Effective for first chargebacks occurring on or after 13 April 2012, MasterCard
will revise the Chargeback Guide to include these Standards. Additions to the
Standards are underlined. Deletions are indicated with a strikethrough.

Chapter 3—Message Reason Codes

3.18 Message Reason Code 4837—No Cardholder Authorization

3.18.5 Proper Use for Acquirer’s Second Presentment

Table 3.76—Proof of Card Presence and Signature

IPM Second Presentment
Message Reason Code

2700
See Corresponding Documentation/Chargeback
Remedied

Second Presentment
Condition

The acquirer can provide documentation substantiating
the card’s presence and providing the cardholder’s
signature. All account numbers appearing on the
TID must match the account number in the original
presentment. (Refer to section 4.7.8 Example
8—Message Reason Code 4837—No Cardholder
Authorization (Available when two different account
numbers appear on the same TID).
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Supporting Documents One of the following:

a. Documentation with a card imprint matching the
account number in the First Chargeback/1442
message and cardholder signature or evidence of
other valid cardholder verification method (CVM)
authorizing the use of the MasterCard account
number to settle the account.

b. If the issuer provided a cardholder letter with
the chargeback Ffor a transaction that obtained
an authorization via the MasterCard Worldwide
Network and that occurred at an attended POI
terminal that read and transmitted the account
number from the card’s magnetic stripe or chip: a
printed, signed terminal receipt. An authorization
log is not required.

c. For transactions that were not authorized via the
MasterCard Worldwide Network a printed, signed
terminal receipt and proof that the transaction
occurred at an attended POI terminal that read
and captured the account number from the card’s
magnetic stripe.

Examples of documentation include:

– Acquirer’s authorization log

– Electronic Data Capture (EDC) log

– Magnetic stripe reading (MSR) terminal or
hybrid terminal printer certification

d. For vehicle-assigned MasterCard Corporate Fleet
Card transactions, proof of card presence. Proof of
signature is not required for chargebacks processed
on transactions properly completed using the
vehicle-assigned Corporate Fleet Card. This provision
does not apply to any other type of transaction.

e. For a chip transaction, the acquirer must provide DE
55 and related data, unless previously provided in the
First Presentment/1240 or Authorization Request/0100
message. If the PIN was not used, evidence of other
CVM in the form of a signed POI terminal receipt also
must be provided.

f. If the transaction involves loss, theft, or damage,
the acquirer must provide proof of card presence and
signature or other CVM, specifically for the addendum
billing for loss, theft, or damages.

g. Other appropriate documentation. For example,
a hotel/motel bill or vehicle rental agreement that
includes a card imprint and a signature authorizing the
use of the MasterCard card to settle the account.
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DE 72 (Data Record) One of the following corresponding to the
documentation requirements:

a. None

b. TRANS AUTHORIZED MMDDYY NO.NNNNNN

c. None

d. None

e. CHIP TRANSACTION

f. None

g. None

Notes Replace MMDDYY with the date the transaction was
authorized.

Replace NNNNNN with the authorization approval
code.

This remedy does not apply to intraregional PayPass
transactions occurring in the Canada region.

Table 3.X—Form Provided for Authorized Card-read Transaction

IPM Second Presentment
Message Reason Code

2700
See Corresponding Documentation/Chargeback
Remedied

Second Presentment
Condition

All of the following:

• The issuer provided an Expedited Billing Dispute
Process (Fraud) form with the chargeback; and

• The transaction was authorized by the issuer or its
agent through the MasterCard Worldwide Network
with a value in DE 22, subfield 1 (POS Terminal
PAN Entry Mode) that was not 00 or 01 and a value
in DE 61 (POS Data), subfield 1 of 0 (Attended
Terminal).

Supporting Documents None

DE 72 (Data Record) AUTH MMDDYY NNNNNN

Notes Replace MMDDYY with the date the transaction was
authorized.

Replace NNNNNN with the authorization approval
code.

This remedy does not apply to intraregional PayPass
transactions occurring in the Canada region.
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Table 3.79—Chip Liability Shift

IPM Second Presentment
Message Reason Code

2870
Chip Liability Shift

Second Presentment
Condition

The transaction was between members that participate
in the appropriate Chip Liability Shift Program,
occurred at a hybrid terminal, and was initiated with a
non-EMV chip card.

This is a final remedy.

Supporting Documents One of the following:

a. Documentation to substantiate card presence and
PIN or signature as a cardholder verification method
(CVM) and one of the following:

a. Documentation with and which includes a card
imprint matching the account number in the First
Chargeback/1442 message and cardholder signature or
evidence of other valid cardholder verification method
(CVM) authorizing the use of the MasterCard account
number to settle the account.

b. If the issuer provided a cardholder letter with
the chargeback Ffor a signature-based transactions
that obtained an authorization via the MasterCard
Worldwide Network and that occurred at an attended
hybrid terminal that read and transmitted the account
number from the card’s magnetic stripe: a printed,
signed terminal receipt. An authorization log is not
required.

c. None, if issuer provided an Expedited Billing
Dispute Process (Fraud) form with the chargeback for
a transaction that obtained an authorization via the
MasterCard Worldwide Network and that occurred at
an attended hybrid terminal that read and transmitted
the account number from the card’s magnetic stripe.

DE 72 (Data Record) One of the following corresponding to the
documentation requirements:

a. None

b. AUTH MMDDYY NNNNNN

b. If applicable

c. AUTH MMDDYY NNNNNN

Notes Replace MMDDYY with the date the transaction was
authorized.

Replace NNNNNN with the authorization approval
code.

This remedy does not apply to intraregional PayPass
transactions occurring in the Canada region.

The remainder of this section is unchanged.
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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, their Regional Help Desk, or a regional Security and Risk Services
representative.
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