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IN BRIEF: 

This Member Letter and associated appendix document provides Members with 
suggested best practice guidelines when dealing with disputed transactions  

ACTION REQUIRED: 

Members should review and consider how they might apply these practices within 
their internal processes.  

Background 
In order to better educate Cardholders and Merchants in understanding the dispute 
resolution rules with regard to Visa transactions, the attached document highlights 
some best practice principles and processes to Members when dealing with 
common queries relating to disputed transactions. Adoption of these principles may 
contribute to: 
 

• Better understanding  of the dispute resolution process,  
• Potential cost savings by  eliminating errors when managing cardholder 

disputes 
• Better Cardholder and Merchant education 
• Enhanced brand loyalty 

Summary 
Members should review the best practice guidelines and assess whether they need 
to update their internal processes accordingly. 



 

For more information 
If you have any questions regarding this letter, please contact the Visa Europe 
Dispute Resolution team via e-mail disputes@visa.com.  

Carol Walsh 

General Counsel 

mailto:customersupport@visa.com


 

Appendix I – Visa Europe Dispute Resolution 
suggested best practice guidelines 

Introduction 
This member letter describes suggested best practices for members when dealing 
with disputed Visa transactions.  

Many of the activities of each side in a dispute (the issuer and the acquirer) are 
different. However, it helps the resolution of a dispute when each side is familiar with 
the practices of the other. Therefore, Visa Europe recommends that member 
organisations read all the following guidelines, not just those that apply to one side of 
a dispute. 

This member letter covers: 

Key aspects of the dispute resolution process ......................................................... 3 
Cardholder and merchant awareness....................................................................... 4 
Best practices for issuer customer service staff ....................................................... 5 
Best practices for acquirer dispute resolution staff ................................................... 7 
Other member best practices.................................................................................... 7 
Visa Resolve Online (VROL) best practices ............................................................. 8 
 

Key aspects of the dispute resolution process 

Understanding Definitions  
Always refer to the Definitions section of the operating regulations for clarity and to 
verify understanding. In the operating regulations, defined terms are capitalised in the 
general text. It is important for staff to understand how these are used within the 
application of a rule. 

Jurisdiction of transaction 
Ensure that the location of the transaction and the cardholder are clearly understood 
before considering whether or how to dispute the transaction. 

• Visa Europe Transaction – A transaction where the issuer of the card used 
is a member of Visa Europe and the merchant or ATM where the card is used 
is located in Europe and the acquirer has the right to acquire in Europe. 

• An International Transaction – A transaction where either: 

 The issuer of the card used is a member of Visa Europe and the 
merchant or ATM where the card is used is located outside Europe and 
the acquirer has the right to acquire outside Europe. or 



 

 The issuer of the card used is not a member of Visa Europe but a 
member of Visa Inc (called a customer of Visa Inc.), and the merchant 
or ATM where the card is used is located inside Europe and the acquirer 
has the right to acquire in Europe. 

Types of Dispute Resolution 
There are two types of dispute resolution, which are briefly: 

• Arbitration – where financial liability can be charged back 

• Compliance – where a financial loss has occurred arising from a violation of 
any rule governing a transaction but there is no chargeback right available 

Timeframes 
All forms of dispute have timeframes set out to follow and must be adhered to.  

Debit versus Credit 
Visa Europe dispute resolution rules for debit and credit are the same. 

Forms 

Use of dynamic forms 

Visa Europe recommends that members use dynamic forms to process a dispute. 
These can reduce the need to contact the cardholder for further documentation, and 
can facilitate more accurate completion at the time of notification.  

Use of simple, well-designed forms 

Forms should have simple, clearly understood fields for the cardholder to enter 
information and choose the correct reason for the dispute. Complicated forms with too 
many questions may confuse cardholders.  

Cardholder and merchant awareness 

Cardholder 

How to dispute a transaction 

Issuers should make cardholders aware of what action to take in the event of a 
disputed transaction. This may be communicated, for example, through cardholder 
statements or the cardholder Terms and Conditions. 

What happens to the sum involved during the dispute 

Issuers should inform cardholders of their policy for handling disputed transactions. 
Subject to local laws, this may mean that they re-credit the cardholder immediately, or 
that transactions are held in a suspense account, or that the transaction remains on 
the statement but does not incur interest. This may be communicated verbally, or 
through a standard customer letter, or highlighted in their Terms and Conditions. 



 

Merchant 

How to respond to a disputed transaction 

Acquirers should make merchants aware what action to take in the event of a disputed 
transaction. This may be communicated, for example, through the merchant contract 
and merchant terms and conditions. 

Notification of chargebacks 

Notification of chargebacks from acquirers to merchants should be easy to read, 
detailed and customized by chargeback reason code, with advice on how the 
merchant can provide evidence for a representment. 

Merchant training and education 

Acquirers should educate their merchants about common reasons for disputes that 
may result in the receipt of a chargeback and associated financial costs or loss. The 
merchant will then be in a good position to respond quickly with the appropriate 
rebuttal and enable a quick response and resolution. 

Acquirers should communicate operational changes and requirements to merchants 
through clear and consistent communication methods. Acquirers should ensure that 
merchants have, or are aware of: 

• Best practices for their business type 

• Time frames for sales draft, documentation and information processing 

• The need for merchants to fully address the cardholder’s dispute  

• The contact number for questions 

• The supporting documentation/information changes and requirements 

• Training opportunities for merchants and staff 

• Training materials  

Best practices for issuer customer service staff 

Training of staff 
Ensure that customer service representatives are trained appropriately. Visa Europe 
recognises that as part of any dispute resolution cycle, skilled customer service 
representatives play an integral role. The processes they follow and questions they 
ask will have a positive or negative impact on customer relationships.  

Staff should be aware that a member suffers some form of financial impact whenever 
a transaction is disputed. 

Availability of Visa system records to staff 
When the cardholder cannot recognize the disputed transaction it takes much longer 
to resolve, and is more likely to require a follow-up letter from the cardholder.  



 

Customer service representatives handling disputed transaction queries should be 
able to use appropriate Visa system records to assist cardholders in identifying a 
disputed transaction. 

The additional information available through a Transaction Inquiry on VROL (for 
example, flight itineraries, no-show indicators, and Account Verification Services) may 
help the cardholder recognize the transaction, and so providing this information will 
help the cardholder advise the representative of the true nature of the dispute and 
eliminate further delays.  

Retrieval requests 
A retrieval request need only be initiated if it is required to fulfil the requirements of a 
specific chargeback reason code. It is important to note that a retrieval request can 
add up to 30 days to the dispute resolution cycle. 

Staff handling of telephone calls notifying of disputed transactions 

Identifying the true nature of the dispute 

Customer service representatives should probe cardholders for the true nature of the 
dispute and, if available, use the information provided within VROL. 

Phone scripts 

If used, customer service phone scripts should be current and should reflect the most 
current Visa Europe Operating Regulations.  

Explaining the dispute resolution process to the cardholder 

When asking a cardholder for contact information, the customer service representative 
should briefly explain the dispute resolution process to them. This helps the 
cardholder understand why they may be contacted at a later date. 

To manage cardholder expectations, issuers should inform cardholders of the 
timeframes involved in resolving disputed transactions. 

Encouraging the cardholder to attempt resolution with the merchant 

When resolving a dispute, customer service representatives should encourage the 
cardholder to attempt to first resolve the dispute with the merchant directly.  

Remaining on call while cardholder enters information online 

Customer service representatives should consider remaining on the phone while the 
cardholder visits the members’ online web pages to initiate a claim and properly 
complete the dispute resolution form. This will help members to service cardholders’ 
disputes immediately, without additional follow up. 

Obtaining cardholder certification for transactions disputed for reasons 
of fraudulent activity 

For transactions that are disputed for reason of fraudulent activity, the Visa Europe 
Operating Regulations provide for members to obtain cardholder certification through 



 

a secure online banking environment. This speeds the process by negating the need 
for physical mail. 

Best practices for acquirer dispute resolution staff 

Pre-assembled Question and Answer (Q&A) template  
Acquirers should provide a Q&A template to dispute resolution representative staff to 
ensure that they know what questions to ask merchants, and what documentation is 
required for incoming chargebacks and subsequent representments.  

Merchant rebuttal 
Instead of a physical rebuttal letter, a merchant rebuttal may be obtained by phone 
and included in the comments section of the representment questionnaire. To 
minimize an unnecessary case filing, acquirers should ensure that the merchant has 
addressed all of the cardholder’s pertinent claims.  

Other member best practices 
Despite many good processes and procedures being in place some issues are 
complicated to resolve. When this happens, it may help to discuss those events, 
which could be a new kind of dispute, a change in the rules which has resulted in a 
change in process, or a new but effective form of fraudulent activity. Some initial 
thoughts on how these can be managed are set out below. 

Review committee 
Establish an internal review committee to discuss escalated issues, unique cases, and 
recurring issues with specific merchants, cardholders or members. This committee 
should include someone from each relevant team (from staff member to supervisor). 
Distribute committee results and decisions to all staff members and follow up with 
merchants that are not adhering to best practice.  

Question and answer forum 
Conduct a Q&A forum for staff. After the forum, distribute copies of the questions and 
answers to all staff members.  

Frequently Asked Questions (FAQ) guide 
Create an FAQ guide for cardholders and merchants and make it easily accessible. 

Evaluate staff training 
Look for recurring dispute resolution activity or performance issues indicating that 
additional or refresher training for staff members may be necessary.  



 

Create a Quality Assurance Team (QAT) 
The QAT should be well-versed in the entire dispute resolution process and should be 
subject matter experts on all phases of chargebacks, arbitration, and compliance. Visa 
Europe recommends that several members of the QAT review high value cases to 
ensure that all conditions and requirements of the chargeback/representment are 
followed. The QAT should also be well-versed in the content of the Visa Europe 
Operating Regulations.  

Take advantage of Dispute Resolution training opportunities  
The Visa Business School hosts a variety of online and facilitated courses to help 
issuers and acquirers expand their knowledge in all aspects of the dispute resolution 
cycle. Courses are run for people ranging from those starting out in the industry to 
experienced individuals requiring more detailed information.  

If any members have specific needs, bespoke training is available whereby those 
members receive a tailor-made course to suit their requirements. 

Analyse and use statistics 
The use of statistics to understand your trends can be an extremely useful tool. Track 
what reason codes are used most and why that should be the case; what disputes are 
being won/lost; how do your volumes compare with last month/last year or across the 
industry average. All these can point to valuable training requirements. 

Visa Resolve Online (VROL) best practices 

Exception Matching 

Documentation Indicator Flag 

If the advice contains a Documentation Indicator Flag that is set to “0,” “4,” or is blank, 
VROL will create a case for the advice and will not attempt to match to a Dispute 
Resolution Questionnaire.  

Completed Information 

The following information should be the same in both the Dispute Resolution 
Questionnaire and the financial advice:  

• Account Number 

• Acquirer Reference Number 

• Transaction Date 

• Dispute Amount 

• Reason Code 

• Document Indicator 

• Member Message Text 



 

Partial Amount 

If the representment is for a partial amount, that partial amount should be used as the 
dispute amount in the Dispute Resolution Questionnaire.  

Rejected Chargebacks 

If the chargeback is rejected, the TC38 (Document Advice) will not be sent to VROL. If 
items are rejected and re-keyed, update the Dispute Resolution Questionnaire with 
any fields that have been changed (for example, the reason code or dispute amount).  

One Questionnaire per Dispute 

Only one Dispute Resolution Questionnaire should be completed for each chargeback 
or representment. If more than one is completed, VROL will not know which 
chargeback or representment to match the advice to, and will place the chargeback or 
representment in the Exception Matching queue.  

Exception Matching Queue 

The Exception Matching queue should be checked on a daily basis to ensure that 
dispute items do not exceed processing time limits. Queues should be managed whilst 
taking into account staff outages and holidays  

Dispute Resolution Questionnaire 

Questionnaire information 

Members should provide as much information as possible in the Dispute Resolution 
Questionnaire. Incomplete information may result in a pre-arbitration or arbitration 
case filing, along with increased costs for reworking the item. Required fields are 
noted with an asterisk (*). Refer to the Visa Europe Operating Regulations for other 
information which may be required. 

While not all fields are required, Visa Europe recommends that members provide as 
much information as possible. Each field has been designed to capture information 
that can help reduce the time it takes to resolve a dispute, by supporting the dispute 
and answering questions the opposing member may have.  

• The Dispute Resolution Questionnaire for the chargeback gives acquirers the 
information they need to determine if a representment should be pursued. 

• The Dispute Resolution Questionnaire for the representment helps issuers 
decide if they should pursue the dispute further. 

Documentation / Information 

Members that use documentation/information as evidence to support a 
chargeback/representment should use the correct documentation/information indicator 
on the Dispute Resolution Questionnaire, as well as in the financial advice:  

• Set the indicator to “1” if you created or would like to create a Questionnaire. 

• Set the indicator to “0” on your advice if you are not submitting any 
documentation/information. 



 

Members should check their VROL queues daily for incoming dispute 
documentation/information and for exceptions.  

Note: When the indicator is set to “1,” members should ensure that the 
documentation is sent within 5 days. Failure to supply documentation within 
this time frame will result in an unfavourable ruling. 

Preview Images 

Use the “View” button in the VROL “Add Documents” page or the “Attach Documents” 
page to preview any submitted images. If the quality of the image is poor, re-scan the 
item into the case.  

Note: Any attachment to a Dispute Resolution Questionnaire will be used by 
the opposing member (and potentially by Visa) to determine the outcome of 
the dispute. If the merchant rebuttal is incomplete or illegible, contact the 
merchant by phone and fill in the needed information. Members should 
indicate when and how this new information was obtained (for example, “via 
a phone call with the merchant on MM/DD/YYYY”).  
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