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IN BRIEF:  

Visa Europe currently allows an acquirer to represent a chargeback relating to a cardholder 
claim of fraud, where the merchant can demonstrate certain elements that represent 
compelling evidence of a cardholder’s participation in a transaction.  

In 2014 following merchant and acquirer concerns regarding some inappropriate claims, Visa 
Europe undertook a review and concluded that there was a need to allow a broader 
definition of data/information which could operate as compelling evidence.   

As such, with effect from 18 April 2015 for representments processed on or after that date 
for Visa Europe transactions only, the following will apply:  

• Compelling evidence will be extended to include the submission of any additional 
supporting evidence of a cardholder’s participation for chargeback reason codes 30, 53, 
81 and 83. For international transactions, compelling evidence will remain restricted to 
the specific examples detailed in the Visa Europe Operating Regulations.      

• Before filing for arbitration an issuer must provide further documentation to prove they 
have investigated the evidence provided to them and explain why they still wish to 
continue with the dispute. 

• Updates have been made to specific examples detailed in the Visa Europe Operating 
Regulations to include documentation that better addresses digital goods, airlines, travel 
and entertainment (T&E) transactions and recurring transactions. 

ACTION REQUIRED: 

Members should review and update their internal processes in accordance with these new 
operating regulations. 

 



 

Background 

Visa Europe and Visa Inc. currently allow acquirers/merchants to submit compelling evidence 
to support their repudiation of a dispute. Compelling evidence does not shift the liability if an 
issuer provides a recertification of the cardholder’s dispute at a later stage in the process. 

Merchants have concerns that cardholders are on occasions making invalid claims which are 
not being picked up by issuer validation and challenge processes.  In many cases, they 
believe they have clear evidence that the genuine account holder has undertaken the 
transaction and/or benefitted from the goods and/or services provided.  

An exercise was undertaken during 2014 to engage a number of merchants.  These 
merchants had expressed concerns about the quality of some chargeback claims and were 
prepared to share evidence of cardholder involvement.   

Findings were shared with issuer and acquirer members who supported changes in the areas 
below.  

Changes to the representment rights 

1. Currently the Visa Europe Operating Regulations define the allowed types of compelling 
evidence, where these types are distinguished by the applicable chargeback reason code2. 

Effective for representments processed on or after 18 April 2015 for Visa Europe 
transactions only, the allowable types of compelling evidence will be opened up for the 
submission of any additional supporting evidence for the following reason codes: 

• 30  Services Not Provided or Merchandise Not Received 

• 53  Not As Described or Defective Merchandise 

• 81  Fraud Card Present Environment  

• 83  Fraud Card Absent Environment  

For international transactions, however, the allowable types of compelling evidence will 
remain restricted to the specific examples defined in the operating regulations for these 
reason codes. 
2 See Table10-20 in the November 2014 edition of the Visa Europe Operating Regulations 

 

2. Effective for representments processed on or after 18 April 2015 for Visa Europe 
transactions only, compelling evidence will be amended to better address digital goods, 
airlines, T&E transactions and recurring transactions.    

  

 



 

 

Some Examples of Compelling Evidence Reason Code 

Documentation to prove a link between the person 
receiving the merchandise and the Cardholder or to prove 
that the Cardholder disputing the Transaction is in 
possession of the merchandise 

30, 53, 81, 83 

For a Transaction in a Card-Absent Environment in which the 
merchandise is collected from the Merchant’s location, any 
of the following: 

• Cardholder signature on the pick-up form; 

• Copy of identification presented by the Cardholder; or 

• Details of identification presented by the Cardholder. 

30, 81, 83 

For a Transaction in a Card-Absent Environment in which the 
merchandise is delivered, documentation (evidence of 
delivery and time delivered) that the item was delivered to 
the same physical address for which the Merchant received 
an Address Verification Service match of “Y” or “M” (if 
applicable). A signature is not required as evidence of 
delivery. 

30, 81, 83 

For a Transaction in which merchandise was delivered to a 
business address, documentation to show that the 
merchandise was delivered and that, at the time of delivery, 
the Cardholder was working for the company at that 
business address. A signature is not required as evidence of 
delivery. 

30, 81, 83 

For a Mail/Phone Order Transaction, a signed order form. 30, 81, 83 

For a Transaction in a Card-Absent Environment, 
documentation to show that the Transaction uses an IP 
address, e-mail address, or address and telephone number 
that had been used in a previous, undisputed Transaction. 

81, 83 

Evidence that the person who signed for the merchandise 
was authorised to sign for the cardholder or is known by the 
cardholder. 

30 

Evidence that the Transaction was completed by a member 
of the Cardholder’s household or family. 

81, 83 

  

 



 

For recurring transactions, all of the following: 

a. Evidence of a legally binding contract held between the 
merchant and the cardholder; 

b. Proof the cardholder is using the merchandise/ 
service; and 

c. Evidence of a previous transaction that was not 
disputed. 

83 

Evidence that the Cardholder has been compensated for the 
value of the disputed transaction amount  

30, 53 

For airline transactions, evidence showing that the name is 
included in the manifest for the departed flight and it 
matches the name provided on the purchased itinerary. 

30, 81, 83 

Evidence of other non-disputed payments for the same 
merchandise or service using a different payment method. 

81, 83 

For electronic commerce digital downloads from a 
merchant’s website/ application, include the description of 
the goods/services along with the date/time they were 
downloaded, as well as two or more of the following: 

a. Purchaser's IP address and the device’s geographical 
location 

b. Purchaser’s name and e-mail address linked to the 
customer profile held by the merchant  

c. Proof that the merchant's website was accessed by the 
cardholder for goods or services after the disputed 
transaction date 

d. Evidence that the same device and card used in the 
disputed transaction was used in any previous 
transaction that was not disputed 

30, 81, 83 

  

 



 

For T&E Transactions, evidence of the following:  

a. Details of loyalty program rewards claimed, including 
address and telephone number that establish a link to 
the cardholder. 

b. Evidence of the following additional transactions related 
to the original transaction, either:  

i. Purchase of room/vehicle upgrades; or  
ii. Purchases made throughout the hotel stay which 

were not disputed. 

30, 81, 83 

For a Transaction at a passenger transport Merchant, any of 
the following: 

• Proof that the ticket was received at the Cardholder’s 
billing address; 

• Documentation to show that the ticket or boarding pass 
was scanned at the gate; 

• Details of frequent flyer miles claimed, including address 
and telephone number, that establish a link to the 
Cardholder; or 

• Documentation of the following additional Transactions 
related to the original Transaction: purchase of seat 
upgrades; payment for extra baggage; or purchases made 
on board the passenger transport. 

30, 81, 83 

Documentation to prove the cardholder disputing the 
transaction is using the merchandise/service as described 
and to their satisfaction. 

30, 53, 81, 83 

 

Evidence that the initial Transaction to set-up a Wallet was 
completed with Verified by Visa, but any subsequent 
Transaction from the Wallet that was not completed using 
Verified by Visa contained all Wallet-related Transaction 
data. 

83 

 
  

 



 

3. Issuers re-certification at pre-arbitration stage 

Currently at pre-arbitration stage issuers are only required to provide certification that 
they attempted to contact the cardholder to review the compelling evidence.  

Effective for representments processed on or after 18 April 2015, for Visa Europe 
transactions only, at pre-arbitration stage issuers will be required to also: 

• Contact the Cardholder to review the Compelling evidence 
• Provide documentation with a detailed explanation of how they have investigated 

the compelling evidence provided by the Acquirer 

Member impact 

Members should review and update their internal processes in accordance with these new 
operating regulations. The changes will be effective for representments processed on or after 
18 April 2015 and for Visa Europe transactions only.  
 
These revisions will be published in the May 2015 editions of Visa Europe Operating 
Regulations and the V PAY Operating Regulations as applicable. 

Summary 

The following updates have been made to compelling evidence from 18 April 2015: 

• Evidence for Visa Europe transactions will no longer be limited to the examples listed 
in the Visa Europe Operating Regulations; Acquirers can submit any additional 
supporting evidence for Chargeback reason codes 30, 53, 81 or 83; 

• Evidence for international transactions will remain restricted to the examples listed in 
the Visa Europe Operating Regulations; 

• Before filing for arbitration an issuer must provide further documentation to prove 
they have investigated the evidence provided to them and explain why they still wish 
to continue with the dispute; and 

• Updates have been made to the compelling evidence table to include documentation 
that better addresses digital goods, airlines, T&E transactions and recurring 
transactions. 

For more information 

If you have any questions regarding this letter, please contact the Dispute Resolution team 
via e-mail (disputes@visa.com)  

Valerie Dias 

Chief Risk and Compliance Officer 
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