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IN BRIEF:  

Member Letter VE 05/15 detailed changes being made to acceptable Compelling Evidence 
for Visa Europe transactions only, effective for representments processed on or after 18 April 
2015.  

This Member Letter advises that with effect from 17 October 2015, a revised table of 
acceptable Compelling Evidence for international transactions is being introduced.  

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. 

Member Letter VE 05/15 published on 9 January 2015 advised Members that with effect from 
18 April 2015, for representments processed on or after that date and for Visa Europe 
transactions only, Compelling Evidence will be extended to include the submission of any 
additional supporting evidence for the allowable chargeback reason codes.  
  

 



 

This subsequent Member Letter is to announce that, with effect from 17 October 2015, for 
representments for international transactions processed on or after that date, acceptable 
Compelling Evidence will be revised and published in the Visa Europe and V PAY Operating 
Regulations. Compelling Evidence will remain restricted to the specific scenarios. 

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 
code1. 

2. Effective for representments processed on or after 17 October 2015, for international 
transactions only, the allowable types of Compelling Evidence will be revised for the 
submission of supporting evidence to better address digital goods, airline tickets, T&E 
transactions and recurring transaction disputes 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  
1 See Table10-20 in the November 2014 edition of the Visa Europe Operating Regulations and 
Member Letter VE 05/15 for changes to be implemented from 18 April 2015 for Visa Europe 
transactions only.  

Compelling Evidence will be revised for international transactions as follows: 

 

Allowable Compelling Evidence for International Transactions  Reason Code 

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

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  

• 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 an Electronic Commerce Transaction representing the sale of 
digital goods downloaded from a Merchant’s Website/application, 

30, 81, 83 

 



 

description of the goods or services downloaded with the date and time 
such goods or services were downloaded and two  or more of the 
following: 

• Purchaser's IP address and the device’s geographical location 
at the date and time of the Transaction 

• Device ID number and name of device (if available) 

• Purchaser’s name and e-mail address linked to the customer 
profile held by the Merchant  

• Evidence that the profile set up by the purchaser on the 
Merchant’s Website or application was accessed by the 
purchaser, and has been successfully verified by the Merchant 
before the Transaction Date  

• Proof that the Merchant's Website/application was accessed by 
the Cardholder for goods or services on or after the Transaction 
Date 

• Evidence that the same device and Card used in the disputed 
Transaction was used in any previous Transaction that was not 
disputed  

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. 81, 83 

For a Transaction at a passenger transport Merchant, evidence that 
the services were provided and 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 relating to the disputed 
Transaction that were earned or redeemed, including address 
and telephone number, that establish a link to the Cardholder  

• 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 

For Airline Transactions, evidence showing that the name is included 
in the manifest for the departed flight and it matches the name 

81, 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 17 October 2015, for international 
transactions at pre-arbitration stage issuers will be required to certify that they have 
contacted the cardholder to review the Compelling Evidence and provide an explanation 
of why the cardholder continues to dispute the transaction. 

 

provided on the purchased itinerary. 

For T&E Transactions, evidence that the services were provided and 
any of the following:  

• Details of loyalty program rewards earned or redeemed, 
including address and telephone number that establish a link to 
the Cardholder. 

• Evidence of the following additional Transactions related to the 
original Transaction: purchase of room/vehicle upgrades; or 
purchases made throughout the hotel stay which were not 
disputed. 

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 Transaction was completed by a member of the 
Cardholder's household or family. 

81, 83 

Evidence that the person who signed for the merchandise was 
authorized to sign for the Cardholder or is known by the Cardholder  

30 

Evidence of other non-disputed payments for the same merchandise or 
service  

81, 83 

For Recurring Transactions, all of the following: 

• Evidence of a binding contract held between the Merchant and the 
Cardholder 

• Proof the Cardholder is using the merchandise/service 
• Evidence of a previous Transaction that was not disputed 

81, 83 

 



 

4. Questions and Answers for Compelling Evidence and Merchant Best Practices 
Guidelines for Acquirers 

Appendix A details the most frequent Questions and Answers for Compelling Evidence 
and also Visa Europe has identified some Best Practices that merchants may follow in 
order to improve the way they interact with their customers and potentially avoid disputes 
occurring in the first place.   

 
5. Remedy for airline transactions 

Effective for representments processed on or after 17 October 2015, a remedy is 
added to reason code 30 for airline transactions, to allow evidence showing that the 
name is included in the manifest for the departed flight and it matches the name provided 
on the purchased itinerary. 

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 
17 October 2015 for international transactions only.  

These revisions will be published in the May 2015 editions of the Visa Europe Operating 
Regulations and the V PAY Operating Regulations as applicable. 

Summary 
A revised table of acceptable Compelling Evidence for international transactions including 
documentation that better addresses digital goods, airlines, T&E transactions and recurring 
transactions will be effective for representments processed on or after  
17 October 2015. This is in addition to the changes for Compelling Evidence announced in 
Member Letter VE 05/15 for Visa Europe transactions only which are effective from 18 April 
2015. 

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)  

Valerie Dias 
Chief Risk and Compliance Officer 
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Appendix A 
 

Questions and answers Compelling Evidence 
 
General Questions 
 
Q1: Why has Visa updated the dispute rules for Compelling Evidence? 

Compelling Evidence was introduced in April 2013 to help acquirers where 
applicable, attempt to prove that the true cardholder participated in the transaction, 
received the goods or services and benefited from the transaction. Changes in April 
2015 (for Visa Europe Transactions) and October 2015 (for international transactions) 
will provide acquirers with further scenarios to allow Compelling Evidence and 
provide issuers with  requirements on when they must contact their cardholder to 
address important information provided by a merchant. 
 

Q2: Is Compelling Evidence considered a full remedy for a chargeback? 
No. If a full remedy for the chargeback is not available (e.g. evidence of imprint and 
signature or PIN), the acquirer has the option to provide with the representment 
Compelling Evidence of a cardholder’s participation. However, the issuer can still 
remedy by providing the required detailed certification of their cardholders non-
participation in the transaction at pre-arbitration stage. 
 

Q3: For which reason codes is Compelling Evidence allowed? 
 Acquirers can provide Compelling 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 

 
Q4: Are the only types of allowable Compelling Evidence those listed in section 

10.5.A.1.c in the VEOR? 
In April 2015, for Visa Europe transactions, Compelling Evidence will be opened up 
for the submission of any additional supporting evidence. The list shown in the Visa 
Europe Operating Regulations (VEOR) is a list of examples that can help guide 
Issuer and Acquirers. 
 
For international transactions, the allowable types of Compelling Evidence will remain 
restricted to the specific examples defined in the VEOR.  

 
Q5: For international transactions, how can an issuer identify if a merchant’s 

documentation qualifies as “compelling” and needs to be addressed by a 
cardholder? 
The types of Compelling Evidence are clearly defined in the Visa Europe Operating 
Regulations. If the information provided by an acquirer does not meet the criteria 
outlined, the issuer may either process a pre-arbitration attempt or file for direct 
arbitration and provide a comment about the representment documentation. 
 

 



 

Q6:  What new certification requirements will an issuer need to supply with its pre-
arbitration to address Compelling Evidence? 
For international transactions:  Issuers will be required to certify that they reviewed 
the Compelling Evidence with their cardholders and explain why the cardholder 
continues to dispute the charge.  
 
For Visa Europe transactions: Issuers will be required to contact the Cardholder to 
review the Compelling Evidence and provide documentation detailing how the 
Compelling Evidence has been addressed by the cardholder and why the cardholder 
continues to dispute the Transaction. 

 
Q7: For Visa Europe transactions, is an issuer required to provide a cardholder 

letter to support its pre-arbitration certification? 
An updated cardholder letter is preferred; however issuers may use the Visa Resolve 
Online Questionnaire or separate documentation in order to provide the certification 
details with the pre-arbitration.  

 
Q8: What if an issuer cannot contact its cardholder with the merchant’s Compelling 

Evidence? 
Issuers must contact the cardholder with Compelling Evidence. Failure to meet this 
requirement will result in an unfavorable ruling to the issuer. 

 
Q9:  At which stage in the dispute cycle must acquirers provide Compelling 

Evidence? 
Acquirers must supply Compelling Evidence with their representment. Failure to 
provide it at the correct stage may result in an unfavorable ruling to the acquirer.  
 

Q10: If the acquirer provides Compelling Evidence for a transaction using a prepaid 
card, does the issuer still have to contact its cardholder? 
Yes. An issuer must contact its cardholder with the Compelling Evidence. Failure to 
meet this requirement will result in an unfavorable ruling to the issuer. Issuers are 
reminded to request contact information at the time their cardholder first notifies them 
of the dispute. 

 
Q11:  If the acquirer does not provide Compelling Evidence, is the issuer required to 

process a pre-arbitration? 
No, issuers are not required to process a pre-arbitration unless Compelling Evidence 
or new information is provided, e.g. evidence that the cardholder was compensated 
for the disputed amount through another payment method would be considered new 
information and the issuer should process a pre-arbitration to address the new 
information provided with the representment. 

 

 



 

Reason Code 30 
 
Q12:  For a dispute involving digital goods, if the acquirer provides Compelling 

Evidence as outlined in the dispute rules, what can the issuer provide to refute 
the acquirer’s claims? 
The issuer must meet the certification requirements at pre-arbitration stage and  
provide any documentation or information they consider counters the acquirer’s 
evidence, such as demonstrating that the transaction did not use the cardholder’s IP 
address or device ID. 

 
Q13:  If a merchant provides signed proof of delivery to the cardholder’s address and 

an address verification service (AVS) “Y” match to the delivery address, but the 
cardholder maintains he/she did not receive the merchandise, can the issuer 
pursue the dispute?  
Yes. The issuer must meet the certification requirements at pre-arbitration stage and 
the issuer may certify that the cardholder did not receive the merchandise and explain 
why they are continuing their dispute; that the proof of delivery provided does not 
match their cardholder name and address; or that the name or address is not known 
by the cardholder. 

 
Q14:  Does an acquirer need signed proof of delivery as Compelling Evidence of a 

transaction in which merchandise was delivered to the cardholder’s business 
address? 
No, it is not required. The merchant may provide evidence that the merchandise was 
delivered to the cardholder’s business address and proof that the cardholder is 
working for the company. The issuer may pursue a pre-arbitration if the cardholder 
maintains non-receipt of merchandise. 

 
Reason Codes 81 or 83 
 
Q15: For the new Compelling Evidence representment rights for Reason Codes 81—

Fraud: Card-Present Environment and 83—Fraud: Card-Absent Environment 
and international transactions, will the issuer have recourse? If so, what are its 
rights? 
If the acquirer provides the required data for the new Compelling Evidence 
representment rights (e.g. the acquirer provides a passenger manifest or itinerary and 
the passenger name matches the cardholder name; or, for digital goods, if the 
customer name matches the cardholder name), the issuer will have to make a pre-
arbitration meeting the certification requirements. However, if required data elements 
are provided by the acquirer and the issuer does nothing, then it will result in an 
unfavorable ruling to the issuer.  

 

 



 

Q16:  Can a merchant use Compelling Evidence of one or more non-disputed 
payments for the same merchandise or service using a different payment 
method?  
Yes. For example: The cardholder remodeled his home and purchased furniture for 
his kitchen, living room and bathrooms. The merchant has an invoice showing that 
the cardholder agreed to pay a portion on his Visa Debit card and another portion on 
his Visa Credit card. The cardholder is disputing the debit purchase as fraud, but not 
the credit transaction. The merchant may use the invoice as Compelling Evidence to 
show that the Cardholder agreed to pay a portion on his Visa Credit card. 

 
Q17:  Why does an issuer have to recertify fraud and explain why the cardholder is 

still disputing if Compelling Evidence is provided? 
Sometimes a cardholder claims a transaction was fraudulent based on the limited 
information provided at the time of the dispute. At representment, additional 
information is provided, which may help the cardholder remember the purchase. 
 
If the acquirer provides Compelling Evidence as outlined in the dispute resolution 
rules, it is considered evidence that the true cardholder participated in the transaction, 
received the goods or services and benefited from the transaction. At this point, the 
issuer may accept the representment.  
 
However, if the issuer is willing to continue with the dispute, it must recertify fraud 
with the pre-arbitration attempt and explain why the cardholder still disputes the 
transaction to show that they have contacted their cardholder and reviewed the 
Compelling Evidence with them. After receiving the pre-arbitration attempt, acquirers 
can now accept the pre-arbitration and the issuer does not have to file the case with 
Visa. 

 
Q18:  For a digital goods dispute and international transactions, what if the merchant 

provides only one type of Compelling Evidence?  
If the merchant provides only one type of Compelling Evidence, then Visa 
recommends the issuer file the case with Visa. To meet the requirements for 
Compelling Evidence for an e-commerce transaction representing the sale of digital 
goods, the acquirer must supply two or more relevant items. These items may be the 
purchaser’s IP address and device geographical location at the date and time of the 
transaction; or evidence that the device and card used in the disputed transaction 
were used in a previous, undisputed transaction. 

 
Merchant Best Practice Guidelines for Acquirer 
 
Compelling Evidence provides an opportunity for merchants to challenge chargebacks where 
they believe that the genuine cardholder has taken part in the transaction. However, Visa 
Europe has identified that merchants could improve the way they interact with their 
customers and potentially avoid disputes occurring in the first place.   
  
In this respect we recommend the following best practices which we encourage Acquiring 
members to share with their merchants; 
 
 

 



 

Recurring Transactions 
Where there is an existing recurring transaction agreement in place between a cardholder 
and a merchant and that merchant wants to take a new charge for which the customer has 
not given specific consent and their card details are held on file, the merchant must advise 
the customer of the charge in advance. The customer should be given the right to cancel that 
payment including advice on how to do so and at least 7 days to make that cancellation – by 
email, letter or other sensible and reliable route. 
 
Merchants must clearly display on their web site how cardholders can query a transaction 
and if necessary obtain a refund.  
 
As a part of the purchase a merchant’s web site should require the cardholder to complete a 
‘click to accept’ terms and conditions process. 
 
A merchant’s web site should clearly display how a customer can disable all future recurring 
transactions. 
 
Payment Wallet / Account on File controls 
 
Implementation of account controls to curb excessive spending, for example;  
 
Where spend exceeds €x (one off payment or multiple payments) or screening highlights 
excessive spend based on risk appetite we will expect merchants to trigger: 

1. The re-verification of a customer’s identity to limit the risk of friendly/family fraud with 
access to accounts etc. e.g. re-entry of password 

2. An email or suitable alternative communication with the customer to confirm the 
spend   

 
Merchants operating Account on File businesses models or provide a payment wallet 
solution should use Verified by Visa for the first payment/initial set up of the account/wallet.  
 
Travel 
 
Claims of non-receipt of travel documents/tickets – 24 hours before flight or other types of 
travel, merchants should email their customers and ask for confirmation that travel 
documentation/ticket has been received and that they intend to make the journey. Any 
confirmation obtained should be retained and used as compelling evidence if a dispute 
arises.  
 
General 
 
Merchants should implement an account open period not exceeding 15 minutes during which 
a digital goods purchase can be made from the time the cardholder’s credentials are verified 
following site access. 
  
Cardholders should be given the facility to disable future purchases of all future goods, digital 
or otherwise.  
 
 

 


