
 

 

Visa Europe Member Letter 
VE 60/15 
11 August 2015 

Update to Travel & Entertainment 
Transaction rules 
  

Audience: Issuers, Acquirers, Processors 

Category: Product, Authorizations, Clearing & Settlement 

Subject:  With effect from 16 October 2015, the Visa Europe and Visa Inc. Travel and 
Entertainment (T&E) sector rules will be updated. 

  

 
Action required 

Optional service, changes effective from 16 October 2015. 
 
Summary 

With effect from 16 October 2015, Visa Europe and Visa Inc. will update the current rules to introduce 
more precise and effective regulations for the Travel and Entertainment (T&E) sector and to align with 
the changing needs of the industry. 

Unless otherwise specified, these changes will take effect for all transactions processed from 16 
October 2015. 

Members are advised to take note of these changes, modify their procedures/systems and 
communicate this information within their organisation as appropriate. 
 
Background 

Visa Europe and Visa Inc. have been reviewing the use of Visa cards in the T&E industry and have 
determined that many of the current operating regulations no longer meet the needs of the industry 
and do not reflect current industry practice and technological changes. 

Both Visa Europe and Visa Inc. have reviewed the current regulations for T&E and they have sought 
feedback from members and clients to ascertain how changes to the regulations can best meet the 
requirements of both issuers and acquirers. In addition, some types of transaction that are only 
available to the T&E industry will become available to a wider list of merchants. 



 

 

Member Impact 

Unless otherwise specified, these changes will take effect for all transactions processed from 16 
October 2015.  

T&E will include all of the following merchants and merchant types: 

• Airlines 

• Car rental merchants 

• Cruise lines, where overnight accommodation is provided 

• Hotels, which is redefined as lodging merchants 

• Passenger railways where the merchant is located in the US Region only 

• Travel agencies 

Rules specific to hotel reservations, car rental and priority check-out will be replaced with guaranteed 
reservations, which will be permitted across the following range of merchants: 

• Aircraft rental 

• Bicycle rental  

• Boat rental 

• Car rental merchants 

• Equipment rental  

• Motor home rental  

• Lodging merchants 

• Motorcycle rental 

• Trailer parks or campgrounds 

• Truck and trailer rental 

The requirements for disclosing any terms of cancellation and the rules that permit merchants to 
process a “no-show” transaction if a cardholder does not cancel or take up the reservation are clarified 
and will be available to a wider range of merchants.  

Rules for advance deposit transactions and delayed delivery transactions will be replaced with 
prepayments, which will now be permitted across a wider range of merchants.  Merchants will be 
allowed to take either partial or full prepayment for goods and services that are to be provided at a 
later date.  

The requirements for proper disclosure at the time of making a reservation and the rules for disclosing 
refund and return policies at the time of transaction have been aligned with current industry practice 
and now give merchants more options for providing the proper disclosure of their cancellation and 
refund policies. 

  



 

 

There are new requirements to reverse authorisation requests within given timeframes when a 
transaction is not completed or where an estimated amount differs from a final transaction amount. 
The aim is to help issuers manage the open-to-buy/available balance of their cardholders. 

Hotels and cruise lines will no longer be allowed to make cash disbursements. This change reflects 
feedback from members which suggests that cash disbursements are no longer widely used at hotels 
and cruise lines. 

Delayed or amended charge transactions will be replaced with delayed transactions. Currently only 
hotels, car rental merchants and cruise lines can charge for delayed or amended charges. By 
introducing delayed transactions, a wider range of merchants will be permitted to process delayed 
transactions. The merchants eligible for delayed transactions are:  

• Aircraft rental 

• Bicycle rental  

• Boat rental  

• Car rental merchants 

• Cruise lines 

• Equipment rental 

• Lodging merchants 

• Motor home rental  

• Motorcycle rental  

• Trailer parks and campgrounds 

• Truck and trailer rental 

The above merchants will have the ability to charge for damages by following the requirements for 
delayed transaction charges. Currently only car rental merchants are permitted to charge for damages.  

Appendix A of this Member Letter explains the changes in greater detail. A document detailing 
Frequent Asked Questions is available in the Visa Resolve Online (VROL) homepage under the 
“Documentation” section. 

Members are advised to take note of these changes, modify their procedures/systems and 
communicate this information within their organisation as appropriate. The November 2015 edition of 
the Visa Europe Operating Regulations will also reflect these changes. 
 

  



 

 

Webinars 
Visa Europe will host webinar sessions where an overview of the changes to T&E regulations will be 
provided and also the impacts from the dispute resolution perspective. 
 
To register your attendance, please email AcceptanceDev@visa.com by 19 August 2015. Teleconference 
and WebEx details will be sent to registered participants. 

 
For more information  

If you have any queries about this Member Letter, please contact Visa Europe Customer Support on 
your country-specific number, or email customersupport@visa.com. For queries related to dispute 
resolution, please contact the Dispute Resolution team via email (disputes@visa.com). 

 

Tom Houghton 
Chief Officer, Core Payments 
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Appendix A 
 

Appendix A provides information regarding the significant changes made in relation to the existing Travel 
and Entertainment (T&E) rules. The changes, which impact both international and European transactions, 
will be effective for transactions processed on or after 16 October 2015 (unless otherwise specified).  

Members are reminded to follow the Visa Europe Operating Regulations as these changes may impact 
their procedure for arbitration and compliance cases. Members should review this Member Letter and 
ensure that all of their internal dispute resolution processes are up to date and in accordance with the Visa 
Europe Operating Regulations. 

Terminology Changes 
 
Partial and Full Prepayment 
The terms “Advance Deposit Transaction” and “Delayed Delivery Transaction” will be retired and replaced 
with “Prepayment Transaction”. Although the terminology will change, the dispute rights will remain the 
same.  

A Prepayment Transaction is defined as: “a Transaction for the prepayment of goods and services that are 
to be provided at an agreed time that is later than the time of the Transaction”.   

Merchants can accept partial (where the transaction amount must be less than the cost of the 
goods/service purchased) and/or full prepayment for goods provided at a later time or date. The following 
dispute rights will be updated as a result of these terminology changes:  

The issuer may not process Reason Code 30 for a partial prepayment when the remaining balance is not 
paid and the merchant is willing and able to provide the service. Delayed Delivery Transaction will be 
replaced by Prepayment Transaction therefore the same rule will apply. If the final balance is not paid for a 
prepayment transaction and the merchant is willing and able to provide the service (i.e., unless the 
merchant went bankrupt), no dispute right will be available under Reason Code 30. 

For Reason Code 53 for a prepayment transaction the chargeback timeframe will be 120 calendar days 
from the processing date of the final prepayment. 

 



 

 

Guaranteed Reservation 
 
Visa is introducing new guaranteed reservation rules and a wider range of merchants will be permitted to 
guarantee a reservation for the Cardholder. The eligible merchants include: 

• Aircraft rental; 
• Bicycle rental;  
• Boat rental;  
• Car rental merchants; 
• Equipment rental;  
• Lodging merchants; 
• Motor home rental;  
• Motorcycle rental;  
• Trailer parks or campgrounds; and  
• Truck and trailer rental. 

 
Guaranteed Reservation will be defined as: “a reservation made by a Cardholder who provides an Account 
Number, but no payment, at the time of reservation to ensure that accommodations, merchandise, or 
services will be available as reserved and agreed with the Merchant”. 
 
Under the new guaranteed reservation rules, the Cardholder will have a period of 24 hours to cancel the 
reservation after the delivery of the reservation confirmation. 
 
No-Show 
 
Visa will expand the eligibility for “no-shows” beyond the traditional T&E sphere to include merchants that 
can guarantee a reservation and charge a no-show transaction if the cardholder does not cancel within the 
merchant’s properly disclosed policy, or fails to show up to claim the reservation. When processing a 
guaranteed reservation, the cardholder’s account number is not charged immediately but ensures that the 
cardholder’s rental will be available as reserved and agreed upon by the merchant.   
 
Although the list of eligible merchant types is expanding, the dispute rights remain the same. 
 
Issuers have chargeback rights for no-show disputes under Reason Code 30 – Services Not Provided or 
Merchandise Not Received when the Cardholder makes a guaranteed reservation and one of the following 
situations occurs:  
 

• The merchant’s or third party agent’s website goes down during the reservation process.  
• The cardholder receives an “error message” during the booking process.  
• The cardholder arrives on the check-in date and is not permitted to check in.  
• The hotel staff is not present when the cardholder arrives to check in.  
• The merchant files for bankruptcy prior to the check-in date.  

 



 

 

Acquirer’s representing a no-show dispute may provide evidence to support that the correct procedures 
for unclaimed accommodation were followed, for example, by providing an invoice and transaction receipt 
relating to the no-show transaction.  
 
Types and examples of guaranteed reservation dispute rights are as follows: 
 

Dispute Type Scenario Dispute Rights 

No-show 

Cardholder cancels a 
guaranteed reservation for 
a bicycle rental, according 
to the merchant’s properly 
disclosed policy, and is 
billed a no-show. 

Issuer has dispute rights 
under Reason Code 85. 

No-show billed for more 
than one night 

Cardholder is billed a no-
show for three nights for a 
guaranteed reservation at a 
hotel, which the cardholder 
failed to cancel within the 
merchant’s cancellation 
policy. 

Issuer may process 
compliance for guaranteed 
reservation for two nights, 
as the merchant is only 
allowed to charge for one 
day’s rental. 

No-show for equipment 
rental 

Cardholder is billed for 
equipment rental and 
arrives to find the 
equipment is not available. 

Issuer may process a 
chargeback for Reason 
Code 30 – Services Not 
Provided or Merchandise 
Not Received, or, if 
provided with a credit 
receipt or acknowledgment 
that is not processed, 
pursue its dispute for 
Reason Code 85. 

 
 
  



 

 

Reason Code 85 changes 
 
In order to accommodate these rule changes, Reason Code 85 will be updated as follows: 
 

• The requirements for Reason Code 85, Condition 1 will remain as they are in the Visa Europe 
Operating Regulations; 

• Reason Code 85, Condition 3 requirements will be moved into condition 2; condition 4 and 5 will 
be retired. The chargeback rights and limitations for Reason Code 85, Condition 2 will reflect the 
changes made regarding the general rules: 

– The chargeback right for alternate accommodation under current Condition 5 will be 
removed;  

– If the cardholder claims the reservation within 24 hours and the merchant cannot honor the 
reservation, they must provide, at no cost to the Cardholder, comparable accommodation, 
merchandise or services and pay for associated costs, or as otherwise agreed by the 
Cardholder. However, the issuer will be able to pursue pre-compliance if the cardholder is 
charged for additional fees that were not agreed with the merchant; and  

– Chargeback rights may apply under Reason Code 85, Condition 2 if the cardholder properly 
cancelled a guaranteed reservation and was billed for a no-show or if the no-show was 
billed for more than one night’s charge of one day rental (as applicable). 

• The requirements for Reason Code 85, Condition 6 will remain as they are in the Visa Europe 
Operating Regulations. 

 
Condition Existing condition Revised condition 

1 
The cardholder received a credit or 
voided transaction receipt that was 
not processed. 

No change. 

2 

The following apply: 
• The cardholder returned 

merchandise, cancelled 
merchandise, or cancelled 
services. 

• The merchant did not 
process a credit. 

• The merchant did not 
properly disclose, or did 
disclose but did not apply, a 
limited return or cancellation 
policy at the time of the 
transaction. 

The following apply: 
• The cardholder cancelled or 

returned merchandise, 
cancelled services, 
cancelled a timeshare 
transaction, or cancelled or 
attempted to cancel a 
guaranteed reservation. 

• The merchant did not 
process a credit. 

• The merchant did not 
properly disclose or did 
disclose but did not apply a 
limited return or 
cancellation policy at the 
time of the transaction. 

  



 

 

3 

The following apply: 
• The cardholder cancelled a 

timeshare transaction within 
14 calendar days of the 
contract date or the date the 
contract or related 
documents were received. 

• The merchant did not 
process a credit. 

Requirements moved into 
Condition 2. 

4 

Any of the following applies: 
• The cardholder properly 

cancelled or attempted to 
cancel a guaranteed 
reservation. 

• The cardholder properly 
cancelled the reservation but 
was billed for a no show 
transaction. 

• The merchant or the third-
party booking agent did not 
accept a cancellation or 
provide a cancellation code. 

Effective for transactions processed 
through 15 October 2015. 

 

5 

For an advance deposit transaction, 
one of the following applies: 

• The cardholder properly 
cancelled the advance 
deposit transaction but the 
merchant did not process a 
credit. 

• The merchant provided 
alternate accommodations 
but did not process a credit. 

• The hotel or cruise line did 
not inform the cardholder of 
its cancellation policy.. 

Effective for transactions processed 
through 15 October 2015. 

 

6 

An original credit transaction (OCT), 
including a money transfer OCT) was 
not accepted because either: 

• The recipient refused the 
OCT. 

• OCTs are prohibited by 
applicable laws or 
regulations. 

No change. 



 

 

Visa Resolve Online Questionnaires 
 
These questionnaires will be updated for Reason Code 85 to reflect the changes. 
 
Members are advised that the Visa Resolve Online chargeback questionnaires for Reason Code 85 (Credit 
Not Processed) will be updated to reflect both the current rules for advance deposit and new revisions 
taking effect in October 2015. The changes are as follows: 
 

• There will be a new dropdown menu of conditions to include prepayments; and 
• A new tick box for when the cardholder made a reservation and attempted to cancel within 24 

hours of delivery of the reservation confirmation, but was billed for a no-show transaction, will be 
introduced. 

 
Issuers are reminded only to use the advance deposit option for transactions processed up to and 
including 15 October 2015. For transactions processed on or after 16 October 2015, Members should use 
the new selections referenced above. 
 
Proper Disclosure  
 
Visa Europe and Visa Inc. have revisited the proper disclosure rules in order to update and clarify the 
requirements for the proper disclosure of the cancellation/refund policy for e-commerce merchants and 
transactions taking place in a face-to-face environment. 
  
These changes will provide more options to the merchant to prove that the cancellation/refund policy was 
properly disclosed at the time of the transaction:  

• For guaranteed reservations made by phone, the merchant must provide written notice of the 
purchase terms and conditions and cancellation policy to the cardholder by mail, email or text 
message; 

• For transactions in a face-to-face environment, if the disclosure is on the back of the transaction 
receipt or in a separate contract, it must be accompanied by a space for the cardholder’s signature 
or initials;  

• The requirements for electronic commerce merchants regarding proper disclosure will remain the 
same. Electronically signed confirmation will be accepted as well; and  

• Members are reminded that for Visa Europe transactions only the merchant’s website may include 
a hyperlink leading to the purchase terms and conditions which contain the cancellation policy. The 
hyperlink must form part of the “click to accept” acknowledgement and refer to the cancellation 
policy, for example: ‘I have read the internet sales conditions and the sale and cancellation 
conditions’. Evidence of the hyperlink and cancellation policy should be provided. If the text next to 
the hyperlink does not clearly identify that the cancellation conditions are included, the 
representment may not be considered as a remedy. 



 

 

If the merchant does not properly disclose the limited cancellation/refund policy, the current dispute right 
under Reason Code 85, Condition 2 will apply: if the cardholder claims that the limited cancellation/refund 
policy was not properly disclosed at the time of the purchase, or the cancellation policy was not received 
by the cardholder. Acquirers may remedy the dispute raised for proper disclosure by proving that the 
cardholder received and acknowledged the cancellation/refund policy at the time of the transaction.  
 
Delayed Transactions 
 
The defined term “Delayed and Amended Transaction” will be retired and replaced by “Delayed 
Transaction”, which is defined as: ”A Transaction for goods, services or other charges that remain unpaid 
and for which a Cardholder has given prior consent to charge that Cardholder’s Account Number”. An 
eligible merchant may only process a delayed transaction within 90 calendar days of the rental return date, 
check-out date, or disembarkation date. 
 
The eligible merchant types are expanded. The following merchants may charge for delayed transactions 
(including damages):  
 

• Aircraft rental;  
• Bicycle rental;   
• Boat rental;   
• Car rental merchants;  
• Cruise lines;  
• Equipment rental;   
• Lodging merchants;  
• Motor home rental;   
• Motorcycle rental;  
• Trailer parks and campgrounds; and  
• Truck and trailer rental.  

 
Damages 
 
If the merchant is inside the territory, the car rental rules for damages will remain the same as they are 
today: Car rental merchants are allowed to charge for damages if the cardholder gave prior consent to be 
charged for delayed transactions on their Visa card. For any other merchant listed above, the same rule 
applies: these merchants must also follow the correct procedure and timeline for the delayed transaction if 
these charges are for damages. For merchants outside the territory, the cardholder has to give their 
consent after the damage has taken place. 
 
  



 

 

Estimated Authorization Rules 

The estimated authorisation procedure has been clarified within the scope of T&E and will now also be 
available to the following merchants: 
• 4121 (Taxicabs and Limousines);  
• 5812 (Eating Places and Restaurants);  
• 5813 (Drinking Places [Bars and Taverns]);  
• 5814 (Fast Food Restaurants);  
• 7230 (Beauty and Barber Shops); and  
• 7298 (Health and Beauty Spas). 

These Merchants may submit into clearing a final transaction amount that is up to 20 per cent more than 
the amount for which they requested authorisation if that additional amount represents a gratuity or 
service charge that was not included in the amount for which authorisation was requested.  

If the final transaction amount exceeds the cost of the merchandise or services by more than 20 per cent, 
the merchant must obtain an additional authorisation and process a separate transaction for the amount 
that exceeds the 20 per cent allowance. 

Reason Code 72 will reflect these changes. Chargeback for Reason Code 72 will be valid only for the 
amount that exceeds the additional 20 per cent for these MCCs. 

 

Authorization Reversal Requirements 

New requirements are being introduced to reverse authorisation requests within given timeframes when a 
transaction is not completed or where an estimate amount differs from a final transaction amount.  

The aim is to help issuers to manage the open-to-buy/available balance of their cardholders: 

• If a transaction is not completed, it must be reversed within 24 hours for card-present transactions 
and 72 hours for card-absent transactions;  

• If the final transaction amount is less than the authorised amount, the difference must be reversed 
within 24 hours for card-present transactions and 72 hours for card-absent transactions; and  

• For estimated transactions, if the final transaction amount is less than the authorised amount, the 
difference must be reversed within 24 hours of check-out, disembarkation or rental return. 

 
 
 
 


