
Revised Cardholder Dispute Standards
for Investments and Similar Disputes
Topic(s): Chargebacks, Fraud/Risk, Merchant, PIN, Rules/Standards

May Apply To: Acquirers Issuers Processors

Summary: Mastercard is revising the requirements for chargeback message
reason code 4853 (Cardholder Dispute).

Action Indicator: M Mandate

Effective Date: For chargebacks processed on or after 21 April 2017

Overview
Mastercard has modified the cardholder dispute requirements to restrict the
processing of certain chargebacks concerning investments, foreign exchange
accounts, and similar disputes.

This change recognizes that when funds are loaded into an investment,
foreign exchange, or similar type of account, the Mastercard service is
considered provided as described. As such, issuers are not entitled to process
a cardholder dispute concerning these and other account-related services.
Such services include, but are not limited to, withdrawal of account balances
and trading/investment decisions. Mastercard will not consider the terms and
conditions concerning such transactions.

Overview of Revised Standards
Please review the revisions to the publication indicated in the table below and
make appropriate plans to support the revised Standards.

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

21 April 2017 Chargeback Guide Chapter 3—Dual Message
System Chargebacks

Mastercard will incorporate the revised Standards into a future edition of this
manual. The manual is available on Mastercard Connect™ via the Publications
product.
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Revised Standards—Chargeback Guide
Mastercard will revise the Chargeback Guide to include these Standards.
Additions are underlined. Deletions are indicated with a strikethrough.

Chapter 3—Dual Message System Chargebacks

Cardholder Dispute Chargeback

This section provides information for an issuer and acquirer in handling a
cardholder dispute chargeback. Use of the cardholder dispute chargeback
requires that the cardholder engaged in the transaction.

Chargeback message reason code 4853 is used to generate a cardholder dispute
chargeback. An issuer may continue to use reason code 4841, 4855, 4859, and
4860, however, 4841, 4855, 4859, and 4860 will eventually be eliminated as
valid message reason codes.

The issuer may use message reason code 4853 when the cardholder contacted
the issuer alleging one of the following:

• Goods or services were either not as described or defective, including
shipped merchandise was received damaged or not suitable for its intended
purpose as well as the merchant didn’t honor the terms and conditions
of a contract

• Goods or services were not provided

• Digital goods were purchased totaling USD 25 or less and did not have
adequate purchase controls

• Credit not processed

• Counterfeit goods alleged to be authentic were purchased

• Recurring transaction canceled prior to billing

• Addendum dispute or “no-show” hotel charge was billed

• Purchase transaction did not complete

• Timeshare agreement or similar service provision was canceled within
Mastercard timeframe

• Credit posted as a purchase

An issuer must not submit a chargeback using this message reason code for
any of the following:
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• Payment Transactions and MoneySend Payment Transactions

• The cash back amount or any portion of the cash back amount

• Mastercard Commercial Payments Account transaction. A Mastercard
Commercial Payments Account transaction occurs when PDS 0002 (GCMS
Product Identifier) was MAP (Mastercard Commercial Payments Account)
in the First Presentment/1240 message

• Failure to credit shipping or handling charges for buyer’s remorse
cancellations or returns

• A retail sale processed as a cash disbursement. Customers must accept
these transactions and collect the difference in the interchange fee and cash
directly from the acquirer. If an issuer’s attempt to collect the difference
directly from the acquirer proves unsuccessful, the issuer should contact
Global Customer Service. This reason code may be used for Payment
Transactions (for example, under MCC 6532), Money Transfer Transactions
(for example, under MCC 4829) and MoneySend Payment Transactions (for
example, under MCC 6536 or 6537) to dispute the delivery of funds to the
receiver. However, issuers may not chargeback these transactions if the
dispute relates to the goods or services purchased with those funds.

Chargebacks are available to the issuer for transactions in which any value is
purchased for gambling, investment or similar purposes. However, issuers
have no chargeback rights related to the use of these chips or value, unspent
chips, or withdrawal of such value, or on any winnings, gains or losses
resulting from the use of such chips or value.

Questions?
Customers with questions about the information in this article should contact:

Dispute Resolution

Email: dispute_resolution@mastercard.com
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