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Introduction

Overview

Resolve Disputes is an online tool within Online Merchant Services (OMS) for responding to American
Express® Cardmember disputes and chargebacks electronically. You can view new Cardmember disputes
and those closest to expiration in one central location, and respond online at your convenience.

The benefits of checking disputes, chargebacks and case updates online include:

Customer disputes available for viewing, at your convenience, 24 hours a day.

(o]

Up to a rolling 13 months of data will accumulate after enrolment.

(o]

Easy to spot urgent cases will help to avoid “No Reply” chargebacks.

(o]

Pull cases based on your criteria, and save results for future recall.

o

Historical information provides the entire life cycle of any given case.

o

Where to get help

If you need assistance with OMS, please contact American Express Customer Service at 1300 363 614
between 7:00am — 6:00pm Monday to Friday AEST.

What is a dispute?

On occasion, a Cardmember will contact American Express questioning a charge. When this occurs, an
American Express Customer Service Representative reviews the information, and if more information is
required, assigns a Case Number and sends an electronic request to you through OMS as a customer
dispute. The most common reasons for disputes are:

No knowledge (non-recognised)
Billing error

Cancelled product/service
Returned merchandise

o Non-received merchandise

(o]
(e]
(e]
(o]

Once you have researched the case details, you can transmit your response online. American Express
resolves Card member disputes within two billing cycles. Thus, every dispute sent to you is assigned a
“Reply By” date. If you do not respond by that date, you are at risk for a chargeback for “No Reply.” To help
manage such incidents, OMS highlights disputes that are nearing their expiration date.

&



What is a chargeback?

A chargeback is a financial deduction from your account when a disputed transaction is resolved in favour
of the customer. Similar to disputes, chargebacks can be viewed in OMS. A chargeback may be reversible,
if issued in error and you can substantiate the charge. Once reversed, a notification of the reversal is
viewable in OMS.

If a chargeback is ineligible for an online response, a notification (in red) will display in the case details.
You must call Customer Service to discuss these types of disputes.

What is a case update?

Case updates are notifications that provide the outcome of a case if the status changes after entering OMS.
They may include entries (debits and credits) applied to your account by American Express based on your
response (or lack of a response) to a dispute. While viewing the case update, you can return to the original
dispute or chargeback to see the entire life cycle of a dispute.



Getting Started

Logging in your account

1 Goto www.americanexpress.co.nz/omshome.

[ Mew Zealand (Change Country) Contact Us

% L MY ACCOUNT &) CARDS ¥ TRAVEL (3 REWARDS BUSINESS
®

Do you already have a User ID and Password?

Yes | have a User ID and Password NO | need to create a
User ID and Password

Enter User ID & Password

User ID | am a new user Go

Remember Me

Password

Forgotten your Password?

K

Get an American Express Card More Products & Services Important Links Company Information
Personal Cards Insurance Customer Service ‘About American Express
Small Business Credit Cards Membership Rewards Programme Card Lost or Stolen Careers
Corporate Card Programme Online Services. Activate your Card Contact Us.

Site Map

‘Website Rules and Regulations | Trademarks | Privacy Statement | Business Directory
Copyright © 2012 American Express Company

2 Enteryour User ID and Password. If you want your computer to remember you each time you access your
account, check “Remember Me.” Checking this box will securely store your User ID on the computer you are
currently using. You will still be required to enter your password.

3 Click the Go button.


http://www.americanexpress.co.nz/omshome�

The home page

The first page to appear in OMS is the home page, a.k.a. the main page. It is the launching pad to all OMS
services and provides quick access to all the tasks that you may need to perform while resolving disputes.

n% American Express &

ONLINE MERCHANT SERVICES HOME : Welcome Q

= A SPECIAL MESSAGE FOR MERCHANT S
Welcome to the Improved Online Merchant Services websits, All preévious functionality Is still avallakle and can

be acces zed from the right hand menu system within the relevant dedicatad cections for Payments and
" e N N - N - N PP . . . Search HELP
Acoess specificreport information and payment activity quickly by cliging the links within “Search™ and "Help” tabs to the . .
i . our payment information
right. ¥
= Tax Invoice
® Export Reports
= Fendin
- Processed Submissions
. Location Summary
= Search for payments, submissions,
transacticns, sdjustments, chargebads or
TirETrTET
ACCOUNT INFORMATION <

Account Information Frometional Links

Acosss and edit account related information by clidking on the links to the right. el EE TR T R

ics Selactions

& Conditions for Cnline

Program

(B]  oseures | =
SEARCH DISPUTES SEARCH HELP G
NEW DISPUTES 73 for 20,400 « All Open Disputes
URGENT DISPUTES ~ © G farg  FESTEh 0 Disputes [+] -
Cardmember Number =
CASE UPDATES G4 for 268,000 P =3
 Chamgebsds

CHARGEBALCKS 42 for 278,022,081,051.28

A The special message layer will advise you of any enhancements to OMS. If applicable, use the navigation
bar to see the next or previous announcement.

B Click the DISPUTES tab to list all disputes, regardless of status, e.g., new, urgent, closed, etc.

C  Summary view displays the total number of disputes, for all locations, by case type, count and total amount.
Click the case type or count to view the cases.

D From the Search selection drop-down menu, choose to view all Disputes, Chargebacks or Case Updates, for
the prior 13 months, regardless of status; or streamline your results by entering a Cardmember Number; then
click the View Results button.

E  Quickly locate the information you need by clicking the links listed in the Search and Help tabs.

]



Search tab

SEARCH HELP
* All Open Disputes

* New Disputes

* Urgent Disputes

+ Case Updates

* Chargebacks

The Search tab lists cases that match the following criteria:

o All Open Disputes — All disputes still pending a response.

o New Disputes — All new disputes not yet viewed.

o Urgent Disputes — Disputes with 5 days or less to reply, that require your immediate attention.
o (Case Updates — All new case updates not yet viewed.

o Chargebacks — All new chargebacks not yet viewed.

To pull selected cases based on custom criteria, refer to page 14.

Help tab

SEARCH HELP
« Frequently Asked Questions
User Guides
* Resolve Disputes

The Help tab contains a list of FAQs and user guide. Simply click a link to view the contents.

You must have Adobe® Acrobat® Reader installed on your computer to view help files. You can download

the free software from www.get.adobe.com/reader.



http://www.get.adobe.com/reader�

Customise your home page layout

You can easily customise the home page layout by repositioning the services (Disputes, Payments or
Account Information) on the page. To do this, click the navigation links as follows:

o Up arrow (2J) moves the section up one position on the page.
o Down arrow (L) moves the section down one position on the page.
o Dash () hides the section from view.

While customizing your page layout, a Save view link appears. Click this link to save your new layout
settings for future logins.



Page features

Regardless of the steps involved with performing a task, you are always just one click away from returning
to the original page. This section provides an overview of what you can expect while working disputes.

The page layout for searching cases is identical, regardless of the dispute type or criteria selection. The
centre pane displays your search results, the left pane consists of a menu for navigating through the site,
and the upper area of the page provides task menus.

Search results

Your search results appear in the centre pane — 50 records per page.

Disputes: Disputes

(=) Print »| ||| ] Download »

OMS Home

All Open (84)
News (83)
Viewed (1)
Urgent (0}
Responded (22)

Chargebacks (109).

Case Updates (70)

= Advanced Search

‘Account Information

Update contact
info

Change Your
Password

Change Service
Selections

View Terms &
Conditions

Help

FAQs for
Payments

| Respond v

This search contains 106 disputes.
Click a case number to view the details of that case Check the boxes next to multiple cases
to manage several at once.

Available Actions [v] | Select Cases [~] [Enter Case # @ @

Previous|1-5051-100 Mext

»

Case # Car # Tr: i Ti i Type Resa~
Date Amount

O E11AUS00001
1 E11AUS00002
O E11AUSD1002
] E11AUS00003 11/08/2011-3 JOCCO0MKKX961002 02/08/2011 5000 Mon-Fraud N/A |
O E11AUS00004 11/09/2011-3 JOOCOOGKKX961002 02/08/2011 5000 Mon-Fraud niA |-
) E11AUS00005 11/09/2011-3 JOOCKXHXKXX961002 02/08/2011 5.000 Mon-Fraud MiA
O E11AUS00008 11/09/2011-3 JOOCKXHKHXHI61002 02/08/2011 5000 Mon-Fraud NA
1 E11AUS00007 11/09/2011-3 JOOCO0COK961002 02/08/2011 5.000 MNon-Fraud A
O E11AUS00008 11/09/2011-3 JOOCOOGKKX961002 02/08/2011 5000 Mon-Fraud /A
[ E11AUS00009 11/09/2011-3 JOOCKXHXKXX961002 02/08/2011 5.000 Mon-Fraud MiA
O E11AUS00010 11/09/2011-3 JOOCKXHKHXHI61002 02/08/2011 5000 Mon-Fraud NA
1 E11AUSD1011 14/09/2011-6 JOOCO0COK961002 05/08/2011 5.000 MNon-Fraud A
O E11AUSD1012 14/09/2011-6 JOOCO0COK961002 05/08/2011 5.000 Mon-Fraud A
1 E11AUSD1013 14/08/2011-6 JOCOGCOK961002 05/08/2011 5.000 Mon-Fraud A
(] E11AUSD1014 14/09/2011-6 JOOCOOGKKX961002 05/08/2011 5000 Mon-Fraud /A
] E11AUSD1015 14/09/2011-6 JOOCOOKXX961002 05/08/2011 5000 Mon-Fraud A
O E11AUSD1018 14/09/2011-6 JOOCKXHKHXHI61002 05/08/2011 5000 Mon-Fraud NA
[ E11AUSD1017 14/09/2011-6 JOOCO0COK961002 05/08/2011 5.000 MNon-Fraud A
O E11AUSD1018 14/09/2011-6 JOOCOOGKKX961002 05/08/2011 5000 Mon-Fraud /A
] E11AUSD1018 14/09/2011-6 JOCCO0MKKX961002 05/08/2011 5000 Mon-Fraud /A
O E11AUSD1020 14/09/2011-6 JOOCKXHKHXHI61002 05/08/2011 5000 Mon-Fraud NA M

Previous|1-50151-100 Next

Colours, text formatting and icons help identify the status of each case.

o

o

o

o

Red flags indicate flagged cases.

Bold text (red or black) indicates cases not yet viewed.

Greyed out text indicates cases that are hidden.

Red text indicates an urgent status — you have 5 days or less to reply.

Scroll vertically through the records, or scroll horizontally to see the data to the right of the screen.




Toolbar

Toolbar selections assist with performing various tasks and actions on one or more records selected in your
search results.

" Thek 44 BT EOALNRL 4 SRR
Dlﬁpkﬂﬂi: Dlsputﬂs CACh § cnn rurnitar 3 v Tl Setaity G0 cBa Chach B beows saed s il casan 1

G 0 ....-.»p-@nlmn:- 0 Q ey

P w | Oowsmad v O Mupend v % Seppet w Aculpble Arian ¥ SehaciCosen &

A Print Menu —Menu selections include All Cases (List), All Selected (Details up to 50), or All Selected (List).

B Download Menu —Menu selections include All Cases (List), All Selected (Details up to 50), or All Selected
(List).

C Respond Menu — Choose how you intend to resolve one or more disputes, such as issuing a partial refund,
full refund, or no refund.

D Support Menu — Choose the method you intend to use when sending support documentation to American
Express ,i.e, sending support by fax , mail or attach electronic support.

E Actions Menu — Flag items for special attention, e.g., another user is working the case, or hide cases from
view.

F  Select Cases Menu — From the results currently displayed, this option allows you to automatically select
(check) cases based on their status, e.g., new, viewed, urgent, flagged, etc.

G Quick Search — Search for a dispute by simply entering the case number and clicking the GO button. (See
page 13 for more information about searching disputes.)

Messaging centre

The messaging centre (the yellow area located at the top-right of the page) displays helpful information and
instructions based on the results currently displayed.

Click a case number to view the details of that case. Check the boxes nexi to
multiple cases to manage several at once.

This search centains 15 inquiries. ||

Available Act\nnsleelect Cases j |Entercase# > I




Navigation menu

You can easily find the cases you need through the left navigation menu; it is available at all times. The
menu contains filter links for Disputes, Chargebacks, and Case Updates (along with the case count for
each). It also contains a link to the Advanced Search feature. Both are discussed later in this guide.

From here, you can choose a dispute type by status, and change criteria selections without returning to the
OMS home page.

| 05 Home o OMS Home — Returns you back to the home page.
. e— o Payments — Navigates to the View Payments service for reconciling your financials.
Al Open & This item only appears if enrolled in the service.
B T
o). o Filter links listed for Disputes, Chargebacks, and Case Updates (along with the case
e count for each). Results display in the centre pane, for the current month-to-date.
|
| LNANGEDacH § Chargeback
178y stands (13)
Credit
| Adjustment (23}
- Chargebacks. Debit :
| ROTR | Acueiment (D
All Open (18} All Open (14) OMS Closed
| Hew (0) All Closed (10) (Inquiry) (2)
| Viewed (15) N_EWU:- OMS Closed
| I i Urgent (0} Viewed (13} (Chargeback)
= in i . Responded (7) L Responded (10::-.:. 11)
|  |msgs Uslosds

| The menus expand to reveal an at-a-glance view of your cases. Simply click a link to
list the cases.

o Advanced Search — Guides you through streamlining your results. See page 14.

o View Unsuccessful Image Uploads — Verifies your image support uploaded
successfully to American Express.

Navigation bar

Your search results can span over multiple pages. Use the navigation bar to view the next page of items by
either clicking a group, e.g. 1-50, or clicking Previous or Next.

Previous|1-50/51-75 Next |




Organising columns

You may organise the data on the page by choosing which columns to view, and the order in which to view
them. Just click the column settings () icon, located to the left of the headings row. A layer will open on
the page where you can uncheck the columns you do not wish to see.

Reply By - Days Left &

m E1108500006 21/04/2011-0
m Z1109502006 21/04/2011-0

&

Reply By - Days Left Columni
Cardmember # Column2
Transaction Date Column3
Transaction Amount Column4
Type Columns
Resolution Columné
Location No Column7?
Airline Ticket # Column8
Status Column9
Merchant # Column10
Reason Code Columni1
ROC Mumber Columni12
Payee Number Columni13
Reason Category VWith Code Column14
Disputed Amount Columni15s

[ Cancel _JJ{_Restore Dofauit view J/{ Save Changes ]

&

&

LRI B B B

&

To change the order in which the columns appear, just click and drag a column heading to the desired
location. Then click Save Changes to save your selections. The layer will close, and the records will
refresh with your layout changes.

Your new column layout will be in effect every time you log in. To restore the columns back to their original
settings, click the Restore Default View button.
Sorting lists

To sort an entire list in ascending order, click the column heading. By clicking the same column heading
again, you can toggle back and forth between ascending and descending order. An arrowhead denotes the
column sort indicator.

Reply By - Days Left ~

21109502006 271/0472011-0

[T E1108500008 271/0472011-0
'm|
Il

21109502008 271/0472011-0




Tooltips

Move your mouse pointer over any of the items onscreen and a brief description will appear.

3

By - De

21/04/2011-0

£ Casps
Il The number assigned by

| Customer Service toidentify a 21/04/2011-0
Cardmember dispute.
21/04/2011-0

Error messages

OMS performs a number of error checks during the selection process. Errors are indicated by a flag symbol
( M), with an explanation located next to the item in question.

l' Please select a valid Date Range and try again. ™ l

® Locations
(@ pates
¥ Gnly find disputes within this date range

Date Type |Reuly-by Date LI

Starting  [orszott 7] Ending [proszon [

As you can see in the example above, the date range entered is invalid.

Help & support

Help icons appear in various areas of the site. Click the help (€ icon and receive a variety of help topics
to assist you with working disputes.

Available Actions j |Se|ect Cases j |EnterCase# GO [
Previous 1-20/21-40/41-60/61-80/81-100 Nl)rt

v

s finlisrubes foontent fen/ p foms,_lags.pdl - Windows Intermet Explorer =10 =
faqs.pdf - a

DB e N € ool & AW @I -

online merchant services frequently asked questions

general

What il | forget my Password?
You can reset your Password onling by going to mericanexpress.com and clicking the Forgot ID or Password? link.
You can alsa call 1-B00-374-2639 for assistance. Please note this phone number for future reference.

Why should | resalve my customer disputes online?
By receiving and responding to customer disputes onling, you can 3ave time and money, a3 well &3 reduce the risk of
“No Reply” Chargebacks that can occur because of mail delays or misplaced dispute letters. Online dispute resolution
iy anlfuors o thee chocas ol tespordsneg o s wadvadully or e geoug, when appopnate. Sag g Toronlog
dizpute rezolution by gaing ondine or by calling 1-800-374-2639. Leam more about resolving disputes online, &s well
a5 tha ability 1o view payments and updata your account information onlina, at the Online Merchant Sarvicas Tour

Haw does resolving disputes onling differ fram doing s through the mail?
In both cases. you are provided the same tima 1o reply. However, whan reschving disputas throwgh the mail. you can
s saspparting matoris by G or menl ondy ki despitn o b sean you o el

and send tham immediately vie the intemet, which can reduce the rizk of “no reply” chargebacks that sometimes
occur because of mail delays or misplaced dispute latters.

Will | ba able 1o cancel my snroliment to resolve disputes online?
Yes, H you find you want to cancel this service, you can do so easily by calling 1-B0-374-2639. Mease note that
canceling your intamat sarvice through your Intemet Service Provider (I57) will not automatically cancel your
entualirmenst o v s onlise

Con | resolve my customer disputes online aven if my business has muhiple locations?
Y Yo caan s online desprie restlition b ot cestomer dispubes o all yor loctons To st ug oligde

business locations, a3 well a3 to designete affiliste offices and hasdquarters, go to the home page and click on Add
br.ation that slrasdi sccants ican Evnracs o at i e lneatinn b sccant Amarican Evnrase ard
T

|urknowm Zone

| S E




Logging out of your account

For security purposes, always log out when you have finished working with your online account.

Globs| Sites | Sits Helo | Search | Contsct Us | Log “ﬁu P VIEW ACCOUNTS |

Click Log Out in the upper right-hand corner of the page. A “Thank You" page acknowledges your leaving
the secure area of American Express Merchant Services. If you are leaving your computer unattended, exit

your browser software.

Automatic log out occurs if there is no user activity for 20 minutes. A pop-up message will advise you when
the OMS session is about to expire.



Searching Disputes

Overview

In this section, you will learn how to search disputes, chargebacks, and case updates.

Searching disputes can help you pinpoint a specific dispute, case number, business tracking number,
chargeback, and much more based on your criteria selections.

To perform a quick search by case number, simply enter the Case # in the field provided and click the GO

button.

This search contains 2 inquiries.

Click a case number to view the details ofthat case. Check the boxes nextto

multiple cases to manage several at once

Available Actmnaj |Se\ect Cases j 21109504006

[eo]l@

Disputes: Disputes

This 1a1ch cantasns 1 aguse.

o
A AT a0

T TR TR T

e

Gt n || Demas v Gy Megens v W Bagen umistle Actons [ Select Coser ) EwConn (00 ] @
ALY Fredous 1-1
—— L S S S
O i — s kEinetoey
Viewsal 3] PAILN  ITAMOMIANE Saeden A5 teteed WA
oo £
| avaporaee 4
[r——
Cane Sdsinn 71

The page will refresh, listing only the case you requested.



Creating custom searches

To pull selected cases based on custom criteria, click the Advanced Search link in the left navigation
menu. A layer will open on the page where you can select the dispute type, and the criteria you wish to
search by such as Locations, Dates, and more. The dispute type will determine the criteria selections.

Advanced Search | Custom | saved | Close (% |

Disputes

@ Locations
® pates
 status
@ pispute status
AH Cpen DAH Closed
New [ reseanses online

Viewed D Responded Offline
Urgent Dexeires

C Resolution status

Flag Status Flagged and Not Flaggsd
Hidden ltems | Both Hidden and Not Hidden

® additional Criteria

® Your Business’ Tracking Humbers

Mamed Searches are Automaticslly Ssved

Once you have finished choosing the criteria, click the Display Results button. The Advanced Search layer
will close and the results will appear.

Choosing the search criteria

From the Advanced Search layer, choose to create a search based on Disputes, Chargebacks and Case
Updates.

Criteria selections are broken out into numerous sections, e.g. Locations, Dates, and more. To save space in
the layer, all sections but one will appear collapsed, and illustrated by the presence of a Collapsed (&)
icon. Click the icon to expand the section and view the underlying options.

Locations

Expand the locations section to streamline your results by choosing one or more individual locations, or
select a headquarters account, and one or more affiliated locations. By default, all headquarters and/or
individually enrolled locations are included.

Advanced Search | Custom | Saved | Close &0
@ Locations
[ il Locations SEMumber| |

Select Accounts
To view s specific locstionis), sslect the sccountis) sna/or indivigusl 16Cation(s) you would like to view snd
i rch select up 20 sccounts/locstions at s time.You mey slso search for s spcific

lecation oy

typing the lacstion number in the SE Number fisla

&1 [Dsrsresarrz ATHZNTFZ DFNUQ SYDNEY NSW ()
@ Dates

® status

® Additional Criteria

® Your Business’ Tracking Numbers

Nemed Searchas are Autematically Ssved

Cancal Display Results



With multiple locations enrolled, a vertical scroll bar will appear for viewing additional locations not
currently in view. Simply slide the vertical scroll bar down, then click the Previous or Next link. You can
select up to 20 locations at one time.

Dates

To create a search based on a specific date range, you may check ( ) the box and choose the Date Type
that you wish the date range based on. (Uncheck to search by additional criteria up to 13 months.)

o Disputes — Reply-by Date. Charge Date, Settlement Date or SOC Date
o Chargebacks — Charge Date, Chargeback Date, Settlement Date or SOC Date
o (Case Updates — SOC Date, Settlement Date, Chargeback Date or Charge Date

Advanced Search
® Locations
® Dates

[ cnly fing sisputes within this dts range

Date
Tyes

Reply-by Date -

Starting T Dst=
L =

T ==

® status

® Additiconal Criteria

® vour Business® Tracking Humbers

Nsmed Sesrches ars Automaticslly Ssved
Display Results

To change the date range, simply enter the Starting and Ending date in the fields provided, or click the
calendar icons and select a date.

Starting |—01IE}212011 E Select a Date:

4 February 2011
Su Mo Tu We

With the calendar displayed, select a day; the date field will update accordingly. Click the Back icon
( '+ ) to move to the prior month, and the Ferward icon ( * )to move to the next month.



Status

To search by the current state of cases in OMS, expand the Status section and make your selections. For
each dispute type, you may also streamline your search by choosing to search by resolution(s) status. For a
complete list, refer to the Appendix, starting on page 47.

Advanced Search

|Disputes (]

® Locations
® Dates

@ status

@ Dispute status

A\IOpen DAIIC\nsed

New [ asspondss online
Viewsd [ asspondss offine
Urgent [ f——

O Resolution status

Flag Ststus | Flaggas snd Not Flsgged [v]
Hidden ltems | Both Hidden and Not Higden (%)

® Additional Criteria

® Your Business’ Tracking Numbers

Nsmed Searches are Automatically Saved

The next two options allow for inclusion or exclusion in the search results for cases currently flagged for
special attention, or hidden from view.

o Flag Status — Choose to search flagged items, non-flagged items, or both.

o Hidden Items — Choose to search hidden items, not hidden items, or both.

Advanced Search

| Cisputzr [
® Locations
® Dates
® Status

@ Dispute status

AH Open DAII Clesad

New D Responded Online
Viewsd D Responded Offling
Urgent O expired

0 Resclution status

Flzg Ststus Flagged snd Mot Flagged :

Hidden ltems | Both Hidden and Not Hidden [

® pdditional Criteria

¥ Your Business’ Tracking Numbers

Mamad Sesrches are Automsticslly Saved




Case Update Category

When searching Case Updates, you may streamline the results by one or more resolution categories.

Advanced Search

Case Updats v

® Locations
® pates
® status

(¥ Case Update Category
[¥ i resolutions ¥ Credit adjustment
¥ Debit Adjustment
[¥ cregit Back
¥ Chargeback stands
¥ 01S Clesed (Inquiry)
[¥ 0145 Closed (Chargeback)

® Additional Criteria

utomatically Sav:
Display Results

o All resolutions — Select criteria to list all resolved case updates.

o Credit Adjustment — Funds credited back to your account due to a transaction processed in error.
o Debit Adjustment — Funds debited from your account due to a transaction processed in error.

o Credit Back — Chargeback reversed and funds credited back to your account.

o Chargeback stands — Chargeback not eligible for reversal.

o OMS closed (Dispute and Chargeback) — After 75 days from the date of reply, and no resolution
confirmed, the case will automatically close. For more information, contact American Express.

Additional Criteria

To streamline your search even further, many more criteria selections are available. They will vary,
depending on the dispute type you are searching.



Custom | Saved | Clese (X
Dispute Type Disputes [l]
*) Locations
*! Dates
* status

* Additional Criteria

Type of ltem Tc Find Fraud and Mon Fraud

3]8

Amount Type Transaction Amcunt
AmountRangs  From
To
Cardmember #
Case #
Razszson Cods
Reason Category Select Category [1]
ROC Invoice #

Airlins Tidkst =

*' Your Business’ Tracking Numbers

Search Name [Octicnal} Mamed Searchas ae At tically Savad

o Amount Type — Depending on the dispute type, choose from any of the following amount types:
- Disputes — Charge, Settlement, SOC, or First Presentment Amount
- Chargebacks — Charge, Chargeback, Settlement, SOC or First Presentment Amount
- Case Update — Chargeback, Settlement, SOC or First Presentment Amount

o Amount Range — Enter a “From” and “To" amount range. Do not use commas or currency signs.

o Cardmember # — An American Express account number assigned to the Cardmember. This number
appears on the Card that incurred the charge.

o Transaction ID # — The American Express-assigned number that identifies the transaction during the
authorization request process resulting from the sale.

o Case #— An American Express-assigned number used to identify a Cardmember dispute.

o Reason Code — An American Express-assigned code used to describe the reason for the Cardmember

dispute. Reason codes can help with analyzing the occurrence of certain disputes — spot trends and
learn how to prevent them.

o Reason Category — The category associated with the disputes description selected by American
Express. Select a category from the drop-down menu, e.g., no knowledge, not received, etc.

o Charge Ref. # — The number on the original transaction set by your point-of-sale device.
o ROC Invoice #— Record of Charge identification number.
o Airline Ticket # — Number associated with a flight/reservation.

Note: Wildcard searches are applicable for all “manual entry” fields. You may enter one or more starting

characters of a search string. The wildcard search does not support ending search characters, or asterisks,

e.g., “1234.



Your business’ tracking numbers

Advanced Search Custom | Saved | Close
Disputes [

® Locations

® pates.

® status

(® pdditional Criteria

(¥ Your Business’ Tracking Numbers.

SE Tracking = [ |

SE Refarznos 2 [ |

Nsmed Searches are Automatically Ssved
Display Results |

While responding to disputes, you will have an option to include your internal business’ tracking
information. By doing so, you can create lists specific to your establishment by SE Tracking # or SE

Reference #.

Search name

Save your criteria for future recall by entering a Search Name.

Saving search preferences

While searching disputes, you have an opportunity to save your criteria selections for future recall. The

following steps illustrate how to save your search preferences.

1 From the left navigation menu, click Advanced Search.

2 Select the Dispute Type and choose your criteria.

Advanced Search Custom | Saved | Close
Disputes [+

® Locations.

® pates.

@ status.
@ Dispute statws
[ a1 open Oancioses
[ riew [ respondes online
Flvisnes [ reseanses offine
Urgent Dexeiras

O Resolution status.

Fisg Sisis [Fingams sna et Fisgazs[v]
Higden ltems | Both Hidesn snd Net Hidden [»]

® additional Criteria

® Your Business' Tracking Numbers

Namad Searchas sre Automatically Saved

3 Enter a unique Search Name in the field provided.



4 Click Display Results. The new search will save, the layer will close and the results will display.

You can save up to five searches. When choosing to save a sixth, the system will prompt you to delete an
existing one.

SAVED SEARCHES

tester 1 (Delete)
tester 2 (Delete)
tester 3 (Delete)
tester 4 (Delete)

tester 5 (Delete)

From the search names listed, select (check) the one you wish to replace, and click the Replace button.
The new search will save, the layer will close and the results will display.



Accessing saved searches

Locating the list of saved searches is easy. From the left navigation menu, click the Advanced Search
link; then click the Saved = cson 1 savea 1 cese @ menu item. All saved names will display.

SAVED SEARCHES

O testerq (Delete)
O testdrz (Delete)
0 tester3 (Delste)
0 testers (Delste)

T testers (Delete)

Simply click the saved search name. The layer will close and the results will display.

Editing saved searches

From the left navigation menu, click the Advanced Search; then click the Saved = cwson 1 savea | cos= ®
menu item. All saved names will display.

To change the name or date range for an existing search, click the (Edit) link. The layer expands.

SAVED SEARCHES

tester 1 (Delete)
*' tester2 (Delete)
tester 3 (Delete)
tester 4 (Delete)

tester & (Delete)

Save Name: |'tester 2

Date TypeReply-by Date

Start Date: IDUDUZDH End Date: [04/02/2011

Enter a new name or change the date range, and click the Save button.



Responding to Disputes

It is very important that you respond to disputes by the “Reply By” date. Not doing so may result in a
chargeback. Therefore, work the “urgent disputes” first from either the OMS home page, or the left
navigation menu.

When responding to disputes, remember to indicate that you will be mailing or faxing your support to
American Express.

Note: If you choose to disagree with a chargeback that is eligible for an online response, refer to page 33.

Viewing the case details

To action a dispute, simply click the Case # link from your search results. A details pane will open above
your records list. You may customise your search results by clicking the Advanced Search link located in
the left navigation menu. (See page 14.)
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The heading will advise you of the Case #, the Reply-by date and the days left to respond. The case details
are broken out into four sections:

o Dispute details — Provides the case type and status, amount in dispute, reason for disputing the charge,
ROC Invoice # for tracking purposes, and much more.

o Charge details — Includes the transaction amount and the card number to which it was charged. The
charge information also includes the merchant and location number where the transaction took place.
This can be helpful for centralised locations managing various affiliates. This section will also provide a
link to view all disputes associated with this Cardmember.



o Case history — Displays the most recent status and action taken. From here you can track the status of
support previously sent to American Express, and any changes up until the case is closed. (See page 41
for more information about viewing case history and tracking support.)

o Available actions — Includes response and support options to settle the case. Choose the desired
method for responding to a dispute, view all disputes that match this reason code, and print or
download the case details. By default, the full case details display. To view a summary of the case
details, click the Hide Full Dispute Details link. By doing so, it allows room to display more records in
the lower pane.

Determining how to respond

Responding to cases using OMS allows for systematically reviewing the case details, issuing or denying
refunds, entering responses and identifying how you will provide support documentation to substantiate the
charges, regardless of the how you choose to action the case.

From the available actions, choose your response method.
o Issue No Refund — Dispute deserves no refund. Explain your decision and provide supporting
documentation. (See page 24.)

o Issue Partial Refund — Dispute deserves a partial refund. Enter the refund amount, explain your decision
and provide supporting documentation. (See page 27.)

o Issue Full Refund — Dispute deserves a full refund. Either authorise a chargeback or issue a credit. (See
page 30.)

o Respond Offline — Choosing this method of response may potentially cause you to incur a “No Reply”
chargeback. (See page 32.)



Responding to multiple cases

Responding to multiple disputes in a group can help you save time when managing customer disputes. By

doing so, you can issue simultaneous responses to cases that require similar actions.

To start, check ( ) multiple cases from your search results. You can choose up to 50 cases at a time.
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From the toolbar, click the Respond menu. Four response options appear, i.e., Issue No Refund, Issue
Partial Refund, Issue Full Refund, or Respond Offline. Refer back to page 23 to determine how to respond.

Issuing no refund

You may contest a dispute. In doing so, complete the response as accurately as possible in order to avoid a
“No Reply” chargeback. Be prepared to send supporting documentation separately via fax or regular mail.

Regardless of whether you are responding to a single case or a group of cases, choose to Issue No

Refund from either the case details or the Respond menu.

() Print |v| | ||| Download v | %] Respond |+| S| Support =/
Issue Ho Refund
Issue Partial Refund
Issue Full Refund

Respond Offline

Provide the reason for not issuing a refund — it is required.

Enter Refund Reason and Preferences (1 Case — No) Step 1 of 2 Closs (%)
1. Response Code _ 2 Select what kind of suppon decumentation you plan to pravde
- Select- | ! Elé.cn:umc.- —'..s';:.'i.nn'cd- I.II'I'IJ.Q:G v

Sel_EI:la (‘f'nmmenl— [
3. (Optional) Enter racking information for this dispute.
Tracking & | Reference # |

Save Updated Commaent  Charachers Used
QEOrESO0 manimum.




Select a predefined reason from the following:

o Authorise Chargeback (01)
o Credit previously issued (02)
o Non-refundable ticket (03)
o Support being sent (05)

o Other, see comments (17)

Enter additional comments to support your position (maximum of 1500 characters). To use a previously
saved comment, highlight your choice from the menu selections. The comment area will automatically pre-
fill. (See page 36 for more information about saving comments. )

Choose how you intend to provide your support documentation (required).

o Attach Electronic Support — Electronic-A scanned image — After responding online, attach scanned
versions of your support documentation (images) and upload to American Express.

o Mail Support — After responding online, create a cover sheet, and mail your support documentation to
American Express

o Fax Support — After responding online, create a cover sheet and fax with your support documentation to
American Express.

o | will not be providing support — If the comments you enter provide enough information to support your
position, additional support will not be required.

Enter your own internal tracking information that you want logged with the response (optional). If you are
responding to multiple cases, an extra option will appear.

3. (Optional) Will you use the same tracking information for each ofthese
dispute?

=] Tackings | Reference &

Select Yes to use the same tracking information for each dispute, or No to track each dispute individually.
If you answered No, an additional step will appear.

Itemize Refund Information (3 Cases — No) Step 2 of 3 Closs ®
Dispute # Tracking # Reference #
KG35560 [ [
KG31834 [ [
Ki323633 [ [

Enter the tracking information specific to each case. You may click the Disputes # to view the case details
in a separate window.



Verify that the information is correct and enter your initials. If needed, you can go back and make changes
or close out of the response entirely. Click Continue to submit your response.

Complete Refund (3 Cases — No) Step 3 of 3 Close ®
Reason for No Refund Case# Disputed Amount Refunded Amount Tracking # Reference
Credit previously issued (02) #

KG35560  GBP 39.99 GBP 0.00 MIA N/A
3]""‘_“0"15”?“"‘"‘9"‘*‘;1 KG31834  GBP 43.85 GBP 0.00 NIA NIA
s 1S afestcommen KG13633  GBP 38.98 GBP 0.00 N A
Support Documentation
Mail suppert (after sending response)
Your Initials  |ksw | certify that | have verified this infarmation is correct

Note: The initials will automatically pre-fill after the first time entered by this User ID. If the initials are pre-
filled and you wish to change them, simply enter new ones.

The Thank You page confirms your online response. You may print a copy of your response for your files.

Thank You Close ®

Your ragponses have baen sont o these 3 disputes (21022012). Bacauss you arg not going 1 19508 3 fefund. pou muist providd us with mateials Supporting
JOUR paSMan. ¥ou May SEnd LS SUDPAMin 3Ny of thi foBawing methads on of bEfure the repl; by dale

HOTE: All supgedt MUST melisde e complute, unduncaled Cardmember Scoounl rumbai

Attach electronic documents Send documents by fax Send documents by mail
1. Gather 3l suppor information 1, Prieti T Sover Shoet for Meas celpulis 1, Pl i eowbr Shad) Er Hese BEpules
43 JPGLIPEG or TIF/TIFF or FOF, 2 Fao all support 1o the Fax number 2 Liail 30 support 10 I A0diess provided on e cover shesl
2. Uplead Your Files provided on the cover sheef
Craate Cover Shesl Creals Cover Shesl

Since you are not issuing a refund, each case requires support documentation. Send your support to
American Express before the Reply by Date, using one of the following methods:

o Attach Electronic Document — A scanned image — After responding online, attach scanned versions of
your support documentation (images) and upload to American Express (See page 37 .)

o Send documents by fax — Create a cover sheet and fax all supporting documents to the number
provided on the sheet. (See page 39.)

o Send documents by mail — Create a cover sheet and mail all supporting documents to the address
provided on the sheet. (See page 39 )



Issuing a partial refund

You may choose to authorise a partial refund. In doing so, complete the response as accurately as possible
in order to avoid a “No Reply” chargeback. Be prepared to send supporting documentation separately via
fax or regular mail. Regardless of whether you are responding to a single case, or a group of cases, choose
to Issue Partial Refund from either the case details or the Respond menu.

@Prinl v | ||| Download | %] Respand v‘l R | Support »
Issue No Refund
Issue Partial Refund
Issue Full Refund
Respond Offline

Provide the reason for issuing a partial refund — it is required.

Enter Refund Reason and Preferences (1 Case - Parfial) Step 1 of 2 Close

1. Response Code 2 Selact what kind of suppor documantation you plan 1o provida
- Salect - hd

Electronic - A scannéd image. v

- Selgdta Comment -

3 Enfer refund amount for this Dispute

Please refund %

4. (Opbional) Enfer tracking information for his dispute
Tracking # Referénca &

Save Updated Comment ~ Characters Used
DOGr1S00 maximum

Select a predefined reason from the following:

o Authorise Chargeback (01)
o Credit previously issued (02)
o Non-refundable ticket (03)
o Support being sent (05)

o Other, see comments (17)

Enter additional comments to support your position (maximum of 1500 characters). To use a previously
saved comment, highlight your choice from the menu selections. The comment area will automatically pre-
fill. (See page 36 for more information about saving a comment.)

Choose how you intend to provide your support documentation (required).

o Attach Electronic Support — Electronic-A scanned image — After responding online, attach scanned
versions of your support documentation (images) and upload to American Express.

o Mail Support — After responding online, create a cover sheet, and mail your support documentation to
American Express

o Fax Support — After responding online, create a cover sheet and fax with your support documentation to

American Express.



o | will not be providing support — If the comments you enter provide enough information to support your
position, additional support will not be required.

Enter the amount, or a percentage that you intend to refund the customer. If you are responding to multiple
cases, an extra option will appear.

4. (Optional} Will you use the same tracking information for each of these
dispute?

INO 'l Tracking # I Reference #I

Select Yes to use the same tracking information for each dispute, or No to track each dispute individually.
If you answered No, an additional step will appear.

Itemize Refund Information (3 Cases — Partial) Step 2 of 3 Close ®)
Dispute # Tracking # Reference #
KF£3061 [ |—
KF53058 |—
KF47402 [ I

Enter the tracking information specific to each case, and continue with the next step. You may click the
Disputes # to view the case details in a separate window.

Verify that the information is correct and enter your initials. If needed, you can go back and make changes
or close out of the response entirely. Click Continue to submit your response.

Complete Refund (3 Cases — Partial) Step 3 of 3 Close (&)
Reason for Partial Refund Case# Disputed Amount Refunded Amount Tracking # Reference
Credit previously issued (02) *

KF53061 GBP 2990 5% MiA 3
;@["O"f‘ﬁommenlﬁm KF53058  GBP 89.95 8% NiA 123
is is a test commen KF47402 GBP 40.41 7% Ni& 123
Support Documentation
Mail support (after sending respoense)
Your Initials ~ [ksw | certify that | have verified this information is correct.

Note: The initials will automatically pre-fill after the first time entered by this User ID. If the initials are pre-
filled and you wish to change them, just enter the new ones.



The Thank You page confirms your online response. You may print a copy of your response for your files.

Thank You Close &

Youl rospanses have baen sentfor these 3 dispules [21V022012). Because rou ara not going 10 1550 a refund. you must provide us with materials suppoding
JOUF pOSAn. You may Send s SUBPAM in any of the foBawing methods on or bfure the repl; by date

HOTE: &ll supgedt MUST include the complete, unduncated Cardmember account umbee

Attach electronic documents Send documents by fax Send documents by mail
1. Gather all support information 1. Pantfax cover shoet for Mese cispuies 1. Prnt mad cover shadl for hase dispules
43 JPGLIPEG of TIFITIFF af FOF, 2 Faoall supports the Fax number 2 Liail 3l sisppor 1o the address provided on the cover aheel
2. Upload Your Files provided on the cower shael
Craate Cover Shesl Cresals Covir Shial

Since you are issuing a partial refund, each case requires support documentation. Send your support to

American Express before the Reply by Date, using one of the following methods:

o Attach Electronic Document — A scanned image — After responding online, attach scanned versions of

your support documentation (images) and upload to American Express (See page 37).

o Send documents by fax — Create a cover sheet and fax all supporting documents to the number

provided on the sheet. (See page 39.)

o Send documents by mail — Create a cover sheet and mail all supporting documents to the address

provided on the sheet. (See page 39.)



Issuing a full refund

If you agree with a Dispute(s), you can authorise a chargeback or provide credit to the customer for the full
disputed amount. This requires an online response. You must fill out all the required fields. Regardless of
whether you are responding to a single case, or a group of cases, choose to Issue Full Refund from either
the case details or the Respond menu.

@Prinl v | ||| Download | %] Respand v‘l R | Support »
Issue No Refund
Issue Partial Refund
Issue Full Refund
Respond Offline

Choose the refund method you intend to use — it is required. Select Authorise Chargeback (01).

Enter Refund Reason and Preferences (1 Case - Full) Step 1of 2 Clone &)
1 Response Code Case# Disputed Amount
v ——— D15232A4E) 5681
Test for the sake of testing -
2. (Optional) Enter tracking information for this dispute
Testforthe sake of lesting Tracking® |5678 | Reference= a91d
Save Updated Comment  Charscters Used: (1281500 masmum
Gove

Enter additional comments to support your position (maximum of 1500 characters). To use a previously
saved comment, highlight your choice from the menu selections. The comment area will automatically pre-
fill. (See page 36 for more information about saving a comment.)

The refunded amount displays. Enter your own internal tracking information that you want logged with the
response (optional).

If you are responding to multiple cases, an extra option will appear.

2. (Optional) Will you use the same tracking information for each of these
dispute?

hd Tracking # I Reference # I

Select Yes to use the same tracking information for each dispute, or No to track each dispute individually.
If you answered No, an additional step will appear.

ltemize Refund Information (3 Cases — Full) Step 2 of 3 Close &
Dispute # Tracking # Reference #
Ka43182 7
K946674 [ |—
K949200 [ |—

Enter the tracking information specific to each case, and continue with the next step. You may click the
Disputes # to view the case details in a separate window.



Complete Refund (3 Cases — Full) Step 3 of 3 Close &)
Method for Refund Case# Refunded Amount Tracking # Reference #
Authorize Chargeback(01} K9481382 18.99 123 2292

26.98 456 3333
Additional Comments Ko46674
Product no longer in stock K949200 10088 789 4444
YourInitials ~ |ksw | certify that | have verified this information is correct
——

Verify that the information is correct and enter your initials. If needed, you can go back and make changes
or close out of the response entirely. Click Continue to submit your response.

Note: The initials will automatically pre-fill after the first time entered by this User ID. If the initials are pre-
filled and you wish to change them, just enter the new ones.

The Thank You page confirms your online response. You may print a copy of your response for your files.

Thank You Ciose ()
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2. Uploas Your Files provided on the cover shaet
et Cover Sreet

Since you are issuing a full refund, support documentation is not required.



Responding offline

American Express strongly recommends that you respond to customer disputes online using OMS.
Responding offline can potentially delay receipt of your reply, which may result in a chargeback. Choose to
Respond Offline from either the case details or the Respond menu.

@Prinl v | |l | Download . Respond v‘| % | Suppart ¥
Issue Ho Refund
Issue Partial Refund
Issue Full Refund

Respond Offline

Note: You cannot respond to multiple cases offline.

You have chosen to Respond Offline

The maost reliable way te respond to @ Customer Inquiry is through the online response system. This will prevent you from incurring a "Mo Reply”™
chargehack To respond offline, you must provide all supporting documentaion by fax or regular mail

Please Note: There may be a higher risk of incurring a "Mo Reply” chargeback for the full disputed amount.
Please Note: Each page of any supperting documentation MUST include the complete, un-truncated Cardmember account number,

Yes, lunderstand the chargeback risk but still wish to respend offline.

Respond Offline Respond Online

Read all the information presented. If you understand the risk of potentially incurring a “No Reply”
chargeback, and still wish to continue, click Respond Offline.

The Thank You page confirms that you are sending your response offline. You may print a copy of your
response for your files.

Thank You Close &)

You have chosen ta respand offline, you must provide us with materials supporting your position. You may send us supportin any of the following
methods on or befare 21/04/2011

Print Response

MNOTE: All support MUST include the complete, un-truncated Cardmember account number.

Send documents by fax Send documents by mail
1. Printfax cover sheetforthese disputes. 1. Print mail cover sheet for these disputes.
2. Faxall supportto: 2. Mazil all supportto

Since you are responding offline, additional documentation is required to support your position using one of
the following methods:

o Send documents by fax — Create a cover sheet and fax all supporting documents to the number
provided on the sheet. (See page 39 )

o Send documents by mail — Create a cover sheet and mail all supporting documents to the address
provided on the sheet. (See page 39.)

Note: Send your supporting documentation within 24 hours of creating the response. Each page of the
supporting documentation must include the complete Cardmember account number.



Disagreeing with a chargeback

If a chargeback was issued in error, and is eligible for an online reply, submitting sufficient support
documentation to American Express can help reverse the chargeback, and credit funds back to your
account.

To view the chargeback case details and start working the case, simply click the Case # link from your
search results.

This search contains 90 chargebacks_

Disputes: Chargebacks Click a case number to view the details of that case. Check the boxes next to multiple cases

to manage several at once.

(& Print v/ ||[|) Download v Available Actions [v| | Select Cases [« |EntercCase# | (oo ] @
OMS Home Previous 160 51-90 Mext
Disputes (139) <2 Case # Cardmember # Adjustment # Ti i Tr: i Chargeback Amount |~
Amount
1 E1110100068  &f HOOOO0KK961002 124120135 20/08/2010 5.000 5.000
| O Ettioto0071 Ef JXHXKHKHIB1002 124120135 20/09/2010 6.000 5.000
All Open (52) O Ettio1o0061  &f JOOOOOGOE 1002 124120135 20/09/2010 6,000 5,000
ﬁ!\i‘?:;" 29 0O Ett10100051  &f XOC0000(IE1002 124120135 20/09/2010 6.000 5000 |
Viewed (20) O Eftiotooo41  &f HOOOOG0KO61002 124120135 20/09/2010 5,000 5,000
Responded (24) O Ett101ooo46  Ef HOOOOOO61002 124120135 20092010 6000 5.000
O Et110100045  &f JOOOOOOO9E1002 124120135 20/09/2010 6,000 5.000
Case Updates (70) O Ettio100075  Ef JOOOOOOOIE1022 124120135 20/09/2010 6,500 5.000
0 E1110100076 =
O Ettioto0er7r & HOOOO00KO61022 124120135 20/09/2010 6,500 5.000
# Advanced Search O Et110100067  &f JOOOOOOO9E1022 124120135 20/09/2010 6,500 5.000
O Et110100066  Ef JOOOOOOOIE1022 124120135 20/09/2010 6,500 5.000
Account Information O Et1io1o008s  &f JOOOOOGO6 1022 124120135 20/09/2010 6,500 5,000
O Et110100064  Ef HOOOOOGO6 1022 124120135 20/09/2010 6,500 5,000
S BT O E1110100083 & 0000000961022 124120135 2010872010 6.500 5,000
O Eft10100163  &f HOOOO00KO61022 124120135 20/09/2010 6,500 5.000
Change Your O Ett10100263 & HOOOOOKKOE1022 124120135 20/08/2010 6500 5.000
Password [0 E1110100363  &F JOO000H961022 124120135 20/09/2010 6500 5000
Change Service O Eft10100463  £F HXRKRKKKK 961022 124120135 20092010 6,500 5,000
Selections O Eft10100s63  &f HOOOO00KO61022 124120135 20/09/2010 6,500 5.000
O E1110100963 HOOOOG0KO61022 124120135 20/09/2010 6,500 5,000
View Terms & e - S s B RIS ™
Conditions [<] L | 2]
Help
FAQs for
Payments

Previous 1-5051-90 Next

A details layer will open above your records list. You may customise your search results by clicking the
Advanced Search link located in the left navigation menu. (See page 14.)

Note: You can only respond to one chargeback at a time.
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While viewing the Chargeback details, you can see the amount debited from your account. From the
Available actions area of the screen, click the Disagree with this Chargeback link.

Select Support for Chargeback Disagreement Step 1 of 2 Close 8

Torespond to the chargeback claim with which you disagree, please follow the steps below to send your reason and support to American
Express.

1. Selectthe type of support you will provide for this response

IMall Support j

2 Please describe your reasons for responding to this chargeback.

Characters Leed: 000/ 500 maximum.

Choose how you intend to provide your support documentation (required).

o Attach Electronic Support — Electronic-A scanned image — After responding online, attach scanned
versions of your support documentation (images) and upload to American Express.

o Mail Support — After responding online, create a cover sheet, and mail your support documentation to
American Express

o Fax Support — After responding online, create a cover sheet and fax with your support documentation to
American Express.

o | will not be providing support — If the comments you enter provide enough information to support your
position, additional support will not be required.

Enter additional comments to support your position (maximum of 1500 characters), and continue with the
next step.

Review the information for accuracy. If needed, you can go back and make changes or close out of the
response entirely. Click Continue to submit your response.



Complete Chargeback Disagreement Step2of2 Close &)

Support Documentation
Mail Support
Additional Comments

The item was received by customer. Signed copy of
customer postal receipt will be sentto confirm our position.

The Thank You page confirms your online response. You may print a copy of your response for your files.

Thank You Close ®

Your tasponses have boen santfor thesa 3 dispubes (21022092). Bacauss rou arg nét going 10 155ua 2 refund. you must provide us with matertals supporting
JOUF PASINON, You May S8 LS SUDPOTTin any of the Tollowing metods on or bifore he reply by date

NOTE: &ll supgedt MUST imnclude e complite, undnuncaled Cardmember accownt rumbes

Attach electronic documents Send documents by fax Send documents by mail
1. Gather all suppor information 1. Poiri faa cover Shoel for Meas ospules 1. P mvad cover Shi sl For Mése dispules
3 JPGLIFEG or TIFITIFF or FOF, 2 Fan 3l suppor o ihe Fax numbsr 2 Liail 3 support io the address prodded on ihe cover shest
2. Upload Your Files provided on the cover shael
Craate Cover Sheel Creale Cover Shest

Since you are disputing a chargeback, additional documentation is required to support your position using

one of the following three methods:

o Attach Electronic Document — A scanned image — After responding online, attach scanned versions of

your support documentation (images) and upload to American Express (See page 37.)

o Send documents by fax — Create a cover sheet and fax all supporting documents to the number

provided on the sheet. (See page 39.)

o Send documents by mail — Create a cover sheet and mail all supporting documents to the address

provided on the sheet. (See page 39.)



Saving comments

While responding to disputes, you can save up to five comments for future recall.

| Enter Refund Reason and Preferences (1 Case — Full) Step 1 of 2

Close (%)
1. Response Code Case® Disputed Amount
| Authorize Chargebackion) v e S
,-Twslforlmi sake of testing s N'
e - —— . - 2. (Optianal) Enter tracking information for this dispute.
Testfor the sake ol lestng [ Tracings |678 | Reterencew (8910 |
I Save Updated Cammant th-rmm Used: 0231500 manimum

Enter the comments to support your position (maximum of 1500 characters).

Click the Save Updated Comment link. Your comments will become available for selection. However,
when saving the sixth, the system will prompt to replace an existing comment.

Save a New Comment

You can save up to § comments for future use. Once you have saved 5 comments. you will have to select a comment to replace each time
you add a new one. When you are ready. click Save and Return to Response to finish responding to the inquiry.

Partial Credit issued to customer dusto

Choose a saved comment to replace

@ Price match refund to customer. . -
¢ Partial Credit issued to customer dueto .
¢ Customer did not sign receipt of package . . .

¢ Product no longer in stock =

4 2L

A layer will open on the page where you can select (&) the comment you wish to replace. Use the vertical
scroll bar to see items currently out of view.

Click Save, and continue your response.



Attaching electronic support

After completing your response, the Thank You page provides for attaching electronic documents, and uploading

the files to American Express.

Thank You Close ()

Your response has been sent for this chargeback (21/02/2012). Because you are disagreeing with this chargeback, you must provide us with materials supporting your position . You may send us support in any of the
fallowing methods.

Print Response

Attach electronic documents Send documents by fax Send documents by mail
1. Gather all support information 1. Printfax cover sheet for these disputes. 1. Print mail cover sheet for these disputes.
as JPG/JPEG or TIF.TIFF or POF 2. Faxall supportto 2. Mail all supportta
2. Upload Your Files 029271 1441 Address: G.P.O. Box 1582

1 Click the Attach button.

Attach Electronic Support Close )
Dispute # Support Status 10 attach your support documentation, select 8 Case # and browse for your documents. Once all support has been attached for all selected cases
. click "Attach Support”to upload your support. A Batch ID number will be generated to track the status of your upload.
@ All Selected Disputes | H Browse.. ]

Recommended Support Documents

File Types: .JPGI.JPEG or .TIFLTIFF or .PDF
O 015386AABB DPI: 100, 200, or 300

Black and White or 8-Bit Grey-Scale

Mo larger than 500KB

Upload Requirements

Maximum upload size is 1MB.

5 files per case per upload.

Mo more than 50 files total per upload.

Altach Support

If needed, you may click the Disputes # link and view the case details in a separate window.

Attach Electronic Support Close &)
Dispute # Support Status 10 attach your support documentation, select a Case # and browse for your documents. Once all support has been attached for all selected cases,
click “Attach Support™ to uplead your suppert. A Batch ID number will be generated to track the status of your upload
@® All Selected Disputes | |(Browse.. ]
Recommended Support Documents
logo-adobe-ilustrator-greyscale_300.jpg (232.4 KB} Remove File Types: .JPGLJPEG or .TIFLTIFF or .PDF
DFI: 100, 200, or 300
O 015336A4BB Black and White or 8-Bit Grey-Scale
Ma larger than S00KB
Upload Requirements

Maximum upload size is 1MB.
Zfiles per case per upload.
Ma mare than 50 files total per upload

2 Click Browse and select a JPG/JPEG, TIF/TIFF or PDF support file. The file name will appear on the page.
Repeat if sending multiple files to support your response to one or more disputes. If sending the same support file

to multiple disputes, choose All Selected Disputes.

3 Once you have selected all the files, click Attach Support to upload your support to American Express.



Dispute #
All Selected Disputes

015386AABB

Status Message

Attach Electronic Support

Support

Status

Submitted

Your response and attached electronic support have been submitted for Batch ID 15769, Please check the case details for the status of your upload after a few minutes

Close (%)
To attach your support documentation, select a Case # and browse for your documents. Once all support has been attached for all selected
cases, click "Attach Support”to upload your support. A Batch ID number will be generated to track the status of your upload.
Recommended Support Documents
File Types: .JPGLJPEG or .TIFL.TIFF or .PDF
DPI: 100, 200, or 300
Black and White or 8-Bit Grey-Scale
Mo larger than 500KB
Upload Requirements
Maximum upload size is 1MB
5files per case per upload.
Mo maore than 50 files total per upload.

The Status Message (displayed in red) provides more information about the next steps to verify the status of

your upload. (See page 38.)

The Batch ID number provided in the Status Message can be used to quickly identify any unsuccessful image

uploads. (See page 44.)

4 Once the upload is complete, click Done

The system assigns a Batch ID number to each file uploaded. Use this number to track the submission. It is
viewable from the inquiry/chargeback case details.



Creating fax or mail cover sheets

Cover sheets recap the case details. Send your supporting documentation within 24 hours of creating your
response. Each page of the supporting documentation must include the complete Cardmember account

number.

The steps for creating fax and mail cover sheets are identical. The instructions below illustrate creating
a fax cover sheet.

Thank You

Your responses have been sentforthese 3 disputes (21/02/2012). Because you are not going to issue a refund, you must provide us with materials supporting
your position. You may send us supportin any of the following methods on or before the reply by date.

Print Response

MOTE: All support MUST include the complete, un-truncated Cardmember account number.

Close (X)

Attach electronic documents Send documents by fax Send documents by mail
1. Gather all support information 1. Printfax cover sheet forthese disputes. 1. Print mail cover sheet for these disputes.
as JPGLJPEG or TIFLTIFF or POF. 2. Faxall supportto the Fax number 2. Mail all support to the address provided on the cover sheet

2. Upload Your Files provided on the cover sheet

Attach Create Cover Sheet Create Cover Sheet

1 After completing your response, the Thank You page provides for creating mail or fax cover sheets. Click
Create Cover Sheet.

Create Fax Cover Sheets Close ®
The information you pravide below will appear on your fax cover sheets, aleng with a summary of the dispute and your respense. In
orderto ensure routing of support materials to the correct address, a separate fax cover sheet will print for each case. Be sure to
review the cover sheets and group them with the relevant supporting materials befare faxing them to American Express
How many pages are you faxing, including the cover sheet? IS
Business name |My Company
Phone # [o123654
Fax# [o123456

2 Enter the number of pages, and include the cover sheet in the count.
3 Enter your Business name, Phone #, Fax #, and click Create Cover Sheet.

Note: This information will automatically pre-fill after the first time entered by this User ID. If the pre-
filled data changes, just edit the text where applicable.

4 With the cover sheet displayed, use the vertical scrollbar to view additional information not currently in
view.



American Express Close Window

- Fax Cover Sheet CaseE1109500006

al American Express
Fax Number  +44 (0)1273 667149

From Iy Company Date 25/04/2011

Phone 0123654 Total Pages 3

Merchant's Fax # 0123456

Your Response and Charge Details

Response COther, see comments{17} Comments test test test
Amt Credited 1,000 00 ST
Disputed Initials
ispul
At 5,000.00
Charge Amt 5.000.00
Charge Date 20/09/2010

Inquiry Background

Case Type Retail(16) Reason Retrieval(6003)
Cardmember XKKOOOOKK Additional

£ Ha1002 Information A

IMerchant # 1234567820

Location ID MIA

Tracking Numbers
Reference # NiA, ?E Tracking A

5 Use your browser’s Print button to send the cover sheet(s) to the printer. When creating cover sheets for
multiple cases in a group, each will print on separate pages.

6  When finished, click Close Window. Your search results will reappear.

Fax or mail all supporting documents to the fax number or mail address provided on the cover sheet.



Viewing case history & tracking support

Once you have provided your response(s), and sent your support documentation, view the case details to
track updates and status changes associated with the case(s).

Locate a case quickly using the Advanced Search feature. You can streamline your results by providing any
of the information listed under the Additional Criteria section, e.g., Cardmember #, Case #, etc. (See
page 17.)

Advanced Search  custom | Saved | Close (%)

Inquiries -

) Locations
) pates
= status

@ Inquiry status

™ &1 0pen ™ &1 Closed
™ hew ¥ Responded Online
™ viewed r Responded Offline
™ urgent ™ Expired
' Resolution status
Flag Stalus | Flagged and Not Flagged k|

Hidden tems [ Both Hidden and Not Hidden =

) Additional Criteria

) Your Business' Tracking Numbers

Named Searches are Automatically Saved

Note: When using the Advanced Search feature, make sure you check ™ Responded Online in the Status
section.
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From the Case History section of the page, you can track the status of support previously sent to American
Express, and any changes up until the case is closed. The status entries will list in descending order.

o

Status change — Shows the date you viewed the case and replied online.

o

Support pending — Your support is pending receipt by American Express.

o

Support received — American Express has received your support.

(o]

OMS Closed — American Express has closed the case. Review the case update to learn more about how
it was resolved.

Viewing case updates

Case updates appear when disputes change status in OMS. These updates may include entries (debits and
credits) applied to your account by American Express based on your response (or lack of response) to a
dispute. It is also important to note that if a dispute is not resolved after 75 days from the date of reply,
OMS will close the case and generate a case update for your files.




Disputes: Case Updates
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To view a case update, simply click the Case # link from your search results. A details pane will open
above your records list. You may customise your search results by clicking the Advanced Search link

located in the left navigation menu. (See page 14.)

Disputes: Case Updates
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The case details are broken out into four sections:

o Dispute details — Provides the case type and status, amount in dispute, reason for disputing the charge,
ROC Invoice # for tracking purposes, and much more.

o Charge details — Includes the transaction amount and the card number to which it was charged. The
charge information also includes the merchant and location number where the transaction took place.
This can be helpful for centralised locations managing various affiliates. This section will also provide a
link to view all disputes associated with this Cardmember.



o Case history — Displays the most recent status and action taken. From here you can track the status of
support previously sent to American Express, and any changes up until the case is closed. (See page 41
for more information about viewing case history and tracking support.) While viewing the case history,
you can return to the original dispute or chargeback details to see the entire life cycle of the case by
simply clicking the link.

o Available actions —Choose to print or download the case details or view all cases that match this
reason code. By default, the full case details display. To view a summary of the case details, click the
Hide Full Case Update Details link. By doing so, it allows room to display more records in the lower
pane.

Viewing Unsuccessful Uploads

To view unsuccessful image uploads occurring in the last 7 days, complete the following:
1 From the left navigation menu, click the View Unsuccessful Image Uploads link.

Unsuccessful Image Uploads
® Bateh 1D
* 1618
1518
All Open (40} LT
Hew (37)
tvisent £50) C 1520
?;:'?md"‘d C y528
1828
T 4gam
T 4539
T 1540
T 1844

Frevious  Hes

Unsuccessful uploads are listed by Batch ID numbers in ascending order. Each Batch ID represents an
unsuccessful upload. Keep in mind, the entire contents of the batch may not have failed the upload process.
It may only be a case or file within the batch that failed.

2 If applicable, click Next and Previous to navigate through the entire list of Batch IDs.

3 Click the Batch ID number to expand the record and list the Case Number(s), Support ID #(s), and the Image
Name(s) that failed.

4  If applicable, click Next and Previous to navigate through the cases.



With the information displayed on your screen, click the Print button located in the toolbar.

i Print |v| | | Download =
All Cases (List)

All Selected (Details up to 50)
All Selected (List)

If printing a list, select All Cases (List) or All Selected (List). Select All Selected (Details up to 50)
if choosing to print the case details that relate to the items selected. The information will automatically
preview on the screen.

If you choose to print a large amount of data, it will be broken down in groups of 3,000 records. This is to
ensure that the file sizes are manageable for our systems and yours. Print each part separately.

Print Your Data

The information you requested has been grouped to ensure the file sizes are manageable for our system and yours. For each row range. click the
Print button to open a printer-friendly window containing the information. Then, use your browser's print button to actually print out the page.

Part 1: Rows 13000 PrintPart1

Part 2: Rows 3001 - 6000 Print Part 2

Part 3 Rows 6001 - 9000 Print Part 3

Part 4 Rows 8001 - 12000 Print Part 4

Print Part 5

Part 6: Rows 12001 - 14435

Use your browser’s Print button to send the file to the printer. To ensure that the information prints
properly, perform a print preview. In your browser, go to the File menu and choose Print Preview. From
here you can change the page settings to ensure proper printing.



Downloading

With the information displayed on your screen, click the Download button located in the toolbar.

&y print v 1] Download ||

All Cases (List)

All Selected (Details up to 50)
All Selected (List)

If downloading a list, select All Cases (List) or All Selected (List). Select All Selected (Details up
to 50) if choosing to download the case details that relate to the items selected.

Download Your Data
Select a format from the two options below, then click "Download” to save the file to your computer.

& Comma Separated Values (.csv) (@) isnat are these fie formats?

 Microsoft® Excel { xls)

Select a format from the two options available and click Download.

o Comma Separated Values (.csv) — Choose this format if opening the file using accounting and database
programs.

o Microsoft Excel (.xIs) — Choose this file format if this is the only spreadsheet program used to open the
file.

If you choose to download a large amount of data, it will be broken down in groups of 3,000 records. This is
to ensure that the file sizes are manageable for our systems and yours. Download each part separately.

During the download process, you can choose to open the file or save the file to your computer. If you
choose to open the file, your browser will attempt to display the file using an application on your computer
that supports the file format you have selected. If you choose to save the file, your browser will save the

file to your computer in the folder of your choice.



Appendix

Status types

The status type informs you about the current state of cases in OMS, e.g., new, viewed, etc., while
providing search capabilities by resolution status. The status types available will vary based on the dispute

type.
Disputes
All Open Select criteria to list all new, viewed and urgent disputes that require a
response.
New Open disputes not yet viewed.
Viewed Open disputes previously viewed; however, no responses currently sent.
Urgent Open disputes that expire within the next 5 days, and require immediate
attention to avoid any possibility of a chargeback. (Located at the top of
the list and highlighted in red on the Disputes Search Results.)
All Closed All resolved disputes.
Responded Online Response to disputes sent via OMS.
Responded Offline Response to disputes sent via fax or regular mail.
Expired No response to disputes received prior to “Reply By” date.

Dispute resolutions

Not yet resolved Lists all open disputes.
All Resolved Select criteria to list all resolved disputes.
Chargeback Issued Resolved disputes and chargeback incurred, e.g., you agreed to provide a

refund by issuing a chargeback, you provided insufficient support, you
did not reply to a dispute, etc.

OMS Closed After 75 days from the date of reply, and no resolution confirmed, the
case will automatically close. For more information, contact American
Express.



Chargebacks

All Open

New
Viewed

All Closed
Responded Online
Expired

Select criteria to list all new and viewed chargebacks that are pending a
response.

Open chargebacks not yet viewed.

Open chargebacks previously viewed; however, no responses currently
sent.

All resolved chargebacks.
Response to chargebacks sent via OMS.
No response to chargebacks received prior to “Reply By” date.

Chargeback resolutions

Not yet resolved
All resolved
Chargeback stands
Credit Adjustment

Debit Adjustment
OMS Closed

Lists all open chargebacks.
Select criteria to list all resolved chargebacks.
Chargeback not eligible for reversal.

Funds credited back to your account due to a transaction processed in
error.

Funds debited from your account due to a transaction processed in error.

After 75 days from the date of reply, and no resolution confirmed, the
case will automatically close. For more information, contact American
Express.



Case updates

New
Viewed

Open case updates not yet viewed.
Open case updates previously viewed.

Case update categories

All resolutions
Credit Adjustment

Debit Adjustment
Credit Back
Chargeback stands
OMS closed

Select criteria to list all resolved case updates.

Funds credited back to your account due to a transaction processed in
error.

Funds debited from your account due to a transaction processed in error.
Chargeback reversed and funds credited back to your account.
Chargeback not eligible for reversal.

After 75 days from the date of reply, and no resolution confirmed, the
case will automatically close. For more information, contact American
Express.



Frequently Asked Questions

General

What if | forget my Password?

You can reset your Password online by going to americanexpress.com and clicking Forgot ID or
Password? You can also call 1300 363 614 for assistance. Please note this phone number for future
reference.

Why should | resolve my customer disputes online?

By receiving and responding to customer disputes online, you can save time and money, as well as
reduce the risk of "No Reply" Chargebacks that can occur because of mail delays or misplaced dispute
letters. Online dispute resolution also offers you the choice of responding to cases individually or in a
group, where appropriate. Sign up for online dispute resolution by going online or by calling 1300 363
614.

How does resolving disputes online differ from doing so through the mail?

In both cases, you are provided the same time to reply. However, you will be notified of your Dispute
via email reducing the time it takes to mail you the paper notification

Will | be able to cancel my enrolment to resolve disputes online?

Yes. If you find you want to cancel this service, you can do so easily by calling 1300 363 614. Please
note that cancelling your internet service through your Internet Service Provider (ISP) will not
automatically cancel your enrolment to resolve disputes online.

Can | resolve my customer disputes online even if my business has multiple locations?

Yes. You can use online dispute resolution to resolve customer disputes for all your locations. If you
have questions, please see the FAQs or call Customer Service at 1300 363 614.

Does resolving my customer disputes online automatically mean | will no longer receive paper
customer dispute letters?

Yes, this information will now be provided to you through online access only.

How long after | sign up to resolve customer disputes online will | be able to access my data?

Your customer dispute data will be available to you 48 hours from the time of enrolment. Use the
American Express Online Merchant Services ID and Password you received during the enrolment
process to access the data.

Will resolving my customer disputes online affect the time it takes for me to receive payment from
American Express?

No. Resolving disputes online has no impact on the time in which you receive payment for your
American Express charges.



How do | use the left navigation?

The left navigation is available at all times. It contains filter links for Disputes, Chargebacks, and Case
Updates (along with the case count for each). It also contains links to the Advanced Search feature. You
may return to the Online Merchant Services Home page by clicking OMS HOME.

Disputes

What is a customer dispute?

A customer dispute is a notification you receive whenever a Cardmember disputes a charge from your
business. To find disputes that have been sent to you, click the New Disputes link on the home page.
Select a dispute to see further details.

What should | do with a customer dispute?

You must respond to each customer dispute you receive by the date indicated on the Dispute Details
page. You can choose to issue a full refund, issue no refund, or issue a partial refund. By choosing to
issue a full refund, you can either authorise a Chargeback or issue a credit to the Cardmember for the
full disputed amount. If you choose to issue no refund, you are contesting the dispute. If you choose to
issue a partial refund, you can authorise a partial credit to the Cardmember.

How much time do | have to respond to a customer dispute?

The amount of time you have to respond varies by the type of dispute. Check the main Dispute Details
page for each dispute to see how much time you have to respond.

What should | do if | can't respond immediately?

After reviewing the dispute, go to the Dispute Search Results. Cases to which you must respond in
fewer than 5 days will be displayed in red on the Dispute List. However, you must still respond by the
final date indicated.

What if | don't respond in time?

If you do not respond to a customer dispute by the date indicated, you may be subject to a Chargeback
for the full disputed amount.

What does it mean to agree with a dispute, and what should | do to issue a full refund or credit?

When you agree with a dispute, you can either authorise a Chargeback or issue a credit for the full
disputed amount.

— Issuing a Full Refund — Select Issue Full Refund on the Dispute Details page. When the response
page appears, select a refund method and provide the required information. You must click
Continue when you are finished. You may respond on a case-hy-case basis or in a group.
Responding in a group allows you to issue full refunds to between 2 and 50 cases at one time.

~ Issuing a Credit — Select Issue Full Refund on the Dispute Details page. When the response page
appears, choose Authorise Chargeback (01) as the refund method. Click Continue when you are

finished.



How do | respond to a dispute when a credit for the full disputed amount has been or will be
/ssued?

If issuing a credit, you must enter your response and issue the credit through your terminal. Select
Issue Full Refund on the Dispute Details page. When the response page appears, choose Issuing
Credit (08) as the refund method. Click Continue when you are finished.

What does it mean to Issue No Refund, and what should I do to issue it?

Disagreeing with a dispute allows you to contest it should you feel that no refund is owed. From the
Dispute Details page, select Issue No Refund. \When the response page appears, choose a Response
Code and provide the requested support documentation. You must click Continue when you are
finished. You can choose to respond to customer dispute on a case-by-case basis or in a group.
Responding in a group allows you to issue no refunds to between 2 and 50 cases at one time

What is a Partial Refund, and how do [ issue one?

If you disagree with a dispute, you can authorise a Partial Refund of the disputed amount to the
Cardmember. You should select Issue Partial Refund on the Dispute Details page. When the
response page appears, choose a Response Code and provide the requested support documentation.
You must click Continue when you are finished. You can choose to respond to customer disputes on a
case-by-case basis or in a group. Responding in a group allows you to issue partial refunds for between
2 and 50 cases at one time.

What happens after | send my ‘Issue Full Refund” response?

You will be automatically directed to the Thank You page. This page provides all the details of the
dispute and your response to it. You should print this page for your records.

Can | make changes after | click 'Send Response"?

No. Once you have sent your response, no changes can be made online.

Can | respond to more than one case at a time?

Yes. Simply check the number of cases you wish to reply to (from 2-50 cases at one time) and select on
the response type. Supply the appropriate information in the Respond to a Dispute panel. If you are
partially refunding the customer, you will be asked to put in the percentage or monetary amount that
you will be refunding.

How do | respond offline?

You can respond to a customer dispute without using the online system by choosing the Respond
Offline link on the Dispute Details page, then printing the Thank You page and faxing or mailing it to
American Express with your supporting documentation.

What is a Response Code?

A Response Code is a designation established by American Express to define the action you intend to
take, or have already taken, regarding a dispute. You must select a Response Code in order to submit
your agreement with a dispute.



What support documentation should | send?

You should send documents that support your position of disagreeing with a dispute. The support
documents you will need to send vary by the case type. Refer to the Policy and Procedure guide for a
list of acceptable support documentation.

How should | send my support documentation?
You can attach electronic support, fax or mail your support documents.

~ Attach Electronic Support — Electronic-A scanned image — After responding online, attach scanned
versions of your support documentation (images) and upload to American Express.

- Mail support — Create a cover sheet by choosing the Create Cover Sheet button on the Thank You
page.
- Fax support — Select the Create Cover Sheet button on the Thank You page and print it.

Will | be able to find out the status of my support documents?

Yes. When you create a mail or fax cover sheet for sending support, a tracking number is generated for
it. If after 7 days from submission you have not received a confirmation of receipt, Online Merchant
Services will designate the status of "Support not yet received” for this submission. You can view the
status of your support documents by going to the Disputes or Chargebacks page and clicking on the
relevant case number to view the case history. Case status information can also be found at the bottom
of the Thank You/Claim Report page.

Will I receive notification if the dispute is decided in my favour?

Yes. Online Merchant Services will provide case updates when a dispute is resolved in your favour. You
can see Case Updates online at the Case Update page or by searching by case number.
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Additional Information — Provides further details about
the customer dispute. A Customer Service agent enters this
information.

Adjustment — An American Express-generated credit or
debit applied to your account.

Adjustment Amount — The amount debited from your
merchant account once the adjustment is made.

Adjustment Date — The date on which the adjustment
was made.

Adjustment Number — The unique number assigned by
Customer Service to identify a Chargeback or adjustment.

Airline Ticket # — The number associated with the
flight/reservation.

Cardmember Account Number (Same as Card
Number) — Number assigned to approved accounts that
appears on the physical Card. Numbers are for internal use
only and identify the geographic location, date of
Cardmember billing, and Additional Cards on the
Cardmember account.

Cardmember Address — Address of the Cardmember (not
available for fraudulent disputes).

Cardmember Information — Gives information such as
account number and address.

Cardmember Number — An American Express account
number assigned to the Cardmember. This number appears
on the Card that incurred the charge.

Case #— An American Express-assigned number used to
identify a Cardmember dispute.

Case Details — These are specific pieces of information
that define the parameters of a Cardmember dispute.

Case Status (New) — Customer disputes that has not
been reviewed.

Case Status (No Reply) — No response has been sent and
the "Reply by Date" has passed.

Case Status (Responded Offline) — Indicates that the
Merchant has chosen to respond to the Customer dispute

without using the online system and will send the proper
documentation via fax or regular mail.

Case Status (Responded Online) — Response has been
sent to American Express.

Case Status (Viewed) — Customer dispute has been
reviewed, but no response has been sent.

Case Status (No Online Reply) — The system has not
registered any response through the online system.

Case Types — Case Type is a classification of the
Customer dispute. Each case will have associated details
that will allow you to track and respond to a dispute.

Case Updates — Updates to disputes or chargebacks.

Case Update Report — Customised report created with
select criteria from the Update section of Disputes.

Category — A specific type of update applied to an existing
dispute.

Charge Amount — Total amount billed to the Cardmember
for the charge in question.

Charge Date — The date on which the original charge was
incurred.

Charge Reference # — The number on the original
transaction set by your point-of-sale device.

Chargeback — Money debited from your account when a
disputed transaction is resolved in favour of a Cardmember.

Chargeback Amount — The total amount of the
adjustment processed due to a Chargeback.

Chargeback Date — The date the Chargeback adjustment
was processed.

Chargeback Reason Code — A code set by Customer
Service corresponding to the Chargeback description.

Chargeback Report — Customised report created with
select criteria from the Chargeback section of disputes.

Chargeback Reversed — Reversal of a previously posted
debit to the merchant account if a Chargeback or
adjustment was issued in error.



Closed in Merchant's Favour — A dispute that did not
result in a Chargeback because of your sufficient response
or the Cardmember has dropped the dispute.

Credit Requested — For disputes involving purchases of
merchandise, this indicates that a credit was requested for
the returned merchandise.

Description — The explanation for a financial adjustment.

Discount Amount — The amount retained by American
Express for processing the transaction(s).

Dispute Date — Date on which the Cardmember filed a
charge dispute.

Disputed Amount — The amount of the charge in question
by the customer.

Expired Disputes — Disputes that were not responded to
by the Reply By date.

Duplicate Billing — When a customer claims they have
been billed twice for one purchase.

Expired Disputes — Disputes that were not responded to
by the Reply By date.

Flag — Mark this item for follow-up.

Industry Information — Gives information about the ROC
Invoice number, Reference number, and Industry Location
number.

Disputes — Transaction(s) being disputed by your
customers. You must respond to disputes within the
required time frame or they may result in a Chargeback.

Dispute Case Code — Code assigned by American Express
to define the type of Customer dispute.

Dispute Report — Customised report created with select
criteria from the Disputes section.

Issue Full Refund — When you want to fully refund the
customer’s disputed amount.

Issue No Refund — When you do not want to refund the
customer’s disputed amount.

Issue Partial Refund — When you only want to partially
refund the customer’s disputed amount.

Location ID — The unique ID given to each of your
establishment locations

Mass Response — The ability to respond to more than one
dispute at a time.

Materials Supporting Your Position — Documents that
support your decision to issue a Partial Refund or No
Refund.

Merchant Number — The number used to identify a
merchant. Also called Service Establishment (SE) number.

Merchant Information — Gives information such as
Merchant Number, Location Description and Location
number.

Merchant (SE) Number — The number used to identify a
merchant. Also referred to as Service Establishment (SE)
number.

Merchant (SE) Reference — Merchant internal reference
number (optional).

Merchant (SE) Tracking — Merchant internal tracking
number (optional).

New and Saved Reports — Location where you can find
new and saved customised reports.

New Dispute — A dispute that has not been viewed yet.
Not Received — Merchandise that was not received.

Number of Days Left — Number of days left to respond to
a dispute before it becomes a "No Reply" Chargeback.

Open Disputes — Disputes that have not yet been
responded to.

Original Account Number — The original Card number
issued to a Cardmember's account. American Express links
the most recent Cardmember number to the number of the
original Card if a Card is replaced as a result of loss or
theft.

Payee Location ID — The unique ID for your
establishment location that the funds were settled to.

Payee Merchant # — The number used to identify the
merchant that funds were settled to.

Reason — The reason for your response.

Reason Category — The category associated with the
disputes description selected by American Express.

Reason Code — An American Express-assigned code used
to describe the reason for a Cardmember dispute.

Reason for Dispute — A description of the basis for the

Customer dispute.



Received Date — The date the dispute notification was
received on OMS.

Reference — The Chargeback reference number
(Chargebacks only).

Reference Number — The number assigned to a
transaction (when the charge was originated) to help
identify the specific charge.

Reply—By Date — The date by which you should reply back
to American Express before a Chargeback occurs.

Resolution — The end result of a Dispute or Chargeback.

Respond-By Date — Date by which the merchant must
reply before a Chargeback occurs.

Respond Offline — Responding to American Express by
mail or facsimile.

Responded On — The date on which the merchant
responded to a dispute.

Response — Comments concerning the dispute response
(optional).

Response Amount — The amount entered while
responding to a dispute.

Response Code — A response code is an action taken by
your business when responding to a dispute.

ROC Invoice # — The Record of Charge identification
number.

SE Number — Service Establishment (SE) Number used to
identify a merchant. Also known as a Merchant Number.

SE Process Date — For airlines only, this provides the
airline process date in Julian date format.

SE Reference — Service Establishment (SE) internal
reference number (optional). Also known as a Merchant
Reference Number.

SE Tracking — Service Establishment (SE) internal tracking
number (optional). Also known as a Merchant Tracking
Number.

Sequence Indicator — For airlines only, this number
indicates that multiple airline tickets are involved.

Settlement Amount — The amount deposited into your
bank account by American Express.

Settlement Date — Date the settlement amounts was
deposited into your bank account by American Express.

SOC Amount — The amount of the batch of transactions in
which the SE submitted the charge for settlement.

SOC Invoice Number — This number identifies the batch
of transactions in which the SE submitted the charge for
settlement.

Status — The current state of a dispute, i.e., new, open,
closed, urgent, or expired.

Store Credit Received — For disputes involving purchases
of merchandise, this indicates if the store or business has
issued credit for the returned merchandise.

Submitting Location ID — The unique ID to the submitting
service establishment location.

Submitting Merchant # — The number used to identify
the merchant that submitted the charges.

Support Documentation — Documents and receipts sent
with your response that support a partial refund, or
decision to make no refund.

Tracking Information — The number used by your
business to track the details of a case.

Transaction — The initial charge from a customer
purchase.

Transaction ID # — The American Express-assigned
number that identifies the transaction during the
authorization request process resulting from the sale.

Updates — Case updates to disputes or chargebacks.

Viewed Disputes — A dispute that has been opened by
you or another member of your organization by clicking on
that dispute case number in OMS.

Xref (SE) Merchant — Merchant (SE) number of another
merchant or location associated with the Cardmember
dispute.

Your Reference # — A number used by your business to
track a specific transaction with your own business
tracking system.
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