Guide to Managing Disputes

Disputes can be complicated. To help make the process a little
clearer, we created this step-by-step flowchart of what happens
when a Card Member disputes a charge.

A Charge Is Disputed

We'll work directly with the Card Member and try to resolve the case before reaching out to your Merchant
Services Provider. If a Card Member moves forward with the dispute, one of two things may occur:

Inquiry Upfront Chargeback
If the Card Member gives
enough information to support
a chargeback, we'll notify your
Merchant Services Provider and

debit your account up front.

If we can't figure it out using
the information we already
have, we'll notify your
Merchant Services Provider.
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Card Members are limited to just 2 disputes per charge in most cases, so you won’t have to keep
replying to the same dispute over and over again.

For additional help with disputes, visit americanexpress.com/us/disputesmanagement

or contact your Merchant Services Provider.

©2025 American Express. All Rights Reserved. This document contains unpublished confidential and proprietary information of American Express. No
disclosure or use of any portion may be made without the express written consent of American Express.


http://americanexpress.com/us/disputesmanagement

