M2 AEON CREDIT SERVICE (ASIA) CO., LTD.
A= N AEON f& B A1 #5 (S2M) AR A E)

Credit Card Transaction Dispute Form {SF-RFEX B =&

Credit Card No. {2 F-f5&0E

Cardholder Name (In English) - A#E44 (3E32)

Contact Phone No. 4% 55950

Email Address ZEE 1

Details of Disputed Transaction S35 5215

Transaction Date Authorisation Code Merchant Name Transaction Amount
X FHE XSS [ et P

I dispute the above transaction(s) for the following reason(s): (Please put a tick in the appropriate box(es) “v™” )
KAHPEZ G SRR T GEEEE T Ang] v )

1. O Unauthorised Charge &R 5

| did not participate in or authorise the transaction(s), my credit card was in my possession and control at the time of the questioned transaction(s).
RNEGFEST L2 S RHRE T S AMEELGHAER - RAZEA-RDEA I mEcEE -

2. O Duplicate Processing E#EEEHE

I engaged in one transaction; however, the merchant charged for more than once. (Please enclose copy of the Sale Slip and / or invoice)
RNRSB—F5 BN PG —RA L - (GBI EER RSB EgaIA)

3. O Paid by Other Means EAtl H= A=k

| settled the transaction(s) by (Method). (Please enclose copy of the payment receipt or record as evidence of such payment by other means)
AANEH_ i) BT - (G AR RS REREAE B DA e T A )

4. O Non-receipt of Merchandise/ Services (also applicable to the merchant who ceased operation) ;@A WZETRE > &% % (EEEARCERSEN
)=

Merchant ceased operation on: and / or the merchant is unable to provide/ | have not received the merchandise/ service that | ordered on
(Date). | have attempted to contact the merchant by [1 Phone [1 E-mail [1 Other (Method) to resolve the matter but failed. (Please enclose
copy of the order form and all records/ documents with respect to your dealing with the merchant)
RHEWERTHE Y B iR (EREEA R CAS TR ENRE ) R4S I M H H: B /8 Bt PR AR AR, AR AARUE
(HED PraliEz &I - A AGEBLL O & 1 EE 11 HA, (J778) Whesms PR AR AEAREE) o (GRS ERrET

Gin MRS 2 g X5 R R SRS P 2 TS )
5. O Credit Not Processed 3R R p

I received a credit slip from the merchant but refund has not been processed to my account. | attempted to resolve with the merchant by [1 Phone [T E-mail |
Other (Method) on (Date). However, the dispute remained unsettled and I still have not received the refund from the merchant. (Please enclose
copy of the credit slip)

RNWE R PPt HESZIBRMARFEASRANZIRE - AAGR __ (AED DO SEFE O 0 HE_ (O B
SRR R A (F ST AR AEEBET A EIRE FAVRRL - FaRae e - (GBI EERPERIAE)

6. O Cancellation of the recurring Direct Debit Authorisation B 5 BRI HERT 5

I have already requested the merchant to cancel the recurring Direct Debit Authorisation related to above transaction(s) on (Date). Nevertheless, my account
was still charged. (Please enclose copy of the cancellation letter/email/notice and confirmation letter from the merchant)
AANERH__ (B ZEKpFHUHAR A EZ S8 ETT3E BRI - (E5krs P AR A R B A AN P OISR - (GBI EEUHE R

/BRI ERD AR HYRIA)
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7. O Others dispute reason not covered above (Please specify and enclose any relevant supporting document) :

HArFRmER G ErARZ S s) -

Note

AEON Credit Service (Asia) Company Limited (the “Company”) may not be able to process the chargeback request from a cardholder if the disputed transaction(s) is/
are not reported to the Company within 60 days from the date of the statement or if the necessary information / documents are not provided accurately and in full.

During the chargeback and/or investigation period, the disputed transaction may still incur interest and related charges. However, for any transactions that were undergoing
a dispute process, cardholders’ responsibilities for the relevant transaction amount, including all applicable interest and handling charges, would be determined based on
the outcome of the dispute process. The cardholder does not need to take any action until the outcome is determined. If the dispute is successful, the disputed transaction
amount and related charges will be handled.

The cardholder should continue to make timely payments for non-disputed transactions during the chargeback and/or investigation period.
Important note: Before submitting this form, you need to contact the merchant first and make attempt to resolve the subject dispute.
xR

ERRARRETESE B AR STRAE AEON FEUH (GEN) ARAT ( "TALF, / TZAHE ) RIEHEARER B F R BCREHZ AR F1
Fote I E PR IVEIIS: - AN TR AE A R 5 TR RURH -

KRR K B A AR T R T G A A B R ARRHE T - 28I S R AHEIEET F#EF S X SR A TAER L 5 &% (BREFTA BRI E R T
EH) o HEHHENFRETOERE - FRARTRES  EEMEFHER - 5FHNY)  FRLGSHRAEME A — 0 -
FRANERFEH K/ SRR A S R B e A -

BEEEDR ¢ ARSI FARAT o RN RS R POl E SR LA o

Declaration

I hereby declare that the information herein provided to the Company is true and correct. | authorise the Company to exchange and/or disclose the information with/ to
any parties / sources the Company may choose for the purpose of investigation and/or any other related purposes.

I understand that the Company may contact me during the chargeback and/or investigation period. | hereby declare that | have provided the most up-to-date and valid
contact information to the Company. | will be liable for all amounts withheld with respect to the disputed transaction(s), including all interest and fees that accrue, as
applicable, if the case cannot proceed due to unsuccessful contact.

I understand that | will be liable for all amounts withheld with respect to the disputed transaction(s), including all interest and fees that accrue, as applicable, as well as a
handling fee of HKD50 per transaction, if such disputed transaction(s) is/ are found to be authorised by me or no case of dispute established. For any transactions that
were undergoing a dispute process, my responsibilities for the relevant transaction amount, including all applicable interest and handling charges, would be determined
based on the outcome of the dispute process.

B

RAGEHBIIE IR T2 AT Z BB A E T RIERE « AR A R T ilE R SHAERARR B 8 > TTBEUEREE AR ARSI R, 8 H
WEEANPTEHATER -

A EZAF TREGERRIL N, SR E MR ABE - A GELEVITEZ A TR RARAIBHEER - SRR A A M SR R4
T RARESZ AR T SRS (% T R E L 2 A S B (ER) -

WFE B F L AR N RSO R F R RIHRAL - ARSI ARG 2 Fi X 5 S8R HE S T P IR A A 2 A E B M (]
PESh - BAINEEZ A FWHUERRA 5 50 TTiE Ra s iR 2 TA# - A A EMEETFREF 2 X SR AR 28 (BERE
BANME R TELE) - HEERER FREFrIEERRE -

This form must be signed before it can be processed [ Fh&.V0JE & A T e

Signature must be same as the one on the back of your credit card % 4.0\ 8= i g 2 S 4t E

I have reviewed the above content and fully understand the “Chargeback”, “Ineligible transactions for chargeback”, “Documents required for the chargeback
application” and “Card Associations’ chargeback time limits”. I understand that the Company reserves the right to reject the chargeback request.

AN EAERHEAR TERRE ) T AFEERIS ), T BREFEATR 2 K T ER SRR ) B - AAHAZ
O E] R EAR R R T AR -

Cardholder Signature {5 R A %=

X

Date Hf:

If there is any inconsistency between the English version of this Document and the Chinese version, the English version shall prevail. tfr Sz i A 4NEL S i AR 52 LIS A B2t -
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AEON S 1 %5 (EEM) BRAE)

ﬁ AEON CREDIT SERVICE (ASIA) CO., LTD.

For Official Use Only

Date: Branch: Staff Name: E;ii/'t Card Sales Slip Copy: Other Supporting Document (Please specify):
Comments:

Handled By: Approved By: Close Date:
Comments:
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Ineligible transactions for chargeback R EF& RN 5

Transaction Types 35 55485

Descriptions $j7it

Past due Requests
A

Chargeback requests should be raised within 60 days from the date of the
statement. If the application is overdue, AEON reserves the right to reject the
request.

Fr R AR GE B H R T7S R AEON $2HRFEK - AN -
AEON {REFE SRR K Z HEF] -

Transactions with One-time password authentication
S — RGBS

For some transactions, issuing bank will send a one-time password to the
cardholder’s registered phone number for authorisation verification. The
transaction can only be settled after the authorisation is verified. Since the
transaction has been authenticated, unauthorised charge cannot be the reason
of chargeback.

B G AT E s — TSR R A B lan (F IR - X5

TN ERCEIR T HENT - IS SR IRERRE - RAELUREIRAEL 2 By
B PR HRR -

Credit Card Instalments

BRI

Credit card instalment plan is a loan agreement between Cardholders and
AEON. AEON advances a one-off loan to Cardholders and pays the full
amount to the merchant, while Cardholders undertake to repay AEON by
instalments. Therefore, Cardholders are bound to repay on time to AEON
until the loan is paid off.

SR G EE R P8 AEON 3TITHYE 75 - AEON [ FHE
P—SAA E ERES (3 F B P Z MR S - T F &R
J53A AEON {EEEGHK - NI - 5 Wi BT ik =] AEON $5RF 3K 2
TR -

Face-to-Face Transactions (e.g. chip read)

RS (PR ER

Since the face-to-face transaction is authenticated, unauthorised charge
cannot be the reason of chargeback.

RER LG FEENE » RAELURETES S R H EER R -

Transactions processed with e-wallets
TR (L 5

Transactions processed with e-wallets (including but not limited to Alipay,
WeChat Pay, Apple Pay, Google Pay) are authenticated, unauthorised charge
cannot be the reason of chargeback.

R LA FEREL ST G (BIE AR IR SN B - (S - Apple
Pay » Google Pay) FZ L » ARHELURKIAEAL 5 BB R HHRAK -

Other Reasons

HoAMtFA

For example, chargeback requests without sufficient details and necessary
information / documents.

B > b 7 e 4T s B SC AR R RNEDK -

Documents required for the chargeback application 3Rk B &% Fif 58 2 {8

Please refer to the table below for the primary supporting documents required for various dispute reasons. Kindly note that the required documents may vary depending
on the nature of the case. If further information is needed, the Company will promptly contact the cardholder upon receiving the application.

SHZR TR T RS IR FRRATHR I EZ I - SRR
FrRA -

ARSI SRR A TMA TR E - FE D ER - AATRICE RS R RS

Dispute Reason

Supporting documents

SRS

Duplicate Processing

EHEEEIR

1. Copy of the Sale Slip and / or invoice
FR B S Y B R A

2. Record of communications with the merchant regarding the disputed transaction(s)

EELP% 5 A B Pt s SIS ST

Paid By Other Means
HA 73K

1. Copy of the payment receipt or record as evidence of such payment by other means

AR RIS RS RIATE RO E =T

2. Record of communications with the merchant regarding the disputed transaction(s)

e El R AL i e

Non-receipt of Merchandise/ Services (also applicable to the merchant who
ceased operation)
RAEWERTE Bt Bk (FRERA R O ErRE =)

1. Copy of the order form/contract

e T i B R 2 BRI &4

2. Record of communications with the merchant regarding the disputed transaction(s)

Ep% A B Pt s SRS ST
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Credit Not Processed 1. Copy of the credit slip
R BRI

2. Record of communications with the merchant regarding the disputed transaction(s)

s PR AR Fo S VB R ik

Recurring transaction cancelled 1. Copy of the cancellation letter/email/notice and confirmation letter from the
HUH B BRI 5 merchant -
SART_EBUH (S el BRI P RS A A IR

2. Record of communications with the merchant regarding the disputed transaction(s)

R P AR A S RS R R

Chargeback R frfE (https://www.aeon.com.hk/tc/pdf/useful-info/chargebackinfo.pdf )

Cardholders can initiate a dispute request via AEON Credit Service (Asia) Company Limited (“AEON”) for reversing or refunding the transactions under specific
circumstances of the dispute resolution scheme, e.g., unauthorised transactions or the merchant failed to deliver goods/ services after one-off pre-payment. However, not
all credit card transactions are protected by the dispute resolution mechanism. Credit card instalment plan is a loan agreement between Cardholders and AEON. AEON
advances a one-off loan to Cardholders and pays the full amount to the merchant, while Cardholders undertake to repay AEON by instalments. Therefore, Cardholders
are bound to repay on time to AEON until the loan is paid off.

T PR P AR E LT - ARSI 2 5 2 B ME - R — SR TRSRUR. - P RREIR (It R /TS - W848 AEON SEI# (52D
AMRAT (LAUTTER “ABON”) SHEFRAST - ZOREH AR B EGREARSCHFIH - 28 » Fl BRI HNGEEAN A ER RS - GREY
HINRKETEIE % 7 81 AEON BTIZAY SR 7 - AEON % S At —ZiB A SO DL B B S & P Bilps 5 2 RIS 5 T PR LAy BT =) AEON (B &
e AL Z P AR IR AEON $ R B 2 MR -

How it works? #1{a[3E/E?

General process flow of the chargeback mechanism R it —RER 2

Cardholder \ Merchant \
) - Z

1.Apply to 8. Refund 5 Refupd 4. Raise
raise charge (if applicable) (if applicable) charge back
back Request; Request
(if applicable)
7. Refund 6. Refund ¥
y _ (if applicable) ™\ _(if applicable) ¢
™ Credit Card |© .| Merchant
Card Issuer 2. Raise Association 3. Raise Acquirer
chargeback Ne———==’ chargeback
Request Request

LEEEIRH 8.IBEN 4RURK
BRER (Gakiclz:)) =k
(30 F)

N

y
miF
H
7
2
Ay

Cardholders can initiate a dispute request with the following procedures:
1. Call Customer Service Hotline: 2895 6262 for dispute transaction inquiry and/or download the “Credit Card Transaction Dispute Form”.
2. Complete & return the form with supporting documents to AEON via one of the following channels:

a. E-Mail: dispute_management@aeon.com.hk

b. Mail to: Attention - Dispute Management Team 20th Floor, Mira Place Tower A, 132 Nathan Road, Tsimshatsui, Kowloon, Hong Kong
¢. Any AEON branches

Supporting documents may include but not limited to the related transaction agreement/ invoice/ receipt and proof of the merchant failure to deliver goods/services (if
applicable).
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https://www.aeon.com.hk/tc/pdf/useful-info/chargebackinfo.pdf
mailto:dispute_management@aeon.com.hk

3. For any transaction that are in doubt, Cardholders should raise the dispute within 60 days from the issuance date of the statement in which such transaction appear.

4. If under the scenario of merchant closure or failure to deliver goods/ services, cardholders should initiate the request and provide adequate and valid supporting
documents as soon as possible. AEON reserves the right to reject the dispute request, and the decision of AEON shall be final and binding.

5. The processing time will normally be around 60-90 days upon receiving all requisite documents. The processing time may be longer depending on the complexity.
AEON will raise the request for Cardholders against the acquirer. If the request is accepted by the acquirer, the amount will be reimbursed to Cardholders via AEON.

H PR LU R T R R EOK
1 EEER P RISEGR 1 2895 6262 SR Y FafliR A R/ECTHL TER RS, -

2. ZFAMEL TR EHEZE) T SRR FHRCHRME . REP5(E AEON :

a. EEE: dispute_management@aeon.com.hk

b. TZ: FAEI BRI

c. {Efaf AEON 7377

SIS R EAR RIS R F s 5 40 3528 B s P ORBE R Bt S/ R AVsE I (0 ) -

UESHECE 132 SRSEREEERTS A T 20 #, <X 5 e B AR

3. A AEON #4558 H#ERT 60 H NERARH T3 Bt HiBa s -
4. i P EPASCRAE R IR S - P BRI R FEE - R A YRS - AEON (REFERFEOR 2R » QA E 45 - AEON f5{R

RIRAORERE -

5.t AEON USEIFTAHERISCAE - —AR&IRR 60 2 90 HERHLEFIAE] - Bk a5 T AR M A FTRE R B R - AEON &% = MU ISR

L EFGE o AU BRI R o BRI A S ABEON B TR -

Card Associations’ chargeback time limits {2 Fi-F4H 4% B2 HATR

Please refer to the table below for the chargeback time limits set by different Card Associations for various dispute reasons. Kindly note that the following information
is for reference only, and the time limit may be adjusted at any time without prior notice.

FHSE TR T RAEH- FESE BB RARIUNHIR - 5518 - DT ERMEHRSS » GH-RESES IRl aEe - 2R S5TEAl -

Note &

The Company may not be able to process the chargeback request from a cardholder if the disputed transaction(s) is/ are not reported to the Company within 60 days
from the date of the statement or if the necessary information / documents are not provided accurately and in full.

EFRF R ARBEAEAE B S N R A A FRR B A RS 5 0 FaR SR BE B % A R 2 B Tt SR SPr FRAsE I - AN EIRH A A TR

R AHETRAEH -

Dispute Reason
FirlHA

Card Associations
{EFR4HE

Visa

Mastercard

UnionPay

JCB

Unauthorised Charge
REAERL 5

Within 120 calendar days
from the Transaction
Processing Date

AP L 120 A

Within 120 calendar days
from the Transaction
Processing Date

XS HHHE 120 HA

Within 180 calendar days
from the Transaction
Processing Date

X Zypa B H I 180 HIN

Within 120 calendar days
from the Transaction
Processing Date

ST L 120 HA

Duplicate Processing
EHEEEIR

Within 120 calendar days
from the Transaction
Processing Date

XA H I 120 HA

Within 90 calendar days
from the Transaction
Processing Date

X SR EE H L 90 HY

Within 90 calendar days
from the Transaction
Processing Date (30 day’s
mandatory retrieval request
time is required)

X Z R H T 90 HA
(7R 30 H sIFH B EOK
i)

Within 120 calendar days
from the Transaction
Processing Date

AT H T 120 HA

Paid By Other Means
HoAh 5=

Within 120 calendar days
from the Transaction
Processing Date

Lo HHHE 120 HA

Within 90 calendar days
from the Transaction
Processing Date

o B HIHE 90 H A

Within 90 calendar days
from the Transaction
Processing Date (30 day’s
mandatory retrieval request
time is required)

Lo HHRE 90 HIA
(FF% 30 H sIFH B 0K
)]

Within 120 calendar days
from the Transaction
Processing Date

R HHAE 120 HA
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Non-receipt of Merchandise/ Services

A WERT I S RS

Within 120 calendar days
from the Transaction
Processing Date/120
calendar days from the
expected merchandise or
services receipt date AND
540 calendar days from the
Transaction Processing Date

X B B H HATH AR
AR s R RS 120 H Rz
25 haH H HIHE 540 HA

Within 120 calendar days
from the Transaction
Processing Date/120
calendar days from the
expected merchandise or
services receipt date AND
540 calendar days from the
Transaction Processing Date

X o i H HA TR P e
A5 BRI HSAE 120 H &%
A& SR PR HIHE 540 HIN

Within 90 calendar days
from the Transaction
Processing Date/90 calendar
days from the expected
merchandise or services
receipt date AND 330
calendar days from the
Transaction Processing Date
(30 day’s mandatory
retrieval request time is
required)

X 5 e F H R PR e Sk
R s A HRE 90 H R
X s H EREE 330 H A
(FFEE 30 HymfilFAEEEK
ESi))

Within 180 calendar days
from the Transaction
Processing Date

X AT H A 180 HA

Credit Not Processed
IR

Within 120 calendar days
from the date on the Credit
Transaction Receipt AND
540 calendar days from the
Transaction Processing Date

Rk EE HHE 120 HA R
A G B HHA#E 540 HA

Within 120 calendar days
from the date on the Credit
Transaction Receipt AND
540 calendar days from the
Transaction Processing Date

RECER HHE 120 HA R
R R HEAE 540 HN

Within 90 calendar days
from the date on the Credit
Transaction Receipt AND
210 calendar days from the
Transaction Processing Date
(30 day’s mandatory
retrieval request time is
required)

JEFCEE A 90 HA

X

5 HHAHE 210 H
(FRE 30 H 5 BEEk
HEER)

Within 120 calendar days
from the date on the Credit
Transaction Receipt AND
540 calendar days from the
Transaction Processing Date

IR B HHE 120 HA K
AL 5 B HHARE 540 HAY

Recurring transaction cancelled

HUH B EigiR g 5)

Within 120 calendar days
from the Transaction
Processing Date

2 Zpa P H L 120 0

Within 120 calendar days
from the Transaction
Processing Date

X S HHHE 120 HA

Within 120 calendar days
from the Transaction
Processing Date (30 day’s
mandatory retrieval request
time is required)

SR HE HHE 90 H A
(FR2E 30 H s BLER
i)

Within 120 calendar days
from the Transaction
Processing Date

Gy HHE 120 HA

PAGE 7

ACSADF_JUN_25




