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Dispute process 
In this document, you can learn about the overall dispute process, key deadlines, important 
definitions, responsibilities, and supporting tasks in Access Online.  

Dispute process overview 
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Key deadlines 
The Mastercard/Visa chargeback regulations govern timelines for dispute resolution, including 
the time that cardholders and merchants have to respond to requests for additional 
information. Below are key deadlines for cardholders and the bank.  

 

 

Day 1: Carlos 
Sanchez 
buys 10 
reams of 
copy paper. 

Day 20: Carlos 
checks his 
transactions 
and disputes 
the 
transaction 
since he was 
unable to 
resolve with 
the merchant. 

Day 22: 
Carlos sends 
initial 
supporting 
information, 
such as a 
copy of the 
receipt. 

Day 29: Carlos 
sends 
additional 
documents at 
the bank’s 
request. 

Day 35: Bank 
contacts the 
merchant, 
reviews 
additional 
merchant 
information 
and resolves 
the dispute in 
favor of Carlos. 

Day 15: The 
merchant ships 
only 8 of 10 
reams. Carlos 
contacts the 
merchant but 
does not get a 
response.  

60 days from statement date 
You should review your transactions in Access Online as soon as you can. You have up to 60 days 
from statement date (not the transaction posting date) to initiate a dispute.  

14 days from bank request 
Depending on the specifics surrounding the dispute and what/how much additional information 
is necessary, the bank dispute team may contact the cardholder using email or telephone.  

Learn more: We can also use a relay call technology for cardholders in who are deaf, hard-of-
hearing, or have trouble speaking.  
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You have 14 days to send any additional information after the bank’s request for more 
information (if needed). Our request includes your required response date. If we get all your 
supporting documentation, we issue provisional credit and return the charge to the merchant. If 
we need to reverse the provisional credit (e.g., we find in favor of the merchant), then we add 
the dispute/claim amounts back to the balance due. 

If you do not return the additional information to the bank, then the bank: 

• Does not complete any investigation 

• Determines the dispute in favor of the merchant 

• Removes the suspension of the transaction 

120 days from transaction date 
Mastercard and Visa regulations determine the deadlines for full dispute resolution. We must 
resolve some dispute reasons within 120 calendar days from the transaction date, but many 
reasons have shorter deadlines for resolution. We try to resolve most disputes within the 120 
days, but the full process can go on for more than 120 days. For example, if you wait until Day 60 
to dispute or the merchant sends a rebuttal, the process might go on longer than 120 days.  

Learn more: If the merchant sends a rebuttal, dispute resolution may take longer than 120 
days. 

The dispute process has only two possible resolutions: 

• Found in favor of the cardholder 

• Found in favor of the merchant 

Learn more: Credits received from the merchant prior to dispute resolution result in case 
closure with the reason found in favor of cardholder. Cardholders need to track issuance of 
credits they are expecting. 

Learn more: If you do not agree with a dispute the bank found in favor of the merchant, then 
you should contact your case processor. You should not redispute the transaction in Access 
Online.  
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Understand fraud, dispute, misuse 
Dispute 
A dispute is a merchant error in a transaction, such as failing to ship part of an order or failing to 
issue a credit for returned items.  

Valid dispute examples: shipment error, credits error 
You order 20 boxes of pens. The merchant ships only 15 boxes but charges you for 20 boxes. 
You contact merchant, but they refuse to issue a credit or send the remaining pens. 

You order printer cartridges for the office printer, but the cartridges do not work with the office 
printer. You send the cartridges back to the merchant and the merchant agrees to issue a credit 
to your account, but the merchant never issues the credit for incorrect printer cartridges. 

Invalid dispute examples: shipping rates, exchange rates, tax 
errors 
Sometimes, you may see a charge added to a transaction that you do not agree with or that you 
think is incorrect. For example:  

• You order one small box of pens but the shipping rate of $100 seems too high for a small 
order 

• You order office furniture from a vendor outside the United States, and you think the 
exchange rate is incorrect 

• You are a nonprofit social service organization, but the vendor charged you tax on your 
order of hats for a fundraising event  

In these cases, you should go back to the merchant to resolve the issue, such as providing your 
tax exemption information, or asking about the shipping rates.  

Learn more: The bank applies the exchange rate on the date of posting NOT the date of the 
transaction. Sometimes an exchange rate changes between those two dates. The cardholder has 
no official recourse. 

Learn more: Taxation on nonprofits and government agencies is not a valid dispute reason. If 
the merchant taxes you incorrectly, then you should go back to the merchant and provide the 
tax exempt ID information. The merchant should credit back the tax. If the merchant does not 
credit back the tax, then you should contact your Program Administrator to contact the 
merchant. The Program Administrator can also contact their account management team to file a 
complaint directly with Mastercard or Visa. 
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Fraud 
Fraud is an unauthorized use by someone you do not know without your consent. 

Fraud example: unknown user and merchant 
For example, a hacker steals card information on the internet to make unauthorized purchases 
of airline tickets. Fraud results from different circumstances than those from misuse or dispute. 
If you know the transaction is fraudulent, you should contact customer service instead of 
initiating a dispute. 

Dispute-to-fraud example: known merchant, unknown user 
Sometimes the bank may convert a dispute into a fraud or misuse finding. For example, you see 
a transaction with ABC Computers, a vendor that you recognize and use for business laptop 
purchases, but you do not recognize the transaction for a sound system. You initiate a dispute in 
Access Online. After investigating and providing more information, the bank found that you did 
not initiate the transaction, but that a hacker used your card number at the vendor to buy a 
sound system for their personal use. In this example, we would classify the transaction as fraud. 

Learn more: For all fraud cases, including those begun in Access Online as disputes, we 
forward the information to our fraud team to manage the issue.  

Learn more: If we convert a transaction to fraud, the transaction displays in Access Online 
reports with a Resolved in Favor of Merchant status.  

Misuse 
Misuse is an unauthorized use by the you or someone you know (e.g., a family member, a 
coworker), with or without your consent. The unauthorized use can be either a deliberately 
inappropriate purchase or an unintentionally unauthorized use. 

Misuse example: spouse purchase of personal items 
For example, your spouse, not realizing your card is not a personal card, uses the card to pay for 
groceries.  

Learn more: Your organization must manage both intentional and unintentional misuse 
according to your organization’s policy and procedures. You cannot dispute a misuse transaction 
and the bank disputes team cannot assist with misuse. 



Access Online 

Dispute process: Version 1-1 

All users Proprietary 7 

Access Online cardholder tasks 
As a cardholder, you can perform two key tasks in Access Online to ensure that you get alerts 
about your disputes and to ensure that we can communicate easily with you using email or 
telephone.  

You can also initiate a dispute in Access Online, cancel a dispute, and view dispute history. 

Create dispute alerts 
You can select to get a notification about the status of your disputed transactions. 

 

1 .  Select My 
Personal 
Information. 

2 .  Click Email 
Notification. 
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3 .  Check your 
email address. 

4 .  Select Dispute Status 
Email Notification. 

5 .  Click Save. 

Learn more: For detail information on alerts, refer to the Access Online: Alerts and
Notifications user guide. 
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Check your email address and telephone number in 
your profile 
We can communicate with you about your dispute if you have an email address associated with 
your account.  

1 .  Select 
Account 
Information. 

2 .  Click Cardholder 
Account Profile. 

3 .  Click View Account 
Profile. 
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4 .  Open the Account 
Owner’s Information area 
and check your email 
address and telephone 
number. If the address or 
telephone number is 
missing or incorrect, 
contact your Program 
Administrator. 

Learn more: For detailed information on your account profile, refer to the Access Online:
Cardholder account profile user guide. 
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Initiate the dispute in Access Online 
You can dispute a transaction in Transaction Management in Access Online within 60 days of the 
statement date. You can cancel a disputed transaction if the disputed transaction is unresolved. 

1 .  Click the transaction date link for the 
transaction you want to dispute. 
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4 .  Click Dispute. 

2 .  Review the transaction 
details. 

3 .  Select additional tabs to 
view more detail, such as 
line items and tax 
information. 
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The Additional Items Required column tells 
you what additional information you need to 
provide when you submit your dispute 
request, based on Visa and MasterCard 
dispute rules. 

If you do not recognize a charge, 
then you should call us to report 
the charge as fraud. 

5 .  Select the 
reason. 

6 .  Note the 
additional 
information the 
bank needs for 
your reason. 

7 .  Click Select. 
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Note the dispute reason. 

Required fields have 
red asterisks. 

The screen displays different fields based 
on the dispute reason you select. This 
screen displays if you select the Services 
not received dispute reason. 

8 .  Specify the required 
information, including your 
name, telephone number, 
dispute-specific information, 
merchant contact date, and 
merchant response. 

9 .  Add comments. 

1 0 . Click Dispute.
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Learn more: Prepare the additional information for your reason and send the information to 
the address listed in the Contact Us section as soon as possible. You can send the paper copy via 
mail or send to the fax number listed. To print the dispute form, right-click and select to print or 
use a screen capture tool to take an image of the screen, paste the image into a document, and 
then print that document.  

Tip! Disputed transactions display with a D icon. The D icon remains even after dispute is 
resolved or cancelled.  
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Note the D icon. 

Learn more: You review transactions and initiated disputes in Access Online. After you 
initiate the dispute, the bank uses a special team to work on the dispute. That team 
communicates with both you and the merchant outside Access Online.  

Cancel a dispute 
You can easily cancel an unresolved dispute. If you cancel a dispute, keep in mind that the 
system then automatically settles the transaction in favor of the merchant. You can cancel a 
dispute through: 

• Access Online 

• Bank Customer Service 

• Dispute team processor  

Dispute cancellation example 
For example, you order 10 reams of paper, and only two arrive. You contact the merchant, and 
the merchant says they shipped all 10 reams and so will not issue a credit. You dispute the 
transaction in Access Online. After you initiate the dispute, the missing eight reams of paper 
arrive. You check to make sure the dispute is unresolved, and then cancel the dispute.  
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Note the D icon. 

1 .  Click the 
disputed 
transaction 
date link. 

2 .  Review the 
transaction and 
dispute detail. 

4 .  Click Cancel 
Dispute. 

3 .  Check that the 
Dispute Status is 
Unresolved. 
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5 .  Add specific comments on why you are cancelling the 
dispute (e.g., merchant shipped missing eight reams 
of paper). You have up to 40 alphanumeric spaces for 
your comments. 

6 .  Click Yes, 
Cancel Dispute. 

Tip! You should be as specific as possible in your cancellation comments. For example, 
“shipment corrected” or “issue resolved” is too vague, but “merchant shipped all five missing 
parts” or “merchant shipped substitute product” are specific enough for the disputes team to 
cancel the dispute. In our example, the cardholder is cancelling the dispute because the 
merchant sent the missing eight reams of paper. 
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Note confirmation message. 
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View a transaction’s dispute history 
You can easily view the history of the disputed transaction. 

Tip! You can filter the transaction list to see only disputed transactions. Open the Search
Criteria area and select Disputed from the Disputed Transactions drop-down list. 

1 .  Click the 
disputed 
transaction’s 
date link. 

Note the D icon. 
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2 .  Open the Dispute History area. 

3 .  Review the Dispute History information. 

 

Learn more: If you use the mobile app, you can also initiate and cancel disputes in the mobile 
app. Refer to the Access Online: Mobile app quick start guide. 
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Merchant role and tasks 
Mastercard regulations and Visa regulations govern the dispute process for everyone involved, 
including the bank, the merchant and the cardholder.  

The merchant may request additional information, pay the charge, or send a rebuttal. The 
merchant has 45 days to respond to all chargebacks, and 30 days to respond to all sales draft 
requests. 

Merchant rebuttal 
The Mastercard and Visa regulations let the merchant offer a rebuttal to a chargeback request.  

If we need additional information from you about a merchant’s rebuttal to a chargeback, we ask 
you for additional supporting documents. Those supporting documents should have enough 
detail to enable everyone to understand the dispute and/or rebuttal.  

If we send the case to Mastercard or Visa for arbitration review, they decide if the supporting 
documents have enough information to make a sound decision in favor of the merchant or the 
cardholder.  
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Case communication and supporting 
information 
A case processor at the bank reviews your submitted dispute (usually within 10 days) to 
determine if they have enough information to process the dispute.  

Receive additional information requests 
If the case processor needs more information, they contact you via email, phone call or mail. If 
you have an email address associated with your account, then we can communicate with you at 
that email address. If you do not have an email address associated with your account, then we 
send a paper letter using U.S. mail.  

Learn more: For steps on checking your email address and phone number, refer to Check 
your email address and telephone number in your profile on page 9. 

The communication you get includes your case number and lets you know when we need your 
supporting information (usually within 14 days from the date of the communication). The 
information we may ask for depends on the specific dispute. Examples of supporting 
documentation include, but are not limited to: 

• Proof of cancellation 

• Proof of return 

• Original receipt 

• Final receipt (most often associated with lodging and car rentals) 

Respond to additional information requests 
The email comes from a specific case processor, and you can respond back via email to the case 
processor’s email with questions and your supporting information. In some cases, we will ask 
you to mail us paper copies of supporting information even when we contact you via email.  

If we have to send a paper letter via U.S. mail, we use a form letter that does not have a specific 
case processor’s email address included, so you need to also respond via U.S. mail. 

Tip! Although Access Online lets you attach files to a transaction, you cannot use that function 
for disputes.  

Check your dispute status 
You can check on your dispute status by contacting customer service or contacting your case 
processor (if your case processor contacted you to ask for more information). You can also check 
the status in Access Online’s Transaction Management function or by running a report. 



Access Online 

Dispute process: Version 1-1 

All users Proprietary 24 

Learn more: If your case processor is out of the office, we have a system in place to assign 
your dispute to another case processor to ensure the process stays on track.  

Sample communications 
Below are samples of the types of communications you may receive during the dispute process. 

Receive notice of provisional credit or rebill 
We send notification to you either via email or U.S. mail when we issue a provisional credit on a 
dispute. We only send an email if you have an email address associated with your account in 
Access Online. 

We also send notification if we need to rebill your organization for the disputed charge if the 
merchant issues a rebuttal and we find in favor of the merchant. For example, you dispute a 
transaction and state that you did not receive the ordered items. We issue a provisional credit 
and contact the merchant. The merchant offers a rebuttal and provides a valid tracking number 
and signature proof of delivery from your organization. We then find in favor of the merchant 
and rebill the provisional credit that we issued.  

Check on dispute resolution 
When we issue provisional credit, we send an email or mail a letter that means that we have 
resolved the dispute in your favor. If we do not resolve the dispute in your favor, we send a 
denial email or letter. You do not get a final resolution letter stating that the provisional credit is 
now permanent.  
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Reporting 
If you are a Program Administrator, you can include dispute information on both Flex Data 
reports and the Transaction Detail standard report.  

Flex Data reports 
You can create a Flex Data report that includes information on disputes. You should select to use 
Transaction Detail as your primary report data. You can also include additional data as needed, 
such as merchant data. You can then select to include dispute fields in your report. 

Learn more: This section covers the basic steps for including dispute information in a Flex 
Data report. For detailed information, refer to the Flex Data training content, including the user 
guides and lesson. 

1 .  Select Reporting>Flex Data 
Reporting. 

2 .  Select Transaction as your 
primary report data and any 
secondary data you want 
include, such as Merchant 
Supplemental. 

3 .  Click Create. 
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5 .  Select the dispute fields. 

4 .  Select any additional fields and 
filters you want to include (e.g. 
merchant fields). 

6 .  Select to filter by dispute 
status, if desired. 

Learn more: Dispute fields include: 

• Disputed Indicator—Single-letter indicator of a transaction’s dispute status 

• Disputed Status—Yes/no indicator of the transaction’s dispute status 

• Disputed Status Date—Settlement date of the dispute resolution in favor of the cardholder 
or the merchant 
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Learn more: Dispute status options are: 

• All—Include all transactions 

• Disputed—Include all disputed transactions, including resolved and unresolved disputes 

• Not disputed—Include only non-disputed transactions 

• Resolved—Include only resolved disputes 

• Unresolved—Include only unresolved disputes 

8 .  Select one dispute 
status or select All. 

9 .  Specify additional report 
parameters. 

1 0 .  Click Run Report. 

You can schedule the report. 

7 .  Select the Filter for Content tab. 
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Transaction Detail report 
You can also run the Transaction Detail report and select to include dispute information, 
including Dispute status.  

 

1 .  Select Reporting>Financial 
Management. 

2 .  Click Transaction Detail. 
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3 .  Select a disputed status. 

4 .  Specify any additional report 
parameters. 

5 .  Click Run Report. 

Note that you can 
schedule the report. 
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Dispute statuses in reports 
The following dispute statuses display in reports: 

• No—The transaction is not disputed 

• Unresolved—The dispute is still in process and the bank has not reached a decision  

• Resolved in favor of merchant—The bank has resolved the dispute in favor of the merchant, 
or the bank converted the dispute to a fraud case. For example, the cardholder initiated the 
dispute over what the cardholder thought were incorrect exchange rates. This status also 
displays when the cardholder has cancelled the dispute. For example, the merchant issued a 
credit, or the missing items arrived, and the cardholder cancelled the dispute while the 
dispute was still unresolved. 

• Resolved in favor of cardholder—The bank resolved the dispute in favor of the cardholder 
and issued a credit for the transaction amount.  

Learn more: When you initiate a dispute in Access Online, the system suspends the 
transaction. When we move the dispute to our case processing system (outside Access Online), 
that system also suspends the transaction. The result is that the process removes the duplicate 
suspension in Access Online, resulting in the transaction looking like we resolved the dispute in 
favor of the merchant. If you have a question about you dispute status, you can contact 
customer service or your case processor.  



All trademarks are the property of their respective owners. 
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CAT ID: NA 

Survey 
Please take a few minutes to respond to a short survey on our training. 

https://www.surveygizmo.com/s3/4757685/Access-Online-Account-Setup-and-Maintenance-Nonbranded
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