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W lyicl aagoi
Dispute Form

Date: ‘ ‘ :apli
Name: ‘ ‘ ‘ ‘ ‘ouudll
Transaction Amount: ‘ ‘ ‘ ‘ :adoell glio
Transaction Date: ‘ ‘ ‘ ‘ aulooll ayli

Merchant Name (Owner Name): ‘

| | (il o) lpidl Jao

Card Number: ‘

\ \ radlbyll od)

| acknowledge receipt of my statement dated

ayly ailoifll Lidlby wilwa cabal o il e4l 2460

in which | found that the above transaction(s) has been charged

erroneously; please investigate and take appropriate action.

olial g4830 Laljicl Luw ol lole ,avan e (illoc) atloc iluial of i
I clhadll slailg (cilloell) &loell & go @anill gajla

1. 1 did not authorise or participate in the transaction(s), please block
my card and replace it to avoid illegal transaction(s).

2. 1did only one transaction for | | but did not
perform the other transaction(s), and | confirm that my card was
not lost and was in my possession at all times.

3. lordered goods/services from the above merchant, which | have not
received. | tried to solve it with the merchant but he did not reply
(As per the attached).

4. The merchant issued a credit voucher in my favour which has not
been credited to the card (a copy of the credit voucher attached).

5. | paid the mentioned amount by (Cash/cheque/other credit card).
PLease find enclosed a proof of payment.

6. | cancelled my subscription with the mentioned merchant before
the billing of the transaction. Attached is a proof of cancellation.

7. | have cancelled my reservation in the mentioned hotel within the
allowed period of cancellation as per the hotel policy (Attached
proof of cancellation).

lgllayiuwlg aalbyll calay] ebyll alooll plaaiml dga ol i i ydgal of 1
-acgpio pell cillooll a5 cuiail

19530l Jaoll sal baa | | 2lios aloell Cuoaatuwl .2
iigas aalbyll cuilag aylill pusi —a sl (Gliloc) atloc sl paai wl olg
.cilagill gron (a

i delull oliwl ol y4lg jgaaoll plill go Ciload faclsy wilby Ciod 24l .3
80l J1 del wll Jloyll cliag jalill g o dayliolly viod il o-lell g o oI
(84jog o3) agsb yo 3 yga valg lade Gaioll

oIl Gia aglbyll LIl gajiwy olg glioll glal Tail wo jg430ll Jaoll Ll jani .4
. ) ) (aiwll )90 Gayo)

(sl ailoiil @ alby /ely i /1adi ) sl @by clpaidl dadoc aga iy i od .5
Al cuiilo e4l Ga)lg

-@Gapoll cuwn ellag adooll poi Jud jgdaoll plill ol Glgoe cloll ciod .6

2ilgl Go Lgs agouoll 8j1all JUa cllag jgdaoll Gaiall go jaall clell ciod .7
(il clall cudy o Gayo) (Gaiall

8. Other: ‘

‘ :6pi .8

| prefer sending correspondence to be via:

| waub oc Jolgill Jbal

Email: ‘

| iGiguall oyl

or Regular mail to my mailing address according to Bank records.

Note: Fees of SAR 52.5 will apply in case of wrong dispute.
Note: Please fax / e-mail your dispute letter to 011 276 3437 or
cbk.customer@sab.com

| hereby declare that the above information is true and fully understand
that my disputed amount(s) was (were) refunded to me temporarily
until the case is resolved. The bank will re-bill the dispute amount to my
card if the transaction is correct and | will pay the agreed service
mentioned above. | take all

charges as responsibility  for

correspondence through e-mail.

iyl 31 8je0 gm lod sl ,bgain

bl whiclll gl Jb a Jly 52.5 lgioyd pgauy wibwial el :dballo
aupll gi 011 276 3437 i) guila Sle galyicll JLyl bl :abailo
cbk.customer@sab.com l?igj.'iﬁ.l.!]l

aiago o4l yes aley glio i ot jalg danm ollel dangoll cilogleoll ol ol
aglooll cuils 13l glioll oma dale] Lo @all clillg ayilgill aflill jghi Lia
Laulw 8)g430ll pgull oni go dapnn

iga Il 2l Gub oe Jolgill aic algduall Jols Joail il Lo

Work Tel.: \ \ \ \ :Jooll Lailm
Mobile: \ \ \ \ -Jlgall
Signature: ‘audgill
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SAB

Policy & Guidelines (Customer Version)

Dispute Process dalejlioll culgha

aalssoll dosal e gy losd yagaull ayall &8looll aobsil go lilor M

[ Without prejudice to the provisions of the Saudi Value Added Tax

apr0nN =

HE EH E°

Law and its Implementing Regulations, the Bank will charge a
Value Added Tax at the rates prevailing by the Saudi Government
from time to time without the need to obtaining the prior approval
of the Cardholder VAT amount - if applied - will be disclosed with
every transaction.

For any credit card disputes, card holder should contact our SAB
Phone 920007222, or visit the nearest SAB Branch.

Card holder should provide with below information for the claimed
transactions during the call

National ID/IQAMAH Number.

Transaction Amount.

Transaction Date.

Type of Dispute (Unauthorized, Duplicate, Void,...etc).

If Duplicate Transaction, specify the number of duplicated
transactions.

Last 4 digits of Credit Card Number.

Card holder should provide SAB with the required documents if
needed. ( please refer to pages 7 & 8).

The customer is entitled with Temporary Credit after raising the
claim until end of investigation.

Claims investigation could take up to one hundred & eighty days
(180 ) based on type of Dispute until a decision is made and the
dispute is finalized. ( please refer to pages 7 & 8).

SAB - Customers Responsibilities & Liabilities

B The term “notice of account statement error/disputed transaction"

means a notification given by a Cardholder to the Bank, using the
contact information as included within the said account statement
or other information supplied by the Card Issuer, and it must meet
the following requirements:

A) It must be received by the Bank no later than 30 Calendar Days
after the Cardholder had mailed or delivered the first account
statement which contains the account statement error.

The notice shall enable the Bank to identify the Cardholder’s
name and account number, and indicate, to the extent possible,
the Cardholder’s

statement error exists, the nature of such error, the transaction

B)

reasons for believing that an account

details including posting date and amount related to the error.
C) If the card holder is proven to having being engaged in any
fraud behaviors relating to the disputed transactions, and if the
card holder refuses to provide relevant necessary materials for
the investigation of the disputed transaction, the Bank shall
have no liability for the disputed transactions.
The Cardholder’s liability for Unauthorized use of the Credit or
Charge card shall be limited by the following:
A. In an Unauthorized use of the Credit or Charge card on account
of its Loss or Theft, the maximum liability of the Cardholder
prior to the Cardholder reporting the Loss or Theft to the Bank
shall not exceed the available credit limit or the amount of
unauthorized transactions posted to their account, whichever is
lower at the time of such Loss or Theft.
B. The Cardholder shall have no liability for any Unauthorized
transactions made by the use of the card after reporting its

Loss or Theft to the Bank if the following conditions were met:

uloiidl aalby calejlio waldlaill alajiul calidoc 62ag
Chargeback Operations Unit Credit Card Disputes
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1. The Cardholder has immediately and without delay notified the
Bank by telephone of the loss or theft of the card.

2. The Cardholder shall also be not responsible if the Bank has
failed to receive the notification of loss or theft due to
negligence or delay on its part.

3. The Cardholder has exercised vigilant care in safeguarding the
card from risk of loss, theft or unauthorized use.

C. If any dispute is found to be a potential or genuine fraud (e.g.
counterfeit, skimmed, etc.,) the full amount of the disputed
transaction must be reversed on the card account.

B When informed of the Unauthorized charges by the Cardholder, The
Bank will ensure appropriate investigations are carried out to
determine responsibility and liability. Cardholder is required to
provide the necessary information and documentation to assist in
the investigations.

[ Where the Bank is making refund to a Cardholder account, SAB will
immediately communicate the decision to Cardholder by SMS and
refund the due amount.

B In the case of a Cardholder disputing a transaction, The Bank wiill
freeze any accruing term cost and will not charge out any term cost
on the disputed amount.

[ The Bank will provide Cardholders with a reference number at the
time of the report of loss, theft or Unauthorized usage thru SMS.

B A Cardholder can raise a chargeback claim by sending an
Authenticated Communication to the Bank claiming a debit on their
card statement within 30 calendar days of the statement date, on
which the debit first appears. Such claim includes:

a) Charges the Cardholder did not authorize.

b) Charges for undelivered goods or services.

c) Charges for goods or services different from what was
represented or of the wrong quantity.

B Upon receipt of the chargeback claim, the Bank will initiate the
chargeback claim investigation within a maximum of one week.

[ The Bank will conduct necessary investigation and comply with the
appropriate dispute advised to
Cardholder) within 180 Calendar Days from the date of receiving

resolution procedures (as
notice of “account statement error/disputed transaction” if the
Bank confirms and can prove that the account statement
error/disputed transaction falls under the purview of and is being
pursued in accordance with the rules and Regulations of the
relevant 'Card Association' for the Card.

[l If the account statement error/disputed transaction has not been
Resolved due to error from the Bank'’s side, the Cardholder shall not
be obliged to pay the portion of the required payment that the
Cardholder believes is related to the disputed amount, including
term Cost or fees. The Bank won’t collect any amount, term cost or
fees related to the account statement error/disputed transaction
until the dispute is resolved, in accordance with the rules and
regulations.

[ If the Bank determines that an account statement error has
occurred as stated by the Cardholder, it shall correct the error and
pay back any disputed amount and relevant Term Cost and fees
debited on the Cardholder’s account and deliver a correction notice
to the Cardholder.

[ If the Bank determines that no account statement error has
occurred, it shall send an SMS with explanation of the reasons of
believing that the error alleged by the Cardholder is incorrect.

[ If the Bank deems that a Cardholder is liable for all or part of the
disputed amount and relevant term cost and fees, SAB will notify
the Cardholder of the date when payment is due and the portion of
the disputed amount and relevant term cost and fees that the
Cardholder is liable for.
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Visa Dispute Info

Reason Code

VISA

Narration

Needed Documents

Time Limit

Group A - Recognition Issue

75 Transaction Not Recognized Dispute Letter Required if International Transaction | 120-180 Days
Group B - Fraudulent Tranx
81 Fraud-Card Present Environment Dispute Letter Required 120-180 Days
83 Fraud-Card Absent Environment Dispute Letter Required 120-180 Days
Group C - Processing Error
76 Wrong Transaction Currency / Code No document required 120-180 Days
80 Wrong Amount / Account Number Voucher of transaction required 120-180 Days
82 Duplicate Processing No document required 120-180 Days
86 Paid by Other Means Statement or other proving Documents required 120-180 Days
Group D - Cancelled / Returned
41 Cancelled Recurring Transaction Proof of cancelation required 120-180 Days
53 Not as Described / Defective Merchandise Proof of Item discretion required 120-180 Days
85 Credit Not Processed Credit Voucher Required if International Transaction | 120-180 Days
Group D - Cancelled / Returned
30 Service / Goods Not Provided Proof of services or goods required from the merchant, 120-180 Days
90 Non Receipt of Cash at ATM No document required 120-180 Days

Mastercard®

Dispute Info

Mastercard®

Reason Code

Narration

Needed Documents

Time Limit

Group A - Fraudulent Tranx
4837 Fraud - No C/H Authorization Dispute Letter Required 120-180 Days
Group B - Processing Error
4831 Different Transaction Amount Voucher of transaction required 120-180 Days
4834 Duplicate Processing No Document required 120-180 Days
4846 Wrong Transaction Currency / Code No Document required 120-180 Days
4863 Transaction Not Recognized No Document required 120-180 Days
4850 Credit Posted as a Purchase No Document required 120-180 Days
Group C - C/H Disputes
4841 Cancelled Recurring Transactions Cancelation document required 120-180 Days
4853 Not as Described Proof of Item discretion required 120-180 Days
4855 Goods Not Received Proof of services or goods required from the merchant, 120-180 Days
4859 Addendum, No-Show or ATM No Document required 120-180 Days
4860 Credit Not Processed Credit Voucher Required if International Transaction | 120-180 Days
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