¥ PAYMENT EMERGENCY

Your First Chargeback Emergency Response Plan

A Complete Guide to Winning Your First Payment Dispute

Built by payment veterans « Battle-tested templates  Professional response framework

Executive Summary

Your first chargeback notice feels overwhelming. Most founders lose their first dispute because they don't have a
structured approach. This guide provides a professional 3-step framework used by payment veterans to maximize win

rates.

You typically have 7-14 days to respond. Don't waste time panicking. Follow this plan immediately.



Your 3-Step Emergency Response Framework

0 Gather Your Evidence (The 5-Minute File)

Before doing anything else, immediately collect and screenshot these items. Underwriters review hundreds of
disputes daily—a complete file gets their attention.

Required Documentation:

S

Proof of delivery (shipping confirmation, tracking link, digital login record)

S

ALL email/DM conversations with the customer (screenshots)

S

Screenshot of your website's refund policy (as it appeared at purchase)

S

Screenshot of your terms of service (as it appeared at purchase)

S

Original purchase confirmation and receipt

S

Customer's IP address and browser information (if available)

S

Any customer service tickets or support interactions

Pro Tip:

Screenshot everything immediately. Websites change, emails get deleted, and tracking links expire. The
evidence you collect now is all you'll have.

e Frame Your Case Professionally

Never just write "customer received the item." You need to present a clear, professional case that makes it
easy for the reviewer to rule in your favor.

Professional Response Structure:

S

Opening Statement:Clear summary of transaction and dispute

S

Evidence Presentation:Chronological proof of legitimate transaction

S

Policy Compliance:How you followed all stated policies

S

Customer Behavior:Evidence of attempted fraud or misunderstanding

S

Conclusion:Clear request for chargeback reversal




Critical Framework:

Think like a lawyer presenting evidence, not an angry merchant defending yourself. Be concise, factual,
and provide overwhelming proof.

e Use Battle-Tested Templates

The structure of your response is critical. Generic responses fail. Use templates designed for common dispute
scenarios.

Template Categories:

S

Product Not Received:When customer claims no delivery

S

Product Not as Described:When customer disputes quality/features

S

Duplicate Processing:When customer claims double charge

S

Fraud/Unauthorized:When customer denies making purchase

S

Credit Not Processed:When customer claims missing refund



The Bigger Picture: Why This Dispute Matters

That dispute is more than a lost sale. To Visa and your payment processor, it's a red flag on their risk
dashboard. Every dispute pushes you closer to the VAMP program's 0.75% threshold.

VAMP Threshold Risk Meter
@

Safe (0-0.4%) . Warning (0.4-0.65%) @ VAMP (0.75%+)
VAMP Program Consequences:

(<]

Account termination risk

S

MATCH list placement risk

S

Higher rolling reserves (10-20%)

(<]

Revenue loss during processor shutdown

S

Difficulty finding new processor

Sample Response Template

Template: Product Not Received Dispute

Use this structure and customize with your specific details:

RE: Dispute Response - Transaction ID: [TRANSACTION_ID]

SUMMARY :
This dispute challenges a legitimate transaction completed on [DATE] for
[PRODUCT/SERVICE]. All evidence demonstrates proper delivery and customer receipt.

EVIDENCE OF DELIVERY:

1. Shipping Confirmation: [TRACKING_NUMBER] - Delivered [DATE] to [ADDRESS]
2. Customer Email Confirmation: [INCLUDE_SCREENSHOT]

3. Digital Access Logs: Customer logged in [X] times after purchase

POLICY COMPLIANCE:

1. Clear refund policy displayed at checkout (screenshot attached)
2. Terms of service accepted by customer (screenshot attached)

3. Customer contact information verified at purchase




CUSTOMER COMMUNICATION:
[Include timeline of all customer interactions, if any]

REQUEST:
Based on overwhelming evidence of legitimate transaction and proper delivery, we
respectfully request this chargeback be reversed in full.

ATTACHMENTS:

— Delivery confirmation

— Purchase receipt

— Terms of service screenshot

— Customer communication history

@ Get All Templates + Crisis Response Plan

Stop guessing. Get structured templates for every dispute scenario, plus emergency response protocols used
by payment professionals.
Available through MerchantGuard™ Crisis Response Kit




Prevention: Building Chargeback-Resistant Operations

Immediate Actions (Next 24 Hours):

[

Review and strengthen your refund policy language

S

Implement clear transaction descriptors

S

Set up customer communication templates

[

Document your fulfillment process

Week 1 Improvements:

S

Install fraud detection tools (3DS, AVS/CVV)

S

Create customer service escalation procedures

(J

Set up automated email confirmations

S

Review your payment processor settings

Long-term Strategy:

S

Monitor chargeback ratios monthly

(J

Implement predictive risk scoring

S

Build customer retention programs

S

Create compliance monitoring dashboard

You now have the tools to fight this specific dispute. But the real goal is building a business so compliant you
rarely get chargebacks. That requires understanding your complete risk profile.

Built by Payment Veterans

This guide was created by founders who've been shut down—so you don't have to be.
MerchantGuard™  Payment Crisis Prevention

For advanced templates and personalized risk assessments, visit merchantguard.ai




Disclaimer: This guide provides general information about dispute handling. Results vary by processor and situation. Always consult

your processor's specific requirements. Not financial, legal, or investment advice.




