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Dispute Notification Email
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• Dispute Notifications are sent via email 
to the Primary and Dispute contacts on 
your Qualpay account

• Notification is sent upon receipt of any 
new dispute type (including retrievals, 
disputes, pre-arbitrations, second 
chargebacks)

• Notification is sent upon status change 
on any dispute type

• Login to Qualpay Manager to review 
details in the Dispute Dashboard

• Dispute responses are time sensitive



Dispute Dashboard
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• Access data and Analytics of your dispute information including:

• Dispute to Sales Ratios
• Rebuttal Status
• Rebuttal Statistics

• Access quick links to your new dispute cases (requiring action)

• Access quick links to view status changes for dispute cases that are 
in progress



Responding to Disputes
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• You can now respond to all Disputes in Qualpay Manger

• Access the dispute via the Dispute Dashboard

• Respond to all Retrieval Requests within 10 days
• Failure to do so may result in a dispute with no further recourse

• Do not issue a credit to cardholder once a dispute has been initiated

• If you do not want to pursue the dispute further, you can accept the 
dispute or Qualpay will accept on your behalf after 16 days



Dispute Response Actions and Timing

Retrieval

• Respond

• 10 Days

• Accept or Challenge

• 16 Days

• Accept or Challenge

• 16 Days

• Withdraw or Arbitration

• 7 Days

First Time 

Pre-arbitration & Second-Time Arbitration (Visa allocation)



Dispute Detail
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• Visa Dispute questionnaires are now available in 
Qualpay Manager

• Provide information from the Issuer and 
Cardholder regarding the initial Dispute or Pre-
Arbitration so that you can more accurately 
respond



Cardholder Credits and Disputes
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• Once the dispute is initiated, the cardholder has already
received a credit from their bank

• Do not issue a credit after you receive a dispute

• If you have issued credit prior to the dispute, depending on the 
scenario, your dispute response will vary



Dispute With Cardholder Credit – Scenario 1
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• Credit was issued for the same 
amount as the original transaction 
(prior to the dispute)

• Dispute amount is equal to original 
transaction amount

• Provide Dispute Response with 
information about the credit that 
was processed



Dispute With Cardholder Credit – Scenario 1
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Data Element Input

Response Reason Credit Processed

Select Refund OR Enter in 
Credit Issued Date and 
Credit Reference Number

Search by Purchase ID or in 
Reports/Settled Transaction 
Lookup for the information

Supporting Documentation Attach documentation to 
support the credit



Dispute With Cardholder Credit – Scenario 1
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Locating Reference Number

• Select Reports from menu

• Select Settled Transactions Lookup

• Locate credit transaction via filters

• Select Deposit Sent tab



Dispute With Cardholder Credit – Scenario 2
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• Credit was issued for an amount 
less than the original transaction 
(prior to the dispute)

• Dispute amount is equal to original 
transaction amount

• Provide Dispute Response with 
information ONLY about the credit 
that was processed (you are 
accepting the rest of the dispute)



Dispute With Cardholder Credit – Scenario 2
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Data Element Input

Challenge Full Amount NO

Dispute Amount Enter amount of partial credit

Response Reason Invalid Dispute

Select Invalid Dispute Reason Not Listed Above

Provide brief invalid dispute reason 
that was not listed:

Partial credit was issued

Supporting Documentation Attach documentation to support the credit



Dispute With Cardholder Credit – Scenario 3
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• Credit was issued for an amount less than the original 
transaction (prior to the dispute) 

• Dispute amount is equal to original transaction amount

• Provide Dispute Response to inform of the partial credit 
AND why the rest of the transaction should not be 
disputed

Data Element Input

Response Reason Invalid Dispute

Select Invalid Dispute Reason Not Listed Above

Provide brief invalid dispute 
reason that was not listed:

Partial credit was issued and no 
further monies due

Supporting Documentation Attach documentation to support the 
credit



Dispute With Cardholder Credit – Scenario 4
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• Credit was issued for an amount less than the original 
transaction (prior to the dispute)

• Dispute amount is for the difference between the 
original transaction amount and credit issued

• Provide Dispute Response to inform why the rest of the 
transaction should not be disputed ($58.94 in the 
example)

Data Element Input

Response Reason Invalid Dispute

Select Invalid Dispute Reason Not Listed Above

Provide brief invalid dispute 
reason that was not listed:

Partial credit was issued and no 
further monies due

Supporting Documentation Attach documentation to support why 
no further monies are due

EXAMPLE:
Transaction Amount:   $100.00

Credit:   $41.06
Dispute:  $58.94



THANK YOU
Visit us at Qualpay.com
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