What you should know
about Dispute Resolution

Latin America and the Caribbean is one of the fastest growing eCommerce regions in the world,
with sales expected to reach USS 79.2 Billion by the end of 2018'. Latin American merchants
report a dispute rate of 1.7%? which leaves room for improvement. Here are some tangible steps
you can take to help reduce disputes:
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Track Card Present and Card Not
Present disputes separately and

by dispute condition; each condition
is associated with unique disputes

Validate if the business name
matches the cardholder’s
statement information

Disclose to the cardholder the refund,
return or service cancellation policies

at the time of the transaction and on

the website

Keep track of your dispute rate
(disputes vs number of orders).

If the dispute rate is more than 0.1%,
the acquirer will need to review
with the merchant

Timeliness is essential when
attempting to initiate & remedy
a process of dispute

Monitor your dispute activity
monthly; report to Visa any
excessive dispute count coming
from a particular merchant
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To reduce the number of disputes,
provide refunds as soon as goods
or services have not been delivered

If you believe you have compelling
information ensure all supporting
evidence is submitted

The dispute rate is an important KP|
for measuring the affectiveness of

your dispute process

1. E-readiness in Latin America 2016, a Visa study commissioned to Euromonitor International.
2. 2017 Online Fraud Report for Latin America. Respondents to this survey reported from the 2016 calendar year. Survey respondents were actively involved in their organization's fraud management
policies and ecommerce operations. 266 survey respondents were CyberSource's Latin America clients and non-clients.

Case studies, statistics, research and recommendations are provided “AS IS" and intended for informational purposes only and should not be relied upon for operational, marketing, legal, technical, tax,
financial or other advice. You should consult with your legal counsel to determine what laws and regulations may apply to your circumstances. The actual costs, savings and benefits of any
recommendations or programs may vary based upon your specific business needs and program requirements. By their nature, recommendations are not guarantees of future performance or results and
are subject to risks, uncertainties and assumptions that are difficult to predict or quantify. CyberSource is not responsible for your use of the information contained herein (including errors, omissions,
inaccuracy or non-timeliness of any kind) or any assumptions or conclusions you might draw from its use. CyberSource makes no warranty, express or implied, and explicitly disclaims the warranties of
merchantability and fitness for a particular purpose, any warranty of non-infringement of any third party’s intellectual property rights. To the extent permitted by applicable law, CyberSource shall not be
liable to a client or any third party for any damages under any theory of law, including, without limitation, any special, consequential, incidental or punitive damages, nor any damages for loss of business
profits, business interruption, loss of business information, or other monetary loss, even if advised of the possibility of such damages.
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