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Guidelines for Representment​
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Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​
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 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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Initiate Representment​

 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​

 ​

Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​

HK@oceanpayment.com​

+86 4006 290 296​
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Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​
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Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​
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 ​
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Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​
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Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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directly edited and modified.​
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Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​
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 ​
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 ​
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 ​ ​
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Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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Initiate Representment​

 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​
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Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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让全球支付更简单​ www.oceanpayment.com​
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 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​
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Representment Materials——Product Description​

Blurry Image, 

Long Image​
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Representment Materials——Order Details​
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Information​
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Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​
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户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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document submission page​
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Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​
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 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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 ​

Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​
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Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​
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n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​
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户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​
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Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​
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 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​
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Representment Materials——Product Description​
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Long Image​
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Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​
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Representment Materials - Dispatch Note​
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户
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证
明
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Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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Submission​
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Initiate Representment​

 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​

 ​

Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​

HK@oceanpayment.com​

+86 4006 290 296​
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Shenzhen​

Representment 
Process​

 ​

 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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 ​

Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​
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Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​

HK@oceanpayment.com​
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 ​
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Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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Initiate Representment​

 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​

 ​

Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​

HK@oceanpayment.com​
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 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​
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 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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Document Submission​

The system automatically 

saves drafts every 1 
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Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​
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Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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 ​

Initiate Representment​

 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​

 ​

Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​

HK@oceanpayment.com​

+86 4006 290 296​

 ​
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Document Requirements​

Representment Submission​
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London​Singapore​
 ​

Contents  ​

Shenzhen​

Representment 
Process​

 ​

 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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 ​

Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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 ​

Initiate Representment​

 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​

 ​

Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​

HK@oceanpayment.com​

+86 4006 290 296​

 ​
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 ​

 ​

Guidelines for Merchant to Submit Representment​

2025/11/06​

Representment Process​

Document Requirements​

Representment Submission​
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 ​

Contents  ​

Shenzhen​

Representment 
Process​

 ​

 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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 ​

Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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 ​ ​Representment 
Submission​

 ​

Initiate Representment​

 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​

 ​

Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​

HK@oceanpayment.com​

+86 4006 290 296​

 ​



 ​

 ​

 ​
 ​

 ​

Guidelines for Merchant to Submit Representment​
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Representment Process​
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Representment Submission​
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 ​

Contents  ​

Shenzhen​

Representment 
Process​

 ​

 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​
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Representment Materials——Product Description​

Blurry Image, 

Long Image​
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Representment Materials——Order Details​
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Unit 
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Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​
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Representment Materials - Dispatch Note​
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 ​
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户
签
收
证
明
​

 ​
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Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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information of the order. It can be 
directly edited and modified.​
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Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​
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The information must not be erased 

and must be presented in its entirety.​
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Representment Materials——Logistics Screenshot​
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Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​
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 ​
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Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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box​

The auto-selected 
sections are required​
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Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​
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Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​
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Representment Materials - Dispatch Note​
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证
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Representment Materials——Logistics Screenshot​
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Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​
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​
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Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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Operational Instructions​

Guidelines for Representment​
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Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​
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shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​
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Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​
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Representment Materials——Refund and Return Policy​
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Long 
screenshot on 
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Include return address or 
email contact information (in 
English)​
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saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​

HK@oceanpayment.com​

+86 4006 290 296​
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 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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document submission page​
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The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​
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Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​

20210721修订版​

PPT图文模板​

PPT配色表​

PPT IOCNS图标​

01​

02​

03​

04​

深圳​香港​

美国​澳洲​ 伦敦​新加坡​

Contents  目录​

Hongkong​  ​ ​

 ​ ​Document 
Requirements​

 ​

Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​
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Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​

THANK YOU​

扫一扫，​

让全球支付更简单​ www.oceanpayment.com​

info@oceanpayment.com.cn​
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Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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Document Submission​

The system automatically 
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Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​
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Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​
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Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​

 ​
 ​ ​
 ​

Transactio
n Date​

Tracking 
Number​

Customer’s 
Information​

 ​

 ​

Unit 
Price, 
Quantity​

Invoice Composition 
and Total Price​

 ​
Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​

​

 ​

Representment Materials - Dispatch Note​

 ​

 ​

客
户
签
收
证
明
​

 ​

 ​

Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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Initiate Representment​

 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​
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Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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Representment 
Process​

 ​

 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​

Redaction Example​

 ​

Representment Materials——Product Description​

Blurry Image, 

Long Image​

 ​

Representment Materials——Order Details​
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Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​
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Representment Materials - Dispatch Note​

 ​

 ​
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户
签
收
证
明
​

 ​
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Representment Materials——Logistics Screenshot​

 
​ ​

 ​
 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​

 
​ ​

 ​
 
​
 ​

Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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to enter the representment 

document submission page​
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The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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 ​ ​Shenzhen​
 ​

 ​

Chargeback Notification Email​

Order Information​

Chargeback Reason​

Chargeback Explanation​

Operational Instructions​

Guidelines for Representment​

 ​

Submit Representment Materials through the System​

Response Deadline：Submit representment 

materials before this time​

Accepted： Accept the chargeback, do not submit 

representment​

Chargeback Recall: If the consumer has already 

recalled the chargeback, a verification request can 

be initiated.​

Re-presentment：Click to enter the representment 

page and submit the representment materials 

according to the guidelines​

Download Voucher：View the uploaded 

representment images​
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Document Requirements​

Representment Document Submission Requirements​

 ​

All representment documents and images must be in English.​

Limit to 5 images or less – select images that are relevant and highlight content that supports the representment.​

Avoid long images, blurry images, images with text that is too small, and avoid capturing entire web pages.​

Submit the corresponding representment materials before response deadline.​

Important Representment Documents​

Order Details: Transaction date of the order, consumer's relevant information (name, email, communication screenshot 

materials, etc.)​

Logistics Information: Proof of delivery/service provision, it is recommended to provide a signed delivery proof. ​

Policy: Explanation of digital goods or services purchased on the merchant's website or app, the term/usage policy of 

such goods or services, as well as the refund/cancellation policy. ​

If necessary, you can add a textual description of the situation, but it must be supported by screenshots 

(order/consumption records, etc.). ​

Provide corresponding supporting documents according to different chargeback scenarios​

 ​

Document Requirements​

Representment materials must be in English, with text and 

images. ​

Up to 5 images allowed – Select images that are specific and 

highlight content beneficial to the representment. ​

Avoid long images, blurry images, small text, and avoid 

capturing entire web pages.​

Important Representment Documents​

Product Description ​

Order Details​

Logistics: Dispatch Note, Shipping Screenshot, Delivery 

Confirmation Screenshot​

Policies: Refund, Return, Cancellation Policies​

 ​

Main Reason for Chargeback – Additional Supporting 
Documents​

Merchandise/Services 
Not Received​

Not 
Shipped​

Not Shipped, 
Accepting Chargeback​

Shipped​

Delivered 
Successfully​

Email or chat screenshot before buyer's chargeback 
regarding not receiving the goods​

Product Delivery Confirmation, 
Signature Proof Screenshot​

Provide the shipping time and estimated delivery 
time on the website​

Received only part of the goods: Provide 
weight proof​

Not Delivered 
Successfully​

Buyer Refusal of Package: Provide proof of 
buyer's refusal​

Product at Destination Country Customs: Provide logistics screenshot indicating 
buyer's need for customs clearance and the required documents for the buyer to 
clear customs​

Package Returned: If the product is returned due to the buyer's reasons, 
provide the proof​

Logistics Issue: Leading to Acceptance of Chargeback (If frequent, consider 
changing the logistics provider)​

Late Shipment: Accepting 
Chargeback​

 ​

Main Reason for Chargeback - Additional Supporting 
Documents​

Chargeback Reason​ Additional Representment Documents​

Not as Described or Defective 
Merchandise/Services​

Buyer's record of product issues reported before the chargeback (including chat logs, email 

correspondence, product reviews, etc.) ​

Provide quality inspection certificates or authorization certificates from third-party 

authoritative institutions (such as CE certification)​

Credit Not Processed​

Provide communication content with the buyer before receiving the chargeback (such as 

proof that the buyer did not cancel the order, proof that no return from the buyer was 

received)​

Cancelled Merchandise/Services​   Email or communication record of buyer canceling the product/service

Duplicate Processing/Paid by 
Other Means​

 Clarify no payments besides credit card were received during the transaction. ​

 Check for similar orders by the buyer based on the chargeback details. ​

 If duplicates exist: List shipping, tracking, and delivery details for each, noting the duplicates.​

 If not: Provide the shipping manifest, tracking number, delivery confirmation, and other 

transaction details for this order, while also stating that no other similar orders were found 

for this buyer.​

Other Fraud-Card Absent 
Environment​

Email communication records with the buyer​

If the buyer has made multiple purchases of the same product and has chargeback, please 

inform the buyer of any other payment IDs that were not charged back​

 ​

Instructions and Precautions​
In the following scenarios, Visa and MC may levy a technical violation fee, and it is necessary to redact sensitive 
information.​
​

*​

In the event that representment materials include documents such as personal identification cards, passports, 

Visa cards, or other documents that contain personal identity information, these documents need to be redacted 

for the protection of sensitive data.​

Visa charges a technical violation fee of 250.00 EUR per violation.​

MasterCard charges a technical violation fee of 200.00 EUR per violation.​
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Blurry Image, 

Long Image​
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Representment Materials——Order Details​
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Product 

Specifications​

Product Name, Model, Unit Price, 

Quantity, Total Price ​

Recipient's Name, Address ​

Display the Tracking Number ​

Order Placement Time​

The information must not be erased 

and must be presented in its entirety.​
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Representment Materials - Dispatch Note​
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签
收
证
明
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Representment Materials——Logistics Screenshot​
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 ​

Logistics screenshots 
must display the origin 
and destination of the 
shipment​

Correspond with the 
order logistics 
information and attach it 
in the text box​

 ​

Avoid full-page screenshots; for long 

logistics, shrink the page and capture with 

start and end included. For multiple 

logistics in one order, take separate 

screenshots for each.​

 ​

Representment Materials——Refund and Return Policy​
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 ​
 
​
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Screenshot of the 
whole webpage​

Long 
screenshot on 
mobile​

 ​

Include return address or 
email contact information (in 
English)​
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 ​ Click on ‘Re-presentment’ 

to enter the representment 

document submission page​
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Document Submission​

The re-presentment page has auto-
synchronized the original 
information of the order. It can be 
directly edited and modified.​

 ​

Document Submission​

The system automatically 

saves drafts every 1 

minute​

Click the green font 
above can be auto-
synchronized to the text 
box​

The auto-selected 
sections are required​

 ​

Document Submission​

Uploaded files can be 
previewed by clicking​

 ​

Document Submission​

After successful 

submission, you can click 

'Preview' to view the 

representment document. 

If you need to adjust the 

format of text and images, 

you can continue to modify 

on the current page before 

resubmitting.​
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