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What is the difference between a disputed transaction and a fraudulent transaction?  How do I dispute a transaction?  How do I report a fraudulent transaction?  What documentation is required for a disputed transaction and a fraudulent transaction?

Disputed transactions are errors in billing between the merchant and cardholder.  Some examples include: multiple billing, billing wrong amount, billing without receiving merchandise, billing on a cancelled order.  To dispute a transaction, follow the procedure below:

1. The cardholder should contact the merchant to try and resolve the error; if the cardholder is unable to resolve the error with the merchant, they should contact the PCard program administrator with the name and phone number/email of the person they spoke with.  The administrator will assist in resolving the error.

2. If the cardholder and PCard administrator can not resolve the merchant error, the cardholder (via the reconciler/approver) will go to the PaymentNet transaction list and click on the charge they wish to dispute.

3. Once on the Transaction Detail Record screen, click on Dispute.

4. Once in the Dispute Screen the user will need to populate their email address and select a dispute reason.  If the dispute reason that the user selected requires additional information the needed box will automatically come up enabling the user to enter the required information for that particular dispute reason.

5. Once all of the required information is input the user will click on SUBMIT.

6. After clicking on Submit two things will happen, 1) a message will appear on the dispute screen that states “your *$00.00 dispute notification has been sent to the Dispute Resolution Department for processing” 2) An email will be sent directly to the Dispute Resolution email box notifying them of the dispute. 

7. Print the page showing the dispute screen and the message from the bank.  Print the Transaction Detail page showing the transaction notes (which will include the debit or credit offset trans ID#).  These pages (and any correspondence between JPMChase and the cardholder or PCard administrator) must be submitted as documentation to the Financial Services Compliance Office along with an invoice if available (even if for the wrong amount).  
8. If the dispute reason that the user selected requires additional documentation the user, after clicking SUBMIT, will receive message on the dispute screen that states “your $00.00 dispute notification has been sent to the Dispute Resolution Department for processing.  The Dispute Reason that you selected requires a copy of the receipt, showing the correct amount be sent to the Dispute Resolution Department.  Please email or fax documentation to: SLC.Disputes@jpmchase.com or 801-590-1316”.
9. Once the email has been received by the Dispute Resolution Department they will put the charge in dispute.  By putting the charge in dispute, the system will change the yellow box on PaymentNet to a red box.  When the dispute is resolved, a credit will be posted to the card.  The system will automatically generate an email that will be sent to the user at the email address in the original dispute notification.  The resolved email will state: “your $00.00 dispute has been resolved.  If you have any questions please contact the Dispute Resolution Department @ 1800-270-7760”. 
Fraudulent transactions are unrecognized transactions.  If the cardholder does not recognize a transaction they should first contact the merchant; then the pCard program administrator to try to resolve.  If transaction is still unrecognized, the card will be cancelled by following the procedure below.
Individual Visa Cardholder:  
1. Cardholder will call the JPMChase Fraud dept at 1/800-270-7760. 
2. Cardholder will be asked to review all pending transactions to determine validity of charges.    
3. The cardholder will be required to complete and return a 'fraud affidavit' form to JPMChase (supplied by JPMC); the card will be cancelled and a new credit card will be issued and mailed to the PCard Administrator.

4. Retain a copy of the completed ‘fraud affidavit’ form. The ‘fraud affidavit’ form (and any correspondence between JPMChase and the cardholder or PCard administrator) must be submitted as documentation to the Financial Services Compliance Office.
5. The cardholder or department liaison should then contact the PCard program administrator to inform them of the fraud situation.  Informing the administrator will ensure the card is delivered in a timely manner, and to assist with the fraud process.

6. When a fraudulent transaction posts into PaymentNet, the department reconciler and approver should NOT dispute the transaction; the fraud department will investigate on their behalf.  The reconciler and approver must however, write a note in the 'transaction notes' field stating 'fraudulent transaction reported to JPMChase on (date)'.  
7. A credit will post to offset the fraudulent transaction after the resolution time frame.  
 Departmental VISA Card:  

1. Cardholder will call the JPMChase Customer Service department at 1/800-270-7760. 

2. Cardholder will be asked to review all pending transactions to determine validity of charges.    

3. If fraudulent charges have occurred, the PCard will be cancelled and a new credit card will be issued and mailed to the PCard Administrator.

4. The cardholder or department liaison should then contact the PCard program administrator to inform them of the fraud situation.  Informing the administrator will ensure the card is delivered in a timely manner, and to assist with the fraud process.                                                                                                

5. When a fraudulent transaction posts into PaymentNet, the department reconciler and approver MUST DISPUTE the transaction.  Transactions must be disputed within 60 days of the statement date. 
6. Once on the Transaction Detail Record screen, click on Dispute.

7. Once in the Dispute Screen the user will need to populate their email address and select a dispute reason.  For fraudulent transactions on a Department PCard, the dispute reason will be ‘Cardholder Does Not Recognize Transaction’.

8. Once all of the required information is input the user will click on SUBMIT.

9. After clicking on Submit two things will happen, 1) a message will appear on the dispute screen that states “your *$00.00 dispute notification has been sent to the Dispute Resolution Department for processing” 2) An email will be sent directly to the Dispute Resolution email box notifying them of the dispute. 

10. Once the email has been received by the Dispute Resolution Department they will put the charge in dispute.  By putting the charge in dispute, the system will change the yellow box on PaymentNet to a red box.  When the dispute is resolved, a credit will be posted to the card.  The system will automatically generate an email that will be sent to the user at the email address in the original dispute notification.  The resolved email will state: “your $00.00 dispute has been resolved.  If you have any questions please contact the Dispute Resolution Department @ 1800-270-7760”.
********Note***********

Due to the restrictive bank fraud rights on the Department PCard program, it is possible for that the department may lose a disputed fraudulent charge.  
1) Departmental VISA PCards are considered ‘corporate’ cards, and therefore do not have the same fraud rights as Individual Visa PCards.  Individual Visa card fraudulent transactions will be processed by the JPMChase Fraud Department for resolution.  Department Visa PCard fraudulent transactions will NOT be processed by the JPMChase Fraud Department for resolution and must be disputed by the cardholder/department.  
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