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FOR MORE INFORMATION, VISIT AMERICANEXPRESS.CA/MERCHANTPOLICY OR CALL 1-800-268-9877

Fraud Full Recourse Chargeback allows the issuers the right to transfer liability of all fraud types, including counterfeit 
Cards, to the Acquirer for any S/E subject to this charge.

American Express sends an Inquiry notice

We may request that you send supporting 
documents of the transaction. I.e.: Signed Record 
Of Charge (ROC); cancellation policy, terms and 
conditions, proof of Cardmember consent etc…

The case may be resolved in your favor  
if you provide the appropriate supporting 
documents and information within the  
20 days timeframe.

A Chargeback will be processed if: your 
reply is insufficient; you do not reply on 
time; or you authorize us.

INQUIRY
A notification you receive if a 

Cardmember disputes a charge 
from your business and we  
cannot resolve it using the 

documents we have  
on file.

In certain cases American Express may issue an Upfront Chargeback. To get more information on the upfront 
chargeback process, please refer to Appendix: Upfront Chargeback

A CARDMEMBER DISPUTES A CHARGE

INQUIRY

CHARGEBACK

http://www.americanexpress.ca/merchantpolicy


FOR MORE INFORMATION, VISIT AMERICANEXPRESS.CA/MERCHANTPOLICY OR CALL 1-800-268-9877

Appendix: Upfront Chargeback Process

REVERSAL

SUBMIT DOCUMENTS

In certain cases, American Express debits your 
account and sends you a notice.

The automatic debit of funds from your 
account for the disputed amount.

We may request that you send supporting 
documents of the transaction. I.e.: Signed Record 
Of Charge (ROC); cancellation policy, terms and 
conditions, proof of Cardmember consent etc…

A Reversal may be processed if you provide 
the appropriate supporting documents 
within the 20 days timeframe.

The Chargeback stands if: your reply is 
insufficient; or you do not reply on time.

A CARDMEMBER DISPUTES A CHARGE

UPFRONT CHARGEBACK

CHARGEBACK EXPLAINED

CHARGEBACK STANDS
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