Dispute Procedures

Define Dispute – A dispute is any billing discrepancy with the merchant that cannot be resolved between the cardholder and the merchant.  Some charges, such as taxes or shipping and handling charges, cannot be disputed.

Common Causes of Disputes:

· Defective items

· Unauthorized purchases

· Items billed but not received

· Merchandise returned

· Duplicate processing

· Unrecognized charges

Defective items:  If items purchased with the GPC are found to be defective, the cardholder must obtain replacement or correction of the item as soon as possible.  If the merchant refuses to replace or correct the faulty item, then the purchase of the item must be formally disputed with the Card-issuing Bank.

Unauthorized purchases and Unrecognized charges:  If a cardholder receives a Statement of Account (SOA) that lists an unauthorized or incorrect charge or an item that has been billed but not yet received, the cardholder must try to resolve the charge with the merchant within the current billing cycle.  If the cardholder makes a reasonable attempt to resolve the situation and cannot, the transaction must be formally disputed with the Card-issuing Bank.  

Items billed but not received:  The most common reason for improper cardholder disputes involves transactions for items billed but not received.  Sometimes the item charged may not be received until the next billing cycle.  

Merchandise returned:  If an account has been charged for a transaction, but the merchandise has since been returned, a credit charge to the account should be received.

Duplicate processing:  Duplicate processing of a transaction is defined as a multiple billing to an account for only one authorized charge from the merchant.  Contact the merchant and ask for a credit.

Pay and Confirm Policy:  The Card-issuing Bank invoices the base at the end of each cycle.  The invoices list all charges for the closing cycle under the managing account.  Through the pay and confirm process, full payments of invoices are made promptly, subject to follow-up verification of receipt and acceptance of goods.

Fraudulent Actions by a Third Party:  Suspected fraud is the only exception to the Pay & Confirm policy.  In the cases where fraudulent actions by someone other than the cardholder have occurred, (the card has been compromised by a third party), and the merchant is not willing to immediately provide a credit, the cardholder must immediately contact the Card-issuing Bank, the AOPC, the local procurement fraud advisor, the DOD Fraud Hotline (800-424-9098) and the local Criminal Investigation Command.  If the transaction is discovered prior to the end of the cycle, the Card-issuing Bank will not include the transaction in the invoice.  If the card is compromised, the bank will likely cancel the card and send the cardholder a new card.  In such a case, the cardholder is to be vigilant in reviewing the invoice for the old card to ensure all fraudulent transactions are identified and disputed with the bank.

Reconciling and disputing action:

The cardholder must first attempt to resolve the discrepancy with the merchant when the item appears on the Statement of Account in C.A.R.E.  You must reconcile the transaction, however in the comment section you must explain the problem you are having with this charge.  Maintain in suspense.  If the vendor resolved the problem by issuing a credit, you must enter another log transaction so that the credit can be reconciled.  If the merchandise is received the following month you have resolved the problem.  If you cannot resolve the problem with the merchant you may dispute the action within 45 days.  A cardholder has 60 days from the day the cycle ends to dispute an item.  Remember if the item is an unauthorized purchase or an unrecognized charge you must reconcile, however you can turn around and dispute it within the same cycle.  You do not have to wait to dispute transaction. 

Convenience Check Account:

The disputes process available with the GPC is not available with convenience checks.

Any concerns over a purchase made with a check must be resolved directly with the merchant.  The check writer is solely responsible for checks written on the account; unless it is determined fraud is involved.

Stop Payments:

In some cases, payment can be stopped on a convenience check that has been written if the check has not yet posted to an account.  To stop payment on a check, call the Bank Customer Service to receive instructions on processing the action.  The stop payment action will be in place for six months, and a fee will be charged (and accounted for on purchase log/funding document balance) directly to the account.  If the check has posted to the account, a request to stop payment cannot be honored.

