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1. VISA Claim Resolution – what is it? 

Visa has recently announced a new global dispute resolution process, called VCR, VISA Claim Resolution. This 

process is implemented to improve the process of chargeback handling, making it more transparent, clear and 
faster than it currently is, the efficiency will improve and will benefit both consumers using VISA cards as well as 

card accepting parties. 
The roll out of this renewed and improved process has already taken place in New Zealand and Hong Kong in 
October 2017; a full roll out of this process is destined to take place per 15th April 2018.  

From this moment onwards, VISA will refer only to the term “disputes” and not to the term “chargeback” 

anymore. 

2. VCR – What does it entail?  

The renewed process for VCR entails a number of changes, important for our clients to be aware of. 

2.1. The dispute workflow will change 

The dispute workflow will become different depending on the reason for disputing a transaction.  

Basically, VISA will introduce 4 dispute categories: 

 

10 Fraud 11 Authorization 12 Processing Errors 13 Consumer Disputes 

 

The first two (Fraud & Authorization) will be handled according to the Allocation Workflow 

This entails VISA reviewing the dispute sent in by an issuer, based on an automated workflow. VISA will perform 

(automated) checks and will automatically reject invalid chargebacks (e.g. disputes on transactions that have 

already surpassed the official timeframe for submitting a chargeback in the first place).  

However, should VISA consider a chargeback to be valid, liability will immediately shift towards the accepting 

party.  

 

The current right for re-presentment will not be able to be executed anymore; instead, any documentation 

provided by the accepting party as “proof” will be reviewed by the EMS Chargeback team to determine whether 

it can be used as compelling evidence (please revert to table 1 for more information on compelling evidence) 

If so, a pre-arbitration can be raised by EMS on behalf of our customers. This could mean additional cost in case 

the pre-arbitration is not accepted by the issuer reviewing the case – they could choose to put the case forward 

to arbitration, instead, leaving the review up to VISA themselves. 

 

The EMS Chargeback team will advise you on the exact rules for compelling evidence. 

 

The latter two (processing errors & consumer disputes) will be handled according to the Collaboration workflow. 

This basically means chargeback handling will remain largely as it is now, with the right for re-presentments still 

in place. Timeframes for response will, however, be tighter.  

EMS will promote a response from your part within 7 calendar days after the dispute has been presented. 

Therefore, swift response on your part is essential to achieve a smooth VCR process for all parties involved. 

 

To be able to do so, EMS needs your email address to, if needed, forward the information and achieve a smooth 

and swift chargeback handling procedure. Have you not shared your email address with us, yet? Then please let 

us know how EMS can reach you, by letting us know via email on disputes@emspay.eu. Don’t forget to mention 

your Merchant ID in the email! 

mailto:disputes@emspay.eu


 

2.2. Chargeback reason codes will change 

Up until now, VISA has had an extensive list of chargeback reason codes, each and every one with their own 

specific rules and restrictions. 

To simplify the process, not only has VISA chosen to reduce the scoping into four categories, the existing 

chargeback reason codes will change into new VCR dispute codes. 

 

10 Fraud 11 Authorization 12 Processing Errors 13 Consumer Disputes 

10.1  
EMV Liability Shift 

Counterfeit Fraud 

11.1 

Card Recovery Bulletin 
12.1 

Late Presentment 

13.1  

Merchandise/Services Not 

Received 

10.2  

EMV Liability Shift Non-

Counterfeit Fraud 

11.2 

Declined Authorization 
12.2 

Incorrect Transaction 

Code 

13.2 

Cancelled Recurring 

10.3 

Other Fraud- Card Present 

Environment 

11.3  

No Authorization 

12.3 

Incorrect Currency 

13.3 

Not as described or 

Defective merchandise/ 

Services 
10.4  

Other Fraud- Card Absent 

Environment 

 12.4 

Incorrect Account Number 

13.4 

Counterfeit Merchandise 

10.5 

Visa Fraud Monitoring 

Program 

 12.5 

Incorrect Amount 

13.5 

Misrepresentation 

  12.6.1 

Duplicate Processing 

13.6 

Credit Not Processed 

  12.6.2 

Paid by other means 

13.7 

Cancelled Merchandise / 

Services 

  12.7 Invalid Data 13.8 

Original Credit 

Transaction Not 

Accepted 

   13.9 

Non-Receipt of Cash or 

Load Transaction Value 

 

The existing current chargeback reason codes will be changed into the above mentioned codes per 15th April 

2018. 

 

Reason code 75 (“Transaction not recognized”) will cease to exist, altogether. 

2.3. Timeframes for a response will change 

Making the new VCR process more efficient and swift automatically implies new, reduced timeframes in which 

both the consumer and the accepting party must abide to. 

To ensure the best possible handling of any kind of chargeback, it is essential to reply as soon as possible with 

all of the applicable supporting document so support the case. EMS has always emphasized that replies to 

disputes were to be given within 7 calendar days.  

 



Although the timeframes of VCR, upon the VCR launch date of 15th April, might offer some more time to respond, 

this is soon to be reduced even more. Therefore, EMS has already taken it up amongst themselves to advise all 

their customers to abide by the 7 calendar days for response. Not responding within 7 calendar days might 

means that EMS will not be able or allowed to act on your behalf anymore.  

Timeframe for response therefore is 7 calendar days upon receipt of the chargeback related letter from the EMS 

Chargeback team that a dispute has been presented to you.  

 

3. How will VCR affect reporting by EMS? 

As the reason codes and timelines will change, as well as the way a dispute can be reviewed or represented 

within the new VCR process, of course the process itself will change. 

The reports provided to you by EMS will hold all of the information you were used to, before, however now using 

the new reason codes (as mentioned up above). Timelines will be communicated to you by the EMS Chargeback 

team on a case by case basis. 

The reports according to VCR will generate a similar overview as you were used to, before the introduction of 

VCR.  Therefore, the reporting flows are not expected to undergo major changes because of the introduction of 

this renewed dispute flow. 

 

Please be advised there will be a changeover period where the chargebacks posted prior to 15th April will be 

processed in the old manner and according to the former rules and timelines.  

You will be able to recognize them by the old reason code denomination.  

 

Should you have questions about the way your reports look like after 15th April 2018, or about anything else 

regarding disputes and chargebacks, then please feel free to contact our EMS Chargeback team on +31 (0)20 66 

03 120. 

 

4. Will EMS partners need to change systems / reporting flows 

due to the introduction of VCR? 

Our partners should be aware of the fact that the upcoming changes do affect the way chargebacks are handled 

in regards to changing timelines and in regards to changed reason codes, as mentioned previously in this 

manual.  The changes taking place in the data warehouse files are the following: 

 

The existing positions 6 & 7 will contain the new reason code and description in the same way it does today. 

There will be a new field added to the feed, in position 52, which will capture the new VCR dispute condition. 

 

Position Data Description Existing/ New 

6 10 Reason code of the 

dispute 

Existing 

7 CBK: Fraud Description of the reason 

code of the dispute 

Existing 

52 4 Dispute condition code New 



Therefore, we advise our partners to review the current internal procedures to check for alignment on the above 

mentioned. Please do realize that any chargeback presented prior to 15th April 2018 will be handled according to 

the “old” rules & regulations. There will therefore be a transition period in which old chargebacks will be phased 

out, and new disputes will be started up according to the new rules, reason codes and timelines. 

 

SLAs, agreed upon between you as our partner and EMS, will remain in place. However, EMS is aware of the fact 

that (in some occasions) there have been unofficial agreements allowing for a longer response time to 

chargebacks. Please be advised to make sure you share with your clients that a swift response is of the utmost 

importance for proper dispute handling, and even more so under the new VCR rules. 

 

The specialized EMS chargeback team will of course be there to assist you in determining (on a case by case 

basis) how to handle or approach a new dispute as best as possible, and what the options are.   

5. Frequently asked questions 

5.1. How quickly do I need to respond to a request for information / 

documentation from the EMS Chargeback team? 

You have up to 7 calendar days to reply to EMS’ request for information, for the team to be able to review and 

process the information in time and provide the best possible service to you.  The type of information you will 

need to deliver will be elaborated on in the letter you will receive from the chargeback team. 

 

5.2. What will happen to the process for retrieval request within VCR? 

This process will remain in place, without any changes. However, please be advised you (as a card accepting 

party) can get in contact with VISA yourself to apply for the VMPI process, the VISA Merchant Purchase Enquiry. 

This VMPI workflow entails a connection to the VISA systems, directly, to be able for you to actively share 

information that might lead to a better general understanding of the transaction, hence preventing any disputes 

to begin with. As this entails a direct upload link to VISA systems, itself, EMS is not able to offer you any support 

on this particular pre-dispute work flow. 

 

For more information on how to connect to the VISA systems to be able to support this particular process, please 

revert to VISA directly by email at CustomerSupport@visa.com. 

 

5.3. What exactly is compelling evidence, and what kind of evidence do I 

provide to prove I am right? 

Determining whether evidence is considered compelling is not as easy as it sound. Depending the reason for the 

dispute being sent in, evidence is either allowed or disallowed as being “compelling enough”. The specialized 

EMS Chargeback team has years in experience in determining whether the evidence provided could potentially 

count as compelling enough to help your case. Depending on the work flow (allocation or collaboration), the 

type of compelling evidence allowed changes, as well.  

 

Please contact the EMS Chargeback team directly for more specific detailed information on documentation or  

information that could be used as compelling evidence to defend your case. 

 

mailto:CustomerSupport@visa.com


5.4. How does VISA determine, within the automated Allocation workflow, 

whether a dispute is valid or not? 

For the Allocation workflow, VISA will put in place a number of automated checks to determine whether the 

dispute sent in by an issuer meets the requirements of being rendered valid. 

 

For Authorization related disputes within the Allocation flow, in general, the rule is that a dispute is rendered 

valid whenever the issuer has provided an authorization for the transaction.  

Therefore, whenever an Authorization related dispute is sent in to which VISA can trace back the authorization 

given by the issuer, this dispute will be rendered invalid straight away. It will not enter the EMS systems. You will 

not be notified of this dispute attempt, nor will EMS.  

 

5.5. Will EMS take on a different approach towards handling disputes? 

Perhaps you are wondering if EMS will change the approach of handling disputes, by, for instance, putting the 

card accepting party in the lead and leaving it up to you to determine whether you want to pursue a case or 

refute it.  

 

The clear and simple answer to this question is “No”.  EMS does not have any plans to change approach to the 

dispute process as a result of the new VCR, currently. 

 

Chargeback and dispute handling is complex and bound by many rules and regulations. These rules and 

regulations are implemented worldwide and might not always align with local law or customs, making it hard 

sometimes to comprehend or find the outcome “fair”.  

EMS has a professional, well-trained and very experienced Chargeback team in place who are very capable of 

offering you the best advice possible to assist you in refuting you cases, whenever possible. We will try to save 

you as much money and precious time as possible, by offering you the best possible service and advice given the 

strict rules and regulations we are bound by. 

 

Although being faced with a dispute is never a good thing, the EMS Chargeback team will strive to act on your 

behalf as best as possible, given the strict rules & regulations VISA have put in place, at no additional charges for 

the service provided.  

 

Making the best out of a challenging situation, together with you: that is what EMS strives to do.  

 

 

EMS - We are happy to help. 

 

 

 

 

 

 

 

 

Contact details: 

EMS Chargeback Team 

disputes@emspay.eu 

Tel +31 (0)20 66 03 120 
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