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Chargeback Reasons and Response Tips
When a cardholder files a chargeback with their card-issuing bank, they 
have to state the reason for the chargeback. The issuer uses that 
information to determine the specific reason code. For guidance on how to 
best respond to your chargebacks, we recommend reviewing the reasons 
and remedies provided. 

Credit not processed Provide a rebuttal letter addressing why a refund is not due to 
the cardholder, along with a copy of the property’s 
refund/cancellation and no-show policy to support your 
rebuttal. The reservation confirmation email should suffice for 
a response as the policy should be listed in the email.

The cardholder is stating a refund is 
due but has not been issued.

CHARGEBACK REASON CHARGEBACK REMEDY

Fraud Card present - Provide the sales receipt.

Card not present - Provide supporting documentation to 
prove the customer authorized the transaction and 
completed a stay at your property. The supporting 
documentation can include the folio, signed registration card, 
or card imprint signed by the cardholder.

The cardholder is stating they did 
not authorize the charge from 
your property.
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CHARGEBACK REASON CHARGEBACK REMEDY

Not as Described Provide a rebuttal letter addressing all of the cardholder’s 
claims regarding the issue(s) with their stay.

The cardholder stated there was an 
issue with their stay, making it not as 
initially advertised.

Services not Rendered If the cardholder did complete a stay at the property, provide 
supporting documents to prove a stay was completed (i.e., 
folio, signed registration card). If the cardholder did not 
complete a stay, provide a rebuttal letter addressing why a 
refund is not due to the cardholder, along with the 
refund/cancellation or no-show policy and any additional 
supporting documentation.

The cardholder stated your property 
charged their card; however, they did 
not stay at the property.

Incorrect Amount Provide a copy of the folio or receipt to show you charged the 
cardholder the correct amount.

The cardholder stated they were 
charged the incorrect amount.

Duplicate Processing Provide two separate receipts or folios to prove the 
transactions were separate and valid.

The cardholder stated they were 
charged the same amount twice but 
should have been charged once.
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CHARGEBACK REASON CHARGEBACK REMEDY

Paid by Other Means Provide the folio or any other documentation to show the 
cardholder only provided the initial card used for payment. 

The cardholder stated they initially 
paid with their card, then provided 
another form of payment (cash, 
check, or another credit card) and 
was to receive a refund to the initial 
card used. 

Compliance Provide proof of the refund issued to the cardholder for the 
transaction in question.

Another dispute option offered by Card 
Brands. This reason can be used by 
card-issuing banks when they believe you 
violated a Card Brand rule and the 
card-issuing bank incurred a financial loss 
due to this. Typical violations include 
charging a cardholder again after they file 
a chargeback against your business, 
having a cardholder sign a sales receipt 
before the amount of the transaction is 
determined, or processing a transaction 
for a business that does not have their 
own merchant account.

4



Get easy, integrated payments 
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Cloudbeds empowers you to create a frictionless payment experience 
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