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Date: ‘ ‘ ‘

el aagoi
Dispute Form

Y I o

Name ol
Transaction Amount alooll glio
Transaction Date alooll Ayli

Merchant Name (Owner Name): ‘

| | (bl o) lpial Jao

Card Number: ‘

| | aalbyl oy

| acknowledge receipt of my statement dated

ayliy agiloifall Lialhy cibua caibidl Golliml o4l 2461

in which | found that the above transaction(s) has been charged

erroneously; please investigate and take appropriate action.

olial jg430 obicl cuw ol Tole ,aann pe (ilidor) &loc wlwinl of Cua
ojll chadl alailg (caliloell) adoell @aan o (Ganill ngLﬂ

1. 1 did not authorise or participate in the transaction(s), please block

my card and replace it to avoid illegal transaction(s).

| but did not

perform the other transaction(s), and | confirm that my card was

2. 1 did only one transaction for ‘

not lost and was in my possession at all times.

3. |l ordered goods/services from the above merchant, which | have not
received. | tried to solve it with the merchant but he did not reply
(As per the attached).

4. The merchant issued a credit voucher in my favour which has not
been credited to the card (a copy of the credit voucher attached).

5. | paid the mentioned amount by (Cash/cheque/other credit card).
PLease find enclosed a proof of payment.

6. | cancelled my subscription with the mentioned merchant before
the billing of the transaction. Attached is a proof of cancellation.

7. | have cancelled my reservation in the mentioned hotel within the
allowed period of cancellation as per the hotel policy (Attached

proof of cancellation).

lgllauiulg adlbyll calay] cbyl,adoall plaaiwly dga gl ya il yagal ol .1
acqpiio pell cilloall AT ial

194300l Jaoll sal bad | | plios duloall Cionatul .2

i adlbull Ciilsg aylill yuai 6 sl (illoc) diloc T paaiul olg

.wilaglll groa .

win del_ull pliwl ol yalg jg4aoll jalill go Ciloaa faclsy wilby Ciod aal .3
820l Jula ol il Yoyl cllag plill g o aeiliolly ciod il olell g o oIl
(@ayog lod) adph yo 1y yga yalg lgile @Gaioll

olll Gia adlbull LI et uy olg ehioll clagly il o jghsoll Jaoll janl .4
(il 6)gn (Gayo)

(sl ailoifl & alby /el i lagi ) sl Gy elydall agloc 32 i 1o 5
Aol cuilo e4l (Gajlg

-@ajoll cuwa ellag daloell ooa Jud jghaoell plill ol Gligoe clally Ciod .6

ailgl yon gt agowell dpiall Juda ellag jgasoll Gaidll go jaall cloll cupd .7
(! clel] cuydy o Gayo) (Gaiall

8. Other: ‘

‘ :szji 8

| prefer sending correspondence to be via:

| w6k ge Jolgill Jial

Email: ‘

| iiguAll syl

or Regular mail to my mailing address according to Bank records.
Note: Fees of SAR 25 (Subject to VAT) will apply in case of wrong
dispute.

Note: Please fax / e-mail your dispute letter to 011 276 3437 or
cbk.customer@sab.com

| hereby declare that the above information is true and fully understand
that my disputed amount(s) was (were) refunded to me temporarily
until the case is resolved. The bank will re-bill the dispute amount to my
card if the transaction is correct and | will pay the agreed service
charges as
correspondence through e-mail.

mentioned above. | take all responsibility for

il (5ol wajeo gm lod Saupll dgain

(aaltoll doudll dyynal Genily) Jy 25 lgiosd pguuy wibuwinl g tdbailo
bl whicdl gls Jb Ga

syl gi 011 276 3437 pd) yuila Lle galyictll Jluyl clagll sébailo
cbk.customer@sab.com ,ﬁ_.,ig;.'iﬁ.l.!]l

aiago 6yial yg4y alay glio iyl jalg daan oulel aangoll ciloglaoll ol sl
aylooll vuil4 1al g Lioll oma 6ale] —a @all elillg , aflgill afliill | ghi (ia
 laylw 8yg450ll pgull opi go dan

Sigiall syl @b oe Jolgill aic algduoll Jols Joail il Lo

Work Tel. Jooll waila
Mobile Jlgall
Signature audgill
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Policy & Guidelines (Customer Version)
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Without prejudice to the provisions of the Saudi Value Added Tax
Law and its Implementing Regulations, the Bank will charge a
Value Added Tax at the rates prevailing by the Saudi Government
from time to time without the need to obtaining the prior approval
of the Cardholder VAT amount - if applied - will be disclosed with
every transaction.

For any credit card disputes, card holder should contact our SAB
Phone 8001248888, or visit the nearest SAB Branch.

Card holder should provide with below information for the claimed
transactions during the call

National ID/IQAMAH Number.

Transaction Amount.

Transaction Date.

Type of Dispute (Unauthorized, Duplicate, Void,...etc).

If Duplicate Transaction, specify the number of duplicated
transactions.

Last 4 digits of Credit Card Number.

Card holder should provide SAB with the required documents if
needed.

The Credit Card customers are entitled to receive Temporary Credit
after raising the claim until end of investigation.

The Bank will conduct necessary investigation and comply with the
appropriate  dispute procedures (as
Cardholder) within 120 Calendar Days from the date of receiving

resolution advised to
notice of “account statement error/disputed transaction” if the Bank
confirms and can prove that the account statement error/disputed
transaction falls under the purview of and is being pursued in
accordance with the rules and Regulations of the relevant 'Card
Association' for the Card. However, where arbitration proceedings
from the relevant card scheme are initiated, the processing time

may extend.

SAB - Customers Responsibilities & Liabilities

The term “notice of account statement error/disputed transaction"
means a notification given by a Cardholder to the Bank, using the
contact information as included within the said account statement
or other information supplied by the Card Issuer, and it must meet
the following requirements:

A) The bank must receive the dispute notification within a period

not exceeding (30) days from the date of issuance of the

relevant account statement.

B) The notice shall enable the Bank to identify the Cardholder’s
name and account number, and indicate, to the extent possible,
the Cardholder’'s reasons for believing that an account
statement error exists, the nature of such error, the transaction
details including posting date and amount related to the error.

C) If the card holder is proven to having being engaged in any

fraud behaviors relating to the disputed transactions, and if the

card holder refuses to provide relevant necessary materials for
the investigation of the disputed transaction, the Bank shall
have no liability for the disputed transactions.

The Cardholder’s liability for Unauthorized use of the Credit or

Charge card shall be limited by the following:

uleiill aalby calcjlio waull&ill alajiaul Cilloc 62ag
Chargeback Operations Unit Credit Card Disputes
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ayllill calylbioll elayiwl g sadlbyll

auli go Logy (30) jglaii U 630 Jua jLbagl elifl oliwy of iy (i
luall caiid jlan)

il Joallg Ladalbull J ol wilun pdjg ol ayaai il agiy jlbadll
o0 b3 agagy alaicll adlbyll Job wiliwl ddjeol 400 2n Lol
alolaoll Junlaig .Lball 1am deuh 2)911g agagell wilwall ca_ii4

Iball gliollg lgayli clls —a Loy

(
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A. Inan Unauthorized use of the Credit or Charge card on account
of its Loss or Theft, the maximum liability of the Cardholder
prior to the Cardholder reporting the Loss or Theft to the Bank
shall not exceed the available credit limit or the amount of
unauthorized transactions posted to their account, whichever is
lower at the time of such Loss or Theft.

B. The Cardholder shall have no liability for any Unauthorized
transactions made by the use of the card after reporting its
Loss or Theft to the Bank if the following conditions were met:

1. The Cardholder has immediately and without delay notified the
Bank by telephone of the loss or theft of the card.

2. The Cardholder shall also be not responsible if the Bank has
failed to receive the notification of loss or theft due to
negligence or delay on its part.

3. The Cardholder has exercised vigilant care in safeguarding the
card from risk of loss, theft or unauthorized use.

C. If any dispute is found to be a potential or genuine fraud (e.g.
counterfeit, skimmed, etc.,) the full amount of the disputed
transaction must be reversed on the card account.

When informed of the Unauthorized charges by the Cardholder, The

Bank will ensure appropriate investigations are carried out to

determine responsibility and liability. Cardholder is required to

provide the necessary information and documentation to assist in
the investigations.

Where the Bank is making refund to a Cardholder account, SAB will

immediately communicate the decision to Cardholder by SMS and

refund the due amount.

In the case of a Cardholder disputing a transaction, The Bank will

freeze any accruing term cost and will not charge out any term cost

on the disputed amount.

The Bank will provide Cardholders with a reference number at the

time of the report of loss, theft or Unauthorized usage thru SMS.

A Cardholder can raise a chargeback claim by sending an

Authenticated Communication to the Bank claiming a debit on their

card statement within 30 calendar days of the statement date, on

which the debit first appears. Such claim includes:

a) Charges the Cardholder did not authorize.

b) Charges for undelivered goods or services.

c) Charges for goods or services different from what was
represented or of the wrong quantity.

Upon receipt of the chargeback claim, the Bank will initiate the

chargeback claim investigation within a maximum of one week.

If the account statement error/disputed transaction has not been

Resolved due to error from the Bank'’s side, the Cardholder shall not

be obliged to pay the portion of the required payment that the

Cardholder believes is related to the disputed amount, including

term Cost or fees. The Bank won’t collect any amount, term cost or

fees related to the account statement error/disputed transaction
until the dispute is resolved, in accordance with the rules and
regulations.

If the Bank determines that an account statement error has

occurred as stated by the Cardholder, it shall correct the error and

pay back any disputed amount and relevant Term Cost and fees
debited on the Cardholder’s account and deliver a correction notice
to the Cardholder.

If the Bank determines that no account statement error has

occurred, it shall send an SMS with explanation of the reasons of

believing that the error alleged by the Cardholder is incorrect.

If the Bank deems that a Cardholder is liable for all or part of the

disputed amount and relevant term cost and fees, SAB will notify

the Cardholder of the date when payment is due and the portion of
the disputed amount and relevant term cost and fees that the

Cardholder is liable for.
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