
Retrieval & Chargeback

Merchant Direct Enhancements



Key Benefits 

Moneris Merchants using Merchant Direct are now able to manage the 
Retrieval and Chargeback cases more effectively and efficiently.

Key benefits for the merchants:

‒ Convenience 

‒ Cost Saving Effort- Paperless (Nationals ONLY)

‒ PCI Compliant for both parties involved

‒ Better Communication



Phase A (May 2012)

Enhancements now available in Merchant Direct:

‒ View Retrieval Request and Merchant Adjustment Advice on 
Merchant Direct.

‒ New Retrieval and Chargeback statuses
• Closed, Illegible, Incomplete, Unfulfilled, Fulfilled, Decline and 

Special Handling.

‒ Ability to view / download supporting documents or images.

‒ View details from the decline letter.



Phase A – Retrieval Requests

‒ New and revised statuses have been added:
• Blank = Waiting for merchant response
• F = Fulfilled (copy received and accepted)
• I = Illegible copy received and merchant is advised to re-submit
• FI = Fulfilled with Illegible copy in order to avoid an irreversible 

chargeback
• U = Incomplete document received and merchant is advised to re-

submit 
• C = Closed – Response not received

‒ Responses due within the next five days will be highlighted in red

‒ Local and toll-free fax numbers used to respond to requests are 
included on the Dispute Detail screen



Phase A – Merchant Copy Request



Phase A - Merchant Copy Request



Phase A – Chargeback Adjustments

‒ Supporting document images will be available to view

‒ Local and toll-free fax numbers included on the Dispute Detail 
screen

‒ The Adjustments tab will display bank, transit and account 
numbers

‒ Chargeback Detail screen will display Chargeback Help button
• Provides remedies for each reason code

‒ The new interface combines all relevant information regarding a 
particular case into one screen.

‒ A link to the complete details of the original transaction is now 
available from the Dispute Detail screen.



Chargeback Statuses

New and revised statuses have been added:

• Pending Response = waiting for merchant response
• Adjustment Reversal =merchant credited for full adjustment 

amount
• Partial Adjustment Reversal = merchant credited for partial 

adjustment amount
• Declined = rebuttal declined
• Closed - No Recourse = merchant will not have a valid remedy
• Closed - Rebuttal not Received = merchant did not respond with 

a rebuttal within timeframe 
• Special Handling = MasterCard Arbitration chargeback flagged for 

exception processing



Phase A- New Dispute Detail Screen



Phase A- New Dispute Detail Screen



Phase A - Dispute Details History



Phase A - Images



Phase A - Adjustments Information



Phase B Detail Enhancements
EMAIL NOTIFICATION
– Merchants will receive an announcement in either Merchant Direct

Message Centre or Paper Statements about the new Merchant 
Direct feature - the option to receive Email notification for New 
Retrieval Request, Chargebacks and Urgent cases in Merchant 
Direct. 

– The Email Notification will contain the following Dispute events….
• new copy requests
• new chargebacks
• copy requests with 5 days remaining that require action
• chargebacks with 5 days remaining that require action
• existing chargeback cases with new activity 

Disclaimer: Dates and features are subject to change without notice

Phase B (November 28, 2012)



Email Notification sample



Phase C (TBD)

Detailed Enhancements:

– Ability to upload files (including images) directly into Merchant 
Direct. 

– This functionality can be used to facilitate requests for information 
more quickly and easily. 

‒ Merchant can accept chargeback directly via Merchant Direct. 

‒ Update Merchant profile.

‒ Ability to suppress Fax and Mail through Merchant Direct

Disclaimer: Features are subject to change without notice



Becoming a WEB Merchant
Suppressing 

Retrieval & Chargeback 
Documentation



Step 1: Fax Suppression

• National Merchants

– Head Office can contact their Service Manager

– Service manager will walk through the details and processes for fax 
suppression

– Service manager will request fax suppression for National 
merchants



Step 2: Email Notifications -Optional

• To receive Retrieval/Chargeback email notifications, Merchant must 
sign in to Merchant Direct.



Step 3: Update User Profile in MD

• Merchant must update user profile by selecting “Update Your Profile”
link.



Step 4: Adding Email Information

• Add Email Address on the space provided. Merchant must check both boxes 
for Copy Requests and Chargeback to receive email notifications. Language 
preference can also be changed here. Save by clicking ‘Update Profile’.



Step 5: Confirmation

• Confirmation message will appear after updating the user profile.
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