PokeNLink is proud to have selected Stripe as its third-party payments processor for our Community stores. It is not
just about processing credit cards. As you begin to set up your store, you will be prompted to simply sign up for a
Stripe account where you will need to fill out your business and bank information and activate your account. Upon
completion, your Stripe account will be linked to your PokeNLink store.
As your third-party payment processor through PokeNLink, Stripe and Stripe Radar is focused on reducing fraud.
This new integration from Stripe is powered by advanced machine learning algorithms that automatically learn from
Stripe’s global network of businesses to help identify and prevent fraud.
Below is documentation directly from Stripe on what to expect from the dispute and chargeback process. Go to
https://stripe.com/docs/disputes/faq for additional information.
Disputes/Chargebacks
Effective September 14, 2017, Stripe will no longer return fees when refunding a customer. This is due to the costs
incurred from the various payment partners Stripe works with when a charge is refunded.
A dispute occurs when one of your customers questions your charge with their bank or credit card company. Banks
usually ask customers for a reason for the dispute.
Following the customer’s complaint, most banks tend to immediately side with the customer without additional
investigation, and initiate a formal dispute. This can be pretty frustrating (and is a case of somewhat misaligned
incentives), but there is a dispute resolution process, and in many cases you can prove that the charge was valid.
Stripe will provide you with the dispute details, and we’ll then work with you to fight any disputes that you feel are
unjustified.
The best way to manage disputes is to prevent them from occurring in the first place.

Dispute process
Once you’ve been notified of a dispute, you have a few options:
•

If you have contact details for the customer, you can get in touch with them to understand the reason for
the dispute. It’s possible (maybe even likely) that the customer simply did not recognize the transaction;
contacting them can often help resolve the issue quickly. If the dispute is the result of a misunderstanding,
the customer can ask their bank to withdraw the dispute. Even if your customer withdraws, it’s still
important to provide evidence in the case.

•

You can respond to the dispute. To do this, simply visit the dispute’s page (at the URL we email you) and
provide evidence appropriate for the dispute category. You can also submit evidence via the API. We will
guide you through the appropriate evidence to provide depending on the type of dispute. We will submit
any information you can provide to your customer’s credit card company and keep you posted afterwards.

•

You can accept the dispute—effectively agreeing to the bank’s refund of the transaction. You should always
perform this action if you do not intend to respond and submit evidence.

How to respond
Below we’ve compiled information to help you prevent disputes, and respond to them when they do occur. Please
note that we will pass along the responses you provide directly to your customer’s bank as-is and you will only get
one opportunity to present your case. Your goal should be to present a clear and concise argument for why the
customer’s bank should resolve the dispute in your favor.
To overturn a dispute, you’ll want to provide evidence that fits into our typed evidence fields. These fields are specific
pieces of information which are most helpful for winning a dispute. For example, if you provide a physical product,
then the shipping number field is very important for winning a product not received dispute. We’ve curated the list
of evidence fields so that they are the most relevant for winning disputes. However, different types of dispute

require different types of evidence fields. This guide will help you figure out which fields are relevant to your specific
dispute. You can find the full list of evidence fields in our API documentation.
You can respond to a dispute either via the Dashboard or the API. To respond in the Dashboard, you’ll need to go to
the disputed charge and click on the “Respond to dispute” button. You can also view all of your disputes by going to
http://dashboard.stripe.com/disputes.
Once you’ve gotten to the dispute response page, we’ll guide through providing information that is most relevant
to the particular dispute, and to the products or services that you provided. The more fields you can fill out on this
page, the better your chances of overturning the dispute. If you think your product or service is a special case that
doesn’t fit the fields shown on the page, you can always go to settings icon and select “All fields” which will allow
you to submit evidence for all possible evidence fields.

DISPUTE TYPES
Learn more about the types of disputes that occur and how to respond accordingly. If you need help after reading
this, check out our answers to common questions.
All disputes you’ll face fall into one of the following categories:
•
•
•
•
•
•
•
•

Fraudulent
Unrecognized
Product not received
Product unacceptable
Credit not processed
Duplicate
Subscription canceled
General

For each type, there are best practices for how to respond and what kinds of evidence you should be prepared to
provide (check out our submitting evidence guide for the mechanics of responding). Additionally, there are some
general evidence fields that we recommend including when responding to all types of disputes.

Fraudulent
What it means: The owner of the card says that they didn’t authorize the charge. This is the most common reason
for a dispute and can happen if the card was lost or stolen. It can also happen if the cardholder doesn’t recognize
the charge as it appears on the billing statement from their bank.
Required to overturn dispute: Get the cardholder to withdraw the dispute by helping them identify the charge or
prove to the bank that their cardholder did authorize the transaction (this is the hardest type of dispute to win).
How to respond: First, try to get in touch with the cardholder. Sometimes people forget about charges they make.
It’s also possible that someone they authorized to use the card–for instance, their spouse–made the charge and they
were unaware of it at the time. If this is the case, ask them to let their bank know that they want to drop the dispute.
Getting the cardholder to close the dispute from their end is by far the best way for you to make sure a dispute is
resolved in your favor. If they agree to do this, you should still submit evidence for the dispute. The evidence should
include a statement that the cardholder said they would withdraw the dispute (including the email if you
corresponded by email), as well as the suggested fields below.
If you believe the charge was actually made using a stolen credit card, unfortunately you will need to accept the
dispute. The credit card networks assign liability for accepting fraudulent online transactions to you, the business.
However, if you believe the cardholder is mistaken or lying, you can attempt to prove this with the following
information:

If a digital product or service was provided:
•

access activity_log: Any server or activity logs showing proof that the cardholder accessed or downloaded
the purchased digital product. This information should include IP addresses, corresponding timestamps,
and any detailed recorded activity.

If an offline service was provided:
•

service_date: The date on which the cardholder received or began receiving the purchased service, in a
clear human-readable format.

•

service_documentation: Documentation showing proof that a service was provided to the cardholder. This
could include a copy of a signed contract, work order, or other form of written agreement.

If a physical product was shipped:
•

shipping_address: The address to which a physical product was shipped. You should try to include as much
complete address information as possible. The shipping address should match a verified billing address to
maximize your likelihood of winning the dispute.

•

shipping_date: The date on which a physical product began its route to the shipping address, in a clear
human-readable format. This date should be prior to the date of the dispute.

•

shipping_carrier: The delivery service that shipped a physical product, such as Fedex, UPS, USPS, etc. If
multiple carriers were used for this purchase, please separate them with commas.

•

shipping_tracking_number: The tracking number for a physical product, obtained from the delivery service.
If multiple tracking numbers were generated for this purchase, please separate them with commas. When
we compile your evidence into a single document, these tracking numbers will be expanded to include
detailed delivery information from the carrier.

•

shipping_documentation: Documentation showing proof that a product was shipped to the cardholder at
the same address the cardholder provided to you. This could include a copy of the shipment receipt,
shipping label, etc, and should show the full shipping address of the cardholder, if possible.

How to prevent it: Make sure your statement descriptor is easily recognizable to your customers (and reflects the
URL they would associate with their purchase) so they can tell who charged them. Send receipts upon payment to
remind your customers what they paid for. If you ship physical products, consider shipping only to addresses that
match a verified billing address (in the US, Canada, and the UK) or reaching out to the customer before shipping to
such addresses.

Unrecognized
What it means: The customer doesn’t recognize the charge appearing on their card statement.
Required to overturn dispute: As with fraudulent disputes, get your customer to withdraw the dispute by helping
them identify the charge.
How to respond: Try to get in touch with your customer. Sometimes people forget about charges they make. It’s
also possible that someone they authorized to use the card – for instance, their spouse – made the charge and they
were unaware of it at the time. If this is the case, ask them to let their bank know that they want to drop the dispute.
Getting your customer to close the dispute from their end is by far the best way for you to make sure a dispute is
resolved in your favor. If they agree to do this, you should still submit evidence for the dispute. The evidence should
include a statement that the cardholder said they would withdraw the dispute (including the email if you
corresponded by email, included as customer_communication), as well as the evidence below. We recommend

including product_description for all types of disputes, but you should include additional information about your
business to help identify it to the cardholder.
If a digital product or service was provided:
•

access_activity_log: Any server or activity logs showing proof that the customer accessed or downloaded
the purchased digital product. This information should include IP addresses, corresponding timestamps,
and any detailed recorded activity.

If an offline service was provided:
•

service_date: The date on which the customer received or began receiving the purchased service, in a clear
human-readable format.

•

service_documentation: Documentation showing proof that a service was provided to the customer. This
could include a copy of a signed contract, work order, or other form of written agreement.

If a physical product was shipped:
•

shipping_address: The address to which a physical product was shipped. You should try to include as much
complete address information as possible. The shipping address should match a verified billing address to
maximize your likelihood of winning the dispute.

•

shipping_date: The date on which a physical product began its route to the shipping address, in a clear
human-readable format. This date should be prior to the date of the dispute.

•

shipping_carrier: The delivery service that shipped a physical product, such as Fedex, UPS, USPS, etc. If
multiple carriers were used for this purchase, please separate them with commas.

•

shipping_tracking_number: The tracking number for a physical product, obtained from the delivery service.
If multiple tracking numbers were generated for this purchase, please separate them with commas. When
we compile your evidence into a single document, these tracking numbers will be expanded to include
detailed delivery information from the carrier.

•

shipping_documentation: Documentation showing proof that a product was shipped to the customer at
the same address the customer provided to you. This could include a copy of the shipment receipt, shipping
label, etc, and should show the full shipping address of the customer, if possible.

How to prevent it: Make sure your statement descriptor is easily recognizable to your customers (and reflects the
URL they would associate with their purchase) so they can tell who charged them.

Product not received
What it means: The customer says they did not receive the products or services purchased.
Required to overturn dispute: Demonstrate that the customer received a physical product or offline service prior to
the date the dispute was initiated, or made use of a digital product or online service prior to the date the dispute was
initiated.
How to respond: First, get in touch with your customer. Understanding why they filed the dispute will be important
for helping make sure your customer gets the product and will give you critical information to prevent this from
happening to other customers. If you are able to resolve the issue with your customer, getting your customer to
close the dispute from their end is by far the best way for you to make sure a dispute is resolved in your favor. If
they agree to do this, you should still submit evidence for the dispute. The evidence should include a statement that
the cardholder said they would withdraw the dispute (including the email if you corresponded by email), as well as
the evidence below.

If a digital product or service was provided:
•

access_activity_log: Any server or activity logs showing proof that the customer accessed or downloaded
the purchased digital product. This information should include IP addresses, corresponding timestamps,
and any detailed recorded activity.

If an offline service was provided:
•

service_date: The date on which the customer received or began receiving the purchased service, in a clear
human-readable format.

•

service_documentation: Documentation showing proof that a service was provided to the customer. This
could include a copy of a signed contract, work order, or other form of written agreement.

If a physical product was shipped:
•

shipping_address: The address to which a physical product was shipped. You should try to include as much
complete address information as possible. The shipping address should match a verified billing address to
maximize your likelihood of winning the dispute.

•

shipping_date: The date on which a physical product began its route to the shipping address, in a clear
human-readable format. This date should be prior to the date of the dispute.

•

shipping_carrier: The delivery service that shipped a physical product, such as Fedex, UPS, USPS, etc. If
multiple carriers were used for this purchase, please separate them with commas.

•

shipping_tracking_number: The tracking number for a physical product, obtained from the delivery service.
If multiple tracking numbers were generated for this purchase, please separate them with commas. When
we compile your evidence into a single document, these tracking numbers will be expanded to include
detailed delivery information from the carrier.

•

shipping_documentation: Documentation showing proof that a product was shipped to the customer at
the same address the customer provided to you. This could include a copy of the shipment receipt, shipping
label, etc, and should show the full shipping address of the customer, if possible.

How to prevent it: For physical products, promptly ship products after collecting payment. Estimate shipping and
delivery dates as accurately as you can, and communicate clearly with your customer. If shipping delays arise
unexpectedly, keep your customer apprised. Save shipping labels, and for high value products considering requiring
a signature upon receipt. For digital goods or services, maintain access logs or documentation that tie use back to
the customer.

Product unacceptable
What it means: The product or service was received but was defective, damaged, or not as described.
Required to overturn dispute: Demonstrate that the product or service was delivered as described at the time of
purchase.
How to respond: First, get in touch with your customer. If you understand why they’re dissatisfied, there is a chance
for you to explain the misunderstanding or to make it right. If you’re able to resolve the issue with your customer,
getting them to close the dispute from their end is by far the best way for you to make sure a dispute is resolved in
your favor. If they agree to do this, you should still submit evidence for the dispute. The evidence should include a
statement that the cardholder said they would withdraw the dispute (including the email if you corresponded by
email), as well as the evidence below. If your customer made no attempt to return the product or cancel the service,
or if you provided a replacement product or service, make sure to note that as well.

*product_description: A description of the product or service which was sold and any relevant detail on how this
was presented to the customer at the time of purchase.
If a digital product or service was provided:
•

access_activity_log: Any server or activity logs showing proof that the customer accessed or downloaded
the purchased digital product. This information should include IP addresses, corresponding timestamps,
and any detailed recorded activity.

If an offline service was provided:
•

service_date: The date on which the customer received or began receiving the purchased service, in a clear
human-readable format.

•

service_documentation: Documentation showing proof that a service was provided to the customer. This
could include a copy of a signed contract, work order, or other form of written agreement.

If a physical product was shipped:
•

shipping_address: The address to which a physical product was shipped. You should try to include as much
complete address information as possible. The shipping address should match a verified billing address to
maximize your likelihood of winning the dispute.

•

shipping_date: The date on which a physical product began its route to the shipping address, in a clear
human-readable format. This date should be prior to the date of the dispute.

•

shipping_carrier: The delivery service that shipped a physical product, such as Fedex, UPS, USPS, etc. If
multiple carriers were used for this purchase, please separate them with commas.

•

shipping_tracking_number: The tracking number for a physical product, obtained from the delivery service.
If multiple tracking numbers were generated for this purchase, please separate them with commas. When
we compile your evidence into a single document, these tracking numbers will be expanded to include
detailed delivery information from the carrier.

•

shipping_documentation: Documentation showing proof that a product was shipped to the customer at
the same address the customer provided to you. This could include a copy of the shipment receipt, shipping
label, etc, and should show the full shipping address of the customer, if possible.

How to prevent it: Make sure your product descriptions are clear and accurate. If you’re shipping physical products,
ensure that you pack and ship your products in a way that protects them from being damaged in transit. Respond
promptly and accede to customer requests for replacements for defective or damaged products.

Credit not processed
What it means: The customer says that the purchased product was returned or the transaction was otherwise
canceled, but you have not yet refunded or credited the customer.
Required to overturn dispute: Demonstrate that you refunded your customer through other means or that your
customer is not entitled to a refund.
How to respond: Get in touch with your customer. If you understand what their complaint is, there is a chance for
you to explain the misunderstanding or to make it right. If you’re able to resolve the issue with your customer,
getting them to close the dispute from their end is by far the best way for you to make sure a dispute is resolved in
your favor. If they agree to do this, you should still submit evidence for the dispute. The evidence should include a
statement that the cardholder said they would withdraw the dispute (including the email if you corresponded by
email, included as customer_communication), as well as the evidence below.

Note that you cannot issue a refund once a charge is already disputed. If you believe that your customer was owed
a refund that you did not provide, you can simply choose to not submit evidence which will guarantee that they get
their money back.
If you do wish to respond, you should include:
•

refund_policy: Your refund policy, as shown to the customer.

•

refund_policy_disclosure: An explanation of how and when the customer was shown your refund policy
prior to purchase.

•

refund_refusal_explanation: A justification for why the customer is not entitled to a refund.

How to prevent it: Have a clear return policy, and make it easy to find. Honor your return/refund policy by issuing
refunds promptly.

Duplicate
What it means: The customer says you charged their card multiple times for the same product or service.
Required to overturn dispute: Demonstrate that each charge was for a separate product or service.
How to respond: Determine if your customer was incorrectly charged multiple times. If they were, you should accept
the dispute, which you can do by not submitting evidence. It is not possible to issue a refund once a charge has
already been disputed.
If there were two or more separate transactions, get in touch with your customer. If you understand what their
complaint is, there is a chance for you to explain the misunderstanding or to make it right. If you’re able to resolve
the issue with your customer, getting them to close the dispute from their end is by far the best way for you to make
sure a dispute is resolved in your favor. If they agree to do this, you should still submit evidence for the dispute. The
evidence should include a statement that the cardholder said they would withdraw the dispute (including the email
if you corresponded by email, included as customer_communication), as well as the evidence below.
Collect any and all information documenting that the two transactions were separate. This might include copies of
the sales receipts – if the receipts don’t include the items purchased, be sure to include an itemized list. The receipts
should clearly indicate that the two transactions are not charges for the same items or services. If you’ve been able
to get in touch with the customer you should be sure to address any concerns they had in your evidence.
•

duplicate_charge_id: The Stripe ID for the prior charge which appears to be a duplicate of the disputed
charge.

•

duplicate_charge_explanation: An explanation of the difference between the disputed charge and the
prior charge that appears to be a duplicate.

•

duplicate_charge_documentation: Documentation for the prior charge that can uniquely identify the
charge. This document should be paired with a similar document from the disputed payment that proves
the two payments are separate.
o

If a physical product was shipped: Provide a shipping label or receipt for the disputed charge as
shipping_documentation and a separate label or receipt for the other charge as
duplicate_charge_documentation. If the products were shipped together, provide a packing list
that shows both purchases.

o

If a digital product or service was provided: Provide a receipt for the disputed charge as receipt
and a separate receipt for the other charge as duplicate_charge_documentation.

o

If an offline service was provided: Provide service documentation for the disputed charge as
service_documentation and separate documentation for the other charge as
duplicate_charge_documentation.

How to prevent it: Ensure your Stripe integration can handle errors without double-charging. If a double charge
does happen accidentally, refund the second charge right away and get in touch with your customer. Sending
detailed receipts that explain each charge will also help prevent this type of dispute in the future.

Subscription cancelled
What it means: The customer says that you continued to charge them after a subscription was canceled.
Required to overturn dispute: Demonstrate that the subscription was still active and that the customer was aware
of, and did not follow, your cancellation procedure.
How to respond: First, get in touch with your customer. If you understand what they believe happened, there is a
chance for you to explain the misunderstanding or to make it right. If you’re able to resolve the issue with your
customer, getting them to close the dispute from their end is by far the best way for you to make sure a dispute is
resolved in your favor. If they agree to do this, you should still submit evidence for the dispute. The evidence should
include a statement that the cardholder said they would withdraw the dispute (including the email if you
corresponded by email), as well as the evidence below.
•

cancellation_policy: Your subscription cancellation policy, as shown to the customer.

•

cancellation_policy_disclosure: An explanation of how and when the customer was shown your
cancellation policy prior to purchase.

•

cancellation_rebuttal: A justification for why the customer’s subscription was not canceled.

•

customer_communication: (If available) a notification sent to the customer of a renewal or continuation of
the subscription, or an acknowledgement from the customer of their continued use of the product or
service after the date they claim they canceled the subscription.

If a digital product or service was provided:
•

access_activity_log: Any server or activity logs showing proof that the customer accessed or downloaded
the purchased digital product after the date they claim they canceled the subscription. This information
should include IP addresses, corresponding timestamps, and any detailed recorded activity.

How to prevent it: Promptly cancel subscriptions upon request, making sure to pass the cancellation along to Stripe
if you use Stripe’s subscription functionality, and provide your customer with a confirmation of the cancellation.
Make clear on your signup page that your customers are agreeing to a recurring charge and include information
about whether or not you plan to notify the customer before each recurring charge. Make sure cancellation
procedures are clearly communicated to your customers.

General
What it means: This is an uncategorized dispute. Since these are most commonly fraudulent, we recommend
following the suggestion listed for that type.

