
VISA CLAIMS RESOLUTION OVERVIEW 
 
 
The VCR program was created to eliminate the time, cost and the number of overall 
chargebacks that a merchant may receive. The program is aimed to improve efficiencies 
in the dispute management process by automating the process and thereby shortening 
the chargeback process and attempting to avert invalid disputes from being initiated.  
 
When is it coming?  
- Effective date is Sunday 15th April, 2018 
 
 
What can you expect?  
Shorter Response Timeframes:  
- Chargeback response times will decrease from 45 days to 25 days.  

- Merchants will now have 9 days to respond to Pre-Arbitrations. ***At the end of day on the 
9th day, the Pre-Arbitration will be automatically accepted if no rebuttal is received. 
There will be no further opportunity to address the dispute/s.  

 
Financial Liability and Chargeback Settlement:  
- Within the VCR program, a merchant cannot represent an Allocation Dispute Transaction 

(Fraud or Authorization Case).  

- Merchants are now required to initiate a Pre-Arbitration (instead of a re-presentment). The 
bank will no longer debit the merchant’s settlement account at this stage.  

- Once Visa confirms the results of the Pre-Arbitration Dispute, the bank will either debit or 
credit the merchant’s settlement account with the transaction amount unless/until the Pre-
Arbitration / Arbitration case (whichever is pursued) is respectively lost or won. Fees may 
apply. ***The approach is different from the current process which allows the bank to 
credit the merchant when a rebuttal is provided (or the case is represented).  

 
Scenario 1: Merchant Accepts Dispute  
- Cardholder initiates Dispute  

- Bank notifies Merchant of the Dispute  

- Merchant accepts Dispute [within 25 days]  

- Bank debits merchant’s settlement account for amount of transaction.  
 
Scenario 2: Merchant Declines Dispute and Cardholder Accepts  
- Cardholder initiates Dispute  

- Bank notifies Merchant of the Dispute  

- Merchant declines Dispute and initiates Pre-Arbitration [within 25 days]  

- Cardholder accepts (agrees with Merchant) Pre-Arbitration response [within 30 days]  

- Bank closes Dispute. No financial entry processed for Merchant.  
 
 
 



Scenario 3: Merchant Declines Dispute and Cardholder Declines  
- Cardholder initiates Dispute  

- Bank notifies Merchant of the Dispute  

- Merchant declines Dispute and initiates Pre-Arbitration [within 25 days]  

- Cardholder declines (does not agree with Merchant) Pre-Arbitration response [within 30 
days]  

- Bank debits merchant’s settlement account for amount of transaction  

- Bank closes Dispute.  
 
 
Scenario 4: Merchant Declines Dispute and Cardholder Declines – Merchant Final 
Arbitration  
- Cardholder initiates Dispute  

- Bank notifies Merchant of the Dispute  

- Merchant declines Dispute and initiates Pre-Arbitration [within 25 days]  

- Cardholder declines (does not agree with Merchant) Pre-Arbitration response [within 30 
days]  

- Merchant initiates Arbitration [within 9 days] (may incur fee)  

- Bank submits Arbitration to VISA  

- VISA decides Arbitration case  

 Merchant Loses? Bank debits merchant’s settlement account for amount of 
transaction plus the Arbitration final fee. Bank closes Dispute  

 Merchant Wins? Bank closes Dispute. No financial entry processed for Merchant.  
 
You may contact the Merchant Services 
Unit for further assistance Merchant 
Services Unit  
Tel: (242) 397-3426; 397-3000  
from Monday – Friday: 9:00am – 5:00pm  
Tel: (242) 376-3640  
 
After 5:00pm  
Email: 
Merchant.Services@BankBahamas.com  
 

 


