Catalog SOP: Chargeback/ A-Z
Claims

03/03/2025 11:33am CST

Who is this for? This SOP is for all individuals and sellers who receive A-to-Z and Chargeback Claims
on their SC account.

Obijective: This will help you understand what these claims are and how to manage both Chargeback
and A-to-Z Claims when you receive them.

SUMMARY:

In the case of an A-to-Z Guarantee claim, the buyer contacts Amazon to mediate a problem with their orders
fulfilled by third-party sellers under the A-to-Z Guarantee program. With a Chargeback, the buyer contacts their
bank or credit card company to dispute the charge for an order placed on Amazon. In this case, a bank or credit card
company decides the outcome of a chargeback, not Amazon.

Chargeback Claims

Often referred to as a charge dispute, happens when a cardholder contacts their bank to challenge a charge related
to an order made on Amazon. Various reasons can lead to a chargeback, spanning from not receiving the ordered
product to unauthorized credit card usage.

1. Login > Amazon Seller Central

amazon seller central

Sign in
Email or mobile phone number

target@myamazonguy.com
Password Forgot your password?
..............

Sign in

By continuing, you agree 10 Armazon s it of
e and Privacy Not

Keep me signed in

2. Under Performance, click "Chargeback Claims."
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el centid Cainkoy Imanioy  Pery Orim ddvimng  Soe Gewh Apery  Perbemame Swise Newet 520 Uprvingtor Cpelen | Urled Slaius | Cogah =

Chargebacks

A chargubuck occer when i cadhalee conchy e bani ks gl e change o e
katie o Azt ey Chargaian by e 3t ki 06 ORI Mo’ 300 iy 130 I
Pl o 0 vy of e g B rererecagl of Hhe b pdesed S iRt e
o th vt cand

Nckoa gl M1

(g laie & (g Byleis % Qoo Nusis aed Semmary Miwed Y el

4. Under “Represent your case” (To fill out the following fields > Copy Order Id. > Go Manage Orders > Search for
Order id. > Copy the information needed )

~Fill out Ship Date (Ship by:)

~Fill out the Shipping Method (Carrier)

~Fill out Shipping Speed (Deliver by:)

~Fill out Tracking ID (Tracking ID)

~Fill out Comments (Chargeback Claims Template)

If the buyer claims they received an item that is materially different from what they saw on the website, ask the
client for information of the item

~Submit the Appeal


https://cdn.document360.io/d9e9b7a2-6758-4c75-97d3-36a6877048cf/Images/Documentation/A-Z%20Appeal%20Template.pdf?sv=2022-11-02&spr=https&st=2024-10-08T15%253A23%253A55Z&se=2024-10-08T15%253A33%253A55Z&sr=c&sp=r&sig=K%252FAvj1QppRoUpKn6BTjvMDGNuMxeh%252Brl2kCpaBKSwBQ%253D

Enter Representation

You can resolve chargebacks by refunding the buyer for the full chargeback amount. Failure to
refund or represent with sufficient informatian within five business days of the chargeback date may
resultin a debit 1o your Amazon Payments account

Review the Chargeback and Order Detalls

Reply-By Date Mar 31, 2022

Order Number 111-7929412-3523449

Related ltem(s) Pre Wirsd Dominaler Industies 1174 Inch Road Giide Meathock
Monkey Ape Hanger Handlebars, 14 Inch Rise, Gloss Black for 2015-
2021 Harley Road Glides

Chargeback

USD 435.90
Amount

Representation Details

Represent your case

Enter as much detail as possible below to help us investigate the chargeback. If you did not ship the
items or if they were materially different from your product lsting. you must refund the order instead
Item Details | ship Date | smnmginna | Shipping Speed Tracking ID ‘
Pre Wired Dominator Industiies 1 1/4 Inch Road Glide Meathcok Monkey Aps Hanger Handlebars, 14 Inch Rise. Gloss Black for 2015-2021 Harley Road Glides & | MDYy " &
Comments l
Please pravide us with any additional information you have relating 1o this chargeback

Cancel m &

FeEDBACK X

A-to-Z Claims

The Amazon A-to-Z Guarantee provides buyers with an opportunity to obtain full reimbursement for their

purchased items from third-party sellers on the Amazon platform. It does not apply to digital products, services, or
items fulfilled by Amazon itself.

1. Login > Amazon Seller Central

amazon seller central

Signin

Email or mobile phone number

target@myamazonguy.com
Password Forgot your passwonrd?
[ —

Signin

By continuing, you agree to Amason’s Conditions of
Use and Privacy Notice

[ Keep me signed in. Details *

Reginter now

2. Under Performance > click “A-to-z Guarantee claims”


https://sellercentral.amazon.com/home

amazon sellercentral catalog Inventory Pricing  Orders  Advertising  Stores  Growth  Repots  Performance  Partner

——
Account Healh
BUY BOX
Feedback

OPEN ORDERS

MARKETPLAGES
@ 3 v 323 v

Restock Inventory

TODAY'S SALES

524 ?1 4.94 v 4 W H:il!,-:__

BUYER MESSAGES

Aoz Guaraniee Claims

Chasgeback Clame

Performance Noifications

Buyer Messages Ship Orders

Voice of the Customer
¥ou have messages that require a You have orders to ship

Fearesiecivical STARTER COMPAT]
A SN B NS cTwes :

response Seller Unversty

Saled in Ihe 1a#t 30 days 49 3
Dy of Supy : 0 Over 24 hours target 95 ‘
Tkl Inveenbon T P '
: ' “You must buy shipping ar confirm v
Recammenaed Guanstty 13 shipment of thesa orders 1o ba paid e
4 Undder 24 haurs 1arge!

|
Back Meaxt = Manage Your Buyer Messages L £

3. Under "A-to-z Guarantee claims” > click “Option to Appeal”

(Get the Order ID > Go to Manage Orders > Search > Get the Order details or simply click the Order ID hyperlink)
Take note of the following:

~Order ID:

~ASIN:

~Customer Issue:
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Also important to check and include the following in the appeal:
~Tracking ID (Check if the address is the same as the address on the Order details)
~Delivery Estimate vs Delivery date

~Buyer-Seller Messages (Check if the buyer contacted and if were responded)


https://sellercentral.amazon.com/messaging/inbox

For customer issue other than Package didn't arrive

~Manage Returns (Check if the buyer requested a return within the acceptable returnable timeline and if the seller
received the returned item. See Amazon Return Policies)

4. Appeal Decision ( A-to-z claims Template)

5. Submit the Appeal
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Refund Reasons and their meanings under Granted A-to-Z Claims:
e Seller-funded: the buyer receives a full refund
e Buyer-funded: the buyer will not receive the refund
e Amazon-funded: Amazon refunds the buyer, while the seller retains the amount from the purchased items
e Claim withdrawn: The buyer chooses to discontinue the claim

Template


https://sellercentral.amazon.com/gp/returns/list/v2/ref=xx_myr_dnav_xx
https://www.amazon.com/gp/help/customer/display.html?ref_=help_search_1-3&nodeId=GKM69DUUYKQWKWX7&qid=1699398562552&sr=1-3
https://cdn.document360.io/d9e9b7a2-6758-4c75-97d3-36a6877048cf/Images/Documentation/A-Z%20Appeal%20Template\(1\).pdf?sv=2022-11-02&spr=https&st=2024-10-08T15%253A23%253A55Z&se=2024-10-08T15%253A33%253A55Z&sr=c&sp=r&sig=K%252FAvj1QppRoUpKn6BTjvMDGNuMxeh%252Brl2kCpaBKSwBQ%253D
https://cdn.document360.io/d9e9b7a2-6758-4c75-97d3-36a6877048cf/Images/Documentation/A-Z%20Appeal%20Template.pdf?sv=2022-11-02&spr=https&st=2024-10-08T15%253A23%253A55Z&se=2024-10-08T15%253A33%253A55Z&sr=c&sp=r&sig=K%252FAvj1QppRoUpKn6BTjvMDGNuMxeh%252Brl2kCpaBKSwBQ%253D

