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Dispute Process

Use the link in the email to 
go to the dispute response 
area.

Alternatively, go to the 
disputes section in the 
back office and click the 
arrow on the right hand 
side.

The Dispute Information 
will list the information 
provided by the merchant. 

Click “Respond” to accept 
or counter the dispute.



Dispute Process

Responding to Disputes

The reason, a description 
of the reason and the steps 
necessary to counter the 
dispute are displayed here. 

Use the link to find more 
information on what to 
provide for each type of 
dispute.

You will be brought to our 
support pages which 
highlights key documents 
to provide. 

 



Dispute Process

Accepting a Dispute

By Accepting the dispute, 
the merchant 
acknowledges that the 
dispute will be closed in 
the cardholders favour and 
the money will be 
returned to their account.
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Countering a Dispute

By countering the dispute, 
the merchant is prepared 
to provide valid 
information to counter the 
cardholder’s claim
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Countering a Dispute

Why should you win the 
case?

Select the reason that is 
most applicable to your 
situation. 

Select the product or 
service that is most 
applicable to the booking. 
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Customer Details

Provide as much 
information about the 
customer as possible. The 
more information 
provided, proves there was 
a relationship built with 
the customer. 

If you have a copy of the 
ID, please provide this in 
the documents section. 
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Supporting evidence

To upload multiple files, 
click “Add file” for a new 
submission. 

Include a description 
outlining the series of 
events leading up to the 
dispute. Include a 
description of each 
document uploaded. 
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Supporting evidence

Select the category most 
relevant to the document 
uploaded.

If the category is not listed, 
select “Other” and give a 
description in the 
additional information 
section. 
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Submitting evidence

Merchants are only 
provided with 1 
opportunity to submit 
their evidence. 

The merchant should 
check they have 
submitted as much 
evidence as possible. 

The merchant will need to 
confirm that they 
understand there is only 1 
submission before 
submitting. 
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Submitted

Once the information has 
been submitted for review, 
the merchant will have a 
response within a 90 days. 

Payyo will inform the 
merchant of the outcome. 



Follow the link below to see the video:
Responding to Disputes: A Step-by-Step Guide

https://www.loom.com/share/2fa3e414a76741c79ae234fc28fa68fe?sid=d1c953c0-75dd-4d95-8ce0-3fbd0ba9b76c


Do you have questions?
Feel free to contact us

payyo.ch

risk@payyo.ch


