Chargeback Defense Guidelines:

1. All defense submissions must be in English.
2. Screenshots of supporting evidence must be clear and appropriately sized.
3. In the event of a chargeback, we strongly recommend that you:

- Immediately contact the buyer to resolve the dispute amicably and retain all related evidence;

- Reach out to the buyer or review past dispute records to identify the exact reason for the chargeback and prepare a targeted defense;

- If the buyer agrees to withdraw the chargeback, you must obtain official documentation confirming the cancellation (e.g., a written statement or confirmation from the buyer’s issuing bank).

 
4. You will have only one opportunity to submit your defense—please treat this with utmost seriousness.

5. The final defense submission must be a clean Word document (.doc or .docx), no larger than 10 MB. Please remove all Chinese text and any unnecessary content from the template before submitting.

Order Details

	Order Number：

	WP CB NO.: [Filled in byAlibaba.com personnel]

	               Chargeback Defense Letter

To whom may concern,

Dear Sir or Madam,
Greetings from Alibaba seller.
I am writing this defense material to apply for a reversal of this chargeback case. 
We do not accept the chargeback for the reasons below. 

（Required）
1.

2.

3.

……….

Note: Please clearly list the key points demonstrating that the buyer’s chargeback claim is unreasonable, and prioritize them according to the strength of your evidence.
Scenario 1: Goods have been delivered
According to our contract, which was signed with the cardholder, we had shipped out the goods on time. The cardholder had received the goods on XXX. 

Tracking Number:

Tracking Website:

Below is the tracking information for your easy reference. (Attach proof of delivery, especially a signed receipt confirming receipt by the buyer themselves.)
In addition, we have double checked with the cardholder whether he/she has received the goods or not. And the cardholder confirmed that he/she has already received them. Below is/are the screenshot(s) for your easy reference. (Attach corresponding chat record screenshots.))
These evidences prove that goods have been successfully delivered to the cardholder’s address as agreed.

Scenario 2: Goods held by customs
We shipped out the parcel to the buyer on time.

The cardholder failed to fulfil his obligation to complete customs clearance. In fact, the trade term of this order is XXX, under which the buyer is responsible for customs clearance. We cannot issue a refund, as the cardholder defaulted on the contract.
In this order, the trade term is XXX. We fulfilled all our obligations under the XX trade term. However, the cardholder failed to fulfil his obligation by refusing to complete the ISF information required by U.S. customs for all shipments to the USA, refusing to complete customs clearance, and refusing to pay the U.S. customs duties and statutory import fees.

The parcel was detained by U.S. customs due to XXX. In fact, we XXXX .

The reason the buyer did not complete customs clearance was that he no longer needed the goods and wanted to cancel the order—which constitutes a breach of contract.



Basic Information of this case 
· Name, address and contact details of the customer

Receiver:
Shipping address: 

· Details of the goods/services provided to the customer

· Product Name: 

· Product URL：

· PI、Invoice、Contract（Required）： 

· Trade Terms （Please include documentation clarifying who is responsible for customs clearance and whether the buyer was aware of this responsibility.）
· Packing list ： 

Main Evidences 

Helpful Reminders:

1. The more comprehensive your evidence, the higher your chance of winning the 

dispute.

2. Except for the items marked “Required,” the other evidence sections are provided for reference—you may adjust them based on the specifics of your case.

3. We recommend organizing your evidence in order of importance.

4. Format each piece of evidence as: a clear statement in English + 

supporting screenshot(s).

Evidence 1（Required）: We had shipped out the goods. Here is the tracking number: XXXXXX which can be tracked at [carrier website URL].
Evidence 2（Required）: Here is the POD (proof of delivery), which is consistent with the shipping record and address provided by the cardholder. 

A. POD template[image: image1.png]20 March 2018

Dear Customer,

This is a proof of delivery / statement of final status for the shipment with waybill number 60GEINER70.
Thank you for choosing DHL Express.

www.dhl.com

Signed Y Destination Service Area  LOS ANGELES
UNITED STATES OF
AMERICA
Signature Shipment Status Delivered
Piece ID(s) L ——— 1
Additional Shipment Details
Service EXPRESS WORLDWIDE nondoc Origin Service Area HONG KONG
Picked Up 06 December 2017 at 00.58 HONG HONG

Shipper Reference ]



 
Note: Please refer to the template. The proof of delivery must include:

· The buyer’s signature,

· The delivery address.

You can usually access the POD by clicking the “Proof of Delivery” link on the carrier’s tracking page.

Important: Deliveries without a valid signature are considered undelivered. If no signature is available, contact the carrier to obtain an official delivery confirmation.

POD is critical—failure to provide it significantly reduces your win rate (some issuing banks will automatically rule against you). Regardless of shipping method, you must submit valid proof of delivery.
All information on the POD (e.g., buyer’s name, address, recipient details) must match the buyer and order information exactly.

B. Shipping record (Screenshot of shipping label/consignment note + carrier tracking screenshot)
C. Shipping address which was provided by the cardholder. (Screenshot of the order page showing the delivery address, or chat/email records confirming the address with the buyer)
Evidence 3（Required）:  Communication with the cardholder showing that they have received the goods (e.g., chat logs, email correspondence)
Evidence 4: Documentation proving that the cardholder or an authorized person accepted the goods at the agreed location or by the agreed date

Evidence 5（Required）：Confirmed record with buyer about the delivery date (e.g., chat or email showing agreement on expected delivery timing)
Evidence 6: We had shipped out the goods on time. 

Helpful phrasing examples:：
1. “The contract required shipment no later than [date]. The actual shipment date was [date]. Attached is a screenshot of this order from the Alibaba.com platform as proof.”
See order screenshot template in Alibaba.com below:
[image: image2.png]suyer: (Y |Order Number: Copy Order Lin

wn on your homepage and product detail page.

Shipment details Delivery management
o o °
Pending shipment Shipped Receipt confirmed

[Actual shipment Date: 2020-04-23 00:31:00
20200427 () Dispatched as scheduled

Convenient Delivery Express

Latest logistics: KEARWY-A, US DELIVERED View more
20200427 17:4500




2. “We were unable to meet the original shipment deadline due to [reason], but we reached an agreement with the cardholder to ship no later than [new date]—and we fulfilled this commitment.” 

(If you shipped late but the buyer explicitly accepted the new timeline, please include the relevant chat/email screenshot.)
Evidence 7: The cardholder has withdrawn this chargeback. Attached is the Withdraw Declaration (screenshot of a signed statement from the buyer)
OR

The cardholder promised to withdraw this chargeback. (Attach screenshot of the buyer’s message agreeing to cancel the dispute.)
Evidence 8: We have reached an agreement with the cardholder and this dispute has been settled. (Attach supporting chat/email records showing mutual agreement.)
For Scenario 2: Goods held by customs, additional evidence is required:
Evidence 9（Required）: The goods were held pending customs clearance. The delay was caused by [explain reason clearly].
(Clearly state why customs clearance was delayed, confirm the seller is not at fault, and provide supporting screenshots as evidence.)
Evidence 10 （Required）: The trade term for this order is XXX. Under this term, the buyer is responsible for customs clearance.
1. Include a screenshot from a reliable source (e.g., http://www.worldclassshipping.com/incoterm_fca.html) explaining the trade term.
2. Include a screenshot of the trade term as displayed on the order page.

Remark: For full details on Incoterms, visit: http://www.worldclassshipping.com/incoterm_fca.html
Evidence 11: Strongly Recommended
Provide chat/email records showing that:
- The buyer was informed about who is responsible for customs clearance,
- The buyer acknowledged and accepted this arrangement without objection.

