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: Quality issues

1. If there was a quality issue, state that you actively cooperated to resolve it and that both parties reached an agreement.

When the cardholder told us that there are flaws in some of our merchandises, we have tried our best to solve the problem immediately. We provided optional solutions to cardholder and ask him/her to advise whether he/she wanted to accept partially refund or resending new products to him. We had already sent new spare parts to the buyer or we have issued partially refund to the cardholder. Below is the shipping record and the buyer will receive it very soon. Now everything is settled, but the cardholder raised CB, which is unreasonable and unacceptable.
2. Include screenshots of positive reviews from other buyers for the same product. If available, include a 5-star review from this buyer as well.
Many customers have left us positive feedback (5 stars), proving that our product quality is consistently high. In addition, this cardholder also gave us a 5-star rating.
3. Based on actual circumstances, explain that the buyer was satisfied with the goods and expressed intent to place another order.
The cardholder indicated they wanted to place a new order with us after receiving this shipment, which demonstrates their satisfaction with our products.
4. If communication was difficult, state that you offered a return but the buyer refused—and provide proof.
We provided the return address to the cardholder, but he/she did not wish to return the goods. Below is the screenshot for your reference.
5. If communication was difficult, state that you offered a full refund upon return, the buyer agreed, but never returned the item—only filed a chargeback.
We gave the cardholder our return address and stated that we would issue a full refund upon receipt of the returned goods. The buyer agreed—but we never received any returned items, only a chargeback notice, which is unreasonable
6. If a dispute was opened on Alibaba and you proposed third-party inspection, but the buyer refused.
The cardholder raised a dispute on Alibaba, and we suggested a third-party inspection to verify whether there was a genuine quality issue (with the faulty party covering the inspection fee). However, the cardholder refused.
7. If a dispute was opened on Alibaba but the buyer failed to submit valid evidence.
The buyer filed a complaint on Alibaba but did not provide valid evidence to support their claim of quality issues. As a result, Alibaba closed the dispute in our favor.
8. If the damage was caused by improper use by the buyer.
This is not a product quality issue. After reviewing the problem described by the buyer, we determined it was likely caused by incorrect usage.
The buyer complained that they did not know how to install the product, and we promptly sent installation instructions to resolve the issue.
9. If the product is customized.
All products are branded with the seller’s logo. We cannot accept returns of customized products, as there are no quality issues.
The reason for the chargeback was that the items could not be resold—meaning we would lose both the merchandise and the payment. This is unacceptable.
10. For mask-related products, provide certifications.
We hold CE/FDA certification and test reports proving the goods meet required standards.
We conducted this transaction in full accordance with the contract.
Scenario 2: Packaging damage, etc.
(This is an example—you may adapt this reasoning to reflect your actual situation.)
This product is made of glass and is fragile. We understood that packaging was critical, so we paid close attention to it and ensured the items were 
properly wrapped before shipment. Additionally, we shared photos with the buyer to confirm the products were in good condition prior to shipping.

In this order, the trade term is EXW. Under EXW terms, the buyer bears 
all costs and risks involved in transporting the goods from the seller’s 
premises to the final destination. (Note: Adjust this explanation based on 
your actual trade term.)

In this case, the buyer should contact their local DHL office to investigate the damage, as the carrier is responsible for compensation for transit-related damage—not the seller.


To protect the cardholder’s rights, we advised them to file a claim with 
DHL, but the buyer did not cooperate.


Since we fulfilled our obligations under the contract and did not default, 
we cannot accept this chargeback.




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]. Here is the POD which showed the cardholder had received on XXX.
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 ]



 
Evidence 2: Here is the inspection report proving that the goods we shipped are compliant/qualified.
(Attach a screenshot of the inspection report. If it’s from a third-party inspection agency, please highlight this clearly.)
Evidence 3（Required）: We obtained the cardholder’s confirmation before starting mass production.
(Explain that the goods were produced according to the buyer’s specifications, and provide supporting evidence—e.g., approval emails, messages, or design confirmations.)
Evidence 4（Required）: Packing details before shipment.

(Attach a screenshot showing the goods properly packed prior to dispatch—e.g., photos of sealed boxes, packaging materials, or labeled cartons.)

Evidence 5: The main dispute with the cardholder was XXX. In fact, …
(Clearly explain the actual reason for the disagreement with the buyer and why their chargeback claim is unreasonable. Support with relevant screenshots—e.g., chat logs, order terms, or delivery records.)

Evidence 6: We tried our best to resolve this issue, but the cardholder did not cooperate with XXX.
(Describe how the buyer’s lack of cooperation hindered resolution—e.g., refusing to provide photos, ignoring messages, or declining return instructions—and include supporting screenshots.)
Evidence 7: The contract clearly states that the buyer cannot return the goods [specify condition, e.g., for customized items, after acceptance, etc.].
(Attach a screenshot of the relevant clause from your agreement, order terms, or platform policy regarding returns.)
Evidence 8: Many customers have left us positive feedback (5 stars) on the Alibaba.com platform, demonstrating that our product quality is consistently high.
(Attach screenshots of international buyer reviews showing 5-star ratings for similar products.)
Evidence 9: The buyer previously filed a complaint on Alibaba.com but failed to provide valid evidence to substantiate their claim of quality issues. As a result, Alibaba closed the dispute in our favor. 

(If the buyer initiated a prior dispute on Alibaba, include screenshots of that case—including the lack of evidence and Alibaba’s final decision—as supporting context.)
Evidence 10: 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 11: 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: Package damage, additional evidence is required:
Evidence 12: In this order, the trade term is XXX. Under XXX trade terms, 
the buyer bears [specify responsibility: e.g., all risks during transit, customs clearance, etc.]. In this case, the buyer should contact their local DHL office 
to investigate the damage rather than filing a chargeback against us.
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 13 （Strongly recommended）: We tried our best to resolve this issue, but the cardholder did not cooperate with XXX.
(Explain how the buyer’s non-cooperation prevented you from filing a claim with the logistics provider—e.g., refusing to provide damage photos, not signing required forms, or ignoring requests for documentation—and attach supporting screenshots.)
