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.

6. Please submit all required documents as specified in this template. Otherwise, the chargeback protection service will not take effect.
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.


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): Packing details provided before shipment.

Evidence 2 (Required): Proof of order confirmation with the buyer (e.g., communication or email records showing agreed product specifications, quality standards, etc., prior to shipment).
Note: Not required for orders placed directly by the buyer without customization—contract terms apply.
Evidence 3: Documentation demonstrating that delivered goods match the order, such as:

· Third-party quality certification
· Comparison of packing list/invoice with buyer-confirmed product description
· Proof the goods function as intended. If the dispute involves intellectual property infringement, submit brand authorization from the original 
manufacturer.
Evidence 4: Records showing your proactive efforts to resolve the issue (e.g., proposed solutions and the buyer’s lack of cooperation). Clearly indicate dates of your actions and the buyer’s responses (or lack thereof).
Evidence 5: Dispute records from the Alibaba.com Dispute Platform.
· If the dispute is closed: Highlight the platform’s ruling and reference the specific rules applied. Explain how these rules were communicated to the buyer in advance (e.g., via platform notices, terms of service, or backend alerts). Include the timestamp of the platform’s final decision email. 
· If still open: State that you requested evidence from the buyer but received no response.

Evidence 6: Positive feedback or transaction history with this buyer (e.g., past purchases of the same product with favorable reviews).

Evidence 7: Any modifications requested by the buyer during the transaction that may have led to the dispute. List these changes chronologically if applicable.
Evidence 8: Any other supporting evidence favorable to your case.
If none of the above apply, clearly state that you require the buyer to return the goods.

Evidence 9: Signed documentation from the cardholder acknowledging the transaction or withdrawing the chargeback (e.g., a signed chargeback withdrawal form).

Evidence 10: Your publicly posted policies at the time of sale (e.g., refund, return, or cancellation terms—especially any restrictions).

· Evidence 11: Status of the goods:
· Has the buyer returned them?
· Has the buyer offered to return them?
· If you declined a return, provide chat logs explaining why.
(Provide proof regardless of return status.)

Evidence 12: Explain in English why you disagree with the buyer’s chargeback reason, and include supporting evidence (like screenshots or documents) that are also in English.

Evidence 13: We have reached an agreement with the cardholder and this dispute has been settled. (Attach supporting chat/email records showing mutual agreement.)
