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Disputes: Resolution without Delay

House Rules

To ensure the best possible learning
experience for participants, please adhere to
the following house rules:

® Turn cell phones and pagers to vibrate

® Hold questions to end of session

® Must be scanned to receive CLP credits
— For each course

® Unanswered Questions

— Q-Cards & Ballot Boxes

— Answer to be emailed after the
conference - within 45 days




Disputes: Resolutions without Delay

Goals & Objectives

This session is designed to assist you in
achieving the following goals:

® Provide an overview and outline of the
dispute process

® Provide tools and information to educate
your cardholders

® Facilitate more timely and effective dispute
resolutions




Agenda

1. Defining a Dispute
2. Dispute Process

3. CitiDirect® Card
Management System
Benefits

4. Ensuring a Successful
Dispute Process

5. Dispute Resolution
6. Cardholder Tips




1. Defining a Dispute
]

citi



Defining Disputes

What is a Dispute?

e Association Definition: A transaction amount that
the cardholder believes should be returned in full
or in part to the merchant.

— A dispute is the first step in the process to return a
charge to the merchant’s bank

— It may be determined for a given reason that all or
part of the charge amount could be charged back to
the merchant bank

e Common Reasons for a Dispute:

— A charge on statement that cardholder does not
remember making

— Difference in amount
— Duplicate charges
— Canceled or returned merchandise




2. Dispute Process
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Dispute Process

Understanding the Basics

e \WWho are the players?

— Visa & MasterCard —
the card associations

— Card Issuers
— Merchants

— Card Acquirers
— Cardholders

e Who sets the guidelines?




Dispute Process

Quick Facts & Tips for Cardholders

e Cardholder MUST notify the issuer
of dispute within 60 days from
statement date on which transaction

appears "

e Cardholders should carefully review
their statements every month '

e Cardholders should retain all l
receipts and other transaction
documentation o
-
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Dispute Process

Steps to Initiating a Dispute Claim

e Step 1: Contact the merchant directly
— Disputes are often resolved by contacting the merchant directly

e Step 2: If the merchant is unable to help, contact the issuing bank

— The issuing bank will research the transaction with the merchant and their acquirer on
the cardholder’s behalf

— Citi: 800-790-7206
— Complete and submit dispute form — including additional required documentation

e Remember the 60 Day Rule!
— Rights to dispute charges after the 60-day rule may be relinquished



Dispute Process

Steps to Initiating a Dispute Claim — Obtaining the Dispute Form

e CitiDirect® Card Management
System

e CitiManager® Web Site

e Customer Service

Fax completed dispute
forms to (605) 357-2019




Dispute Process

Obtaining the Dispute Form

1 Internet Explorer

Facrtm {5

1cial Cards - Mic

Pavortes  Took

Pl Lt Ve

[«

Global Transaction Services

Citi never sleeps’
ancial Institutions  Public Sector

Home  Aboit s Regions  Corparations

Aspiration. Affirmation.

Commaercial Cards

sommarcial Gands Home

Global Corparaby Salibans

Fubike Sector
Cantact Gommrelal Gans
ATWCHbANK Lotatse
B comactus
WD BASED TOOLS
o e o v e ek
¢ lhwinagh e Iileroreg ks
Access e 08 Landng Page
CaDect Card Management System
CRBARD Cutim Rigorting Systeen
CEtA HonSrirm: Nt Ssten
[T T —

CHDANE Caal Card Management

al card Systerm

LEARN MORE

oagest global

sandce, and Fie 3
o the bar for comenere




Dispute Process

Obtaining the Dispute Form

Global Transaction Services
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Dispute Process

Obtaining the Dispute Form
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Dispute Process

Obtaining the Dispute Form

Voo
Citi never sleeps’

Home AboutUs Regions Corporations Financial Institutions  Public Sector

Treasury and Trade Solutions Appendix B: ngram Forms

Citi® Commercial Cards
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Dispute Process

Obtaining the Dispute Form

. .
R F " "
eq ulred IeIdS CITIBANK® GOWERNMENT CARODHOLDER DISFUTE FOFRM
.

INQUIRER'S NAME: (1) DATE: (2]
CAROHOLDER'S NAME: (37
ACCOUNT MUMEBER: (41 - _-

. ] CAR DER: PLEASEP W
1 I n ulrer S Name ALONG WITHTHE = EHENTTHE DISPUTED CH
. PLEASE FAX TO605-357-20 13 oF MAIL TOC HEANE Goy
This form masthe Ak o ovtcomplte by and fowards o to SMbark avd tie appropriate Age »
Wikl 60 cak vdar daye of rece ptotyour hvoke.

NF O R RATI M= REQUESTED B ELOW
4P PEA

rimey Kes, PO B0
amclak (3 clelmnlle(ll

T Fal

ST117-6125.
A e rial proce dare s

TRAMSACTION DATE: (5 DOLLAR AMOUNT OF CHARGE: 5 (& MERCHANT: (¥
CARDHOLDER SIGHATURE: (2)
- D ate Fleaze read carefully each of the following descriptions and check the one most appropriate to yoor particular dzpute. Card

program regulstions require that wou provide additional staterments to docurment specific items, where indicated below. B wou
hawve any questions, please cortact us st 1-800-790-7 206 [overzeas call collect st 904-354-F250). We will be more than bappy
to advize youinthis matter. .

) *  UNOUTHORIZED TRAMNSACTION
a r o e r S a l I le O I have not authorized this charge to my account.
* MULTIFLE PROCESSING - THE DATE OF THE FIRST TRANSACTION was |

O The transaction listed abowe represents a multiple billing to my account. | onhy authorized one charge fromthis merchant for
this amount. hy card was in my possession at alltimes .

+ MERCHANDISE NOT RECEIVED IN THE AMOUNT OF § .
ACCO u nt N u m be r Flease enclose a separate staternent detailing the merchant contact, and the expected date to receive merchand se.
O My account has been charged forthe abowvetransaction, but Thave not recetved the merchandize. | have contacted the
merchant, but the matter was not reschred.

*+ CANCELED TRANSACTION
O My account has been charged forthe abowe listed transaction. Thave contacted thiz merchant on (date) and canceled the
order. | will rafuze delivery should the merchandize still be recehred.

Transaction Date e MERCAOISE RETANED 1 THE A O §

Flease enclose a separate staternent detailing the merchant contact, date of the contact and the mercham response
[m] account has been charged forthe abowve listed transaction, but the merchandise haz since been retumed
Acopy of the postal or UPS receiptis enclosed.

* CREDIT NOT RECEIVED

O | have received a creditwoucher for the above listed charge, but t has notyet appeared on my account.
O a r I I I O u n o a rg e Aocopy of the credit voucher is enclosed.

* DIFFEREMCE IH AMOUNT
The amount of this charge has been altered since the tine of purchase. Enclosed is a copy of my sales draft showing the
amount for which | signed. The difference of amount & § .

* COFY REGUEST

M e rCh a nt O | recognize this charge, but need a copy of the sales draft for miy records.

* SERWICES MOT RECEIVED
Please enclose a separate staternent with the date of the merchant contact and response.
O | have been billed forthis transaction; howewver, the merchart was unable to provide the services.

. * FPADFOR BY AMOTHER MELN S
Flease enclose a separate staternent with the date of the merchant contact and responze.
Ca rd h o | d e r S I g n atu re O My card number was used to secure this purchase; however, the final payment was made by check, cash, or another credit
card. Enclosed iz receipt, canceled check (front and back’, copy of credit card statement, or applicable documentation
demaonstrating that ment was made ather means.

* MNOT LS DESCRIBED
O  The iterm(z) specified do not conformto what was agreed upon with the merchant. (The Cardholder must specify what goods,
senrices, orthings of value were received. The Cardholder must hawe atempted to retum the menchandize and state =0 in

Error Description R o

* IF MOME OF THE ABOWE REASONS APPLY:
Provide a complete description of the problem , sttemptad resolution and outstanding issues. Use a separate sheet of paper and
=ign and date wour descrption statement. Hurmbers in parenthezes comespondto numbers on guide sheet on next page.
©2007 S iibank Sovth Dakota, MAL AN TGN E recervec. CH and Arc Des ke ancSHEawk are servie marks of Cligronp ho. of fe atfliates, ved and
mélslamcl Hrong kot e workl,
002 172 Final 81607
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Dispute Process

Obtaining the Dispute Form

1. Unauthorized Transaction

2. Multiple Processing

3. Merchandise Not Received in the Amount of $

4. Cancelled Transaction

5. Merchandise Returned in the Amount of $

6. Credit not Received

7. Difference in Amount

8. Copy Request

9. Services Not Received

10. Paid for by Another Means
11. Not as Described

12. None of the Above...

CITIBANK® GOVERNMENT CARDHOLDER DISPUTE FORM
INQUIRER'S NAME: (1) DATE: (21
CAROHOLOER'S NAME: (31
ACCOUNT NUMBER: (4) -
PL

CARDHOLDER:

4% T MAIL T 3 me it BOX & 1onx Falk, S0 57 117-61235.
Thls form masthe nllecloltcomplem and torwarde o to C Hbawk and the appropriate Age wy omclals 3 ckermlied byyour enial |Jmeec|lm
Witk 50 cak vdar dang of oz ptotyor ivoke.

TRAMSACTION DATE: (5 DOLLAR AMOUNT OF CHARGE: § (8 MERCHANT: (¥}
CARDHOLDER SIGHATURE: (2)

Flease read carefully each of the folowing descriptions and check the one most appropriate to your particular dspute. Card
program regulations require that you provide additional statements to document specific iternzs, where indicated beow. f wou
have any questions, please cortact us =t 1-800-730-7 208 [overseas call collect at 904-354-T230). W will be more than Fappy
to advise youinthis matter. @

* UNAUTHORIZED TRAMSACTION
O I have not authorized this charge to my account.

*  MULTIFLE FROCESSING - THE DATE OF THE FIRST TRANSACTION WAS |
O The transaction listed abowve represents a multiple billing to my account. | only authorized one charge from this merchant for
this amourt. Wy card was in my possession at alltimes.

+ MERCHAHDISE HOT RECEIVED IN THE AMOUNT OF § .
Pleaze enclose a separate staterment detailing the merchant cortact, ard the expected date to receive merchandse.
O My account has been charged forthe above transaction, but |have not received the merchandise. | have cortactedthe
merchant, but the matter was not resohred.

*+ CANCELED TRANSACTION
O My accourt has been charged forthe above listed transaction. |have contacted this merchant on (date) and canceled the
order. | will refuse delvary should the merchandise till be received.

+ MERCHANDISE RETURNED IN THE AMOUNT OF § .
Pleaze enclose a separate statement detailing the merchant contact, date of the contact and the merchant response
O My accourt has been charged forthe abowve listed transaction, but the merchandise has since been retumed
Acopy of the postal or UPS receipt is enclosed.

* CREDIT NOT RECEIED
O  Ihave received a creditwoucher for the above lited charge, but t has notyet appeared on my account.
Acopy of the credit voucher is enclosed.

* DIFFERENCE INAMOUNT
The amourt of this charge has been altered since the time of purchase, Enclosed s a copy of my sales draft showing the
amount for which | signed. The difference of amount i § .

* COPYREQUEST
O I recognize this charge, but need a copy of the sales draft for my records.

* SERVICES NOT RECEIVED
Pleaze enclose @ separate statement with the date of the merchant contact and response.
O  Ihave been billed forthis transaction; howewver, the merchant was unable to provide the services.

* PAIDFOR BY AMOTHER MEAN S
Fleaze enclose a zeparate staternent with the date of the merchant cortact and response.
[m] number was used to secure this purchase; howewver, the final payment was made by check, cash, or another credit
card. Enclosed is miy receipt, canceled check (front and back), copy of credit card statement, or applicable documentation
that paymert was made by ather means.

* MOT A% DESCRIBED
O  The itemis) specified do not conformto what was agreed upon with the merchanit. (The Cardholder must specify what goods,
=envices, orthings of value were received. The Cardholder must hawe stempted to retum the merchandise and state so in
hiziher complaint.)

* |F MOME OF THE AEOWE REASONS APPLY:
Provide a complete description of the problem, stempted resolution and outstanding issues. Use aseparate sheet of paper and
=ign and date your description statement. Mumbers in parenthieses comespondto rumbers on guide sheet onnext page.
©2007 Chibank Sovth Dakotd, N A, AT IE fserved S avd Arc Deskin avd CHibank are service marks of Cigronp he. or e amliates, e d and
mélshmlnrolg honttie workl.
002 172 Final 81607




Dispute Process

Obtaining the Dispute Form

Remember — the cardholder MUST sign the form

CITIBANK® GOVERNMENT CARDHOLDER DISPUTE FORM

INQUIRER’S NAME: (1) DATE: (2}
CARDHOLDER’S NAME: (3)
ACCOUNTNUMBER: (4} - _- - - - - - - - - = - - =« -

CARDHOLDER: FLEASE PROVIDE A COPY OF ANY INFORMATION/FORMS REQUESTED BELOWY
ALONG WITH THE STATEMENT THE DISPUTED CHARGE APPEARS ON.

.........................................................................................................

This form must be filled out completely and forwarded to Citibank and the appropriate Agency officials (as determined by your internal procedures)
within 60 calendar days of receipt of your invoice.

TRANSACTION DATE: (5) DOLLAR AMOUNT OF CHARGE: $ (6) MERCHANT: (7)
———8® CARDHOLDER SIGNATURE: (8)

Please read carefully each of the following descriptions and check the one most appropriate to your particular dispute. Card
program regulations require that you provide additional statements to document specific items, where indicated below. If you
have any questions, please contact us at 1-800-790-7206 (overseas call collect at 904-954-7850). We will be more than happy
to advise you in this matter.

=1



Dispute Process

Pop Quiz

1. What is the first step a cardholder
should take in the dispute process?

A.Contact the Merchant

2. If the merchant is unable to assist, what
is the next step the cardholder should
take?

A. Contact Citi or Submit a Dispute
Form

3. Name the website where the dispute
form can be found.

A.www.citimanager.com




3. CitiDirect® Card Management System Benefits
]
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CitiDirect® Card Management System Benefits

Submitting the Dispute Form — Using the CitiDirect® Card

Management System

Preferred method for many

agencies

Ensure all required fields are
complete (including dispute reason
and transaction amount) prior to
clicking “submit” button

Attend CitiDirect® Card
Management System hands-on
session to learn more

T

investment banking

CitiDirect Card Management System

Inguiry - 1ent = Card

Cardholder Account Number
Product Tvpe TRAVEL - Individually Billed Statement Period
Default ASC
Tax Total $0.00 Statement Total
select post date tran date merchant
E & 0463072007 046262007 CONTINENTAL
[ 04/20/2007 04¢26/2007 UNITED AIR
o 050212007 04427 /2007 CARLSON WiAG
E & 08M02/2007 046272007 CARLSON WAG
o 051042007 043072007 UTE REMIT
E 0540172007 0443072007 UTC REMIT
« 085i02/2007 05/01/2007 AVIS RENT-#CAR
B O 05/03/2007 05012007 TEN ASIAN BISTRO TENTATIO
E O 080712007 05022007 CARLSON WAG
[0 & 0850712007 05:02/2007 CARLSON WAG
E O 08032007 05022007 MARRIOTT HOTELS
[ 05042007 05022007 AVISTAR CT PICCOLD
[l 05042007 08/02/2007 DELTA AIR
O 05042007 05/02/2007 USAIRUAYS
E & 05i11/2007 05/08/2007 RAMADA INNS STUART
[l 05/11/2007 05/09/2007 COCONUTS ON THE BEACH
2 051412007 05/10/2007 AVISTAR CT PICCOLD
B 05/10/2007 05/10/2007 CITIBANK USA N.A
C 08i11/2007 05/10/2007 AVIS RENT-A-CAR
[l & 08/5/2007 05242007 UNITED AIR
dispute print Statement | cloge |

TGO
O4/21/2007 - 082242007

F-1427.49

amount status

36080
21242
65.00
65.00
-28.67
-1,004.32
6352
16.00
&5.00
65.00
17136
10 40
20555
23080
18446
2700
2600
-3,183.84
26361

56348

= Citigroup.com

What's New Help Home Logout

[ Inbox_~-| Card Management - | Inquiry ~| Assistance - |
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read notes |
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CitiDirect® Card Management System Benefits

Submitting the Dispute Form — Using the CitiDirect® Card
Management System

_

CARDHOLDER TRAN DATE 044442007

ACCOUNT HUMBER HELOOOOD: AMOUNT OF CHARGE F 21280

MERCHANT AMERICAN
Please read each ¢ Unawuthorized Transaction (UnawthTran)
description canefully b
and check the one most | hawve not authorized this charge to my aceount.

appropriate to your
particular dispute.

= Duplicate Processing (DupProc)

Quastions? The transaction listed above represents a multiple billing to my account. | only authorized ane charge from this
Contact us at:1-300-

[FR0-72068, aption 2, ar
[for international calls, The date of the autharized transaction wasl immddhnnnd. (For multiple tidiets, please identify

dial collect at (904) wahich ticket was uzedfauthorizedy)
RS- Faa0 I

merchant far $I . 1 did not autharize this charge. My card was in my possession at all times.

e recommend that

thiz farm be printad, o Merchandise or Service Not Received in the Amount of § I {MercNotR.cd)
Figned and sent to

Citibank az supparting | hawe authorized this charge but have not received the - merchandise ar - zenvice (select ane). | expectad to
evidence and to
expedite dispute
processing with the I (mmfddhnnnd to request credit and their response was

merchant. If this claim :I
iz initiated on behalf of

the card holder the

ffarm hasto be printed,

Eigned by the

cardholder and sent to

Citibank. LI

recaive the merchandisessenice onl (mm/ddinnnd. | hawe contacted the merchant on

submit dispute cancel




4. Ensuring a Successful Dispute Process
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Ensuring a Successful Dispute Process

Cardholder Tips

e Submitting a dispute on line will initiate the
dispute process

e May not dispute if previously disputed
e May not dispute if older than 60 days

e Cannot dispute fees

e A signed dispute form may be required




Ensuring a Successful Dispute Process

The Dispute Process

Cardholder identifies
transaction

Cardholder contacts

Merchant

Cardholder/AO Cardholder/AO completes

Initiates dispute C;:]:r:lgg:ll;ﬁﬂzr:jdueed dispute form & submits
Resolves through Citi to Citi (if required)

via Customer
Service, Dispute
Form or CCMS

Citi presents dispute to
R merchant via
YES Association rule

Merchant

Permanent credit " 2 resolves in cardholder
to Cardholder favor

(1]
7))

Merchant provides
explanation, data

Transaction is

Cardholder/AO verifies
dispute resolution

reinstated




5. Dispute Resolution
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Dispute Resolution

Chargeback Process at Citi

1. Citi requests charge amount via the
merchant’s bank

a. Visa requires merchant response within
45 days of notification of dispute

b. If response is not received within 45 days,
disputes are automatically resolved in
favor of the cardholder

2. Documentation is sent to the Bankcard
Associations




Dispute Resolution

Chargeback Process: Representment

Representment: The disputed charge is rejected by the merchant and sent back to
the issuer.

1. Merchant disputes charge. Reasons may include:
a. Invalid reason
b. Reason criteria not met
c. Missing documentation or paperwork

2. Merchant provides supporting documentation of charge
3. Cardholder has opportunity to dispute

4. Account may be re-billed and resolved



Dispute Resolution

Chargeback Process: About Provisional Credits

e A provisional (temporary) credit may be
applied when dispute is initiated

® The provisional credit may be re-billed
to the cardholder’s account, depending
upon
— Merchant response / documentation
— Cardholder’s failure to respond to

correspondence from Citi requesting
additional documentation




Dispute Resolution

Dispute Process: Chargeback Flow

—~. \ Merchant

»
CITI . Bank
z Chargeback

Second Presentment £

4

Arbitration Chargeback

Arbitration Case
Issuing Bank Acquiring Bank

N\

CItl




Dispute Resolution

Dispute Process: Confirmation

1. Cardholder completes dispute form
a. Must complete within 21 days of verbal submission
b. Include all documentation with dispute form
c. Sign form
d

. Include any documented (verbal or written)
correspondence with merchant

e. Keep copies of everything

2. Citi sends letter to cardholder acknowledging dispute:
a. Letter sent to address on file
b. Allow 45 days for investigation

3. Investigation begins (allow 45 days)

4. Cardholder may be contacted to provide additional information
a. Timely customer follow up is critical (even while traveling) or dispute may be closed
b. Any Citi-issued credit could be re-billed
c. Contact Customer Service to ensure receipt of documentation



Dispute Process

Pop Quiz

1. What is the timeframe your cardholders
should allow for a dispute investigation?

A.45 business days

2. How long after the verbal submission
does the cardholder have to submit the
dispute form?

A.21 days

3. Cardholders must notify Citi of a dispute
within calendar days of receipt of
their statement.

A. 60 calendar days




4. Cardholder Tips
]
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Cardholder Tips

Avoiding Unnecessary Delays — What is Within Your Control

1. Include ANY & ALL documentation with dispute form, including:
a) such as receipts
b) verbal / written correspondence with merchant

2. Always sign the form

3. Maintain copies of everything

4. If returned merchandise, show receipt or tracking information from shipper
5. Cardholder must have his/her receipt if questioning the amount billed

6. The currency amount in the total box is the amount that will be processed



Cardholder Tips

CitiDirect® Card Management System

e Dispute form must be received within 21 days of
verbal submission

e May not dispute if previously disputed
e May not dispute if older than 60 days

e Cannot dispute fees




Cardholder Tips

Fraud

e Unrecognized Charges:
— A single unauthorized charge may be merchant error

e Unrecognized Merchant:

— Merchants may bill under a name other than their operating name or bill from a different
state from where the purchase was made

e Unauthorized mail or telephone orders

e Charges appearing to be fraudulent will have a block placed on the account and
a new account will be opened in its place

e Contact Customer Service to close account:

— Complete affidavit
— Fax to Security Operations at (605) 330-6801

Cardholders should contact Customer Service as soon as they believe the card
is being used fraudulently



Cardholder Tips

Misuse

e Transactions due to misuse are not eligible for
dispute or chargeback

e A/OPC manages to policy

® Proper use of tools
— Use MCC restrictions
— Manage credit limits
— Close inactive accounts
— Close terminated employee account immediately
— Manage delinquency




Dispute Process

Pop Quiz

1. What must the cardholder do on all forms
BEFORE sending them to the
Disputes Department ?

A. Sign their name

2. What should the cardholder
maintain copies of?

A.Everything related to the dispute

3. True or False: A cardholder should
wait to verify that a charge is fraudulent
before contacting Customer Service.

A.False. If the customer believes a charge to be fraudulent, they
should contact Customer Service immediately.




5. Tracking Disputes
]

citi



Tracking Disputes

Keeping Track of Disputes

e A/OPCs: Use CitiDirect® Card
Management System to view cardholder
statements

e Cardholders: View statement

e Transaction Dispute Report




Tracking Disputes

Keeping Track of Disputes

Transaction Dispute Settled in cardholder favor
Page by:
Report s OF Date: 2009-03-18-04,42 .41
Account Mumber Transaction Date |Posting Dale |Dispute Status MCC |Merchant Description
Mouse Mickey "23654758094561230  1/30/2009 2/2/2009 valid dispute 3504 HILTOMN HOTELS
Potter Harry "236547894561230 2/7j2009 2/9/z009 Walid dispute 3058 DELTA
Zachary Connor "236547804561230 | 1/29/2009 1/30/2009 Settled in cardholder favor 5691 MEN & WOMEN'S CLOTHIMG
Mouse Mickey "1236547894561230 1/7/2009 1/9/2009 Walid dispute 3726 RIO SUITES
Potter Harry "236547894561230 1/31/2009 2/zfz009 Walid dispute "3405 ENTERPRISE RENT-A-CAR
Pan Peter "236547894561230 2/10/2009 2/1z2/2009 Walid dispute "3000 UNITED AIRLIMES
Dispute Date |Dispute Settled Date |Statement Begin Date Disputed Transaction Amount |Dispute Amount
SAIMT LOUIS 2/5/2009 2f2z/2009 T T =
DAVIS &FB 2/23/2009 2j22/2009 f $39?.EEI' £397.20
JAMATCA, = 2/9/2009 31120090 382009 f $1EI.1EI' £10.10
LAS WEGAS 2/11/2009 3/11/2009 i ton.11” £05.11
JACKSOMNWVILLA 2/18/2009 3f11/2009 f $E|3.12' £63.12
SaM DIEGD 2/20/2009 382009 f £z 13.207 £213.20

—e Dispute Date —e Dispute Settled

(2/9/09) Date (3/11/09)



Tracking Disputes

Top 5 Ways to Ensure Success!

1) Fill out dispute form completely

2) Sign dispute form

3) Submit dispute form within timeframe
4) Provide all supporting documentation

5) Follow up for additional
correspondence requests in a timely
manner




Disputes: Resolutions without Delay

Summary

This session was designed to assist you in
achieving the following goals:

® Provide an overview and outline of the
dispute process

® Provide tools and information to educate
your cardholders

® Facilitate more timely and effective dispute
resolutions




Terms & Disclosures

IRS Circular 230 Disclosure: Citigroup Inc. and its affiliates do not provide tax or legal advice. Any discussion of tax matters in these materials (i) is not intended or written to be used, and cannot be
used or relied upon, by you for the purpose of avoiding any tax penalties and (ii) may have been written in connection with the "promotion or marketing" of any transaction contemplated hereby
("Transaction"). Accordingly, you should seek advice based on your particular circumstances from an independent tax advisor.

Any terms set forth herein are intended for discussion purposes only and are subject to the final terms as set forth in separate definitive written agreements. This presentation is not a commitment to lend, syndicate a
financing, underwrite or purchase securities, or commit capital nor does it obligate us to enter into such a commitment. Nor are we acting in any other capacity as a fiduciary to you. By accepting this presentation,
subject to applicable law or regulation, you agree to keep confidential the existence of and proposed terms for any Transaction.

Prior to entering into any Transaction, you should determine, without reliance upon us or our affiliates, the economic risks and merits (and independently determine that you are able to assume these risks) as well as
the legal, tax and accounting characterizations and consequences of any such Transaction. In this regard, by accepting this presentation, you acknowledge that (a) we are not in the business of providing (and you
are not relying on us for) legal, tax or accounting advice, (b) there may be legal, tax or accounting risks associated with any Transaction, (c) you should receive (and rely on) separate and qualified legal, tax and
accounting advice and (d) you should apprise senior management in your organization as to such legal, tax and accounting advice (and any risks associated with any Transaction) and our disclaimer as to these
matters. By acceptance of these materials, you and we hereby agree that from the commencement of discussions with respect to any Transaction, and notwithstanding any other provision in this presentation, we
hereby confirm that no participant in any Transaction shall be limited from disclosing the U.S. tax treatment or U.S. tax structure of such Transaction.

We are required to obtain, verify and record certain information that identifies each entity that enters into a formal business relationship with us. We will ask for your complete name, street address, and taxpayer ID
number. We may also request corporate formation documents, or other forms of identification, to verify information provided.

Any prices or levels contained herein are preliminary and indicative only and do not represent bids or offers. These indications are provided solely for your information and consideration, are subject to change at any
time without notice and are not intended as a solicitation with respect to the purchase or sale of any instrument. The information contained in this presentation may include results of analyses from a quantitative
model which represent potential future events that may or may not be realized, and is not a complete analysis of every material fact representing any product. Any estimates included herein constitute our judgment
as of the date hereof represent potential future events that may or may not be realized, and is not a complete analysis of every material fact representing any product. Any estimates included herein constitute our
judgment as of the date hereof and are subject to change without any notice. We and/or our affiliates may make a market in these instruments for our customers and for our own account. Accordingly, we may have
a position in any such instrument at any time.

Although this material may contain publicly available information about Citi corporate bond research, fixed income strategy or economic and market analysis, Citi policy (i) prohibits employees from offering, directly or
indirectly, a favorable or negative research opinion or offering to change an opinion as consideration or inducement for the receipt of business or for compensation and (ii) prohibits analysts from being compensated
for specific recommendations or views contained in research reports. So as to reduce the potential for conflicts of interest, as well as to reduce any appearance of conflicts of interest, Citi has enacted policies and
procedures designed to limit communications between its investment banking and research personnel to specifically prescribed circumstances.

© 2009 Citibank, N.A. All rights reserved. Citi, Citi Arc Design, CitiDirect, Citimanager, Citibank Custom Reporting System, Citibank Electronic Reporting System, are trademarks and service marks of Citigroup Inc.
or its affiliates and are used and registered throughout the world.

In January 2007, Citi released a Climate Change Position Statement, the first US financial institution to do so. As a sustainability leader in the financial sector, Citi has taken concrete steps to address this important
issue of climate change by: (a) targeting $50 billion over 10 years to address global climate change: includes significant increases in investment and financing of alternative energy, clean technology, and other
carbon-emission reduction activities; (b) committing to reduce GHG emissions of all Citi owned and leased properties around the world by 10% by 2011; (c) purchasing more than 52,000 MWh of green (carbon
neutral) power for our operations in 2006; (d) creating Sustainable Development Investments (SDI) that makes private equity investments in renewable energy and clean technologies; (e) providing lending and
investing services to clients for renewable energy development and projects; (f) producing equity research related to climate issues that helps to inform investors on risks and opportunities associated with the issue;
and (g) engaging with a broad range of stakeholders on the issue of climate change to help advance understanding and solutions.

Citi works with its clients in greenhouse gas intensive industries to evaluate emerging risks from climate change and, where appropriate, to mitigate those risks.



©2009 Citibank, N.A. All rights reserved. Citi, Citi and Arc Design and CitiDirect are trademarks and service marks of Citigroup Inc., used and registered
throughout the world.



