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Chargeback Gurus (CBG) is a leading provider of 
chargeback management services, helping the 
retail industry enhance fraud prevention, improve 
chargeback recovery rates, and streamline the 
dispute resolution process. With advanced 
technology, AI-driven insights, and a tailored 
approach, CBG empowers retailers to optimize 
transaction monitoring and improve customer 
experience across digital and physical channels. 
CBG's solutions help retailers safeguard revenue, 
reduce operational inefficiencies, and ensure a 
seamless transaction process for their customers.

Chargeback Gurus Overview

Challenge

Retailers are facing a rising number of chargeback disputes, both online and in physical stores, which create 
financial challenges and operational inefficiencies. Fragmented transaction data and limited visibility into 
customer interactions make it difficult to pinpoint why chargebacks occur. Retailers need a unified approach 
that focuses on refining processes, enhancing customer experience, and preventing fraud in order to reduce 
revenue loss and improve recovery outcomes.

Key Industry Challenges:

- Incomplete Transaction Data: Not collecting details such as CVV, AVS, and IP address weakens responses to 
disputes.

- Unclear Policy Communication: If return and refund policies are hard to find or poorly communicated, it can 
lead to preventable disputes.

- Friendly Fraud: An increasing number of chargebacks result from customers disputing legitimate charges, 
requiring effective representment and tracking of repeat offenders.

- Limited Expertise in Handling Second Chargebacks: Many retailers lack the resources or knowledge to 
manage second chargebacks effectively.

Retail Chargeback 
Challenges, Strategies 
and Industry Insights
Chargeback Gurus helps the retail industry 
reduce chargebacks through real-time data 
insights, enhancing fraud detection, 
strengthening dispute responses, and strategic 
process enhancements.
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Approach

The CBG approach focuses on speeding up evidence submission, capturing essential transaction details, and 
effectively challenging second chargebacks with well-documented cases, leading to improved recovery rates.

This approach includes:

- Thorough Case Review: Identifying gaps in dispute submissions and store-level processes.

- Improved Documentation Process: Ensuring timely evidence submission and complete transaction data 
capture.

- Stronger Second Chargeback Responses: Building clear, well-supported cases to increase win rates in 
pre-arbitration stages.

Solution

Chargeback Gurus provides end-to-end dispute lifecycle management through Smart Chargeback 
Representment™, backed by deep data analysis of order confirmations, delivery records, and returns. 
Enhanced Smart Prevention Alerts™ enable retailers to  refund incoming disputes, helping maintain healthy 
chargeback ratios. With granular, SKU-level insights from Enhanced Analytics, retailers can identify dispute 
patterns across channels and implement data-informed improvements to policies, checkout flows, and 
fulfillment practices.

Effective Strategies for Reducing Chargebacks in the Retail Industry 

Keep detailed logs of delivery confirmations, 
shipping addresses, and communication to 
support dispute resolutions.

Maintain RecordsProvide Tracking Numbers
Ensure transparency in shipping and build 
customer trust.

Use Signature Confirmation
Require signatures for high-value items to 
confirm successful delivery.

Monitor High-Risk Transactions
Use fraud detection tools to flag suspicious 
activities such as high-value orders or 
mismatched addresses.

Display policies prominently both in-store 
and online to avoid customer confusion and 
disputes.

Clear Return & Refund Policies

Ensure the business name is recognizable on 
credit card statements and provide accurate 
product details to prevent misunderstandings.

Clear Billing Descriptor & 
Product Information

Send automated receipts and shipping 
notifications to keep customers informed 
and reduce disputes.

Order Confirmation & 
Updates

Match billing addresses and card verification 
values and add extra authentication (e.g., 
Visa Secure, Mastercard Identity Check) for 
security.

AVS & CVV Verification & 
3D Secure
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51%
 Before Pre-Arb *Time frame: January to December, 2024.

Recovery Rate *


