
C H A R G E B A C K S

F A R E  W E B / I V R  P A Y M E N T  P R O C E S S I N G



FOCUS

• Understanding Chargebacks as it 

relates to the courts

• Processing a Chargeback effectively and 

efficiently 

• Cleaning up Chargebacks in the case 

management system

• Recommendations/Resources 



COMMON 
TERMS

• ACH Chargeback: Court has a hold/block on court’s bank account; different AOC 

procedures than a standard chargeback

• Standard Chargeback:  Court does NOT have a hold/block on court’s bank account

• Conduent: Vendor FARE is contracted with to assist the courts.

• TSYS (Total System Services, Inc): Vendor Conduent uses to assist with 

Chargebacks. 

• Customer Dispute:  When a customer questions a transaction to an account 

• Court NOT Disputing: Agree or Accept Chargeback

• Court Dispute: Court does not agree with the Chargeback and Arbitration may 

occur.

• Conditional Credit: TSYS provides a conditional credit back to the cardholder, 

pending reimbursement from merchant “court”. 

• Rebuttal: a form of evidence presented to contradict other evidence that has been 

presented by another party 



THIS PROCESS IS CALLED A 
“CHARGEBACK”

• A consumer “card holder” can dispute ANY credit card charge for 

ANY reason and 100% of the transaction amount is seized from the 

merchant's bank account and returned to the consumer.

• This money can only be returned after the merchant “court” can 

PROVE that the transaction was 100% authorized. 



WHY DO 
CHARGEBACKS 
OCCUR? 

• Chargebacks occur for many 

different reasons

• Examples include:

– Unrecognized charge

– Unauthorized charge

– Payment made to the 

wrong case

– Incorrect payment amount

– Double payment/multiple 

transactions



HOW LONG TYPICALLY DOES 
A CHARGEBACK TAKE?

• Once a chargeback is received by 

Conduent, we have 10 days to 

answer it.

• Chargebacks are usually resolved 

in a few weeks but can take 75 

days or more in some instances.



HOW ARE WE INFORMED?

• Conduent receives information of the 

dispute inquiry from the card holder’s 

bank and forwards that information to 

court and FARE Team



HOW DO 
WE PROVE 
A 
PAYMENT?

• Court reviews payments in CMS

• Provides evidence from Transaction Express

• Conduent will research payment related to case



TRANSACTION 
EXPRESS

• https://vt.transactionexpress.com/

• By clicking on Forgot password, an email will be 

sent to your courts FARE Mailbox in Outlook

• Remember: One Username and Password per 

court, not per user

https://vt.transactionexpress.com/


HOW DOES 
THIS 
IMPACT 
THE 
COURT? 

• FARE WEB/IVR payments are temporarily or permanently 
debited from the court’s bank account

– Due to timing the court may notice more than one transaction on bank 
account if a electronic debit temporarily occurs (depending on final 
rebuttal)

• If a payment satisfied the case balance, a chargeback could 
affect:

➢ TTEAP holds

➢ Driver’s license suspensions

➢ Warrants

➢ Debt Set-Off (tax intercepts)

➢ FARE noticing

• Debits must be adjusted out of the CMS (clean up case)

• The process can take months and may impact end-of-month 

balancing 



ROLES AND RESPONSIBILITY 

• Conduent:

– Works directly with TSYS (FARE merchant 

vendor) to process chargebacks

– Communicates when the initial chargeback 

occurs  

• AOC FARE staff: 

– Acts as the liaison between Conduent and the 

court for debit processing

– Provides assistance to FARE courts for case 

management system (CMS) case cleanup and 

general questions



P R O C E S S I N G  A  
C H A R G E B A C K



STANDARD CHARGEBACK VS. ACH CHARGEBACKS

Standard Chargebacks:

❑More common

❑No block on court’s bank account

❑No form required

❑ Electronic debit

ACH Chargebacks:

❑ Not as common

❑ Block on court’s bank account

❑ Form is required

❑ Disburse check



STEP 1

• A representative from Conduent will 

contact the court directly regarding the 

chargeback to:

– Verify if the cardholder/payor is or is 

not the defendant 

– Confirm if the cardholder has 

contacted the court regarding the 

chargeback (eliminates duplicate 

requests)

– Fax dispute documentation over to the 

court



STEP 2

• Conduent will advise the court when the 

funds will be electronically debited from the 

court’s bank account

• Automatically attempt to debit the 

funds from the court’s bank account 

Note: ACH Chargeback or Standard Chargeback procedure may vary 

depending on court’s bank account

• Notify (fax) AOC FARE staff of the 

chargeback to ensure assistance will be 

provided for CMS clean up



STEP 3
• AOC FARE Staff will follow up with an 

email to the court regarding the 

chargeback 

• Provide assistance for:

– Case clean up in the CMS, if needed 

(AJACS courts only)

– The court will confirm that the funds 

have been successfully debited from the 

court’s bank account

– All documentation is completed 



A C H  D E B I T  
A U T H O R I Z AT I O N



ACH DEBIT AUTHORIZATION

Bank account has a 
block on the 

account preventing 
debits

An ACH Debit 
Authorization 

Form is required

Conduent preps 
the form and 

sends to FARE

FARE staff will 
send the form to  
the court by fax

Court will sign and 
return form to 

FARE

A disburse of 
reimbursement 

check will follow 
by court to TSYS 



ACH CHARGEBACK E-MAIL

• ACH Chargebacks will contain information to assist courts 

when disbursing the reimbursement check to TSYS 

• The mailing address and invoice # that will be referenced 

on the check



EXAMPLE ACH DEBIT AUTHORIZATION 
FORM



C L E A N  U P  
S T E P S



CL EAN UP STEPS…

o The court should make 

the proper financial 

adjustments in the CMS 

to reflect the debit of 

funds  

• Reminder: Chargeback 

CMS adjustments are 

likely to occur in a 

different month, which 

will affect the State 

Remittance reporting



AJACS

• Do not void or reverse 

receipt

•



FARE CAP –
INITIAL 
PAYMENT

• Case is removed from FARE 

CAP

• FARE Cap Revoked event

• FARE Special Collection Fee 

is reassessed

• Collection activities resume

• Case may re-enter into the 

FARE Cap Program 



FARE CAP –
FINAL PAYMENT

• Case will reflect on the FARE 

CAP Completion w/ Balance 

Report

• Next step will be determine 

by the court’s policy

• Possible next step: Defendant 

is placed back into FARE CAP 

if contact with defendant is 

made OR place case back 

into collections if the court 

cannot get in touch with 

defendant. 



REBUTTALS



REBUTTALS

• Conduent will inform the court if the rebuttal is 

successful or unsuccessful

• If the rebuttal is successful, the court will be given 

a conditional credit to their bank account: 

– A date the conditional credit was issued will be provided

NOTE: This is a conditional credit because the cardholder still has the right to dispute the charge and push it into pre-

arbitration

– The funds will be electronically deposited into the court’s 

bank account within 7-10 business days from date the 

credit was issued 

– If the rebuttal is unsuccessful, the chargeback is completed 

and the money is returned to the cardholder



SUCCESSFUL REBUTTALS

• If pre-arbitration occurs: 

– It is up to the court to determine if they wish 

to further contest the chargeback

NOTE: Arbitration is costly and should be discussed with court 

management to determine if the court will contest the chargeback 

further.



WHAT IS A PRE-
ARBITRATION?

• Pre-Arb is an escalated phase in a chargeback. Basically, 

the cardholder is not satisfied and is seeking an appeal. 

Cardholder does not accept response from Merchant 

(court)

• Merchant must respond within 25 days with NEW

information.

• Arbitration is the final step...

• 1) Merchant’s favor (keep the credit)

• 2) Cardholder's favor (Merchant account debited)

• 3) Split Decision (each liable)

• Conclusion – loser will have to pay the filing fees that 

come with this process, which can vary up to $600.



PREVENTION



CHARGEBACK 
PREVENTION

Courts have the option to 

remove WEB/IVR 

functionality.

• AJACS - Check the box in 

the FARE Status screen for 

WEB/IVR Removal

• NON-ACAP - Follow the 

court’s internal process



QUESTIONS?


