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Merchant Reasons for Not Disputing a Claim

Javelin’s Top Key Survey Findings

Merchants indicate their highest chargeback dispute channel

JAVELIN STUDY: MERCHANT CHARGEBACKS - BUILDING 
BRAND VALUE BY OPTIMIZING EFFICIENCIES
During a recent study conducted by Javelin Strategy & Research findings are that chargeback 
volumes are growing at a faster pace than win rates.

As transaction volumes increase within digital channels merchants have an opportunity to improve 
their processes. It may not be entirely possible to hire more employees and, equally so, there may 
simply not be ample time to innovate within the walls of the organization. However, developing a 
chargeback strategy that combines efficiency, industry knowledge, and quality control coupled with 
providing your consumer a seamless customer experience are the key ingredients to the long term 
success of any business today.

Managing chargebacks is still complex

Merchants may be 
misinterpreting 
charge back rules

46% of merchants 
did not pursue 
chargeback disputes 
citing complicated 
and ever-changing 
guidelines. 

E-Commerce 
channels generate 
the highest volumes 
of chargebacks

60% of merchants 
are dealing with 
accelerated 
E-Commerce 
channel chargebacks.

Friendly fraud is a 
constant problem

Payment and pickup 
options due to 
Covid-19 have opened 
the doors for more 
friendly fraud and 
professional refunder 
abuse.
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Chargeback volumes 
are increasing 

51% of online 
retailers saw an 
increase in 
chargeback volumes 
in 2019-2020, in 
direct correlation 
with friendly fraud.
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Thin budgets 
are contributing

43% of merchants 
assume they have no 
chance of winning a 
dispute often leaving 
unclaimed revenue 
behind.
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ABOUT THIS CHART
Knowledge gaps are still a large 
problem today.

Misjudging the ability to win or 
lose is a real struggle that requires 
an expert to solve.

Merchants may be overlooking 
opportunities by focusing on 
productivity only and not the 
quality of the representment.

Staffing models are thin      
necessitating a different approach 
to resolution that requires 
investment in automation. 

Order scams and parcel-tracking scams 
have flourished since early 2020.

Goods were often not returned at the 
request of retailers trying to cope with 
Covid-19 safety concerns.

Online orders with curbside or in-store 
pickups were rolled out quickly through-
out 2020 with more of an emphasis on 
delivery than customer authentication.  

KEY FACTORS

60%

13%

27%

Yes, e-commerce has higher chargeback rates

Yes, in-store transactions have higher chargeback rates

No, they are both relatively similar in chargeback rates
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