CareCredit How to Respond
to a Dispute Notification

What to do if a dispute has been filed by a cardholder in your practice.

What is a Dispute?

The cardholder disagrees with billing or terms of agreement and/or services were not to the quality expected or not received.

Why are we notifying you?
When a cardholder disputes a CareCredit transaction, the CareCredit Resolution Services Disputes Department is required
to request a written dispute response from the Provider.

How do you Respond to Dispute Notification?

You as the CareCredit merchant have three choices:

No matter what course of action you choose to take, you must submit a written dispute response to Synchrony bank.
1. Replace the service or merchandise being disputed and submit all required documentation to support the resolution
to Synchrony bank.

2. Issue a refund within the Dispute Documentation Requests Tool. If the refund is issued through Provider Center,
submit the refund receipt and all documentation requested by Synchrony bank.

OR

3. If theissue is already resolved, submit the required documentation to Synchrony bank.

Refunds are a cost-effective and convenient resolution method, whether full or partial, depending on the situation. Timely processing
can help prevent future disputes. For CareCredit credit card transactions, refunds must be issued back to the CareCredit card. If a
refund is processed without their presence, notify the cardholder and provide a receipt via text or email.

To minimize chargebacks, promptly address inquiries from Synchrony bank regarding consumer complaints or disputes
within the time specified. Failure to refund or resolve the issue may result in a chargeback. Refer to the Operating Guide
for refund policies and compliance requirements. NOTE: Cardholders can dispute a transaction more than once and you
must reply with the proper documentation for each dispute.
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Dispute Request Needs Attention: View details and respond on the Dispute Requests List page.

= If you're notified via Provider Center: You will see a Provider Center alert at the top of the provider dashboard. Click on the

Resources & Settings menu and select Dispute Documentation Request. Review the dispute/fraud requests sent to you and submit
the requested documents for each.

Instructions how to sign up to submit/receive dispute documentation online can be found HERE.
= If you were notified by Fax: Fax the requested documentation to (866) 498-9192, Attention: CareCredit Dispute Specialist
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Examples of documents we may request.
« A copy of the Billing Dispute Notification.
« Signed Credit Application and Application Cover Sheet
« CareCredit signed sales receipt
« Professional letter explaining the reason for the cost adjustment

+ Professional letter that recounts your efforts to reconcile with the patient or client. (Please be aware that the content
of your letter is shared with your patient/client.)

- Billing ledger or Invoice (services that have been rendered - NOT a treatment plan. Do not send us xrays or pictures.)

What is the difference between a ledger and a treatment plan? Click HERE to see examples of both.

Treatment plan - healthcare services a patient is AGREEING to have done. It usually includes estimated cost and a place
for the patient to sign.

Ledger/Invoice - financial record that tracks the DATE, charges, payments and balances associated with a patient’s
COMPLETED medical services.

Where to Find Resources

Visit the CareCredit Learning Center by logging into www.carecreditprovidercenter.com and selecting the Learning Center on the
Homepage Dashboard to find Job Aids and online courses available. Click on the Protect Your Practice tile to learn how to properly
respond to a dispute notification and chargeback prevention tips by following a few simple steps.

If you need assistance, please call the dedicated dispute number at (844) 809-9197.
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Chargeback Prevention Guidelines

Follow these tips to help prevent chargebacks.

DO

Credit Application Processing
 Ensure applications are completed and signed.

» We recommend that CareCredit transactions be performed
by a CareCredit certified employee.

» Check one form of ID. Use the top portion (shaded area) of
a blank CareCredit application to check and verify the ID
presented. (Refer to the Operating Guide for a complete list
of acceptable IDs.)

Using one of these options is a great way
for your patients to Apply & Transact.

« Custom Link - An all-inclusive online solution where patients/
clients can see if they prequalify and apply for the CareCredit
credit card or pay their bill, all on their own device. Available as
a URL, OR code or banner/button to share and is associated with
your CareCredit Merchant ID number. Learn more and get your
custom link at: www.carecredit.com/customlink

« In-Office Device* - An online platform where patients/clients
can learn, see if they prequalify and apply, and pay on their own
from your location’s dedicated tablet or desktop.

*Please provide applicants a copy of the cardholder agreement account terms.

Transactions

« When either the CareCredit Credit Private Label card or Rewards
Mastercard are present and used to process a transaction, the
cards serves as the one form of ID and an additional ID does
not need to be notated.

« Ifthe card is not present and/or cannot be swiped.

» Process an Account Look Up/Available Credit.

» Check one form of ID from the approved list and
verify name on ID matches the name shown on
account lookup.

» Capture ID information where prompted.

« Ensure that sales receipts are signed by authorized
cardholder(s).

» Retain merchant copies of credit applications, transaction
receipts and Plan Selection Slips in a secure location for
25 months.

« Call Provider Services at (800) 859-9975 before any transaction
involving suspicious or unusual circumstances, including when
the signature on the sales receipt does not match the signature
on the CareCredit card.

« Call Provider Services in response to a “Call for Approval”
authorization message.

B Download a CareCredit Operating Guide for all staff members who process CareCredit applications or transactions.
» Log on to www.carecreditprovidercenter.com>LearningCenter

B Encourage all staff members to take the CareCredit Certification Training course. (You can conveniently pause and

resume the training to accommodate your busy schedule.)

» [ og on to www.carecreditprovidercenter.com>Learning Center

DO NOT

Credit Application Processing

» Do Not process applications from patients or clients who are
impaired in any way, such as under sedation or anesthesia, in
extreme discomfort, or heavily medicated.

» Do Not accept identification with expired dates.

» Do Not accept temporary government issued IDs.

» Do Not apply for your patient or client via consumer channels
(www.carecredit.com). Always apply for your patient/client via
www.carecreditprovidercenter.com.

Transactions

« Do Not process mail and telephone transactions
unless approved to do so.

» Do Not accept identification with expired dates.

Note: California Healthcare professionals may not submit credit applications

for customers. Providers can accept the CareCredit card as payment.

Contact | CareCredit Provider Services: (800) 859-9975
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