
Chargebacks 
 
What is a Chargeback? 
A chargeback is essentially something actioned by a customer who informs their bank/card 
provider that they do not recognise a payment that has appeared on their statement. When 
this is done the transaction is claimed to be fraudulent and with banks and card providers 
now insuring their customers against fraudulent payments, the money is credited back to 
the customer by their bank immediately. 
 
When this happens the bank/card provider in question will contact our payment provider 
and instruct them to put the payout of that money on hold. Essentially, they take the money 
back off us and then hit us with an additional £15.00 admin charge too. 
 
From our end we are then asked if we wish to challenge the Chargeback to prove that the 
payment in question was not fraudulent, if our challenge is successful, we are repaid the 
original funds and also the £15.00 fee. If the case is not successful however, we lose both 
the original funds and the £15.00 fee. 
 
For clarity, if a £23.00 order is charged back a total of £38.00 is debited from our account 
(£23.00 + £15.00 admin fee) and if successful that £38.00 is repaid to us in full, if not, that 
money is never returned. 
 
You will receive an invoice for your chargebacks each week and if you are to download 
that invoice the order number of each chargeback can be seen for your records. The 
invoice will be marked as paid when it arrives to you as the invoice total will be deducted 
from your weekly payout. 
 
 
Why do Chargebacks happen? 
There are only ever 3 reasons for Chargebacks: 
 

1) An honest mistake – Each payment shows as LOCAL EATS TAKEAWAY on customers 
statements and occasionally customers will forget they have ordered through you 
and then will not recognise the name on the statement. If this is the case a quick call, 
text or email (or even better - all three) to the customer (to let them know that this 
payment was made to you) will resolve the issue as when they are asked by their 
bank if the payment is legitimate, they will confirm that and we will win the case 
meaning the money is credited back to us and therefore you. 

 
2) The payment is fraudulent – Credit Card fraud does exist and unfortunately, it’s the 

businesses that are on the receiving end who ultimately pick up the bill for that. 
There is always the option of prosecuting the culprit (if you can identify them) to 
retrieve your funds but that is rarely a viable option with low-ticket items such as 
food orders. If you do choose to go down this route however you will naturally have 
our full support in providing evidence for that case. 
 



3) The customer is attempting fraud – The largest problem that the food industry faces 
with chargebacks is the fact that items are not signed for. When we challenge any 
Chargeback we are asked to provide proof that the goods that were paid for were 
delivered to the customer which is impossible to do without a signature or proof of 
delivery. 
 
Asking your takeaways to obtain proof of delivery is also not particularly viable 
either as no other platform does so, this unfortunately is the one real problem that 
this sector presents, simply enough these customers are ordering and then claiming 
the payments to be fraudulent to get free items. We can add a blanket ban to their 
payment card, email address, card footprints and IP addresses if you request that to 
be the case which will reduce your exposure to this issue. 

 
How can I prevent Chargebacks? 
We do a number of things behind the scenes to prevent fraudulent payments being made in 
the first place - the main one of which being utilising the fraud radar. 
 
You will notice through RedBox that each payment is given a ‘Risk’ score and we have strict 
guidelines of which scores to automatically block and which to allow. This may mean from 
time to time that legitimate customers will have their payments blocked (which we can 
remove) but overall it is the most effective way for us all to be protected as the AI has years 
of data on IP Addresses, card footprints, order values and delivery addresses of known 
fraudsters that it uses to formulate these scores. 
 
If a payment does sneak through however the most prudent way to both win the 
Chargeback case and to prevent this fraudulent activity spreading is through getting directly 
in touch with the customer to let them know how seriously you as a business take fraud.  
 
Through the information on Redbox you are able to repeat the order address, last four digits 
of the card, items ordered, the time the order was placed, any other addresses on the 
account and the customers phone number which can be very powerful when also letting 
customers know that you are obliged to report every claim of a fraudulent payment to the 
local police. 
 
Many opportunists will quickly apologise for ‘mistakenly’ reporting the transaction as 
fraudulent (at this point you can offer them the ‘out’ of it saying ‘LOCAL EATS TAKEAWAY’ 
on their statement so you understand if they didn’t recognise it) when they fear it will end 
up with a police visit, especially when you tell them you have their IP address which can 
pinpoint the location of the person who placed the order. 
 
We have resolved a number of claims in this manner and in doing-so, have not only 
prevented future claims going in from this first individual, but also stopped them from 
passing information of the con on to friends who could then potentially do the same thing. 
 
Challenging a Chargeback 
As mentioned in the previous section, we are given a right to appeal every Chargeback that 
is actioned and we will do that on your behalf from our end automatically. 



 
For every case we provide a copy of the electronic receipt along with the full customer 
account details and we ask our payment provider to contact the customer directly with the 
full order details (order number, time, delivery address, outlet ordered from and total) so 
that they can clarify that the transaction was indeed processed correctly. If you have made 
contact with the customer and they did indeed make the payment and acknowledge that 
then as long as they are willing to confirm it to their bank, you will win the case. 
 
 
The implications for you 
For every chargeback that is actioned you will be provided the order number and the total 
that has been debited from your payout. 
 
As mentioned above, the total debited will be the order total + £15.00 for each transaction. 
Having the order number will allow you to search for the order in question on RedBox and 
contact both the restaurant (just the check the order was delivered) and then the customer 
(to ask why the chargeback was initiated and request that they then verify it). 
 
You will need to email through to us to see If your challenge of a Chargeback is successful 
(please only do so 31 days after the original invoice date so the chargeback is guaranteed 
to be settled), if it is then the total debited will be credited back to you from us on your 
next payout cycle. 
 
Thanks, Sam. 


