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Welcome

Topics for Today:

● What is a Chargeback?
● What is Heartland School 

Solutions’ chargeback process?
● What is your part of that 

process?
● How can you help our 

Chargeback team?



Section Title
Topic: What is a Chargeback?



What is a Chargeback?
There are 3 parties involved in the chargeback process:

The Merchant: Your school district is the merchant, and Heartland 
School Solutions acts on your behalf.

The Cardholder: The individual that is disputing the online transaction.

The Issuing Bank: This is the cardholder’s bank. The bank reviews 
documentation from the two other parties and ultimately decides if the 
chargeback will settle in favor of the merchant, or the cardholder.



What is a Chargeback?
1. A parent makes a payment to the merchant (your school district) through 

our online payment platform, MySchoolBucks.
2. Some time after (up to one year), the cardholder reviews their statement 

and disputes the charge through their bank.
3. The merchant is debited, and the cardholder is reimbursed.

○ This initial debit is automatic, and the account will remain that way for the duration of the 
chargeback. If the merchant wins the dispute, they will be credited back in full.

4. The issuing bank reaches out to the merchant for documentation 
supporting the charge’s validity.

5. The merchant responds, and the bank settes the chargeback.
○ Once a response is submitted, the chargeback can settle within a few days, up to a few 

months.
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Heartland School Solutions’ Chargeback Process
1. A Chargeback occurs when a cardholder issues a dispute with their bank
2. The bank debits the merchant and credits the cardholder

○ Note: The debits and credits are automatic

3. Your school district is automatically notified via mail or email
4. Our chargeback team responds on the merchant’s behalf
5. The bank settles the dispute - the merchant either wins or loses

○ Merchant Wins: funds are credited back to the merchant, and debited from the 
cardholder
■ No further action is required

○ Merchant Loses: Nothing changes - the cardholder keeps the original reimbursement
■ The HSS chargeback team will email your chargeback contact to advise you of the 

loss
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Your Part of the Process
1. Your district is sent a Chargeback Notification letter.
2. Funds are removed from your district’s account.
3. Heartland will reach out if we need any additional information.

○ Proof of services or a refund made outside of MySchoolBucks.
○ MasterCard chargebacks: Due to a potential fee charged only by MasterCard, we will 

request your permission to contest a chargeback from this card brand.

4. For wins, the funds are credited back to your district account.
5. For losses, a chargeback team member will reach out so that you can take 

action accordingly:
○ Lost meal chargebacks: You may wish to remove funds from the affected student 

account(s) and contact the parent.
○ Lost store chargeback: Understand that the product is no longer paid for, you may need to 

contact the parent.



Section Title
Topic: How can you help our 

Chargeback team?



How you can Help
● Provide us with your district’s main chargeback contact:

○ Who we reach out to for additional information.
○ Who we inform about losses.
○ Should this contact receive chargeback letters via email?

● MasterCard chargebacks:
○ Let us know if/how you want us to proceed.

● We take care of the rest!

Call MSB Admin Support:

1-800-803-6755 Mon-Fri 7AM-7PM EDT
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