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Disclaimer 

The information furnished herein is proprietary and confidential and is intended only for 

Comdata customers. It should not be duplicated, published, or disclosed in whole or in part 

without the permission of Comdata. 
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Overview 

In an effort to streamline Mastercard disputes, Comdata has developed a new Online Dispute 

Smart Form within iConnectData (ICD). 

The Online Dispute Smart Form is dynamic in the sense that it generates a unique form with 

required information based on your selected reason for dispute. These specific forms can help 

you and Comdata understand the necessary information needed to file your dispute. You can 

also download a PDF of the dispute after it is submitted for your records. 

This document is intended to walk you through filing a dispute through ICD using each of the 

unique forms. 

Note: If you are the company administrator, you may submit dispute forms through our secure 

ICD website on the cardholder’s behalf without obtaining a signature. Doing so confirms that 

you have a relationship with the cardholder and that the transaction is being disputed by the 

authorized user. Submitting the dispute via a secure site satisfies the Mastercard signature 

requirements. 

The following verbiage regarding this rule is located on each form: “We certify that this 

information was obtained via a secure website, and is being disputed by the authorized user.” 
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Dispute Process 

Before you can process a dispute, you must run a Real Time Transaction History report in ICD to 

locate the appropriate transaction(s). To access this page: 

Manage > Transactions > Real Time Transaction History 

1. On the Transaction History page, enter the 

required information to run a report. Note 

that only Posted transactions can be disputed. 

Select Submit when finished. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2. Select the 

checkbox next to 

the transaction(s) 

you want to 

dispute and then 

click Initiate 

Dispute.  

Note: You can only 

dispute multiple 

transactions for 

one card. 
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3. Select one of the eight dispute reasons, then click Dispute. 

 
 

4. Your contact information auto-populates at the top of each form. The remainder of the 

form is entirely customized to your selected dispute reason. Each required field 

(denoted by a red asterisk) must be completed. 

 

For a list of each dispute reason and their descriptions, see the following page. For 

image examples of each form, see the Appendix. 

Note: If documentation is needed to support your claim, it must be received by 

Comdata within ten days of the initiated dispute. Please print the form and mail or fax 

(615-376-8742) it along with any supporting documentation to the address at the 

bottom of the form or e-mail to support@comdata.com. 

Be aware that you 

cannot dispute a single 

transaction more than 

once. After you have 

initiated a dispute, a 

stop sign ( ) will display 

in place of the check box 

on the Transaction 

History report. 

mailto:support@comdata.com


 

Document Version 1.0                                                                                                                       7 of 13 

 

Comdata Fuel Tax Website Guide
                                                                        

                 

Online ICD Dispute Smart Form User Guide 

Dispute Reason Description 

Duplicate Select this option if a duplicate transaction displays on the RTTH report. The 

transactions must be the same date, same amount, and from the same 

merchant. If the date, amount, and merchant name are different, the form 

automatically directs you to Paid By Another Means. The logic is, the disputed 

transaction was previously paid on the same card. The form requires you to 

identify the valid transaction and the duplicate transaction.  

Paid by Another 

Means 

Select this option if you paid by another means/alternate payment.   

The form requires you to enter the date, amount of alternate payment, and any 

number associated with the alternate payment (check number, card number, 

etc.). Documentation (copy of a cleared check, cash receipt, Bank Card 

Statement, etc.) may be required to support your claim on short notice. 

Although not required, you may contact the merchant to determine why they 

would not issue a credit. If so, enter the contact date and reason. 

Did Not Receive 

Services or 

Merchandise 

Select this option if the item purchased was not received on the expected date.  

The form requires you to select if you participated in the transaction, describe 

the item purchased, and enter the date of expected delivery. Although not 

required, it’s best practice to contact the merchant for resolution, and describe 

the results of that conversation on the form. 

I Did Not Authorize 

or Participate in 

this/these 

Transaction(s) 

Select this option if you noticed some fraudulent transactions in the RTTH report.  

Note: This is the only option that allows you to dispute multiple transactions for 

the same reason at the same time. If this is not applicable, please dispute each 

transaction individually.   

The form provides three options: 

1. My card was lost/stolen at the time of the disputed transaction: Select 

this option to fill out additional information as to the circumstances 

surrounding the fraudulent card use, (date card went missing, start date 

of unauthorized transactions, if police were notified, etc.). This 

information will help Comdata better understand the situation, so 

appropriate action can be taken. 

2. My card was in my possession at the time of the disputed transactions: 

Select this option if the card was in your possession at that time of the 

unauthorized transaction. This option can also be used if the card 

number was used fraudulently while the card was in your possession. 

3. The card was misused by the employee assigned to the card: Select this 

option if an employee or authorized user caused the fraudulent 

transaction(s). Then, specify if the employee or authorized user was 

terminated and the date of termination.  
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Dispute Reason Description 

Amount of 

Transaction Differs 

from Amount Billed 

Select this option if you noticed the amount of a transaction is not what you 

authorized.  

The form requires you to enter the correct amount. Although not required at this 

time, you may need to provide proof of the amount difference on a short notice. 

For best practice, print the form and mail/fax it along with any supporting 

documentation to the Comdata address at the bottom of the form or e-mail to 

support@comdata.com. 

Goods or Services 

not as Described 

(Quality) 

Select this option if the quality of the purchased item is not as described on the 

invoice or at the time of the transaction, or if the merchandise was received 

damaged. Disputes regarding Terms and Conditions fall under this reason as well.  

The form requires you to specify if the cardholder participated in the transaction 

(Yes/No), if it was a face-to-face transaction, provide details on why the 

merchandise was not received as expected, any attempt made to resolve with 

the merchant, and any attempt made to return the items.  

An Expert Opinion (third-party opinion from an expert in the related field) 

supporting your claim may be required on short notice. For best practice, print 

the form and mail/fax it along with any supporting documentation to the 

Comdata address at the bottom of the form or e-mail to support@comdata.com. 

Credit not 

Processed and I 

have Credit Receipt, 

Voucher (proof) 

Select this option if you were supposed to receive a credit for the transaction 

and have proof that credit is due.  

The form requires you to enter the date the credit was issued, and the 

cancellation number (if applicable). Documentation (credit slip, voucher, 

cancellation number, etc.) is also required to support your claim. If you do not 

have supporting documentation, then select the dispute reason that best 

describes why you are due credit. 

Other Select this option if your dispute reason is not provided. The following message 

displays: 

“If your dispute does not fall under any of these dispute reasons listed, please 

contact Customer Service, 800-741-4040 or email: support@comdata.com.” 

 

  

mailto:support@comdata.com
mailto:support@comdata.com
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5. When finished, select Submit at the bottom of the page to generate a PDF. Save and 

print this for your records. A confirmation email will also be sent to your ICD email 

address. 

 

Note: Be aware of the following details in the PDF: 

 If multiple disputes are filed on one card, a total recon and posted amount 

will display at the bottom of the PDF.  

 The Dispute ID is a 9-digit alphanumeric code used to identify the dispute.  

 If there are multiple pages of the PDF, the Dispute ID will display on each as 

well as page numbers. 
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Appendix 

Dispute Confirmation Email 

You will receive a confirmation email for each dispute you submit. See below for an example. 

Confirmation emails contain a link to the PDF form, details on your dispute, such as the number 

of days to process and reconciliation information, and details on Comdata’s Alerts and 

Notifications program, which allows your cardholders to receive text message alerts anytime 

suspicious activity is performed on their cards. 
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Dispute Forms 

Duplicate 

 
 
Paid by Another Means 

 
 
Did not Receive Services or Merchandise 
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I Did Not Authorize or Participate in this/these Transaction(s) 

Option 1 

 
 

Option 2 

 
 

Option 3 
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Amount of Transaction Differs from Amount Billed 

 
 
Goods or Services not as Described 

 
 

Credit Not Processed and I have Credit Receipt, Voucher (Proof) 

 


