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Quick Reference Guide

Code 10 Authorization Telephone Number: 800-944-1111
CODE 10: A universal code that merchants can use to alert the authorization center

that a suspicious transaction is occurring without alerting the cardholder.
See page 11 for more information.

Merchant Number

Your Bank ID Number

023400

Voice authorization numbers

Visa/MasterCard/Discover: 800-944-1111
American Express: 800-528-2121



Troubleshooting

Computer/hardware problems
• Call your POS dealer

Cannot process
• Confirm internet connection
• Verify network activity
• Call MercuryLive™ 800-846-4472

Online portal help
• Call MercuryLive 800-846-4472

Cannot process single transaction
• Confirm with online portal: www.MercuryPay.com
• Voice authorization
• Call MercuryLive 800-846-4472

Batch totals do not match
• Confirm totals with online portal: www.MercuryPay.com
• Call MercuryLive 800-846-4472

Our MercuryLive customer care and technical 
support team is available around the clock.

Call: 800-846-4472
Email: ICS@MercuryPay.com
Web: Logon to the MercuryView® portal and click Contact Us.
Select Live Chat or Web Wizard.



Contents
Using MercuryView®  .........................................................  1
Logging on to Your Mercury Home Page
Reporting
Additional Tools

Transactions  .....................................................................  2
Transaction Types
Voice Authorizations
Reasons to Get a Voice Authorization
Voice Authorization Numbers
Settlement

Chargebacks  .....................................................................  4
Your Right To a Rebuttal
Do’s and Don’ts
Frequently Asked Questions

Funding and Statements  ..................................................  8
Batch Closures
Deposits
Statements

Best Practices  ...................................................................  9
You May Ask for Personal Information When…
You May Not…
Never Honor a Bankcard When…

Fraud  ................................................................................  10
Don’t Be Bullied
Borrowed Cards
The Manual Key-In
Fraudulent Returns
Counterfeit Cards
The Purpose of Code 10
When to Call in a Code 10
Risky Business
Tips on Fraud Prevention

Frequently Asked Questions  .........................................  15

Glossary  ..........................................................................  18



1

Using MercuryView
Logging on to Your Mercury® Home Page
To log on to your Mercury® home page:
 1. Go to www.MercuryPay.com
 2. Type in your user name and password, click Sign In
 3. For help logging in or using the portal, contact Mercury at 800-846-4472

Reporting
There are over 30 reports that can be accessed from MercuryView, our 
online portal. You can use preset reports or create your own using custom 
criteria.
• Preset Reports–A quick and easy way to reconcile your recent transactions.
• Custom Criteria–Allows you to customize a report based on your current 
needs. For instance, you can create a report to help you troubleshoot 
or reconcile your batch. For assistance in creating custom reports, call 
MercuryLive customer service at 800-846-4472.

In addition to transaction reports, credit card processing statements are 
also available online. Your batch detail and deposit reports are updated 
daily so you can keep track of your anticipated deposit volume, and daily 
discount totals from the last closed batch. The statements display batch 
details, chargebacks and retrievals, deposit totals, returns and more. You 
will be able to view statements for the last 30 days. Download them to your 
own file and keep them year round, or print them for your records.

The online statements contain proprietary financial information that
you may not want to share with other MercuryView portal users in your 
business. Anyone who has access to your portal username and password 
will also have access to your daily deposit and settlement information as 
well as your processing statement. You can reset your password at any 
time to ensure privacy and provide other employees with their own login 
information.

By managing your portal Account Settings, you can control which portal 
users have access to your reports. You will be able to allow other users, 
including your POS dealer, to view the real-time transaction reports without 
viewing your financial statements. 

Additional Tools
Additional online resources include:
 • Frequently asked questions (FAQs)
 • Account setting and contact information
 • Online technical support options  
 • Bulk processing forms
 • Web reporting guide
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Transactions
Transaction Types
There are seven different types of transactions:
• Pre-authorization Transaction–a transaction verifying whether the card is 
valid, active, and has funds available. The pre-authorization sets funds aside, 
and the merchant receives an approval code freezing those funds. A pre-
authorization typically sets these funds aside for 7-10 days and will drop off 
after this period. The specific time for which the funds are set aside varies with 
the card-issuing bank.
• Pre-authorization Capture Transaction–transactions that finalize the pre-
authorization transaction and charge the cardholder when the merchant is 
ready to complete the sale. Pre-authorization and Pre-authorization Capture 
transactions are most commonly used in restaurant environments.
• Sale–transactions that combine two operations (authorization and capture) 
into one transaction. Used mostly for retail transactions.
• Return–a transaction is used to put money back into a customer’s card 
account after the batch is closed.
• Adjust–a transaction that changes the amount of a transaction in the
current batch.
• Void–a transaction that voids a captured transaction.
 NOTE: A void can only be used on transactions in the current batch.
• Voice Authorization–see below.

Voice Authorization
A voice authorization is an authorization that is given over the phone from the 
card issuing company (Visa/MasterCard, etc.) To obtain a voice authorization, 
the merchant must call the appropriate voice authorization phone number and 
receive a six-digit authorization code. (See inside front cover for numbers.) The 
merchant must then perform a voice authorization transaction by keying the 
authorization code into the POS to capture the transaction and receive funding. 
For example, if a merchant swipes a card and receives a “Call ND” message, 
a voice authorization must be obtained by calling the authorization number for 
Visa/MasterCard/Discover.

Reasons to Get a Voice Authorization
The most common reasons requiring a voice authorization are:
 • card doesn’t swipe
 • unusually large transaction 
 • internet connection goes down
 • suspect fraud
 • power outage



3

Voice Authorization Support

    Error Response Code Action Needed

     Call ND Call Visa/MasterCard/Discover
 Voice Authorization
 800-944-1111

     Call AE Call American Express
 Voice Authorization
 800-528-2121

     MUST BAL NOW You must settle your batch
 before you can run another
 transaction

Settlement
The process of transferring funds from the cardholder’s financial institution to 
your bank is called a settlement. Batches are closed based on whether your 
POS system is set up with time-initiated or merchant-initiated settlement. If you 
are not sure what type of system you are using, contact your POS dealer or 
Mercury at 800-846-4472.

Time-Initiated Settlement (auto-close)–closes the batch automatically.
Merchant-Initiated Settlement–requires the merchant to manually settle the 
batch through the POS system.
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Chargebacks
Your Right to a Rebuttal
A chargeback is a transaction that is being disputed by the cardholder or his/
her issuing institution. A chargeback occurs when a cardholder disputes a 
charge or when proper bankcard acceptance and authorization procedures 
were not followed. If you receive a chargeback, your deposit account is 
debited for the indicated amount. Please refer to page 15 for frequently asked 
questions regarding chargebacks.

Chargebacks happen when…
 1. Cardholder authorization was not obtained.
 2. Requested/Required authorization was not obtained.
 3. Recurring transactions have been canceled,
         i.e. a health club membership.
 4. Duplicate processing occurred.
 5. Services were not rendered.
 6. Cardholder did not receive merchandise.
 7. A credit was not processed.
 8. An expired card was used.
 9. Requested transaction data was not received.
 10. Account number used is not on file.

These 10 examples represent 90 percent of all chargebacks.

What to do with a…
Retrieval request: You should immediately pull your originating documentation 
for the transaction in question and fax it and the retrieval request to Global 
Payments.
Chargeback: You should read the reason for debiting your account on the form. 
If it is incorrect, immediately fax supporting documentation and the notification 
of chargeback to Global. If the issuing bank accepts your documentation, 
the chargeback will be reversed and the amount of the disputed transaction 
will be credited to your account. This credit is conditional. If the cardholder 
disputes the reversal, a second chargeback may be initiated. In addition, if 
your documentation does not support your case, the chargeback debit to your 
account will stand. Retrieval requests and notification of chargebacks should 
be responded to as soon as possible. The fastest way to respond is by faxing 
the requested documentation to 443-394-1915. If you do not have access to 
a fax machine, mail your documents to: Global Payments, Department CED, 
10705 Red Run Boulevard, Owings Mills, MD 21117.



5

Do’s and Don’ts
You can significantly reduce the chance of receiving a chargeback notification 
by taking the following precautions:

Do:
 • Understand that you assume all responsibility for the identity of the
       cardholder for all fax, internet, mail order and telephone order sales.
 • Prepare and submit a written rebuttal within the time specified on the
    chargeback notification.
 • Accept cards where the cardholder account number is valid.
 • Authorize all sales.
 • Verify arithmetic on sales drafts.
 • Charge the cardholder for the correct amount.
 • Credit the cardholder for the returned merchandise.
 • Credit the cardholder for the canceled order.
 • Verify that the signature on the sales draft matches the signature
    on the card.
 • Verify the authorization code.
 • Obtain a manual card imprint if unable to capture from magnetic stripe.

Do Not:
 • Accept sales that are declined, and if a sale is declined, do not attempt
    authorization a second time on a declined sale. The cardholder bank
    may collect an additional fee if you fail to follow card acceptance and
    authorization procedures.
 • Charge a cardholder before shipping the merchandise.
 • Accept sales that are not authorized for the exact amount.
 • Accept an expired card.
 • Accept a card before the effective date on a dual dated card.
 • Process a credit as a sale.
 • Deposit the sales draft more than once.
 • Deposit an incomplete sales draft.
 • Accept a sales draft without a cardholder signature.
 • Participate in a suspicious transaction.
 • Obtain an authorization by using multiple transaction/split sales drafts.
 • Accept a card where the account number obtained off the magnetic
    stripe does not match the account number on the draft.
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Chargeback FAQs 
What is a chargeback?
When a credit card transaction is disputed (either at the request of the 
cardholder or by a card issuer), the dispute is handled through a chargeback. 
A chargeback will cause the amount of the original sale and a chargeback fee 
to be deducted from the checking account you provided on your application. 
The credit card associations only allow a limited amount of time to respond to 
a chargeback. It is critical any response be provided by the date requested on 
the chargeback notification.

What is a retrieval request?
A retrieval request occurs when your customer requests more information 
about a transaction that appears on his or her credit card statement. A 
response must be submitted by the date requested on the retrieval request 
notification to avoid a non-reversible chargeback.

Are funds deducted from my bank account as a result of a retrieval request?
No, a retrieval request is just a request for information. The amount of a 
retrieval request is not deducted from your bank account.

When will I be notified of a chargeback and when are funds removed from my 
checking account?
The processor will usually mail a Notification of Chargeback when the debit is 
transmitted to your bank. Most often, you will receive notification at the same 
time your checking account is debited.

Why did I receive a Notification of Chargeback without a prior retrieval request?
Not all chargeback reasons require the issuer (cardholder’s bank) to generate a 
retrieval request before initiating a chargeback.

Why is my account charged for these transactions?
When the issuing bank initiates the chargeback, they charge Global Payments 
a handling fee that covers the expenses of processing. Global passes this 
charge on to you.

I won my chargeback, why did I still receive a charge?
Whether a chargeback is won or lost, the issuing bank still charges a handling 
fee of $15.50. This fee is non-refundable.

How much do chargebacks cost me?
When a chargeback is initiated, the amount of the transaction in question 
is deducted from your account, along with a non-refundable chargeback 
processing fee of $15.50. It costs you nothing to reverse a chargeback, when 
possible, and upon reversal, the transaction amount in question will be credited 
to your account.

Is the risk of chargeback greater if I manually enter the credit card number?
Yes. If you complete a transaction where a card is present but you do not get 
an imprint (manual or electronic) of the card, you may lose money through a 
chargeback when the cardholder disputes the transaction. This does not apply 
to mail order/telephone order merchants.
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Who is going to pay for my bounced check fees because this chargeback was 
taken from my account?
Per your merchant contract, you should keep enough money in your account to 
cover any chargebacks.

I issued a credit and I still received a chargeback. Why?
In this case, the issuer did not see the credit issued by you. If the credit 
was issued after the chargeback was initiated, represent the item with 
documentation of the credit.

How long should I keep my receipts?
Receipts should be kept in a safe place for a minimum of two years.

How do I prevent chargebacks?
If a transaction is a mail order or telephone order, use a form of shipping 
that provides proof of delivery. For higher ticket items, require a signature 
for delivery. If the card is not present, attempt to get the CVV2 data from 
the cardholder. Also, pay attention to the Address Verification System (AVS) 
response received. Do not accept numbers and information that do not come 
back as a match. Use common sense in shipping to an address other than the 
buyer’s billing address. International transactions represent an even higher 
risk. If a credit needs to be issued, ensure that the credit is issued to the same 
credit card used to make the purchase. Finally, know who you are dealing with 
by verifying the signature on the back of the card to the signature provided. If 
the signature is not present on the card, request card holder identification. If in 
doubt, do not hesitate to contact us or call the applicable voice authorization 
number with a “Code 10” request.

If I have questions, who do I call?
Mercury Payment Systems® will be happy to help you with any question you 
may have. Please contact us at 800-846-4472.

I was told that an authorization guaranteed payment.
An authorization will only verify that an account is open and that there are funds 
available. However, if a card has been lost or stolen and the loss has not yet 
been reported, any charges made by the criminal can later be charged back by 
the cardholder.

I sent in the required documentation, but still received a chargeback.
If the chargeback was not responded to by the required date, or if a lost or 
stolen card was used for the disputed transaction the chargeback will stand. 
It is your responsibility to verify the person involved with the transaction is the 
actual cardholder.
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Funding and Statements
Batch Closures
There are two types of batch closures: time-initiated and merchant-initiated. 
Time-initiated will automatically close at 3 am EST each day for prompt 
funding. Merchant-initiated batch closures should occur no later than 4 am EST 
for prompt funding. Transactions occurring after the cut-off time will be carried 
over to the next batch.

Deposits
A batch closure creates a corresponding deposit. Without a batch closure, 
there can be no deposit. Bank records will reflect a deposit in approximately 
48 hours on a typical week. If the deposit is made on a weekend or a holiday it 
may take a day or two longer to reflect the deposit.

Global Payments makes deposits to your bank account for Visa, MasterCard, 
and Discover. Debit, EBT, and food stamps will be deposited by Global 
separately. For some merchants, Discover makes their own deposits to your 
bank account.

American Express makes their own deposits to your bank account. They are 
not deposited by Global. American Express contact number: 800-528-5200

Statements
Statements are sent on the fifth day of every month and are also available 
online within a few days after the statement has been generated. Processing 
fees are taken out of your account on the first of each month. If you believe 
your statement is incorrect or you have any questions regarding your statement 
or transactions, please contact Mercury Payment Systems at 800-846-4472.
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Best Practices
Following best practices when accepting credit and debit cards will assist you 
in treating all customers fairly, and in honoring cards without discrimination. It 
will also assist in being vigilant about security.

You May Ask for Personal Information When…
 • Store policy is to request it for all payment methods including
    checks and cash. (You cannot make providing information a
    condition of the sale, unless local laws allow.)
 • You need this information to deliver an order.
 • The authorization operator specifically requests you obtain it.
 • The card is not signed and you must have the cardholder sign
    it and check the signature against another piece of identification.

You May Not …
 • Ask for a customer’s debit PIN number.
 • Assist a customer in a manner where the PIN number will
    become exposed. (Security cameras should not be pointed so
    they photograph customers entering PIN numbers. The PIN
    number belongs to the customer and needs to be protected.)

Never Honor a Bankcard When…
 • The customer does not have the actual bankcard.
 • The card appears to have been tampered with or altered.
 • Authorization is declined, or you’re told to “pick up” the card.
 • The signatures do not match.
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Fraud
Don’t Be Bullied
If a customer attempts to intimidate a cashier by causing a fuss at the register, 
it may be to rush the purchase, which may lead to improper check out. They 
may tell you that the card won’t read and not to bother running it through–that 
you’ll have to key it in manually. In such instances, customers have also been 
known to complain about the service or length of the line. They may even 
demand to see a manager–anything to keep the cashier’s attention off the 
authorization of the credit card.

Never call a telephone number given by the cardholder for authorization. Don’t 
be intimidated by these bullies; always take your time and make sure the 
correct procedure is followed when authorizing the card. 

Borrowed Cards
Beware of people presenting letters of authorization for use of a credit card. 
Under no circumstances are these letters an acceptable form of verification or 
authorization. Friends, coworkers, children and spouses are not permitted to 
borrow each other’s cards. The only person who should be presenting the card 
to you is the person whose name is on the front of the card and signature on 
the back of the card. Most often, the rightful owner gets the statement and a 
chargeback inevitably occurs.

The Manual Key-In
Often fraud occurs when the thief damages the card on purpose so that you 
are forced to manually enter the number in the electronic point-of-sale terminal. 
Fraudulent cards are often damaged in order to bypass the antifraud features 
that are placed on them–the magnetic stripe cannot be swiped and transmitted 
to the verification center for authorization in the case of a manual key-in.

If you have an electronic point-of-sale terminal, swipe every card that is handed 
to you, no matter how damaged or worn. Be wary of customers who let you 
know right away that their card won’t read. If the card doesn’t work and you 
end up keying in the number, make sure you take an imprint of the card. If the 
card is severely damaged, simply ask for another form of payment.

Fraudulent Returns
It is estimated that, on average, nine percent of merchandise returns are 
fraudulent. Make sure your employees and customers are well informed of 
your return policies and monitor return activity by using the MercuryView online 
portal reporting tools.
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Counterfeit Cards
Stolen and counterfeit cards are a costly problem for merchants and credit 
card issuers alike. Because of the technology available to them, counterfeiters 
are able to reproduce false cards that are high quality, even without the benefit 
of the original. All they really need is personal information and technology to 
produce credit cards, debit cards, and smart cards.

The Purpose of Code 10
Any time you have doubts about something–a fraudulent card, a signature or 
even a customer’s behavior–call in a Code 10. A Code 10 allows you to call for 
an authorization without the customer becoming suspicious.

After dialing the authorization center, inform the operator that you have a 
Code 10. The operator will put you through to the correct person, who will ask 
you a series of “yes” or “no” questions. Hold on to the card if possible while 
making the call. If the operator decides something is amiss, he or she will deny 
authorization. The operator may even request to speak to the cardholder to ask 
account information questions that only the true owner of the card would know.

A Code 10 can be used any time you feel a transaction may not be legitimate, 
even if you have already received approval on a transaction or if the customer 
has already left the premises.

When to Call in a CODE 10:
 • If the embossing on the card is illegible
 • If the last few numbers are not embossed on the hologram, or if these
    numbers do not match the account number on the sales draft or at
    the terminal
 • If there is no Bank Identification Number (BIN) above or below the first
    four digits
 • If the name on the card does not match the signature or there is
    a misspelling
 • If the hologram is not clear or the picture in the hologram does
    not move
 • If the card does not have an expiration date
 • If the card does not start with the correct numeric digit (all Visa cards
    should start with a 4, all MasterCards with a 5)
 • Be aware of cards that don’t swipe; check these cards for other
    security features
 • If a card does swipe, make sure the card number and the number that
    appears on the terminal match
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Risky Business
Card processors like Mercury monitor merchant transactions for signs of fraud 
or abuse. This protects merchants and cardholders. Certain kinds of merchant 
behavior are not allowed and could result in the termination of your account.

Don’t ever use your own card to give yourself a cash advance. If you need 
to perform a transaction that is out of character for your business, give us a 
call first. For example, if you are a restaurant that typically does $30 swiped 
transactions, call us before you run a $5,000 sale for a catered wedding.

Tips on Fraud Prevention
1. If a photograph of the cardholder is present on the card, merchants should 
compare the photograph on the card with the person presenting the card.

2. Merchants should check cards for the hologram. A hologram is a three 
dimensional symbol in either gold or silver foil that is designed to help deter 
counterfeiting. The image should reflect light and appear to move when you tilt 
the card. 
 NOTE: The Visa hologram is an image of a dove; the MasterCard
 hologram is an image of a world map; the Discover hologram has four
 distinct images.

3. Merchants should check cards (including the signature panel) to see if they 
have been altered.

4. Merchants should check the valid date (some cards are not valid until the 
date shown) and the expiration date on the face of the card. If the card is not 
yet valid or expired, the card acceptor should not accept the card and should 
instead ask for another form of payment.
 NOTE: Cards are valid through the last date of the month,
 unless an exact date is displayed.

5. For each card type, merchants should be aware of the first four digits and 
the total number of characters.
 NOTE: A Visa-branded card number begins with a “4” and has 13 or 16
 digits; a MasterCard-branded card number begins with a “5” and has 16
 digits; a Discover card number begins with a “6” and has 16 digits.
Merchants should check the first four digits of a card. For Visa and MasterCard, 
the first four digits of the embossed card number must match the four digits 
printed above or below that number on the front of the card.

6. The account number on the front of the card should match the number 
printed on the back of the card in the signature panel. For Visa, American 
Express and Discover, merchants should compare the entire account number 
imprinted in the signature panel with the embossed account number on the 
face of the card.

For MasterCard, merchants should compare the four-digit truncated account 
number imprinted in the signature panel with the last four digits of the 
embossed account number on the face of the card.
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For MasterCard, merchants must contact their acquirer for instructions if:
 a. Merchants believe there is a discrepancy in the signature.
 b. The last four digits of the embossed account number do not match
     the four digit truncated account number on the signature panel or
     displayed on the terminal.
 c. The photographic identification is uncertain.

If any MasterCard does not have a MasterCard hologram on the lower right 
corner of the card face, merchants must confiscate the card and contact their 
acquirer’s Code 10 operator for instructions on card pick-up and mailing.

7. Merchants should attempt to swipe every card through a POS terminal. If the 
terminal cannot read the card, merchants should take a manual imprint of the 
card. When using a manual imprinter, merchants should check the draft for a 
clear impression of the card to ensure that they have captured the embossed 
card account number.

Merchants should also complete the draft with the date, description of 
merchandise/service, sales tax, total dollar amount and authorization number, 
and get a signature.

8. Merchants should never allow customers to tell them how to “get the 
transaction to go through” (for example, by doing a ticket only transaction 
without getting an authorization). This will result in a chargeback, and these 
customers will have “stolen” or obtained items for free.

9. Merchants must obtain customers’ signatures. The signature on the draft 
must match the signature on the back of the card.

10. If a customer’s card is unsigned, merchants should request another form 
of identification with a photo and signature. Merchants should request that the 
customers sign their cards and then compare the two signatures.

If customers refuse to sign, merchants should inform them that they are unable 
to accept an unsigned card for payment and then request another form of 
payment. The card association rules dictate that card acceptors must not 
complete the transactions if cardholders refuse to sign the card.

Visa, MasterCard, and Discover’s websites provide materials designed for 
merchant use and offer tips on what merchants can do to prevent fraud:

usa.visa.com/business/accepting_visa/ops_risk_management/fraud_control_basics.html
www.mastercard.com/us/merchant/security/fraud_prevention.html
www.discovernetwork.com/fraudsecurity/fraud.html

These sites are also a valuable resource for finding answers to
merchants’ questions.
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11. Use caution when taking an overseas order. Fraudulent transactions that 
originate overseas are on the rise. Remember that international transactions 
are high-risk transactions. Know your customer. Properly identify the person 
with whom you are dealing. Take a second look at what is being ordered 
and where it is being shipped. Did your customer offer you multiple cards as 
payment? Is the customer asking for immediate shipment? If so, you may have 
just detected a fraudulent transaction and saved yourself from taking a loss. 
There is a tremendous amount of fraud with international transactions, and it 
is virtually impossible to win the chargeback case. Banks outside the U.S. may 
not support additional security features like AVS, CVV2, and Verified by Visa. If 
in doubt, do not hesitate to contact Mercury Payment Systems and we will be 
happy to assist you.

12. Utilize security functions such as entering the “last four digits” of the 
card on swiped-card transactions and Address Verification and CVV2 code 
to discourage use of counterfeit cards. Verified by Visa and MasterCard 
SecureCode are payment initiatives designed to reduce the risk of unauthorized 
use of cardholder account by authenticating the cardholder attempting to make 
a purchase online. Authentication makes internet shopping better and safer 
for both buyers and sellers by reducing the merchant’s exposure to fraud and 
frivolous disputes, and protecting the cardholder from fraudulent use of his/her 
card. Implementing Verified by Visa shifts liability away from the merchant and 
onto the card issuer.

13. If you are going to run an unusually large transaction, or if you need to 
manually key numerous transactions when you usually swipe your credit cards, 
call ahead to let Mercury know what you are doing. Otherwise, your account 
may be flagged for unusual and suspicious activity, which may cause your 
funds to be held.
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Frequently Asked Questions
What type of transactions are supported by Mercury?
American Express, Visa, MasterCard, Discover, debit, PIN debit, EBT, food 
stamps, check cards, gift cards, and check guarantee. Please check with
your POS dealer to verify which transaction types are supported by your
POS system.

How long does it take to get my money?
Funds are electronically settled within two business days after you close your 
batch. Some high-risk businesses may have different settlement options. 
Merchants banking with HSBC receive funds the next business day. 

When do you charge my account for fees?
Your account will be charged for all appropriate fees on the first of the month 
following the activity, via an Automated Clearing House (ACH) transaction. 
The detail of your fees will appear on your merchant statement which you will 
receive after the fifth business week following the activity. 

What is “interchange” and how does it work?
Interchange refers to the fees associated with exchange of transaction data 
between acquiring and issuing institutions in accordance with the Visa and 
MasterCard bylaws and rules. It is the fee that Visa and MasterCard charge to 
clear your transaction to the cardholder bank. The interchange fee is actually 
paid to the bank that issued the card while the merchant’s bank is charged the 
interchange fee. 

Why am I being charged three different rates?
It is necessary to maintain three separate rates in the pricing process, due 
to various levels of interchange: qualified, mid-qualified and non-qualified. 
Three-tiered rates allow for the proper pricing as it relates to each individual 
transaction and its processing interchange.

What are mid-qualified and non-qualified rates?
Visa, MasterCard and Discover have different interchange requirements based 
on industry type and method of transmission. Transactions that do not meet 
these requirements are billed at mid-qualified or non-qualified rates. Review 
the Visa, MasterCard, and Discover Interchange Qualification Criteria to ensure 
your transactions are being processed correctly. 

How can I pay the lowest rate?
In order for a merchant to qualify for the lowest interchange rate for a particular 
transaction, the card’s magnetic stripe must be read by the terminal (i.e. 
cardholder is present) and sales must be deposited and settled daily. The 
processing rate will be higher for a transaction manually keyed or not deposited 
and settled through the terminal until the next day. 
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Why can’t I charge a surcharge? 
Surcharging credit card transactions is strictly prohibited by the card 
associations. A merchant may, however, offer discounts for cash transactions 
provided it is clearly disclosed to cardholders as a cash discount. The cash 
price must be presented as a discount from the standard price available for all 
other means of payment.

Can I refuse to take the more expensive cards like Visa Premier? 
No. Once you enter into a Merchant Agreement you must display the Visa, 
MasterCard, and Discover registered marks and accept all valid Visa, 
MasterCard, and Discover cards properly presented for payment. 

Why is my merchant account assigned a processing limit?
Merchant accounts are approved based on actual or projected dollar volume. 
Mercury monitors account activity and reserves the right to review accounts at 
any time should volume be significantly above or below the level represented 
on the merchant application. 

How do I receive payment for the transactions submitted to Mercury?
Using ACH (Automated Clearing House network), Mercury will remit funds due 
for MasterCard, Visa, and Discover transactions to a merchant’s business bank 
account. When/if a merchant establishes a service agreement with American 
Express they will obtain banking information and pay funds to the merchant’s 
bank account separately.

When should I inform my current payment processor that I will be closing
my account?
You should wait until your Mercury account is actively processing transactions. 
Once you receive deposits from Global you can inform your previous provider. 
 
What is check verification? Do I need it?
Check verification is a service that provides merchants with varying degrees of 
insurance against bad check losses by verifying the authenticity of each check 
and/or its presenter. Checks are verified through a national database gathered 
from retailers who upload bad check information. While check verification 
service is not required, this service does help keep your business losses to a 
minimum. Please check with your POS dealer to ensure that your POS system 
supports check verification. 

What are debit cards?
Debit cards are an alternative payment method. When goods or services are 
purchased with an ATM debit card, the funds are removed from the customer’s 
checking account.

What are commercial cards?
Commercial cards–corporate, business, purchasing–are issued to businesses 
as an alternative way of financing expenses such as supplies and travel, etc. 
(often replacing purchase orders). These cards also provide users with specific 
reporting advantages. MasterCard and Visa each provide issuers with the 
ability to issue commercial card products. 
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What is Electronic Benefits Transfer (EBT)?
EBT is the automation of cash or cash-like benefits, such as food stamps, 
through electronic authorization, data capture and settlement processes. This 
is accomplished with the use of plastic magnetic-striped cards at the point-of-
sale terminal. The end result is the elimination of coupon benefits distribution. 
The electronic process delivers increased security, thereby reducing fraud and 
benefit misuse. 

How can I recognize suspicious customer behavior?
Be alert for the customer who: 
 • Makes indiscriminate purchases without regard to size, style,
    color, or price
 • Makes purchases, leaves the establishment, and returns to make  
    additional purchases
 • Hurries you to complete the sale at closing time
 • Refuses free delivery for large items

What else can I do to protect my business against fraud? 
 • Always verify that the signature belongs to the presenter.
 • Do not accept any cards which have not been signed.
 • Your terminal/computer should prompt you to enter the last four digits
   of the account number to verify that the account number on the magnetic
   stripe is correct or your terminal may display the entire card number for
   comparison to that on the front of the card. If your terminal does not
   prompt for this, call MercuryLive technical support at 800-846-4472.

What do I do if the internet goes down and I cannot process?
Mercury recommends using a manual imprinter during internet outages. Ask 
your dealer for additional internet backup options that may be available to you.  

Use an imprinter any time a transaction is manually entered into your point of 
sale during an internet outage to minimize risk. Check the draft to ensure that 
you have captured a clear impression of the embossed card number. Complete 
the draft with the date, description of merchandise/service, sales tax, total 
dollar amount and authorization number, and get a signature. 

If you don’t have an imprinter, you can use receipts. Use a pencil to emboss 
the credit card number on the receipt, acting as an imprint.  This is the only way 
you can prove the credit card was present. Note the expiration date, amount, 
and ask for the cardholder’s signature.

If the transaction is for a large amount, call for voice authorization: 
 Visa/MasterCard/Discover: 800-944-1111
 American Express: 800-528-2121
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Glossary
a
ACH: Acronym associated with the Automated Clearing House network. It is the 
system that banks use to move money as regulated by the Federal Reserve.

Address Verification Service (AVS): Service that verifies the cardholder’s billing 
address in order to help combat non-face-to-face fraud.

Association Chargeback Fees: Card associations permit the cardholder bank to 
collect additional fees for items that result in a chargeback. You may be subject 
to these Association Chargeback Fees if you failed to follow card acceptance 
and authorization procedures and the card issuer has a valid chargeback.

Authorization: Verification of a bankcard transaction by a bankcard-issuing 
bank or other institution, or by an approved independent service provider. 
Authorization is initiated by accessing (by voice or electronic terminal, as 
appropriate) Global Payments’ designated authorization center(s). Authorization 
is based on the cardholder account status and available credit.

Authorization Code: The alpha/numeric code designated by the issuer given 
to a sales transaction as verification that the sale has been authorized. The 
authorization code is always included in the merchant sales draft.

b
Bankcards or Cards: Visa, MasterCard, Discover, American Express, etc. credit 
and/or debit cards issued by a financial institution.

Bankcard Transaction: Transactions between a merchant and cardholder for 
the sale or rental of goods, the provision of services evidenced by a sales draft 
or credit draft, which is presented to Mercury by the merchant for processing 
through the interchange systems.

c
CVV2 (and CVC2) Code Verification Value 2: A three-digit code that appears in 
the signature panel on the back of most cards. It is a valuable fraud detection 
and prevention tool for card-not-present transactions.

Cardholder: The person or entity whose name is embossed on a card or whose 
name appears on a bankcard as an authorized user.

Card Truncation: Printer suppresses or masks the expiration date and all but 
six digits of account number on cardholder receipt.
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Chargeback: A chargeback is a previous transaction that is being disputed 
by the cardholder or their issuing institution. A chargeback occurs when a 
cardholder disputes a charge or when proper bankcard acceptance and 
authorization procedures were not followed.

Chargeback Reason Code: A numerical code, which identifies the specific 
reason for a chargeback. 

d
Debit Card: A card used to initiate a debit transaction. These transactions 
are used primarily for goods and services and to obtain cash, for which the 
cardholder’s checking account is debited by the card-issuing institution.

Deposit Account: A business checking account designated by the merchant 
through which all bankcard transactions and adjustments are processed by 
Global Payments.

f
Factoring or Draft Laundering: A merchant’s presentation to Global Payments 
of what would otherwise be a sales draft but is not, because the underlying 
transaction is not between the merchant and cardholder. This includes, but is 
not limited to, merchant processing, debiting, negotiating or obtaining payment 
in connection with a purported transaction if the merchant did not furnish, 
or agree to furnish at some later time, the goods or services comprising the 
purported transaction.

Floor Limit: A dollar amount set by the acquirer in accordance with bankcard 
association rules and regulations. The merchant must obtain authorization for 
any transaction over the floor limit.

Funding: The process of moving funds from the cardholder’s account to the 
merchant’s account.

i
Issuer: The financial institution that holds contractual agreements with and 
issues cards to cardholders.

m
Magnetic Stripe: A stripe (on the bankcard) of magnetically encoded cardholder 
account information.

MasterCard/Visa Interchange Systems or Interchange System: Processing 
systems, which facilitate the interchange and payment of transactions between 
cardholders and persons, and entities (including merchant) that accept cards.
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Merchant: A person or entity entering into merchant agreement with Global 
Payments, as well as all personnel, agents and representatives of the merchant.

Merchant Identification Card: A card issued to the merchant by Global 
Payments that contains the merchant’s ID number, name and location.

Merchant Identification (ID) Number: A six to 16-digit number each merchant is 
provided under the Global Payments merchant agreement.

Merchant Summary: A form on which the merchant imprints the merchant’s ID 
number, and which provides a summary of the merchant’s bankcard deposits.

n
Negative Deposit: What occurs when the dollar amount of a credit draft 
submitted for deposit to the deposit account exceeds the dollar amount of the 
sales drafts submitted for deposit.

o
Offline Debit Card: A bankcard, used to purchase goods and services and to 
obtain cash, which debits the cardholder’s personal deposit account. No PIN 
number is required to process offline debit cards.

Online Debit Card: A bankcard that debits the cardholder’s personal deposit 
account and is used to purchase goods and services and to obtain cash. A PIN 
number is required to process online debit cards.

Operating Regulations or Regulations: The current operating regulations of 
both Visa and MasterCard, unless specifically referred to as the operating 
regulations of either Visa or MasterCard.

p
PIN: Personal Identification Number. The confidential individual number or code 
used by a cardholder to authenticate card ownership for ATM or POS terminal 
transactions.

POS: Point-of-sale. The location of a merchant from whom the customer makes 
a purchase. It refers also to the hardware system used to physically enter card 
transactions.

Pre-authorized Order: A cardholder’s written authorization to make one or more 
charges to the cardholder’s card account at a future date.

Purchasing Card: Designed to help companies maintain control of small 
purchases while reducing whatever administrative costs are associated with 
authorizing, tracking, paying, and reconciling those purchases.
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r
Recurring Payments: A series of transactions in which sales drafts will
be processed by the merchant on an ongoing basis, until canceled by
the cardholder.

Retrieval Request: The request for either an original or legible copy of the 
transaction information document or substitute draft as identified in the 
electronic record.

s
Sales Draft: A paper or electronic record of a sale, rental or service transaction 
which the merchant presents to Global Payments for processing through the 
interchange system or otherwise, so that the cardholder’s card account can be 
debited and the deposit account may be credited. 

Settlement: The process of moving the transaction information from the 
merchant to the cardholder’s financial institution.

Split Sale: Preparation of two or more sales drafts for a single transaction on 
one card account in order to avoid authorization procedures.

t
T&E Travel and Entertainment: Hospitality Industry segment includes: lodging, 
car rental, cruise ships, and restaurants.

Transaction: Transactions between a merchant and cardholder for the sale or 
rental of goods, the provision of services evidenced by a sales draft or credit 
draft, which is presented to Mercury by the merchant for processing through 
the interchange systems.

v
Voice Authorization: Authorization that is obtained by telephoning the voice 
authorization phone number specified for a given card brand.
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Notes
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