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Overview
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Arbiter is a dispute resolution system for handling all
disputes that arise from transactions done via the
Interswitch network and other partners. Disputes are
divided into two categories:

• V.A.S: This includes values added services like
Recharge Quickteller Web, Bill payment etc

• Non-V.A.S: This comprises of ATM transactions,
POS transactions and Web transactions.

We currently run two parallel Arbitration platforms:

Arbiter 1.0 and Arbiter 2.0

Arbiter 2.0 was created in response to changing Industry 
needs. Hence, we embarked on the migration journey of all 
arbitration services to the new Arbiter 2.0 platform.

WHY

Arbiter?
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Transactions Available On Arbiter 2.0

❖ Cash Withdrawal

❖ Transfers 

❖ Purchase (POS & WEB)

❖ Agency Banking

❖ Paycode

Newly Migrated Transaction 

Categories 

Arbiter 2.0

❖ Billpayments

❖ Web purchase (IPG)

❖ Transfers (Transfer Service)

Existing Transaction 

Categories
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Available Features On Arbiter 2.0 

Improvement of the Arbiter 2.0 

platform to guaranty better 

stability and availability of 

settled transactions.

Provision of a bulk upload feature. 
This feature would allow you log 
your disputes in bulk

Increased access to update claim 

status after additional information 

is available to the Acquirer. 

Improved reporting in form of 
extensive Audit trail and 
settlement breakdown 
availability

Analytical reports that give 

insights into Dispute 

performance of terminals, 

merchants and cardholders. 
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Creating New Users on Arbiter 2.0
H o w  t o
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How to Create Users 
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Step 1 : After logging on to core console (https://portal.interswitchng.com/portal/core)

please click on Create User  
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How to Create Users 
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Step 2 : Populate the data below. 

• Ensure to include a valid phone number and Email.

• Ensure not to include a space or dot character when filling the first name and the last name.
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How to Create Users 
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Step 3 : Click users, paste the email address and search. Then click on manage user roles. 
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How to Create Users 
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Step 3 : Select Apps Arbiter

• Then validate that the Domain is populated.

• Move the role under unassigned roles to the assigned role. 

• Then the new user added can test.
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Login and Navigation
L o g i n  P r o c e s s
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Login Process
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• Visit the link

      https://portal.interswitchng.com/portal/arbiter

• Enter your email address

      (Not Username)

• Enter your password

• Click Sign In

https://portal.interswitchng.com/portal/arbiter
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How to Raise a Dispute/Refund
D i s p u t e  R e s o l u t i o n  T i m e l i n e s

D i s p u t e  s t a t u s  a n d  t h e  m e a n i n g
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Dispute Resolution Timelines
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The table below shows the timelines for dispute resolution of various disputes types on the Arbiter 2.0 platform.

Dispute type Dispute Timelines Dispute Platform

Bill payments 24 hours Arbiter 2.0

Interswitch Payment Gateway (IPG) 48 hours Arbiter 2.0

Transfers (Transfer Service) 48 hours Arbiter 2.0

VISA CO Acquired 24 hours Arbiter 2.0

Domestic ATM Transfer 48 hours Arbiter 2.0

Domestic Quickteller Transfers 48 hours Arbiter 2.0

Domestic Mobile Transfers 48 hours Arbiter 2.0

Domestic Pos Transfers 48 hours Arbiter 2.0

Domestic Web Transfers 48 hours Arbiter 2.0

Domestic Agency Transfers 48 hours Arbiter 2.0 

Domestic ATM Withdrawal 24 hours Arbiter 2.0

Domestic Purchase 48 hours Arbiter 2.0

Domestic Paycode 48 hours Arbiter 2.0
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Transaction Category Search On Arbiter
S/N Transaction type Brief Description Category on Arbiter 2.0

1. ATM Cash 
Withdrawal

The is for search of cash withdrawal transactions done via 
Automated Teller Machine . 

Cash Withdrawal 

2. POS Cash 
Withdrawal

The search is for cash withdrawal transactions done via Point 
of Sale.

Cash Withdrawal

3. Pos Purchase This is for search of purchase transactions done vis point of 
sale machine 

Purchase

4. Web purchase This is for search of purchase transaction done via web Purchase

5. ATM Transfer Transfer transactions done via ATM are in this category Transfer

6. Pos Transfer Transfer transactions done via POS machine Transfer

7. Agency banking The search is for all agency banking transactions. Agency Banking

8. Web transfer Transfer transactions done via Web. This is also inclusive of 
transactions done via mobile(USSD)

Transfer

9. Visa Co acquired These are Visa processed transactions. Visa_COA
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Dispute Status and their Meaning
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Before we review how to raise a dispute, there is  need to understand what each dispute status mean.

Kindly refer to the table below;

Dispute status Meaning 

Chargeback A dispute logged will maintain the status chargeback until it is either accepted or declined.

Representment A dispute declined successfully by the acquirer or merchant.

Pre-Arbitration Issuer contesting the evidence provided by the acquirer when they rejected the chargeback.

Pre-Arbitration II Acquirer’s decline response to a Pre-Arbitration.

Arbitration Issuer contesting the evidence provided by the acquirer when they rejected the Pre-Arbitration.

Accepted The acquirer/system/ISW accepts a dispute with previous status chargeback or Arbitration.

Declined This implies that the dispute initial life cycle has ended in favour of the acquirer/merchant.

Refund An acquirer/merchant-initiated refund in favour of the issuer.

Good faith (Issuer) An issuer not satisfied with the evidence provided by the acquirer and status Declined.

Good faith (Acquirer) An acquirer/merchant requesting to reopen a dispute wrongly accepted which should have been 
declined.
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Dispute types and their different statuses
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The below shows the dispute categories that can be raised and their different statuses. 

Chargeback Refund Good Faith Co-acquired

Statuses Chargeback Refund (2 days) Good faith Chargeback 

Representment (45 days) Accepted Accepted Representment

Pre arbitration   (1 day) Declined Declined Pre-Arbitration

Pre arbitration II (10 days) Accepted

Arbitration Declined

Accepted

Declined 
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How to Raise a Dispute/Refund
H o w  t o  R a i s e  a  D i s p u t e / R e f u n d

H o w  t o  R a i s e  a  D i s p u t e / R e f u n d  U s i n g  t h e  D i s p u t e  B a t c h e s
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How to Raise a Dispute
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Step 1 : Click on Dispute Management then select New Dispute.
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How to Raise a Dispute
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Step 2 : Select the required Dispute Transaction type:
e.g Transfer Service, IPG, Billpayment (Paydirect settled transactions) etc
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How to Raise a Dispute
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Step 3 : Select the required dispute transaction type, every transaction type has its unique search 
parameters as highlighted below:
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How to Raise a Dispute
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Step 3 : Select the required dispute transaction type, every transaction type has its unique search 
parameters as highlighted below:
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How to Raise a Dispute
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Step 4 : Enter the transaction details as shown below:
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How to Raise a Dispute
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Step 5 : Select the dispute type, amount, category and Reason, then log the dispute.
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How to Raise a Refund
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Only merchants/Acquirers can initiate a refund via the Dispute System.  Repeat the steps stated earlier, select 
Dispute Category: Refund , select the refund reason and create the refund.  Once logged, a log code will be 
generated which should be accepted within 24 hour by another user within the merchant/acquirer domain. 
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How to Raise a Dispute/Refund using the Dispute Batches
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Step 1 : Click ‘ Dispute Batches ’ under the Dispute Management  dropdown. Select the required dispute transaction 
Type

Step 2 : Select the required dispute category as shown below. Then click on Download Template to get the required 
excel sheet to be populated. 
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How to Raise a Dispute/Refund using the Dispute Batches
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Step 3 : Click ‘ Choose file ’ under the Upload File tab ’ to select the prepared dispute file to be uploaded on the 
platform from a location on your computer.

Step 4: Status of uploaded files can also be tracked in the batches upload report as seen below: a full error report can 
also be downloaded.
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How to Respond to a Dispute/Refund
H o w  t o  R e s p o n d  t o  a  D i s p u t e / R e f u n d

H o w  t o  R e s p o n d  t o  a  D i s p u t e / R e f u n d  u s i n g  B u l k  U p d a t e s  
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How to Respond to a Dispute
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Step 1 : Click ‘ Disputes ’ under the Dispute Management ’ dropdown then click on the dispute to be treated.

Drop down the entity filter to select “Acquired” or “All” to reveal the various disputes available.

Selected disputes can also be downloaded to PDF or Excel formats.
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How to Respond to a Dispute
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Step 1 : You can also spool the disputes based on the status by selecting the applicable dispute category and status.

Dispute categories not limited to Chargeback and CO-Acquired are meant to be worked on daily. 
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How to Respond to a Dispute

33

Step 2 : Search and export to excel.
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How to Respond to a Dispute
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Step 3 : Search with the log code and click on any of the transaction details below which will take you to another 
page to aid reject or accepted the dispute. 
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How to Respond to a Dispute
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Step 3 : Ensure to attach the receipt in JPEG or PNG format before you reject the dispute. You can also add a 
comment before you accept or reject the dispute. 
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How to Respond to a Dispute/Refund using Bulk Updates 

36

You can only accept in bulk. Decline action requires a journal which should be treated one after the other.

Select Bulk updates,  dispute category and search. 

Tick the box close to the log code and accept.
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Disputing a Claim into Arbitration/Good Faith
H o w  t o  R a i s e  a n  A r b i t r a t i o n

H o w  t o  r a i s e  a  G o o d  f a i t h
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How to Raise an Arbitration
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If the issuer is not satisfied with the evidence provided by the acquirer during the chargeback stage, the issuer can 
raise a Pre-Arbitration by selecting the decline action as seen below;
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How to Raise an Arbitration
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The Pre-Arbitration raised is pending against the acquirer to either accept or decline with the valid evidence. If the 
issuer is not satisfied with the acquirer’s response i.e dispute status Pre-Arbitration II, the issuer can raise an 
Arbitration which will be validated within the Arbitration timeline.
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How to raise a Good Faith 
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Good faith can either be raised by the issuer or the acquirer. 

An issuer can raise a good faith when the dispute status is declined i.e the dispute can no longer be Pre-Arbitrated by 
the issuer or a dispute previously Pre-Arbitrated was not Arbitrated. 

The acquirer or merchant can initiate a good faith for disputes accepted where value was given to the customer. 

Step 1 : Select the reopen option as seen below;
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How to raise a Good Faith
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Step 2 : Select Dispute Category - Good faith, Reason - Good Faith Investigation and create. 

The Issuer/Acquirer/Merchant can engage the parties involved with the applicable evidence via mail to resolve.
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Settlement Management and Reports
S e t t l e m e n t  A d j u s t m e n t
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Settlement Adjustment Breakdown
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Step 1 - Select “ Requests ” under Settlement Management is used to confirm the settlement reversal status of a

disputed transaction by searching with a log code.

➢ Completed - Settlement reversal has been completed and can be seen on settlement reports

➢ Pending - Transaction reversal will be available on settlement reports next day

➢ Mapping - Reversal in progress

➢ Cancelled - Reversal cancelled.
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Settlement Adjustment Breakdown
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Select Settlement, enter the log code, date, report format, then generate  the report. 

Please note that the report generated here is for settlement confirmation purpose and not the actual settlement report. 

The settlement for each transaction store is embedded in the transaction settlement report as follows;

➢ Bill payment Dispute reversal - Paydirect Settlement Report.

➢ IPG Dispute reversal - IPG Reversal Report. 

➢ Transfer Service – Transfer Service Settlement Report etc.
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How to Download Chargeback On Arbiter 2.0
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How to Download your Chargeback
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Step 1 - Select “ Disputes” under Dispute Management tab. Please follow the steps below:

➢ Select ‘Chargeback’ under the Dispute Category Column

➢ Also select ‘Chargeback’ under the Dispute status column

➢ For your acquired transactions, select your bank domain

➢ Then select the report type either PDF or Excel

➢ Then Click on Download
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Plot 1648C Oko-Awo Close
Victoria Island, Lagos, Nigeria

P.M.B. 80164, Victoria Island, Lagos
Tel: +234 1 6283888 (Switchboard)

Fax: +234 1 4616299

www.interswitchgroup.com

Thank YOU
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