UPI Refunds: Process and Guidelines for Disputed Transactions

The Unified Payments Interface (UPI) has transformed the way people make digital
payments in India. With its convenience and speed, UPI has become a preferred mode
of transaction for millions of users. However, there may be instances when a
transaction needs to be disputed due to various reasons such as failed payments,
incorrect amounts, or unauthorized transactions. In such cases, understanding the
process of UPI refunds and the guidelines for handling disputed transactions becomes
crucial. In this article, we will explore the process of UPI refunds and provide guidelines
to navigate through disputed transactions effectively.

1. Understanding UPI Refunds:

a. Definition: UPI refunds refer to the process of returning the money to the payer in
cases where a transaction has not been completed successfully, or there are
discrepancies or disputes regarding the transaction.

b. Reasons for Refunds: UPI refunds can occur due to various reasons, including
failed transactions, incorrect amounts debited or credited, unauthorized transactions,
technical glitches, or merchant-related issues.

2. Initiating a UPI Refund:

a. Failed/Disputed Transactions: For disputed transactions, where there are issues
with the transaction amount, unauthorized transactions, or any other discrepancies,
the payer should immediately contact us on wecare@nfs.in or the UPI-enabled app's
customer support to raise a complaint and initiate the refund process.

3. UPI Refund Process:

a. Contacting Customer Support: The first step in the UPI refund process is to contact
the customer support of the HFS or the UPI-enabled app used for the transaction.
Provide them with the necessary details of the transaction, including transaction ID,
date, time, and amount.

b. Dispute Resolution: The customer support team will investigate the issue and work
towards resolving the dispute. They may ask for additional information or documents
to support the claim.

c. Resolution Timeframe: The resolution time for UPI refunds may vary depending on
the complexity of the dispute. It is important to follow up regularly with the customer
support team for updates on the status of the refund.

d. Refund Notification: Once the dispute is resolved, the payer will receive a
notification regarding the refund. The refunded amount will be credited back to the
payer's UPI-linked bank account.



4. Guidelines for Handling Disputed Transactions:

a. Prompt Reporting: Post receipt of any disputed transactions or discrepancies from
client or /and Bank, it will be reported within T+3 working Days. Timely reporting
increases the chances of a successful resolution.

b. Document Evidence: Maintain records of the transaction details, including
transaction IDs, date, time, and screenshots if necessary. These documents will serve
as evidence during the dispute resolution process.

c. Communication with Customer Support: Maintain open communication with the
customer support team throughout the refund process. Respond promptly to any
gueries or requests for additional information.

d. Be Persistent: In case of delays or unsatisfactory responses, be persistent in
following up with the customer support team. Escalate the issue if necessary to ensure
a timely resolution.

5. Precautions to Avoid Disputed Transactions:

a. Secure Your UPI PIN: Protect your UPI PIN and avoid sharing it with anyone. This
will help prevent unauthorized transactions.

b. Verify Transaction Details: Double-check the transaction details, including the
recipient's UPI ID, before confirming the payment to avoid incorrect transactions.

c. Keep UPI Apps Updated: Regularly update your UPI-enabled apps to ensure you
have the latest security patches and features.

Conclusion:

UPI refunds are an important aspect of the UPI ecosystem, providing users with a
recourse for disputed transactions. By understanding the process of UPI refunds and
following the guidelines for handling disputed transactions, users can navigate through
such situations with ease. It is crucial to stay vigilant while making UPI transactions,
report any discrepancies promptly, and maintain open communication with the
customer support teams of HFS or UPI-enabled apps. With these practices in place,
users can ensure a seamless and secure UPI payment experience.

Dispute Resolution:

Please refer to NPCI guidelines dispute resolution process here:
https://www.npci.org.in/what-we-do/upi/dispute-redressal-mechanism
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