Why is my customer claiming that they were charged for a declined transaction?
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Answer
When a card issuing bank receives an authorization request for a charge, they will confirm that the card number is valid and
verify that there are available funds to cover the requested amount. If the funds are available, the card issuing bank will reserve
the funds, and return an authorization code that allows you to claim the funds during settlement.
If you are using the Address Verification Service (AVS), the card issuing bank also compares the cardholder's billing address on
file to the address submitted with the transaction. The bank then returns an AVS response code along with the authorization code
that indicates whether or not the billing address matches the bank's records. As the merchant, you decide whether or not to
accept the transaction based on the AVS response code. If you choose to decline transactions that return a certain AVS code, any
transaction that is returned by the card issuing bank with that AVS response will be marked as Declined and will not be settled.
However, even if a transaction is declined due to an AVS Mismatch, the authorization code and the hold on the authorized funds
will remain on the customer's card until the card issuing bank removes the authorization. As a result, the held funds may be
subtracted from the customer's available balance, and an online statement may show the authorization request, which might be
mistaken for an actual charge. Most card issuing banks will remove authorizations within 3-7 days if they are not claimed for
settlement. For a helpful video tutorial regarding AVS, please go to http://www.authorize.net/videos.
If the customer does not want to wait for the funds to be released automatically, you can try to expedite the process by calling the
credit card issuing bank to request a release of the authorization. The bank may request the following information for them to
release those funds:
The transaction's authorization code (provided with the transaction details in the Merchant Interface).
•
•
The credit card type that was used for the transaction.
•
Your Merchant Number associated with that card association (for example, Visa).
If you don't know your Merchant Number, please call your Merchant Service Provider.
To locate the authorization code:
1.
Log into the Merchant Interface at https://account.authorize.net.
2.
Click Search from the main toolbar.
3.
Click Search by Batch from the left side menu. The Search window appears.
4.
Enter one or more search criteria. For example, you may search by the last four digits of the card number, customer last
name, invoice number, or transaction ID. It is generally better to search using only one field at first and only add more if you see
too many search results the first time.
5.
Click Search.
6.
Click the Transaction ID of the transaction in question.
7.
The Transaction Details page appears. The authorization code can be found under the Authorization Information
heading.
Note: Although you may request an expedited release of funds, it is ultimately up to the bank whether or not they will do so.

