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This is the time of year when you will be 
faced with lots of returns and exchanges.  
There will be customers who don’t have 
receipts, people who want to exchange for a 
different item, and those who just want their 
money back.

Major Card Brand Regulations
The major card brands have strict policies 
regarding returns and exchanges on credit 
card transactions. Here are the basics:

•	 Never refund cash on a credit trans-
action.  If it’s simply a return, you must 
issue a credit to the account to which the 
original sale was charged. 

•	 If the customer wants to exchange for 
something more expensive than the 
original item, you should complete a trans-
action for the difference in price. When 
the new item costs less than the original 
item, credit the price difference to the card 
that was used for the original sale. 

Post a Return and Exchange Policy
If you’re a brick-and-mortar merchant, display 
your Return and Exchange policy at the point 
of sale. Have your terminal set up so that your 
policy is printed on your receipts. Mail order 
merchants are required to disclose their policy 
on the mail order form, invoice or contract.

E-commerce merchants must communicate 
their refund policy during the ordering 
process, and require customers to accept it.

Use Gift Cards as In-Store Credit
After the holidays, it is understandable that 
customers may not have a receipt for a gift. By 
issuing a gift card in the amount of the return, 
you can save the sale and maybe even end 
up with a new customer. If you handle returns 
and exchanges smoothly, customers will 
remember your good service and may return.

If you have any questions, please contact the 
Merchant Client Support Center at 1-800-
828-1629.
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Handling Post-Holiday Customer Traffic

Commerce Bank offers enhanced reporting solutions through ClientLine, which offers 
superior features and is free to our merchants.  ClientLine gives you the ability to 
choose the information you need with the ability to get it, anytime, anywhere you have 
internet access.

Features
Automating key back-office processing
You can balance daily activity at the 
terminal level, conduct sales audits, 
manage processing fees, reconcile your 
checking account and schedule report 
distribution by e-mail or fax. Dispute 
reporting provides a snapshot view of all 
disputes, helping you investigate, track 
and manage chargeback and retrieval 
expenses. 

Data for Insight and Informed Decisions
ClientLine’s dashboard view provides all essential processing information to streamline 
reconciliation, including recently posted and funded transactions. With transaction 
details organized in reports that suit your needs, you can easily drill down into funding 
events and reconcile total sales.  Additionally, the dashboard provides:

•	 Snapshot view of processing information, including recently processed transactions, 
adjustments and bank deposits

•	 Detailed transaction information for credit, debit, EBT, chargebacks, adjustments 
and retrievals

•	 Sales and performance trends
•	 Transaction reporting for all groups or selected locations
•	 Historical and trend analysis

To see all of the features available, you can go online to view our ClientLine demo. 
Simply go to commercebank.com. Under the Commercial option, click on the 
Electronic Payment Solutions link, then click Reporting Options.  Enrolling is easy as 
well, and it can be accomplished by following the same path.  

If you have any questions, please contact the Merchant Client Support Center at 1-800-
828-1629.

ClientLine® Online Reporting Tool
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As part of the Housing 
Assistance Tax Act 
of 2008, the federal 
government is imposing 
new requirements on 
all merchant acquiring 
entities, including 
Commerce Bank.  
Beginning in tax year 
2011, Commerce Bank 
is required to have its merchants possess 
a valid and correct taxpayer identification 
number (TIN).  

Those merchants with incorrect TIN on file 
will be subject to penalties by the federal 
government.  The federal government 
is requiring that acquirers withhold 28 
percent of funds from individual merchant’s 
reportable transactions if: 

1. The merchant fails 
to provide the TIN to 
Commerce Bank.

2. The IRS notifies 
Commerce Bank that the 
TIN (when matched with 
the name) provided by 
the merchant payee is 
incorrect.

In the near future, Commerce Bank will be 
reaching out directly to merchants with 
incorrect TIN information.  If you receive 
a communication regarding this issue, it is 
critical that you follow the steps provided to 
satisfy the new requirement.

Reminder: Important TIN Info

Earn Cash Back and More with 
Commerce Business Rewards
Small businesses have yet another reason to look to 
Commerce Bank for their financial needs.  With the 
Commerce Bank Business Rewards card, the bank 
offers one of the most competitive rewards products in 
the industry.

Commerce Bank Business Rewards offers cash back, 
gift cards, airline miles and more, all within the same 
program.  You can pile up points quickly, too, earning 
one point for each dollar in net purchases and four points per dollar of accrued interest 
on the account.  Earn up to 250,000 points per year, which is the equivalent of $2,500 in 
cash back to your account.

Redemption is made simple by offering 24/7 online account access.  By visiting our 
online rewards servicing center, registered users can check their balances, browse the 
catalog and redeem their points for the rewards of their choice.

With no annual fee, a competitive variable interest rate and credit lines of up to $100,000 
available for qualified applicants, the Commerce Bank Business Rewards card may be just 
what your business needs.  

To learn more, please call 1-800-892-7104 or visit  
www.commercebank.com/smallbusiness/cards/business-rewards.asp.

Advanced and inexpensive technology 
continues to give criminals new card 
skimming methods to steal cardholder 
data from merchants. Traditional card 
skimming involves a reader device placed 
on a terminal that allows the transaction to 
be processed normally and also captures 
cardholder data. However, new skimming 
techniques are hard to detect because the 
devices are placed inside the point-of-sale 
equipment. 

In order to get access to merchants’ 
terminals, criminals are posing as service 
personnel. “We are seeing a tremendous 
rise of fraud from [people impersonating] 
‘service providers’ who come into retail 
operations to interfere with payment 
terminals,” according to Troy Leach, the 
chief technology officer of the Payment 
Card Industry Security Standards Council.1

Often times, criminals drill into the terminal 
or find another access point to install the 
skimming device.  In order to cover their 
work, they use labels or stickers with valid 

looking information. Compromised data 
negatively impacts both consumers and 
merchants. Addressing the concerns for 
data security and identity theft can help 
improve customer trust and enhance your 
company’s reputation.  

Some recommendations to help protect 
you and your customers include: 

•	 Ensuring your hardware and software 
are updated so as not to store 
cardholder data after a transaction has 
been processed

•	 Becoming familiar with your terminals’ 
official stickers, devices and cables 

•	 Routinely inspecting payment 
terminals to ensure there have been 
no changes in serial numbers or other 
labels on the devices

If you are ever suspicious of any activity 
within your business, contact our Merchant 
Client Support Center at 1-800-828-1629.

Be Alert: New Forms of Card
Skimming Are Hard to Detect

Getting to know Commerce Bank
Don Young, Customer support speCialist

For over 12 years, Don Young has been assisting Commerce 
Bank merchants with a variety of service-related needs. As a 
Customer Support Specialist, he is responsible for handling 
broad ranges of questions and offering solutions to help our 
merchants succeed. 

Don’s experience also lends itself to other responsibilities in the 
Merchant Client Support Center.  He serves as the main backup 
to Commerce Bank’s Fraud Specialist and Chargeback Specialist, 
which means he continually stays up-to-date on the changing rules and regulations.

“When our merchants call, I am responsible for demonstrating Commerce Bank’s values 
and commitment to them. I enjoy resolving their issues and celebrating their success. 
In the end, I have to make sure that Commerce Bank has successfully taken care of our 
merchants,” said Young.

This approach illustrates why Don was recognized as the Merchant Client Support Center 
Employee of the Year in 2009. 
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