
Tipping Money Payments, Refunds and 
Chargeback Policy

This policy governs all payment processing, refund eligibility, dispute resolution, chargeback 

handling, and fraud remediation procedures applicable to the Tipping Money platform. It is binding 

on all internal operations, compliance, customer support, and legal personnel, and serves as the 

authoritative reference for external stakeholders engaging with platform payment activities. All 

procedures described herein are effective upon publication and supersede any prior version of this 

policy.

OPERATIONAL POLICY INTERNAL & EXTERNAL USE



1. Introduction

Tipping Money operates as a closed-loop digital payments platform designed to facilitate the 

secure collection, holding, and disbursement of tip and gratuity funds on behalf of service industry 

workers. The platform enables customers — referred to as Tippers — to make cashless tip payments 

directly to service recipients — referred to as Recipients — through a card-based payment interface 

integrated with a real-time digital wallet infrastructure.

The platform does not operate as a traditional merchant acquiring entity. Instead, it functions as a 

payment facilitator, leveraging third-party payment gateway infrastructure to collect funds and 

immediately credit those funds to designated Recipient wallets. At no point does Tipping Money 

hold customer card data; all sensitive payment credentials are processed and tokenized exclusively 

by the licensed payment service provider.

Tippers

Customers who initiate tip 

payments via card on the 

Tipping Money platform.

Recipients

Service workers who 

receive tip funds credited 

directly to their Tipping 

Money digital wallet.

Platform Role

Tipping Money acts as a 

payment facilitator — not a 

card acquirer or data 

custodian.

All disputes, refunds, and chargeback procedures outlined in this policy apply exclusively to 

transactions processed through the Tipping Money platform and its integrated payment gateway, 

Peach Payments.



2. Payment Processing

All card-based tip payments on the Tipping Money platform are processed exclusively through 

Peach Payments, a PCI-DSS Level 1 compliant payment gateway. Tipping Money does not operate 

its own card-acquiring infrastructure, nor does it store, process, or transmit raw cardholder data at 

any point in the transaction lifecycle.

Card Payment via 
Peach Payments

When a Tipper initiates a 

payment, the transaction 

request is routed directly 

to the Peach Payments 

gateway. The gateway 

handles authorization, 

authentication (including 

3D Secure where 

applicable), and 

settlement with the 

Tipper's issuing bank. 

Tipping Money receives a 

payment confirmation 

event via webhook upon 

successful authorization.

Real-Time Wallet 
Crediting

Upon receipt of a 

confirmed payment 

event from Peach 

Payments, the Tipping 

Money system 

automatically credits the 

corresponding 

Recipient's digital wallet 

in real time. Crediting 

occurs within seconds of 

payment confirmation 

and is not subject to 

manual intervention or 

batch processing delays.

No Manual Entry 
Permitted

Manual card entry by 

platform staff is strictly 

prohibited. All payment 

credentials are entered 

exclusively by the Tipper 

through the secure Peach 

Payments-hosted 

payment interface. This 

control eliminates 

internal card data 

exposure and ensures 

PCI-DSS compliance is 

maintained at all times.



3. Wallet Funding

How Funds Appear in the Wallet

Following a successful card authorization by Peach 

Payments, Tipping Money's payment event handler 

triggers an immediate credit instruction to the 

Recipient's wallet ledger. The wallet balance is 

updated in real time, and the Recipient receives a 

push notification confirming the tip amount 

received, the transaction reference, and the updated 

wallet balance.

Funds credited to the wallet represent settled 

obligations from the tip transaction and are 

available for withdrawal by the Recipient in 

accordance with the platform's withdrawal terms. 

Pending funds — those arising from transactions 

still in an authorization-only state — are displayed 

separately and are not available for withdrawal until 

full settlement is confirmed.

System Controls

Wallet credits are triggered 

exclusively by verified Peach 

Payments webhook events with valid 

signatures.

All webhook payloads are validated 

against expected schema and 

cryptographic signature before any 

credit instruction is executed.

Duplicate payment event detection 

is enforced — the same transaction 

reference cannot trigger more than 

one wallet credit.

Wallet ledger entries are immutable 

once written; corrections are 

processed via reversal entries, not 

deletions.

All wallet transactions are logged 

with full audit trails including 

timestamps, event source, and 

operator identifiers.

Wallet balances reflect settled funds only. Tipping Money does not permit wallet 

overdrafts or speculative credits under any operational scenario.



4. Refund Policy

Tipping Money operates within a voluntary gratuity payment model. As a result, tip payments are 

generally considered non-refundable once successfully processed and credited to a Recipient's 

wallet. The following policy governs the limited circumstances under which refunds may be 

approved.

Eligible for Refund

Confirmed fraudulent transactions 

where the Tipper's card was used 

without authorization.

Duplicate charges arising from a 

gateway or system error resulting in 

multiple debits for a single intended 

transaction.

Technical errors where payment was 

collected but no corresponding wallet 

credit was issued.

Transactions processed to an incorrect 

Recipient due to a platform error.

Not Eligible for Refund

Voluntary tip payments where the 

Tipper has changed their mind after 

successful processing.

Disputes arising solely from 

dissatisfaction with service quality 

received from the Recipient.

Payments made in error by the Tipper 

where no platform or system fault 

exists.

Transactions outside the 30-day refund 

request window from the original 

transaction date.

All refund requests must be submitted in writing to support@tipping.money and include 

the transaction reference number, date of transaction, and a description of the basis for 

the refund claim. Refund decisions are final and issued in writing within the timelines 

specified in Section 9 of this policy.



5. Dispute Process

Any Tipper or Recipient who believes a transaction has been processed in error, or who wishes to 

contest a charge, must follow the formal dispute process outlined below. Informal verbal 

complaints do not constitute a lodged dispute and will not initiate the investigation process.

ResolveInvestigateAcknowledgeReport

01

Report

The complainant submits a written dispute to 

support@tipping.money including: full name, 

contact number, transaction reference, 

transaction date, amount disputed, and a clear 

description of the grounds for dispute.

02

Acknowledge

Tipping Money's support team issues a written 

acknowledgment within 1 business day, 

confirming receipt and providing a unique case 

reference number for tracking purposes.

03

Investigate

The compliance team reviews all relevant 

records including gateway transaction logs, 

wallet ledger entries, webhook event data, and 

any available fraud signals. Where necessary, 

Peach Payments is engaged for gateway-level 

records.

04

Resolve

A written outcome is issued to the complainant 

detailing the finding, any remedial action taken, 

and — where applicable — the timeline for fund 

recovery or refund processing.



6. Chargeback Handling

A chargeback occurs when a Tipper's issuing bank reverses a previously authorized and settled 

card transaction, typically in response to a cardholder dispute. Chargebacks are initiated at the 

banking level and are governed by the card network rules of the applicable scheme (Visa, 

Mastercard, or other). Tipping Money does not initiate chargebacks; it responds to them as the 

merchant of record through its acquiring relationship via Peach Payments.

How Chargebacks Occur

A Tipper contacts their issuing bank to 

dispute a charge on their statement.

The issuing bank raises a chargeback 

against the merchant (Tipping Money via 

Peach Payments).

The chargeback amount is provisionally 

reversed from Tipping Money's 

settlement account pending resolution.

Tipping Money is notified by Peach 

Payments and given a defined response 

window per card scheme rules.

Representation Process

Tipping Money's compliance team reviews 

the chargeback reason code and assembles 

the evidentiary package.

Evidence submitted typically includes: 

transaction confirmation, IP/device data, 

wallet credit logs, and cardholder 

agreement to platform terms.

The representation package is submitted to 

Peach Payments within the card scheme 

deadline (typically 7–20 calendar days 

depending on scheme).

If representation is successful, the 

chargeback is reversed and funds are 

restored. If unsuccessful, the chargeback is 

accepted as a final loss.

Where a chargeback results in a wallet credit being funded that the Recipient has already 

withdrawn, Tipping Money reserves the right to recover the equivalent amount from 

future wallet credits or to pursue recovery through available legal mechanisms.



7. Fraud Scenarios

Tipping Money recognizes the following fraud typologies as those most likely to affect platform 

users. All staff with customer-facing or compliance responsibilities must be trained to identify and 

escalate these scenarios in accordance with internal fraud response procedures.

Phishing

Fraudsters send deceptive 

emails or SMS messages 

impersonating Tipping Money 

or a trusted financial 

institution, directing victims to 

fraudulent websites designed 

to capture login credentials or 

card details. Platform staff 

must never request credentials 

via email and users must be 

instructed to verify all URLs 

before entering any 

information.

Vishing

Voice phishing (vishing) 

involves fraudsters calling 

platform users while 

impersonating Tipping Money 

support agents, bank 

representatives, or regulatory 

officials. These callers typically 

create urgency to pressure 

victims into revealing OTPs, 

card numbers, or wallet PINs. 

Tipping Money will never 

request OTPs, passwords, or 

card numbers via inbound or 

outbound telephone calls.

Account Compromise

Account compromise occurs 

when an unauthorized party 

gains access to a Recipient's 

Tipping Money wallet account 

— typically through credential 

stuffing, phishing, or SIM-swap 

attacks. Upon confirmed 

account compromise, the 

platform will immediately 

suspend the affected account, 

freeze wallet balances, and 

initiate a forced credential 

reset before any further access 

is permitted.

Any suspected fraud must be reported immediately to the compliance team at 

support@tipping.money. Do not attempt to resolve fraud cases without compliance team 

involvement. Time-sensitive fraud events may result in irreversible fund loss if not 

escalated promptly.



8. Repatriation of Funds

Where fraud is confirmed and funds remain recoverable within the platform ecosystem, Tipping 

Money will initiate a structured fund repatriation process. Repatriation refers to the process of 

securing affected funds and returning them to the rightful owner — either the Tipper (in cases of 

unauthorized card use) or the legitimate Recipient (in cases of account compromise).

1

Secure Funds

Upon fraud confirmation, all implicated 

wallet balances are immediately frozen to 

prevent further withdrawal or transfer. This 

freeze is applied by the compliance team 

without prior notice to the account holder 

where account compromise is suspected.

2

Investigate & Verify

The compliance team conducts a forensic 

review of transaction records, access logs, 

and device/IP data to confirm the scope of 

fraudulent activity and identify the correct 

beneficiary for returned funds.

3

Obtain Approval

All repatriation instructions require written 

approval from a designated compliance 

authority within Tipping Money. No funds 

may be released from a frozen state without 

dual authorization — one from the 

investigating officer and one from the 

compliance authority.

4

Return Funds

Approved repatriation is executed via the 

original payment method where possible, or 

via a verified bank account provided by the 

verified victim. Repatriation confirmation is 

issued to the recipient in writing within 2 

business days of fund release.

Repatriation of funds to third-party bank accounts requires FICA-compliant identity 

verification of the recipient prior to release. This requirement cannot be waived under 

any circumstances.



9. Timelines

All response and resolution timelines stated in this policy are measured in South African business days 

(Monday–Friday, excluding public holidays) unless explicitly stated otherwise. Tipping Money is 

committed to meeting the following operational timelines across all dispute, fraud, and chargeback 

procedures.

Process Stage Timeline Notes

Dispute acknowledgment 1 business day Written acknowledgment with 

case reference issued to 

complainant.

Initial fraud response 4 business hours Account suspension and wallet 

freeze where fraud is 

suspected.

Dispute investigation 7 business days May be extended to 14 days for 

complex or multi-party cases.

Chargeback representation 

submission

Per card scheme deadline Typically 7–20 calendar days; 

compliance team monitors 

scheme-specific deadlines.

Refund processing (approved) 5–7 business days Subject to Peach Payments 

settlement cycle and issuing 

bank processing time.

Fraud investigation completion 15 business days Extendable by written notice 

where third-party information 

is required.

Repatriation of funds 

(approved)

2 business days post-

approval

Subject to FICA verification 

completion and dual 

authorization.

Written outcome to 

complainant

1 business day post-

resolution

All outcomes communicated in 

writing via email to the 

registered contact address.

Tipping Money reserves the right to extend any investigation timeline where the delay is 

attributable to third-party response times (including issuing banks, card schemes, or law 

enforcement). Affected parties will be notified in writing of any extension within 1 business day 

of the decision to extend.



10. Limitations of Recovery

While Tipping Money endeavors to recover and repatriate funds in all confirmed fraud and error 

scenarios, there are circumstances in which full or partial recovery is not operationally or legally 

possible. The following limitations apply and are acknowledged as final where applicable.

Funds Already Withdrawn

Where a fraudster has successfully 

withdrawn funds from a compromised 

wallet to an external bank account prior to 

the platform's freeze action, Tipping Money 

cannot recover those funds through 

internal controls. Recovery in such cases is 

dependent on law enforcement action and 

inter-bank cooperation, which falls outside 

the platform's operational authority.

Chargeback Disputes Lost

Where a chargeback representation is 

submitted but ruled in favor of the Tipper's 

issuing bank by the card scheme, the 

chargeback outcome is final under card 

scheme rules. Tipping Money has no 

mechanism to appeal a final scheme ruling 

and the associated funds are considered 

irrecoverable through the chargeback 

process.

Expired Dispute Windows

Disputes submitted beyond the 30-day 

reporting window from the original 

transaction date are not eligible for 

investigation or refund processing, unless 

the delayed reporting is itself the result of a 

confirmed fraud pattern (e.g., delayed 

discovery of SIM-swap). Such exceptions 

require compliance authority approval.

Voluntary Transactions

Tip payments made voluntarily by 

authenticated Tippers — where no system 

error, duplication, or unauthorized card 

use is present — are considered final and 

non-recoverable. Dissatisfaction with 

service quality or a subsequent change of 

intent by the Tipper does not constitute 

grounds for fund recovery.

In all cases where recovery is not possible, Tipping Money will provide a written 

explanation of the limitation to the affected party and, where appropriate, will supply 

supporting documentation to assist with any independent legal or law enforcement 

action the affected party may wish to pursue.



Contact Details

For all payment disputes, fraud reports, refund requests, chargeback queries, or general policy 

inquiries, please contact the Tipping Money support and compliance team using the details below. 

All formal disputes and fraud notifications must be submitted in writing to ensure proper case 

registration and tracking.

Tipping Money

Telephone: 011 362 1001

Email: support@tipping.money

Website: www.tipping.money

Physical Address

1 Serengeti Boulevard

The Lakes 3201

Kempton Park

1619

Office hours: Monday – Friday, 08:00 – 17:00 

(SAST), excluding South African public 

holidays.

Response times for written queries submitted via email are governed by the timelines set 

out in Section 9 of this policy. For urgent fraud incidents, please call 011 362 1001 directly 

to initiate an immediate response.

mailto:support@tipping.money
http://www.tipping.money/


Policy Administration

Document Control

This policy is owned by the Tipping Money Compliance 

function and is subject to review no less than annually, or 

immediately upon any material change to payment 

processing infrastructure, card scheme rules, or 

applicable South African regulatory requirements. The 

current version of this policy supersedes all prior versions 

and is effective from the date of publication.

All staff with responsibilities referenced in this policy are 

required to confirm their understanding of its provisions 

upon initial onboarding and at each subsequent annual 

review cycle. Confirmation of understanding is recorded 

in the compliance register maintained by the Tipping 

Money Compliance team.

Governing Framework

Payment Association of South 

Africa (PASA) rules

National Payment System Act 78 

of 1998

Protection of Personal 

Information Act (POPIA)

Visa and Mastercard chargeback 

scheme rules

PCI-DSS compliance standards

South African Reserve Bank 

(SARB) directives

This policy is a live operational document. Any queries regarding its interpretation or application 

should be directed to the Tipping Money Compliance team at support@tipping.money prior to 

taking any action not explicitly covered herein.


