SUNRISE Transaction

Dispute Guide

Follow the steps below through your Online Banking Account to see the status of disputes made at a
branch location or to initiate an ATM transaction dispute.

Step 1: Initiate the Dispute Process
Either at Account Level or Transaction Level

Account Level
Once you are in the account view for the transaction you would like to dispute, select the ‘Options’ hyperlink in the top-right
corner and choose ‘Dispute Transactions.’
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Transaction Level
Once you have gotten to the individual transaction you would like to dispute, select the ‘Options’ hyperlink within the
transaction and choose ‘Dispute Transactions.’
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Once you have selected ‘Dispute Transactions,” a popup window will appear within the online banking portal where
you can confirm you would like to dispute the transaction.

® Dispute transactions

Please verify that each selected transaction Is a payment you wish to dispute. By disputing a transaction, you are
stating that the transaction is unauthorized or fraudulent, or that the goods or services purchased were not
received or were substantially different than described.

After reviewing each transaction selected for dispute, continue by selecting "Dispute transactions.
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Step 2: Choose Transactions to Dispute
Once you have confirmed you would like to start a transaction dispute, you will be able to select the transaction(s) by
clicking the checkboxes next to the transaction date.

Note:
You will only have the checkbox option on transactions that are able to be initiated online. If you need to dispute a transaction
that does not have a checkbox, please call us at (651) 265-5600.

Once you have selected the correct transactions, click the ‘Dispute Transactions’ button at the bottom of the page.
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Step 3: Confirm Transactions
Once you have chosen which transactions to dispute, you will see these transactions listed as Transactions to dispute.
If these are the correct transactions, click ‘Continue Dispute’.
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Step 4: Finalize Dispute

You will need to answer a series of questions about the dispute to continue in the process. Once you have answered
these questions, click ‘Submit Dispute’ and you will receive a confirmation page that the dispute has been
successfully submitted.

You will be able to see the status of your dispute by logging back into your Online Banking Account (see the next pages
for more information on dispute statuses).
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Dispute Statuses

Once a dispute has been initiated either online or in person at a branch, you will be able to track the
status of your dispute online. Disputed transactions are marked with a red flag on the transaction
level. You can click the transaction to see the current status of your dispute.

» Pending: The dispute has successfully been submitted. You will be able to see the date the dispute originated.
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« Under Review: The Bank has acknowledged the dispute and has begun the dispute process.
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o Action Required: There is an action required of you to continue the dispute process. This action item will be sent
to your email from Disputes@SunriseBanks.com.
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o Accepted (Closed): The Bank has approved the dispute and you will be refunded for the transaction. Once
approved, you will receive a letter in the mail detailing the approval.
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« Denied (Closed): The Bank has denied the dispute. You will receive a letter informing you of the denial and the
reasoning behind it.
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