
User Manual
Submitting a complaint for Small Businesses and Charities



Within this tutorial, we will take a look at how you can…

Filing a complaint with FIDReC 2 | 

File a complaint with FIDReC (Small Businesses 
and Charities)



Checklist for filing a complaint
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Before filing a complaint, you must satisfy the 
following requirements:

• You are filing on behalf of a Charity/ Small Business.
• To find out if your charity/ small business qualifies, 

please refer to the Terms of Reference.
• You must contact your Financial Institution (FI) before 

filing a complaint.
• You will need to allow the FI 4 weeks since the date of 

contact with the FI to respond to you.
• It has not been more than six (6) months since the FI’s 

final reply to your complaint.

https://www.fidrec.com.sg/knowledgebase/article/KA-01002/en-us


1 To file a complaint against a 
Financial Institution with us, visit 
our website at www.fidrec.com.sg. 
Select the Log in option on the top 
menu, and log in to your account.

Some helpful tips:
You need an account to file a 
complaint. You can register with 
us using our online Registration 
Form.
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FILE A COMPLAINT WITH FIDREC

Upon clicking “Log In” you will 
be prompted to input an OTP 
that will be sent to the email 
that you used to register. Input 
the OTP and click on “Verify”. 
You will then be redirected to 
your dashboard.
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http://www.fidrec.com.sg/


3 To start the complaint 
submission process, click on the 
“File a new Complaint” button. 
You will then be asked to 
complete a short questionnaire 
about your eligibility to file a 
complaint.

Please select the category that 
best describes the entity you are 
filing a complaint on behalf of:
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FILE A COMPLAINT WITH FIDREC

Small Business Charity

Go to slide 6 Go to slide 7



Select Small Business to this first 
question. 
Click “Next” to proceed to the 
next question. 

If you are representing a Charity 
please proceed to the next page. 
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Select Yes if your organisation 
fulfils the criteria.
Click “Next” to proceed to the 
next question – slide 8.  

4a

5a



Select Charity to this first 
question. 
Click “Next” to proceed to the 
next question.  

Filing a complaint with FIDReC 7 | 

FILE A COMPLAINT WITH FIDREC

Select Yes if your organisation 
fulfils the criteria.
Click “Next” to proceed to the 
next question.  

4b

5b
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FILE A COMPLAINT WITH FIDREC

6 Click on the search button to 
bring up the Financial Institution 
Search window.



If the FI you have searched is a 
registered member in our 
database, it should appear as a 
search result. Tick box next to 
the correct FI and Category 
Name and then click on “Select” 
to proceed. 
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Some helpful tips:
Adding an * in front or behind of 
the search text will display a 
wider range of searches related 
to the keywords in your search.

Type in the name of the FI you 
wish to search for and click the 
search button to initiate the 
search. 

8a



If the FI you have searched is NOT 
a registered member in our 
database, an error message will 
be displayed.

Close the form and select “Can’t 
find your Financial Institution”. 
Click “Next” to proceed.
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Some helpful tips:
The Institution’s agreement is 
required before FIDReC can 
process your complaint. For FIs 
not registered with FIDReC, 
please obtain the agreement and 
you may submit an enquiry for us 
to assist you further.

8b



Click “Next” to proceed to the next 
question. 
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Select Yes to this question only if 
you have contacted your FI 
regarding the complaint. 
Click “Next” to proceed to the 
next question.  
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Select Yes to this question only if 
it has been 4 weeks since you 
contacted your FI about your 
complaint, or if your FI has 
replied with an unsatisfactory 
offer. Click “Next” to proceed to 
the next question.  

Select No to this question only 
if it has been less than 6 
months since your FI’s Final 
Reply. Click “Next” to proceed 
to the next question.  
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After completing the evaluation, 
you can lodge a claim with us. 
Click “Proceed to file your 
complaint ” to fill in the Dispute 
Resolution Form.
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In order to submit the complaint, you need to fill up the following sections … 
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Select Financial Institution 15

Policy and Product Information 16

Case Description 18

Upload Documents 19

Terms and Conditions 21



1 You will be directed to the Case 
Details page where you are 
required to fill in the details of 
your complaint.

FILE A COMPLAINT WITH FIDREC – SELECT FINANCIAL INSTITUTION
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2 In the Financial Institution 
section, click the dropdown under 
“My Complaint is against” field to 
choose what kind of FI you’re 
raising a complaint against. 

Some helpful tips:
You can still make changes to the 
FI that you would like to raise a 
complaint against in this section



FILE A COMPLAINT WITH FIDREC – POLICY & PRODUCT INFORMATION
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3 In the next section, to add the 
policy/ product information, 
select “Add a Policy/Product”.

4 A pop-up will appear. Select 
“OK” to close the pop-up.



FILE A COMPLAINT WITH FIDREC – POLICY & PRODUCT INFORMATION
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5 Select the “Type of Account / 
Policy / Product” from the 
dropdown accordingly.

6 Select the “Account / Policy / 
Product” accordingly.

7 Fill in the details of the policy 
accordingly.

8 For claims that are Monetary 
and Monetary & Non-Monetary, 
please include the amount you 
wish to claim



Please furnish the information 
of your case with the relevant 
details. The more information 
we have, the better our case 
managers can understand your 
case.

FILE A COMPLAINT WITH FIDREC – POLICY & PRODUCT INFORMATION, CASE DESCRIPTION
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You may continue to edit / 
delete the policy and product 
information that you have 
created.



FILE A COMPLAINT WITH FIDREC – UPLOAD DOCUMENTS 
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11 You are encouraged to upload 
documents that will support your 
case. Click on the “Add 
Document” button to add more 
documents. You can still proceed 
to file a complaint without 
additional documents. To add 
more documents, refer to the 
next page.



In the pop-up window, enter your 
document name and select the 
appropriate type of document 
from the Type of document 
dropdown list. Then, to choose a 
file from your computer, click
“Choose File” to select the 
document and click “Submit”.                            

FILE A COMPLAINT WITH FIDREC – UPLOAD DOCUMENTS 

Your chosen file should now be 
displayed under the Upload 
Document row.
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Some helpful tips:
You can add more than one 
document by repeating the 
process.
You may change/edit the 
document after uploading it.



FILE A COMPLAINT WITH FIDREC – TERMS AND CONDITIONS
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Please read our terms and 
conditions and click on each box 
to acknowledge that you accept 
the terms. You may select on 
“Select As Draft” to save a draft 
and continue the form later. 
Once completed, click on 
“Submit” to submit the form. 
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After your complaint has been 
submitted, you will be shown 
this success message on the 
portal.

FILE A COMPLAINT WITH FIDREC

You have successfully submitted 
your dispute! This case should 
now be visible on your user 
dashboard. 
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You will receive a confirmation 
email from us with your case 
number. Please check your Junk 
or Spam folder if you do not see 
the email.
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Thank you!
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