
User Manual
Evaluating eligibility of a complaint



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

Filing a complaint with FIDReC | 2

CHECK IF YOU ARE ELIGIBLE TO FILE A COMPLAINT 
WITH FIDREC 3



CHECK IF YOU ARE ELIGIBLE TO FILE A COMPLAINT WITH FIDREC

1 You do not need to log in or 
create an account to check the 
eligibility of your complaint. You 
can simply click on the

button on 
the home page to be directed to 
the form that will get you started 
on your process.

Some helpful tips:
However, after you have checked 
that you are eligible and wish to 
file a complaint, you will need to 
create an account. 
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We will now be asking you a 
series of questions to evaluate if 
you are eligible to file a 
complaint with us. 

Select Yes to this first question 
as only individuals or a sole 
proprietor are eligible to file a 
complaint with us. Click
to proceed to the next question.  

Some helpful tips:
If you were to select No, this 
message will appear instead as 
our services are only available to 
individuals or sole proprietors. 
You may still submit an enquiry if 
you require further assistance. 
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Next, we need to verify if the 
Financial Institution (FI) you 
want to lodge a complaint 
against is registered with FIDReC.

Click on the         button to bring 
up the FI Search window. 
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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
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6 Type in the name of the FI you 
wish to search for and click the

button to initiate the search. 

7 If the FI you have searched is a 
registered member in our 
database, it should appear as a 
search result.     Tick to select the 
FI and then click the            button 
to select the FI. 



8 Please ensure that your selected 
FI appears in the Financial 
Institution Complained Against 
field. Click              to proceed.

Some helpful tips:
If you select                                      , 
this message will appear instead 
as we are only able to process 
complaints against FIs who are 
registered with us. You may still 
submit an enquiry if you require 
further assistance. 
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9 Select Yes to this question only if 
you have contacted your FI 
regarding the complaint. 
Click            to proceed to the 
next question.  
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Some helpful tips:
If you were to select No, this 
message would appear instead. 
The details of the FI you wish to 
log a complaint against will be 
provided, and you can reach out 
to them via those methods.
You may still submit an enquiry if 
you require further assistance. 
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Select Yes to this question 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            to proceed to 
the next question.  

Some helpful tips:
If you were to select No, this 
message will appear instead.
You may still submit an enquiry if 
you require further assistance. 
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Select No to this question only 
if it has been less than 6 
months since your FI’s Final 
Reply. Click             to proceed to 
the next question.  

Some helpful tips:
If you were to select Yes, this 
message will appear instead.
You may still submit an enquiry if 
you require further assistance. 
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After answering all the previous 
questions, you are eligible to 
lodge a complaint with us and 
will be shown this message if 
you are not already logged in. If 
you have already registered an 
account with FIDReC, click
to proceed to the next step: 
Filling in the complaint form. 
Otherwise, click                 , 
followed by                                   to 
proceed to :  Registering as a 
complainant
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Thank you!


