REPUBLIQUE
FRANCAISE . H H
RANE =-. Service Public
JLE'ZJZ‘Z L4 ’0 Vos droits et démarches plus simplement

Fraternité

This page has been automatically translated. Please refer to the page in French if needed.

Banking Ombudsman: how to use it?
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You have a dispute with your bank and you couldn't settle it alone?
You can enter the bank ombudsman. It shall seek, within a short period of time, solutions to resolve the dispute.
Here's the information you need to know.

When to contact the banking ombudsman?

You can contact your bank's ombudsman if you encounter difficulties about the services it provides to you (application of account
agreements (https://www.service-public.gouv.fr/particuliers/vosdroits/F2909?lang=en) , for example).

The possibility of entering the mediator is only open to you if you are a natural person and that you're not acting for a professional
purpose.

Before you go to the mediator, you should try to resolve the dispute with your regular bank advisor.

If this is not enough, you should contact your bank's customer service, preferably by registered letter with acknowledgement of
receipt. Contact details for customer service are available on your bank's website.

If you are not satisfied with the answer or if you do not receive a reply within 2 months (15 days for a dispute regarding a payment
service), you can contact the mediator.

You must prove that you have tried to resolve the dispute with your bank before going to the mediator. Otherwise, your request for

mediation will not be processed.

How to contact the banking ombudsman? ~

You can enter the Ombudsman on the Internet or by mail.

On the Internet

You must enter the mediator in charge of your bank on its website.

Find a bank ombudsman (https://www.service-public.gouv.fr/particuliers/vosdroits/R52963)

By mail

You must send the mail to the mediator in charge of your bank, at the address indicated on your bank's website.
You can use the following letter template:

Refer to the Ombudsman of his bank (https://www.service-public.gouv.fr/particuliers/vosdroits/R10195)

Is recourse to the banking ombudsman free of charge? ~

Yes, recourse to the banking ombudsman is free.

How does the banking ombudsman respond to your request? ~

After contacting the mediator, you will receive a notification the admissibility of your action.

The Ombudsman must reply to you within a maximum of 90 days after such notification.
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In the case of a very complex dossier, additional time may be required. You are then informed by the Ombudsman.
During mediation, you may be assisted by a lawyer (at your own expense) or a person of your choice.
The Ombudsman is independent. They provide a solution proposal that will allow you and your bank to resolve the dispute.

You or your bank are free to decide whether to accept the proposed solution. It may be different from the decision that would be
rendered by a judge. The mediator sets a time limit within which you must accept or reject his proposal.

FYI

You may withdraw from mediation at any time.

What if the banking ombudsman's solution is not right for you?

If you are not satisfied with the solution proposed by the Ombudsman, you can take the matter to court.

Please note

Recourse to the ombudsman shall suspend the period of 2 years during which you can take legal action. The period shall resume
from the moment the mediator submits his proposal for a solution.

The competent court depends on the sums involved in the dispute.

e For a case less than or equal to €10,000, it is the local court or the judicial court.
¢ For a case greater than €10,000No, it's the court.
Who shall | contact

Judicial Tribunal [ (http://[www.annuaires.justice.gouv.fr/)

You must file a complaint with the court of the place where the bank has its registered office.
Who can help me?

Find who can answer your questions in your region

Info Service Savings Bank Insurance [ (https://www.abe-infoservice.fr/qui-sommes-nous/nous-contacter)

Statute and miscellaneous references
Monetary and Financial Code: Article L316-1 (https://www.legifrance.gouv.fr/codes/id/LEGISCTA000027007572?lang=en)

Recourse to the banking ombudsman
Consumer Code: Articles L612-1 to L612-5 (https://www.legifrance.gouv.fr/codes/id/LEGISCTA000032224807/?lang=en)

Consumer Dispute Mediation Process
Consumer Code: Articles L616-1 to L616-3 (https://www.legifrance.gouv.fr/codes/id/LEGISCTA000032224764/?lang=en)

Consumer information and assistance

Consumer Code: Articles R612-1 to R612-5
(https://www.legifrance.gouv.fr/codes/section Ic/LEGITEXTO00006069565/LEGISCTA000032808326/#LEGISCTA0000328083267?

lang=en)

Consumer Dispute Mediation Process
Consumer Code: Articles L614-1 to L614-5 (https://www.legifrance.gouv.fr/codes/id/LEGISCTA000032224786?lang=en)

Ombudsman's website

Online services and forms
Refer to the Ombudsman of his bank (https://www.service-public.gouv.fr/particuliers/vosdroits/R10195?lang=en)

Document template

FAQ

What is a bank account agreement? (https://www.service-public.gouv.fr/particuliers/vosdroits/F2909?lang=en)
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Additional topics

Settle a dispute with your bank
(https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/banque-comment-regler-un-litige?
lang=en)

Supervisory and Resolution Authority (ACPR)

What to do if you have a dispute with your insurer or banker?
(https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/que-faire-en-cas-de-litige-avec-votre-
assureur-votre-banquier-ou-votre-intermediaire-financier-video?lang=en)

Supervisory and Resolution Authority (ACPR)
The banking ombudsman (https://www.economie.gouv.fr/particuliers/litige-banque-mediateur?lang=en)

Ministry of Economy



https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/banque-comment-regler-un-litige?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/banque-comment-regler-un-litige?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/banque-comment-regler-un-litige?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/banque-comment-regler-un-litige?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/banque-comment-regler-un-litige?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/que-faire-en-cas-de-litige-avec-votre-assureur-votre-banquier-ou-votre-intermediaire-financier-video?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/que-faire-en-cas-de-litige-avec-votre-assureur-votre-banquier-ou-votre-intermediaire-financier-video?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/que-faire-en-cas-de-litige-avec-votre-assureur-votre-banquier-ou-votre-intermediaire-financier-video?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/que-faire-en-cas-de-litige-avec-votre-assureur-votre-banquier-ou-votre-intermediaire-financier-video?lang=en
https://www.abe-infoservice.fr/vos-demarches/formuler-une-reclamation-aupres-dun-organisme/que-faire-en-cas-de-litige-avec-votre-assureur-votre-banquier-ou-votre-intermediaire-financier-video?lang=en
https://www.economie.gouv.fr/particuliers/litige-banque-mediateur?lang=en
https://www.economie.gouv.fr/particuliers/litige-banque-mediateur?lang=en
https://www.economie.gouv.fr/particuliers/litige-banque-mediateur?lang=en

