What can FDRS help with?
FDRS will help resolve disputes about any
unfair practices or breaches of code of conduct
or contract, statutory obligation or any other
legal obligation in your dealings with an FSP.
The FSP must be a member of FDRS for us to consider
your complaint.
The maximum compensation we are able to award is $200,000.
Our dispute resolution process doesn’t cover:

• the performance of financial investments
• fees or general policies and practices (unless there is a
dispute about how these have been applied)

• disputes that haven’t gone through the FSP’s own complaint
process yet

• disputes that have been heard or settled in court

FDRS is available for consumers and small
businesses. Complaints can be made by phone,
online at www.fdrs.org.nz or complaint forms
can be downloaded and completed by hand.
The organisation being complained about must be a
member of FDRS.
Make your complaint to FDRS in the first instance. We
will discuss the issue with you and guide you in making a
formal complaint to your provider who must be given an
opportunity to resolve the issue before FDRS can formally
manage a resolution in its dispute process.
FDRS is owned and operated by FairWay Resolution Limited.
For more information about FairWay, see
www.fairwayresolution.com

If you’re not sure whether your complaint is covered by FDRS,
call us on 0508 337 337
The FDRS service can be used by individuals and smallto-medium businesses (those with fewer than 20 full-time
employees or the equivalent).

How to contact us
0508 337 337
enquiries@fdrs.org.nz
www.fdrs.org.nz
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What is Financial Dispute
Resolution Service?
Financial Dispute Resolution Service (FDRS)
is an independent service you can use if you
have a complaint about your financial service
provider (FSP).

How do I make a complaint?
If you have an unresolved issue with your
financial service provider, we encourage
you to call FDRS on Freephone 0508 337 337
If the FSP is registered with us, we will discuss the issue with
you and guide you to make a formal complaint to your FSP.

The complaints and dispute resolution service is
free to consumers.
For full details of the Scheme Rules and a full
description of the jurisdiction and process of
making a complaint, go to www.fdrs.org.nz

We are here to make it easier for consumers and financial
organisations to resolve their disputes and move forward.

Your FSP must be given the opportunity to resolve your
issue first. If they cannot resolve your complaint, you can
seek a resolution with FDRS.

All FSPs are required by law to register with a dispute
resolution service. FDRS is one of these services.

We will work with you and the FSP to try to reach an
agreement to settle the matter as quickly as possible.

0508 337 337

You can find out whether your FSP is registered with FDRS
by checking the complete list of scheme members on our
website: www.fdrs.org.nz

If no agreement can be reached, we will recommend a
settlement or if necessary, come to a final decision which is
binding on the FSP if you agree with it. If you are unhappy
with the decision, you can still take your complaint to another
tribunal, such as a court.

enquiries@fdrs.org.nz
www.fdrs.org.nz

How does it work?
1. Make a formal complaint to FDRS on 0508 337 337

YOU

You have a complaint about your financial service provider

FINANCIAL DISPUTE RESOLUTION SERVICE

Contact FDRS free on 0508 337 337 or visit our website
www.fdrs.org.nz. We will discuss the issue with you, guide
you through the process to make a formal complaint to your
financial service provider (FSP)

Your financial service provider will endeavour to resolve your
complaint with you through their complaints handling process.
If you cannot agree on a resolution a deadlock notice will
be issued

DEADLOCK

NO

2. FDRS checks to ensure your complaint is within jurisdiction
and confirm deadlock with your financial service provider

IN
JURISDICTION?

NO

DISPUTE CANNOT BE
RESOLVED AT FDRS

3. FDRS starts discussion with you and your financial service
provider to try and get a resolution by way of facilitation
or mediation

NO

YES

DISPUTE RESOLVED

NO

Contact FDRS first 0508 337 337
Your financial service provider must have a complaint handling
process and belong to an independent dispute resolution scheme.

DISPUTE RESOLVED

YES

WAS THIS
SUCCESSFUL?

The FDRS process is finished. If you are not happy with
the decision you can take the matter to court or the
Disputes Tribunal

YES

WAS THIS
SUCCESSFUL?

4. An independent adjudicator makes a preliminary, then
final decision

YES

DISPUTE RESOLVED

Definition of a complaint – ISO10002
‘Any expression of dissatisfaction made directly or indirectly, explicitly
or implicitly to an organisation or its staff about the organisation, its
products, services, staff or the complaint handling system itself ’.

