
Complaint to commence proceedings 
 

is submitted to the Financial Arbitrator, a free-of-charge 
state-established body for the out-of-court resolution of 
consumer disputes in the financial market, authorized to 
decide disputes according to Sec. 1 of the Act No. 
229/2002 Coll., on Financial Arbitrator, as amended, via 
the Office of the Financial Arbitrator, government 
agency,  address: Legerova 1581/69, 110 00 Prague 1,  
phone: +420 257 042 094,  
e-mail: arbitr@finarbitr.gov.cz,  
website: https://finarbitr.gov.cz,  
data box: qr9ab9x   

  PLEASE DO NOT FILL IN:  

 
 
 
 
 
 
 
 
 

 

 

Parties to the proceedings  

If you have entered into multiple contracts with different institutions, you must file a 
complaint to initiate proceedings against each institution separately. 
 

1. Complainant (consumer) 
 

Name and surname   

Date of birth  

Address (address, city, ZIP code, 
country)  

 

Contact address if different from 
the address of residence 
(address, city, ZIP code, country) 

 

Phone number*  

E-mail*  

Data box**  

Complainant's representative if the 
Complainant has one*** (name, 
surname, contact address, phone 
number, e-mail) 

 

* 05 and 06 – non-compulsory data, however you may expedite the proceedings if you fill these fields in 
** 07 – applicable to Czech residents only 
***08 – the complainant is not required to have a representative 
 

2. Institution against which the complaint is filed – legal person (e.g. a 
company) or an individual 

 

Name of the legal person / name 
and surname of the individual 

 

Identification number   

Address (address, city, ZIP code, 
country) 

 
 

 

mailto:arbitr@finarbitr.gov.cz,
https://finarbitr.gov.cz/


Admissibility of the Complaint (Procedural Requirements) 

I declare: 
I am the consumer (I am not the institution in this dispute); 
I have issued a written request to the institution for corrective action; 
I have not filed a lawsuit with the court regarding the same matter; 
I have not filed a statement of claim with an arbitration court or an arbitrator regarding the 
same matter; 
I have not entered into an out-of-court settlement agreement with the institution regarding 
the same matter; 
I am aware that the Financial Arbitrator's award shall be binding. 

 
Complete and comprehensible description of the case 
 

In your own words, describe what happened including when, where, and how. 
Try to explain which contractual or legal obligations the institution failed to fulfil in 
relation to you, and how you believe you have been harmed. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Statement of the Claimant's Demands 
 

For example, the Financial Arbitrator may order an institution to pay you the funds to 
which you are entitled to for various reasons (such as an invalid contract or 
contractual provision, a violation of the law, compensation for damages, etc.), 
including interest on late payments; or the Financial Arbitrator may rule that the 
contract you entered into with the institution, or certain provisions thereof—
including various methods of terminating the contract—are invalid. 
The Financial Arbitrator may order the institution to bring the account into good 
standing. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Amicable resolution of the dispute 

The Financial Arbitrator is required to seek an amicable resolution of the dispute. 

An amicable resolution of the dispute does not need to correspond to the request 
for how the Financial Arbitrator should rule. 

It may reflect the consumer’s willingness to reach an agreement more quickly, without a 
ruling on the merits of the case and without the possible judicial review. For example, an 
amicable resolution of the dispute may consist of a request for compensation in the 
amount of x%, etc. 

 

 

 

 

 

 

 

 

 



Evidence or designation of evidence 
 

Please identify and attach all the evidence to the dispute you have at your disposal. For 
those that are not in your possession, but you know of their existence, write down you don't 
have them at your disposal, because you can't find the evidence, or because someone else 
possesses them. 
The evidence may particularly consist of the contract (for example the contract including 
annexes, terms and conditions, schedule of fees or price list, contract termination notices, 
loan calls for immediate repayment, payment demands, documented communication 
between the Complainant and the Institution, proof of repayment, recordings of phone calls, 
etc.). However, it may also include witness testimony or expert opinions (you must identify 
the witness by name and address, preferably also by date of birth and their relationship to 
you as the claimant). 
It is always necessary to submit proof that the consumer requested the institution to 
remedy the situation and that the institution refused to do so (if the institution did not 
respond, only the request for remedy and proof of its submission need be provided). 
If the consumer is represented in the proceedings, a written power of attorney must 
be submitted; the signatures on the power of attorney do not need to be officially 
certified. 

 
 
 
 
 
 
 
 
 

 
 
 

 

Jurisdiction of the Financial Arbitrator 
 

Remember the Financial Arbitrator is authorized to decide disputes between the consumer 
and a financial institution, specifically between a consumer and a: 

a) payment service provider arisen in connection with offering and providing payment 
services; 

b) electronic money issuer arisen in connection with issuing and reverse exchange of the 
electronic money; 

c) creditor or intermediary arisen in connection with the offering, providing or mediation of 
the consumer credit or other credit, loan or other financial service; 

d) person managing or administering a collective investment fund, or offering an investment 
in the collective investment fund or in a comparable foreign investment fund arisen in 
connection with managing or administering the collective investment fund, or with offering 
an investment in the collective investment fund or a comparable foreign investment fund; 

e) insurance company or insurance intermediary arisen in connection with the offering, 
providing or mediation of the life insurance; 

f) money exchange provider arisen in connection with the money exchange; 
g) building savings bank or intermediary arisen in connection with the offering, providing or 

mediation of the building savings; 
h) investment firm, tied agent, collective investment fund or foreign collective investment 

fund manager or investment intermediary when providing investment services or 
investment activities under sec. 11(1)(c) to (f) of the Act on Investment Companies and 
Investment Funds; 



i) person which maintains an account other than payment account when maintaining the 
account other than payment account; 

j) beneficiary of a fixed lump-sum deposit when accepting or returning the fixed lump-sum 
deposit, 

k) pension company or pension intermediary arisen in connection with the offering, providing 
or mediation of the state-contributory supplementary pension insurance; 

l) pension company or pension intermediary arisen in connection with the offering, providing 
or mediation of the supplementary pension savings; 

m) person providing or distributing a pan-european personal pension product arisen in 
connection with the providing or distribution of the pan-european personal pension 
product; 

n) a person providing  the exchange of currency which is offered the payer before the 
commencement of a payment transaction through a cash machine or at the point of sale 
of goods or provision of services arisen in connection with providing the exchange of 
currency; 

o) the provider of a long-term investment product when providing that product; 

p) person providing services related to crypto assets within the scope of the directly 
applicable regulation of the European Union regulating crypto asset markets in providing 
services related to crypto assets.  

Rules of proceedings before the Financial Arbitrator and 

instructions on reviewability of decisions 

The Financial Arbitrator proceeds in the proceedings in accordance with the Act on the 

Financial Arbitrator and Act No. 500/2004 Coll., Administrative Code, as amended. 

Proceedings can only be initiated at the request of the consumer. Proceedings are initiated 

by delivery of a complaint to commence proceedings. The procedure is free of charge for the 

consumer as the claimant, regardless of the outcome of the dispute, and the consumer does 

not need to be legally represented in it. 

The Financial Arbitrator always strives for an amicable settlement of the dispute. If an 

amicable settlement of the dispute cannot be reached, the Financial Arbitrator will decide on 

the matter by issuing an award. The Financial Arbitrator shall make a decision to the best of 

her knowledge and conscience, impartially, fairly and without delay and only on the basis of 

facts established in accordance with the Financial Arbitrator Act and special regulations. The 

Financial Arbitrator is obliged to proceed in such a way that the facts of the matter are 

established beyond reasonable doubt and an objective decision can be made in the matter. 

In the proceedings, the Financial Arbitrator, after the claimant removes any defects in the 

proposal that prevent the discussion of the dispute, invites the institution against which the 

proposal is directed to comment on the proposal and submit the necessary documents. It is 

not excluded that the Financial Arbitrator in the proceedings calls on the claimant and the 

institution repeatedly or to supplement the submitted statements or documents, or to call on 

third institutions or persons. At the same time, it is not excluded that any party to the dispute 

may request an extension of the set period in the proceedings, even repeatedly. 

If the Financial Arbitrator makes a decision on the matter, he will issue an award within 90 

days from the collection of all the documents necessary for the decision (that is, not from the 

start of the proceedings). If, in particularly complex cases, due to the nature of the matter, it 

is not possible to make a decision even within this period, the period will be extended 

appropriately, by a maximum of another 90 days. Both the claimant and the institution can 

file reasoned objections against the award, which are again decided by the Financial 

Arbitrator. The Financial Arbitrator's decision on objections to the award is final. Upon service 

of the decision on the objections on the parties to the dispute, both the award and the 



decision on the objections become final and enforceable. In case of disagreement with the 

Financial Arbitrator's final decision on objections, both the claimant and the institution may 

file a lawsuit in the general court within two months of receiving the Financial Arbitrator 's 

decision on objections. The litigants are the claimant and the institution, and if the court 

considers the dispute the same as the Financial Arbitrator, it will dismiss the claim as without 

merit and the decision of the Financial Arbitrator will remain intact, i.e. final and enforceable. 

Otherwise, the court proceedings are governed by the principle of success in the matter, i.e. 

the party to the proceedings who was successful in the proceedings has the right to 

reimbursement of the costs of the proceedings from the party who lost the dispute. 

Signing and submitting a complaint to commence proceedings 

Print the completed proposal, sign it by hand and send it by post or deliver it in 
person to the Office of the Financial Arbitrator, Legerova 1581/69, 110 00  Prague 1. 

You can also send the proposal as a data message from your individual data box 
to the Financial Arbitrator's data box: qr9ab9x. 

If you hold a qualified electronic signature certificate, you can also send a proposal 
signed with a recognized electronic signature to an e-mail address 

arbitr@finarbitr.gov.cz. 

DO NOT scan a hand-signed proposal and DO NOT email a completed complaint 
without signing it with a recognized electronic signature, or DO NOT use a third-
party or company mailbox to send the complaint. 

 

In _______________________                                          On __________________ 

 

 

________________________ 

Signature of the claimant or his representative 

 

 

mailto:arbitr@finarbitr.gov.cz

