
2 Stage Complaint Resolution Process for Financial Consumers under 
CBSL Financial Consumer Protection Framework

Lodge your complaint with the Financial Service Provider* (FSP)
(Easiest way to reach an early settlement)

Refer the complaint to FCRD for CBSL intervention to 
reach an amicable settlement with FSP

STEP 1

Obtain a copy of Complaint 
Submission Form (CSF) from the 

CBSL website 
https://www.cbsl.gov.lk/fcrd

Submit the 
written complaint 

to FCRD

Aggrieved
Customer

Lodge your 
complaint to FSP

Letter | Email
Fax | Verbally

FSP inquires/ 
investigates the 

complaint

Satisfied with 
the FSP resolution

Complaint Resolved

Complaint
Resolved

Satisfied with the 
FSP resolution

Still Dissatisfied?

Dissatisfied with 
the FSP resolution

FSP provides
resolution to 

your complaint 
within a 

reasonable time

Satisfied Customer Complaint Resolved

Alternative redress 
mechanisms available 

to the customer

STEP 2

FCRD assigns a 
reference number 
& acknowledges 

the customer 

STEP 3

FCRD/ CBSL refers the 
complaint to the FSP 

with instructions / 
comments for an 

amicable resolution

STEP 4

FSP provides 
resolution to 

your 
complaint 

STEP 5

Inform to FCRD 
with latest 

position 
through

CSF

STEP 6

Further review/ 
investigation by 

FCRD

STEP 8

FSP 
reconsiders 

and provides 
a resolution

STEP 7

Inform the FSP of FCRD 
findings with 

necessary 
instructions/ 

recommendations to 
resolve the complaint

If the action(s) of FSP in question is 
non-compliant with the legal and regulatory 
requirements about the complaint, such 
non-compliances will be escalated for 
necessary regulatory actions.

For any inquiries/ clarifications on your complaint
Financial Consumer Relations Department

 Hotline  1935/ 0112-477966          fcrd@cbsl.lk        0112477744        www.cbsl.gov.lk/fcrd

Stage 1

Stage 2 

Refer to Financial Ombudsman 
for an out of court settlement

Refer to law enforcement 
authorities (Eg: Police)

Refer to Credit Council

Refer to Debt Conciliation Board

Refer the complaint to FCRD for 
CBSL intervention to reach an 
amicable settlement with FSP

Opt for other alternative 
redress mechanisms

(Given in stage 1)

Request the FCRD to revisit 
FSP decision

If the resolution is not acceptable, you may 
seek legal advises and initiate legal actions. 

(This is possible at any stage of the 
resolution process)

FCRD may not attend to below complaints involving,

• Cases where legal actions were initiated

• Matters older than 3 years

• Companies/ businesses not regulated by CBSL

• Insufficient information/ Incomplete CSF

(Such instances will be communicated to the complainant 
promptly)

*List of FSPs under CBSL Purview - https://www.cbsl.gov.lk/en/authorized-financial-institutions

https://www.cbsl.gov.lk/en/authorized-financial-institutions

