
Complaints Against Other Institutions

The Division cannot address complaints against 
national banks, federal savings and loan 
associations/savings banks, or federal credit 
unions.  

If your complaint is with a national bank (has the 
word “national” in its name or the letters “N.A.” 
after the name), please forward it to:
 
  Customer Assistance Group
  Comptroller of the Currency
  1301 McKinney Street, Suite 3710
  Houston, TX  77010
  800-613-6743
  E-mail:  Customer.Assistance@occ.treas.gov
  Internet:  www.occ.treas.gov

If your complaint is with a federal savings and 
loan association or savings bank (may have the 
word “federal” in its name or the letters “FSB” 
after the name), please forward your complaint to:

  Manager of Consumer Programs
  Office of Thrift Supervision
  Harborside Financial Center
  Plaza Five, Suite 1600
  Jersey City, NJ 07311
  800-253-2181
  E-mail:  consumer.complaints@ots.treas.gov
  Internet:  www.ots.treas.gov

To file a complaint against a federal credit union 
(may have the word “federal” in its name), please 
contact:

  National Credit Union Administration
  1775 Duke Street
  Alexandria, VA  22314-3428
  703-518-6300
  Internet:  www.ncua.gov 

Other Regulatory/Reporting Agencies

Federal Deposit Insurance Corporation
Division of Compliance and Consumer Affairs
550 17th Street NW
Washington, DC  20429
877-275-3342
e-mail:  consumer@fdic.gov
www.fdic.gov

Federal Reserve Board
Division of Consumer and Community Affairs
MS 803
20th and C Streets, NW
Washington, DC  20551
202-452-3000
www.bog.frb.fed.us

For victims of identity theft:

National Fraud Information Center
800-876-7060
www.fraud.org or www.consumer.gov/idtheft
877-438-4338

For information on credit counseling agencies:

Federal Trade Commission
Consumer Response Center
6th and Pennsylvania Avenue, NW
Washington, DC  20580
877-382-4357
e-mail:  consumerline@ftc.gov
www.ftc.gov

Credit Reporting Agencies:
Equifax (800-997-2493)
www.equifax.com

Experian (888-397-3742)
www.experian.com/consumer/index/html

TransUnion (800-888-4213)
www.transunion.com
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The Division of Financial Institutions (“Division”) 
is one of the eight divisions of the Ohio 
Department of Commerce. Among its 
responsibilities is to regulate Ohio-chartered 
banks, savings and loans, savings banks, and 
credit unions. The Division serves Ohio’s citizens 
by preserving the safety and soundness of Ohio’s 
financial services industry. It serves 
state-chartered financial institutions through firm, 
but fair supervision and regulation. 

Our Mission Statement is "to serve Ohio by 
proactively supervising the financial services 
industry through the teamwork of a diverse, 
highly-skilled, professional staff."

CONSUMER QUESTIONS

If you have questions regarding procedures/ 
policies of your financial institution, we suggest 
you:

Review loan or deposit contracts or fee  
   schedules
Contact your institution for clarification
Review the Frequently Asked Questions on 
    the Division’s web site

The Division cannot provide any information as to 
the financial or managerial soundness of a 
particular institution.  It also cannot provide any 
ratings or information discovered in the 
examination process.  

The FDIC does provide financial information for 
banks and savings banks on its web site FDIC.gov 
under the Industry Analysis, Bank Data and 
Statistics tab.

CONSUMER COMPLAINTS

The Division welcomes the opportunity to assist 
consumers who have experienced difficulties 
when conducting business with Ohio state-
chartered depository institutions.  Our goal is to 
help you resolve your problem as quickly and 
efficiently as possible. To that end, we strongly 
encourage the consumer and the company to 
settle their disputes directly. 

While the Division is interested in assisting you, 
please be advised that we cannot resolve 
contractual disputes, undocumented factual 
disputes between a financial institution and a 
customer, or disagreements about policies and 
procedures.  We cannot act as an advocate or 
ombudsman on your behalf, and cannot conduct 
detailed investigations of individual complaints or 
give you legal advice.  

A list of frequently asked questions is located on 
our web site.  This list provides helpful information 
about the complaint process. 

It is very important that you first contact 
someone with authority at the financial institution 
(i.e., a member of senior management or a 
consumer complaint representative) in an attempt 
to resolve your complaint or your question.  In 
order to assist you, a list of contact persons for 
each state-chartered institution can be found on 
the Division’s web site www.com.ohio.gov/fiin.  

Written complaints to the Division may help 
consumers resolve problems with an 
Ohio-chartered financial institution.  We must have 
the complaint in writing prior to any action being 
taken.

What we will do for you

You may file written consumer complaints with 
the Division against regulated institutions within 
the Division’s jurisdiction.  

Upon receipt of your complaint, a letter from the 
Division will be sent to the financial institution, 
requesting a response to you within 30 days. The 
institution is asked to provide the Division with a 
copy of its response.

The response from the financial institution 
should either resolve the matter or state why it 
cannot be addressed within this timeframe. 

If a response is not forthcoming, as requested, a 
reminder letter will be sent to the financial 
institution.

How to File a Complaint

Complaints may be sent in the form of a letter 
addressed to the Division or a completed 
Complaint Form.  

A complaint form may be downloaded from our 
web site or may be requested by calling (614) 
728-8400

Pertinent information should be included:  type of 
account, account number and also names of 
employees who have discussed the problem with 
you.  

Complaints, along with COPIES of any 
documentation, should be sent to: 

Consumer Complaints
Ohio Department of Commerce
Division of Financial Institutions
77 South High Street, 21st Floor
Columbus, Ohio  43215-6120

Or faxed to:   (614) 644-1631

Resources Available to You

The Division’s web site provides a great deal of 
information which may assist you.  It includes

A listing of state-chartered financial institutions 
and contact information for each
Frequently asked questions
Information about the complaint process
Contact information for other agencies
The Division’s downloadable complaint form
A down-loadable version of this brochure
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