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ALL-TIME RECORD FOR ABDRC  

A DISPUTE RESOLVED ONLINE IN JUST 17 DAYS 

 

 

 

The dispute between a consumer of Botosani and the bank she had taken a loan from was 

settled amicably in just 17 days (the conciliator was assigned on 25 July, and the resolution was 

rendered on 10 August). The entire exchange of documents and information was online, and thus 

the customer did not have to travel to Bucharest. The customer was a lady from Botosani who 

approached the Alternative Banking Dispute Resolution Center to get help in her relation with the 

bank. Further to the ADR procedure with proposed solution, her monthly instalment was reduced 

by close to EUR 100 (from EUR 330 down to EUR 234), the management fee was removed from 

the loan agreement, and the consumer of Botosani additionally received a EUR 800 compensation 

from the bank.  

Resolution of this casefile was the fastest so far. The previous record of mid-June was 21 

days. Then, a gentleman from Bucharest, unhappy with the management fee from the loan 

agreement, entered into the ADR procedure with proposed solution accepted by the bank. The 

conciliator proposed a fair solution for both parties: the consumer was removed the fee from the 

loan agreement, and received back some of the money he had paid with this fee, which he then 

used to early repay the entire loan.  

Since March and until the end of June, resolutions were rendered in 7 casefiles, which were 

agreed, by both consumers and traders, and these have already been applied. No consumer has yet 

appealed the solution proposed by the conciliator. Each resolution was rendered within not more 

than 30 days, considering the 90-day maximum resolution term. For the time being, there are 123 

requests and applications from consumers, in different review or resolution stages. To note that 

the ADR procedures are free of charge for consumers. 

http://www.csalb.ro/


 

 

 

The top reasons for the requests received from consumers are in connection with the risk 

or management fee charged for a loan, the monthly instalments perceived by consumers as 

abusively increased, clauses qualified as abusive by consumers, application of default interests, 

repayment of the amount resulted from interest increase or margin reduction, and freezing of the 

rate at exchange at the amount effective at the time when the loan agreement was executed (in 

CHF).  

 

 

 

About ABDRC 

The Alternative Banking Dispute Resolution Centre is an independent non-governmental 

apolitical, not-for-profit legal entity of public interest established under the Government Ordinance 

no. 38/2015 on alternative resolution of disputes between consumers and traders, which transposes 

at domestic level Directive 2013/11/EU on alternative dispute resolution for consumer disputes 

and amending Regulation (EC) no. 2006/2004 and Directive 2009/22/EC. 


