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This Guide explains how to use the Portal to file an online appeal to the financial bank arbitrator. 

You will be shown how to register and access the Portal [CFR. Registration on the Portal; access 

to the Portal], how to transmit the appeal through a wizard. 

You will be asked to indicate whether you present the complaint personally or in the interest of a 

third person, the details of the intermediary involved in the appeal and some information about the 

complaint you have previously sent to the intermediary. You will then have to describe the dispute, 

i.e. the reason for your appeal and the requests you intend to make to the ABF, including all the 

supporting documentation for your request (see: Dispatch of the appeal]. 

Once your appeal has been forwarded, you can monitor its progress through the Portal. The Guide 

also explains how to use the various features offered by the Portal, which allow you, for example, to 

receive and reply to the documentation sent by the intermediary. 

waive the appeal or submit an application for correction of the decision (see: Post-appeal activities ]. 

If you need to change your Portal user profile (e.g. personal details, password and phone number), refer 

to help for instructions on how to do this [see: How to edit your profile user]. 
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REGISTRATION ON THE PORTAL 
To submit your appeal online, you will first need to register on the Portal. 

Go to www.arbitrobancariofinanziario.it and click on the top right to enter 

In the restricted area. 

 
 

 

 

The authentication screen will open: On the first login select “Register”. 

 
 

 

This will open a registration form that you will need to fill in all of its fields (username, 

password, first name, last name, email, secret answer question, secret answer, mobile 

number). Failure to fill in one or more fields will result in your registration not being 

completed. 
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You will need to accept the Portal Terms and conditions of use, type the characters 

For verification (“captcha”) and click on “confirm”. 
 

 

 

You will not be able to enter an address in the email field 
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Please check your email and you will receive a link to click on within the next 72 hours to 

complete your registration. After 72 hours, you will need to fill out the registration form 

again (in this case you can use the same username and email from your previous attempt.) 

 

 

 

You will then see a message confirming successful authentication. 
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ACCESS TO THE PORTAL 

By accessing the address www.arbitrobancariofinanziario.it again, or directly from 

the authentication confirmation page, you can enter your Reserved Area. 

Enter your login credentials; click "Sign in". 
 

 

 

Each time you access the Portal, after entering your credentials, you will receive via 

sms a code (so-called one-time-password – OTP) that you will need to enter the 

reserved area. 

If you do not receive the sms, you can ask for a second text message or change the mobile 

number. 
 

 

http://www.arbitrobancariofinanziario.it/
http://www.arbitrobancariofinanziario.it/
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The first time you access the Portal, you will need to enter your personal details 

to update your user profile. Click "Save". 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 
 

If you have difficulty accessing the system you can consult the “FAQ” page and, if required, please 
ask for support from email box autoregistrazione@bancaditalia.it. 

 

 

If you are a legal representative/parent/guardian/curator or a professional, trustee or 

trade association representative and you want to file an appeal in the interest of a third 

person, you will need to provide your personal information at this stage, and we will 

ask you for the complainant's details later. If , following the filing of the appeal, the 

claimant intends to use a professional other than the one who registered on the Portal, 

the new professional must register on the Portal and submit a new appeal, specifying 

that this is an appeal that has already been lodged and for which the previous prosecutor 

has been dismissed and a new appointment given. The withdrawal of the Professional and 

the conferral of the 

Likewise, if, following the revocation of the power of attorney , the Customer 

intends to continue the appeal on his own behalf , he must register on the Portal and submit 

a new appeal with the same information as above and attaching the revocation of the 

power of attorney by the same undersigned. In such cases, the ABF will be without 

prejudice to the time limits and documents of the first appeal. 
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DISPATCH OF THE APPEAL 
To start filling out your complaint to the ABF, you will need to click on “create your complaint”. 

 

During the filing of the appeal , you will be asked to upload some documents and you will be 

asked to forward all the documents that are relevant to the decision of the appeal. 

Remember, however, that the system allows to send a maximum of 30 annexes to the 

application and that there are size limits: Each individual file attached cannot exceed the 

size of 6 MB; the set of all annexes cannot exceed the size of 40 MB. The file types that can 

be attached are .doc, .docx, .pdf, .xls, .xlsx. .rtf, .txt, .jpg, .jpeg, .tiff, .bmp, .pmg. "Video" files are 

not allowed to support the appeal and therefore cannot be uploaded to the Portal. 
 

Who do you appeal to? 

You will first need to specify for whom you intend to appeal, selecting the option you 

need. 

 

Select “for myself/for my sole proprietorship” if the dispute involves you or your 

sole proprietorship. In this case, a screen will open where, after you have given your 

consent to the processing of your personal data, you will need to enter the 

information relating to the appeal. 
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In all other cases, you will be asked to identify the recurring party and upload, either by 

dragging it from the desktop or selecting the file, additional documentation, e.g. copy of the 

document 

recognition (in validity) of the applicant, replacement declaration of certification and notoriety of 

the powers of legal representation per legal person or minor/interdicted/incapacitated person, 

proxy in the event of an appeal lodged through a professional, trusted person, body or person 

in charge of a trade association. 

On the ABF website, in the documents area of the section “lodge an appeal”, you can consult and 

use the forms available for conferral to a natural person or association/body of the public 

prosecutor to lodge an appeal with the ABF. In any case , we remind you that to use the ABF you do 

not need legal assistance or the help of a professional. 

If you are appealing for a company/entity, on the same page of the ABF website you can find an 

example of a substitute certification declaration and a notoriety note on the powers of legal 

representation. 

 

How do I complete the appeal? 

The application shall be completed in the following steps: 

a) Information: You will need to indicate whether the applicant is a consumer or not and 

some additional information, collected for statistical purposes only (the degree and 

professional status in the case of a consumer; the field of reference and the number 

of employees in the case of a non-consumer). 

 

You will then have to provide some information about the complaint you have lodged with the 

intermediary before you send the complaint to the ABF. 

7 



11 

   GUIDANCE ON THE USE OF THE ABF 

PORTAL 

 

 

 

 
b) Co-holders: You will need to report the presence of any co-holders who wish 

to join the appeal (for example, if the appeal concerns a joint current account) 

and provide their details in the appropriate screen that will open by selecting “Yes, 

there are co-holders”. You will be asked to upload your identification document 

and co-owner's declaration (which he shall state that “as co-owner of the legal 

relationship, he intends to join the appeal”). 

If you have more than one co-holder, you will need to click on the “+” symbol 

to enter their details and their declarations of entry; otherwise you will need 

to click on “continue” to proceed to the next screen. 

 

 

c) Intermediary: You will now have to indicate the intermediary against whom you want to 

appeal. Enter the intermediary name or ABI code; select it from the drop-down menu 

and click “continue”. In any case, we advise you to carry out the search using the ABI 

code of the intermediary. You cannot select more than one intermediary. 
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No longer active intermediaries will be able to be selected, which is an advantage in that it 

avoids the lodging of an appeal (and the payment of the contribution to the procedure of 

EUR 20) which would be declared inadmissible anyway. 

If the name or ABI you typed does not match any intermediary, you will need to follow the 

instructions on the screen: 

 

 

d) Dispute: In this section you will describe the reason why you appeal and the requests you 

intend to address to the ABF. Remember to upload the documentation supporting the 

application (also the one you think is already in the possession of the bank/financial 

intermediary, such as the complaint sent to the intermediary). 

After each upload, make sure the file you uploaded is readable. 
 

 

If you wish to bring an action against two or more intermediaries at the same 

time, a foreign intermediary operating in Italy under the freedom to provide 

services or a confiscation order pursuant to Article 1(2) of the Treaty, 112, 

paragraph 1, of the UPC, you cannot send it through the Portal: Instead you will have 

to use the paper “appeal form” (according to the procedures indicated on the ABF 

website). 

 

Remember that the ABF only decides on the basis of the documents received. 
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You can complete the fields provided or upload a document to describe the 

dispute. 

 

 

In order to help you identify the documents to be sent in support of your request, 

the system provides some examples of the documentation that may be useful to 

the College for the purpose of settling the dispute. 

You will have to click on “Load aid”, select the subject of the dispute and follow 

the instructions (in the example below, the case of financing against transfer of 

the fifth of the salary is shown). 
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e) Payment and Identification: At this stage you will need to upload your proof of identification 

(regardless of who you appeal for). If you are a prosecutor remember that the membership 

order card (eg. Bar Association) cannot be considered a valid identification document. 

Remember to also upload the receipt confirming the payment of the contribution to the 

procedure of 20 euro (for how to pay the 20 euro see the guide “The ABF in simple words”, 

section “some questions to know more about the ABF”). 

f) Statements: You will need to provide some statements about your dispute by clicking YES or 

NO. 

 

Remember that it will not be possible to transmit documentation containing particular 

categories of personal data or data relating to criminal convictions and offenses 

(provided for in art. 9 and 10 of EU Regulation 679 of 2016) through the ABF Portal. 

After submitting the appeal online, you can still send documentation of the case to the 

PEC address of the branch of the Bank of Italy at which the Technical Secretariat 

operates (which you can find on the internet site https://www.bancaditalia.it/footer/ 

Contacts/ - of the Bank of Italy), specifying in the subject the references of the applicant 

and the intermediary, or by paper delivery to any branch of the Banca d’Italia. 

https://www.bancaditalia.it/footer/contatti/
https://www.bancaditalia.it/footer/contatti/
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In the Portal, the completion of the appeal will be accompanied by the gradual progress 

of a progress bar. 

 
You can always return to a previous screen when you are filling out your appeal by selecting 

the step you want in the progress bar at the top. 

 

 

If you have already brought the dispute to the attention of the judicial authority, 

by arbitration or if you have joined the class action referred to in art. 140-bis 

of the Consumer Code, you will be informed that the ABF cannot examine such 

issues. 

If an attempt at conciliation or mediation is pending for the same dispute, which 

you have promoted or joined, you will be informed that the ABF cannot 

examine matters for which an attempt at conciliation or mediation is already 

pending. 

8 
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You can stop filling out the appeal at any time. 

In that case, the system will save a draft of your appeal automatically; you can return to the 

filing of the appeal by clicking on “actions” and selecting “Fill out appeal” from the list of appeals. 

 

The system will not allow you to save more than two drafts at a time. 

You can decide at any time to delete the draft of the appeal by clicking on “actions” and selecting 

“Delete Draft”. In any case, the draft of an appeal that has not been submitted will be 

automatically deleted from the system after 120 days. 

 

How to forward the appeal? 

Once completed , you will be presented with the summary screen, which allows you to review, 

and optionally edit, the information provided and the accompanying documentation. 

To make changes, you will need to click on the icon:  

In the summary screen you will also find the indication of the competent College 

to decide your appeal. Click on “submit the appeal” to send the appeal to ABF. 

 

9 

 

Once you click on “transmit the appeal”, you will no longer be able to modify the 

appeal! 
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After the transmission you will receive some information about the ABF procedure. 

 
The transmission of the appeal will be confirmed by an email and an sms (unless you have 

disabled the latter function; see the section “how to change your user profile”) 

informing you of new messages on the portal. You will also be able to download the receipt 

of the appeal transmission. 
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The Technical Secretariat will forward your appeal to the intermediary. 

 

THE NEXT TASKS 

THE APPEAL IS SENT 

Once you have transmitted your appeal to the ABF, you will be able to use the different functions 

of the Portal, 

For example, to check the status of the appeal, interact with the Technical Secretariat, submit 

an application for correction or to forward other appeals, as described below. 
 

 

 

 

 

 

 

Your appeal status and progress bar 

If you log in with your credentials to the Portal Reserved Area, you will be able to track your 

appeals, which you will see in a list, with some information on the progress. 

 

Periodically check the Portal's Reserved Area to see if there are any new messages 

or actions to be carried out regarding your appeal. Remember to also check your 

contact details (email, mobile phone) to interact with the ABF (for example, to 

respond promptly to a request to send additional documentation). Please make sure 

your inbox is not full, otherwise you will not receive notifications and you may miss 

an important communication. 

 

Subsequent contacts with the Technical Secretariat will be made exclusively via 

the Portal. Therefore, remember to periodically check the email and mobile 

number indicated as well as your reserved area of the Portal. 

10 
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There is a progress bar in the Portal that allows you to monitor the progress of the 

processing of the application. 

 

 

The main steps that are shown in the progress bar are: 

• Transmission of the appeal: Indicates that the appeal has yet to be transmitted; upon 

completion of this step, the final protocol number will be assigned, which will also be communicated 

to you by email; 

• Preliminary assessment: Indicates that the assessment of the completeness, regularity and 

timeliness of the submitted documentation is being carried out to identify cases of manifest 

inadmissibility of the appeal; at this stage you may receive a request for integration if the 

appeal contains irregularities that can be remedied or the documentation submitted is 

incomplete; 

• Completion of the file: Indicates that the appeal has passed the preliminary assessment 

phase and that the Technical Secretariat is waiting for the file to be completed, by submitting 

the counter-claims and any replies and counter-replies; 

• Investigation: Indicates that the application file is complete and that the investigation and 

examination by the ABF is ongoing; 

• Decision of the Board: At this stage you will be informed of the decision on the appeal. 
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In the event of certain events, the progress bar may change (e.g. in the event of a declaration of 

inadmissibility of the appeal, or of a waiver). 

 

Messages 

Communication with the Technical Secretariat will take place through the sending of 

messages on the Portal. You will be informed of the presence of new messages by an email 

and an sms that will invite you to access the reserved area. Here you will notice that there is 

an “unread message”, in blue, in the box relating to the appeal for which you have been 

notified. 

 

 
 

By clicking on the appeal or on "unread messages" you will be able to view the content of 

the message, which will open in a new screen. 

 

Through the display of messages you can reconstruct the entire process of the appeal and take 

View of interactions with the Technical Secretariat. 

11 
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Integration requests 

If the documentation or information you have provided is incomplete, you will be 

asked to provide additional information or documentation and you will receive an 

email and sms notification inviting you to access the Portal. 

In your Reserved Area you will find the notice about the presence of “actions for the 

claimant”, in red. This notification informs you that there are tasks you will need to perform. 

 

 

You will have to click on the appeal of interest or on “actions for the claimant”: This 

will open the message screen where you will find specific instructions on the documents 

to be provided and within what deadline. 

 

 

By following the instructions you will be able to provide the requested information (in 

the example shown you will be asked to attach a copy of the applicant’s identification 

document). 

 

12 

 

Loading the requested information will no longer be possible after the specified 

time limit. This period shall be suspended each year from 1 to 31 August and 

from 23 December to 6 January. 



22 

GUIDANCE ON THE USE OF THE ABF 

PORTAL 
   

 

 

 

 

 

 

The counter-deductions and any replications and counter-replications 

If the intermediary submits his/her counterclaims to the dispute, you will receive an e-mail and 

an sms notification inviting you to access the Portal. In your restricted area you will find the 

notification about the presence of “actions for the applicant” in the appeal box and you will 

notice the progress of the progress bar until “completion of the file”. 

 

 

 

Click on “actions for the claimant” or on the appeal of interest: This will open the section on 

messages where you can download the rebuttals. 

 

 

If you feel it appropriate , you can also attach a single reply to the counterclaims within the 

mandatory 25-day time limit. Remember, however, that the system allows sending a maximum 

of 20 attachments to replicates and that there are size limits: Each individual attachment file 

cannot exceed the size of 6 MB; the set of all attachments cannot exceed the size of 40 MB. 

The file types that can be attached are as follows: .docx, .pdf, .xls, .xlsx, .rtf, .txt, .jpg, .jpeg, .tiff, 

.bmp, .pmg. "Video" files are  allowed to support replication and therefore cannot be uploaded 

to the Portal." 
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In case the intermediary transmits any counter-rejoinders, you can download them in the 

Your restricted area. 
 

 

 

The decision on the appeal 

Once the ABF has decided on your appeal you will receive an email and an sms notification 

inviting you to access the Portal. 

In your restricted area, you will be informed of the presence of “unread messages” and you 

will be able to view the outcome of the appeal (for example, you may see the following 

outcomes: Accepted; partially accepted; inadmissible; rejected). 

 
You will have to click on the “unread messages” icon or on the appeal: The messages 

screen will open where you can download the decision of the ABF and the related 

communication of the Bank of Italy. 

14 

 

Uploading replicates will no longer be possible after this time. 

This period shall be suspended each year from 1 to 31 August and from 23 December to 

6 January. 

 

Please remember to respect the time limits you are given for the production of pleadings, 

documents or requests for inclusion: The ABF does not in any case take into account 

the documentation submitted beyond the mandatory time limits , except for limited 

exceptions (e.g. waiver of appeal, communication of settlement or conciliation 

agreement). 
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The request for correction 

Only if you consider that the decision taken by the ABF is affected by omissions or errors in 

material or calculation can you make a request for correction. 

The request for correction may be submitted via the Portal within the mandatory deadline of 30 days 

from the receipt of the pronunciation (a time limit beyond which it will no longer be possible to 

do so). This period shall be suspended each year from 1 to 31 August and from 23 December to 

6 January. 

In the box of the appeal for which you want to file a correction request, you will have to click on 

“actions” and select “Correction request”. 

 

 

You will need to justify the request and upload any supporting documentation; click “continue” 

and confirm the submission. 
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You will be informed of the correct transmission of the correction request by means 

of an email and an sms inviting you to access the restricted area; you can also download 

the relevant transmission receipt. 

 

You will be informed of the outcome of the correction request via a message on the Portal. 

 

 

 

The waiver of the application 

You can at any time waive the appeal, which means that the ABF will no longer rule 

on the dispute. In the relevant appeal box, click on “actions” and select “waive the 

appeal”. 

 

You will need to provide the reasons for the waiver and possibly include documentation from 

support. 
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After clicking the “continue” button, you will be prompted with a window asking you to confirm 

again the intention to waive the appeal. 

 

 

You will receive an email and an sms inviting you to access your restricted area. A new 

message will inform you that your surrender request has been received and is being 

processed. You will then receive the protocol number and you can download the receipt. 

 

 

Your appeal will then appear on the list of appeals with the words “surrender submitted”. 
 

 

 

Where an appeal is waived where there are co-holders who have joined the appeal, 

the declaration of accession must be attached to the waiver of all co-holders. 

If necessary, at 

this stage, you can upload a new power of attorney that gives 
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 When the ABF acknowledges the waiver, you will be informed with a new message on the 

Portal and the following result will appear alongside the appeal: 

 

 

 

Confirmation of the cessation of the dispute matter 

If you reach an agreement with the intermediary prior to the decision, the ABF will 

declare the dispute matter to be terminated. After the intermediary has transmitted the 

request for the cessation of the dispute matter, the Technical Secretariat may contact 

you to ask for confirmation. You will receive an email and an sms inviting you to access 

your restricted Area, where you will be asked to confirm the cessation of the dispute 

matter. 

 

 

 

 

 
The support request 

If you need assistance, whether you have submitted an appeal or a draft, you can submit a 

support request through the Portal. 

In the appeal box for which you would like assistance, click on “actions” and select “Request 

for support”. 
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A new screen will open where you can make your request, indicating the type of support 

required (“aspects on the functioning of the ABF”, “it technical aspects”, “aspects related to 

your appeal”). 

 

 

You will be contacted soon! 

 

 

Transmission of a new appeal 

To send a new appeal, you must enter the reserved area and click on “New appeal”, in the top 

right. 
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HOW TO EDIT 

THE USER PROFILE 

To edit and update your profile information, within your Reserved Area, you will need to click 

on your username in the top right corner, and select "Profile". 

 

 
On your profile screen you will see: 

• your personal data; 

• your birth details; 

• your domicile; 

• your preferences; 

• security and access issues. Each field can be modified by clicking on the icon  

In the “Preference s” section, you can also change your sms sending settings: 

 

 

By turning off sms notification you will only receive updates about your appeal 

by email. Email notifications cannot be turned off. 
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You can also change your security settings by entering the required information (password, 

OTP or your answer to the secret question). 

 

 

After making the desired changes, you will be informed that the change has been made 

successfully. 
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