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our services?
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Any complaints about our 
services? ... Do let us know!
Every day, the federal officials of the FPS Mobility 
and Transport are ready to help you.

They make every effort to provide you with good 
services.

However, it may happen that you are dissatisfied.

If you would like a mistake to be rectified, you 
can always contact the federal official in charge 
of handling your personal case via the online 
information form on the website 
www.mobilit.fgov.be.

If you do not receive a response, you can easily 
file a complaint. Our complaints department will 
handle your complaint and propose a solution or 
rectify the mistake.

Thanks to your complaint, the FPS Mobility and 
Transport can prevent similar complaints and can 
improve its operations and services.

In short: Any complaints about our services?

... Do let us know!
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• Online form on the website 
www.mobilit.belgium.be

• Tel: +32 (0)2 277 31 11



Who can file a complaint?
Any person, company or institution using 
the services of the FPS Mobility and 
Transport can file a complaint.

What complaints can be 
filed?
You can file a complaint if you are 
dissatisfied with:

• the service or product provided;
• the quality of service;
• the handling by the federal official;
• the application of the legislation.

Please note however that your complaint 
must relate to matters that are within 
the competence of the FPS Mobility and 
Transport.

For instance:

• The procedure for the registration of 
your vehicle takes more time than the 
time specified on the website;

• You have a complaint about the official 
responsible for handling your case;

• You have not yet received a repayment 
within the agreed time frame.

What complaints will not be 
accepted?
These complaints will not be accepted:

• anonymous complaints;
• complaints about matters that are more than 

1 year old;
• complaints about matters that are not within 

the competence of the FPS Mobility and 
Transport;

• complaints about matters for which a 
complaint has already been filed without any 
new elements being introduced.

Please note: a complaint is not an appeal!

If you want to have an administrative decision 
overturned, you must lodge an appeal. The 
appeal procedure is always stated in the letter 
containing the administrative decision.

How to file a complaint?
You can file a complaint via the online complaint 
form on the website.
If you are unable to use the online form, you can 
contact the complaints desk as follows:

• By letter:
FPS Mobility and Transport
attn the complaints desk 9A Vooruitgangstraat
56 Rue du Progrès 1210 Brussels

• By phone: +32 (0)2 277 30 77 (on weekdays
from 9 a.m. to 12 p.m.)

What will happen to your 
complaint?
You will receive an acknowledgement of 
receipt with a unique registration number. 
Within 30 days you will receive:

• a reasoned response
• a rectification
• a solution

Every year, we review all complaints and draw 
up an action plan to improve our operations 
and services.

Still no solution?
If our complaints department was unable to 
help you or if you feel that you did not get the 
help you expected to receive, you are welcome 
to contact the Federal Ombudsman. This body 
is completely independent, is not part of the 
federal administration and will examine your 
complaint free of charge and impartially.

Contact details: 
https://www.federalombudsman.be
Leuvenseweg 48 box 6 Rue de Louvain
1000 Brussels
Toll-free number 0800 99 962


