
Submit a Complaint Against a PBM 

State of New York Submit a Complaint Against a PBM 
Department of Financial Services Page 1 of 10 Last Updated: 2/18/2025

Table of Contents 

Overview ................................................................................................................................. 1 

Open Complaint Submission Form .......................................................................................... 2 

From DFS Connect ..................................................................................................................... 2 
Start New Complaint Against a PBM ........................................................................................ 2 

Step 1: Submit a Complaint ........................................................................................................ 2 
Step 2: Submitter Contact Information........................................................................................ 3 
Step 3: PBM Information ............................................................................................................. 4 
Step 4: Filer Type ........................................................................................................................ 6 
Step 5: Complaint Subject .......................................................................................................... 7 
Step 6: Description of Complaint ................................................................................................ 8 
Step 7: Documentation................................................................................................................ 9 
Step 8: Submission ..................................................................................................................... 9 
Step 9: Submitted ...................................................................................................................... 10 

Overview 
This user guide explains how to use DFS Connect to submit a complaint against a Pharmacy 
Benefits Manager (PBM) to the New York Department of Financial Services. 
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Open Complaint Submission Form 
From DFS Connect 

1. Click the Submit a Complaint button on the home page.

Start New Complaint Against a PBM 
Step 1: Submit a Complaint 

You will be directed to the Submit a Complaint section. This is where you will select the type of 
complaint you would like to submit.  

1. Select Pharmacy Benefits Manager (PBM) Complaint as the type of complaint you
would like to submit.
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2. Click Next to complete the question in this section. Once completed, you will be taken to
the Submitter Contact Information section.

Note: You can only submit one complaint at a time. If you have an open complaint, you 
will need to either withdraw or complete it before submitting a new complaint.   

Step 2: Submitter Contact Information 

You will be directed to the Submitter Contact Information section. This section will require you to 
confirm that your contact information is correct.  

1. Review your contact information and verify that it is correct. 

Note: You cannot edit your contact information on this page. If you notice that your 
contact information is incorrect, you will need to update your DFS Connect profile. 
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2. Click Save & Next to complete this section. 

Step 3: PBM Information 

You will be directed to the Pharmacy Benefits Manager Information section. This section will 
require you to enter details about the PBM that you are submitting a complaint against.  

1. Select Yes to indicate that you are filing a complaint about a PBM.

Note: This form can only be used to file complaints about PBMs, so if you select No, you 
will be directed to exit the form. 
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2. Enter the name of the PBM by typing in the What is the name of the PBM? field and
select the PBM from the list that appears.

Note: If you do not see the PBM that you would like to file a complaint about listed, type 
other into the box and select it from the dropdown.  

3. Click Save & Next.
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Step 4: Filer Type 
 
You will be directed to the Filer Type section. This section will require you to provide details 
regarding the following: 

• Whether you are an attorney 
• Whether you are filing the complaint on behalf of another person 
• Whether the complaint is a pharmacist/pharmacy, patient/consumer, or another entity 

 
1. Answer the questions in this section and click Save & Next. 

 

 
 

Note: If you answer yes to the first two questions, you will be asked to provide additional 
information.  

 

 
 

Note: If you select anything other than patient/consumer for the third question, you will 
be asked to provide additional information.  
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Step 5: Complaint Subject 

You will be directed to the Complaint Subject section. This section will require you to provide 
details on the subject related to your complaint. 

1. Select at least one primary subject for your complaint.

2. After you select a primary subject, options for secondary subjects will appear. Select at
least one secondary subject and click Save & Next.

Note: You must select a secondary subject to complete this section. 
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Step 6: Description of Complaint 
You will be directed to the Description of Complaint section. This section will require you to 
provide information regarding the following: 

• The basis for your complaint
• The resolution that you are seeking for your complaint

1. Answer the questions in this section. Click Save & Next to continue.

Tip: Your responses will be shared with the PBM, so be as detailed and specific as 
possible when answering these questions. 
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Step 7: Documentation 

You will be directed to the Documentation section. This section will provide you with an 
opportunity to upload any documents that are relevant to your complaint. 

1. Attach files to your complaint by uploading them from your computer. Click Save & Next
to continue.

Note: This section is optional. If you do not have any files to upload, click Save & Next 
to move to the next section.  

Step 8: Submission 

You will be directed to the Submission section. This section will ask you to agree to a statement 
provided by DFS before submitting your complaint.  

1. Check the box to agree to the statement and click Save & Submit to submit your
complaint.
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Step 9: Submitted 

You will be directed to the Submitted section. This section will confirm that your complaint was 
submitted to the PBM for review.  

1. You will be taken to a page telling you that your complaint was submitted and has been
sent to the PBM. Click Exit Form to exit the complaint submission form.
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