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Money sent to the wrong GCash number, or an unauthorized debit you never approved, is recoverable 

— but the path depends on which kind of problem it is. GCash (operated by G-Xchange, Inc.) and Maya 

are electronic money issuers supervised by the Bangko Sentral ng Pilipinas (BSP), so a dispute runs 

first through the provider's own Financial Consumer Protection Assistance Mechanism (FCPAM) under 

RA 11765, and then, if unresolved, up to the BSP Consumer Assistance Mechanism (BSP-CAM) under 

BSP Circular 1169 (2023). This guide walks through reporting the transaction, demanding the funds 

back, escalating to the regulator, and — for a wrong recipient who keeps the money — small claims. 

There is no single fixed BSP-wide number of days for the refund itself; the deadline is the turnaround 

your provider publishes in its FCPAM. Reporting immediately and in writing is what starts the clock and 

gives the provider a chance to hold the funds before they are withdrawn.

1. Report it in the app immediately and in writing

The first minutes matter. If the money is still sitting in the recipient's wallet, the provider may be able to 

place a hold on it; once the recipient withdraws or spends it, that option closes. Open the GCash or 

Maya app, go to Help / the dispute channel, and file the report. Do it in writing (in-app ticket or email) so 

there is a timestamped record — a phone call alone leaves no proof.

Capture, before anything else: the transaction reference number, the exact amount, the date and time, 

the number or account you actually sent to, and a screenshot of the transaction. For an unauthorized 

debit you did not make, also change your password/PIN and note when you first saw the charge. This 

documentary record is what every later step — the provider's FCPAM, BSP-CAM, and small claims — 

is built on.

BE CAREFUL

Distinguish the two cases: an unauthorized transaction (fraud — you did not make it) versus an erroneous transfer 

(you typed the wrong number). The provider's duties and your evidence differ, so say clearly which one it is in 

your report.

[law] RA 11765 — Financial Products and Services Consumer Protection Act (2022) — https://www.official-

gazette.gov.ph/2022/05/06/republic-act-no-11765/



2. If you sent it to the wrong person, demand its return

Money delivered to the wrong recipient by mistake still belongs to you. Under the Civil Code's rule on 

solutio indebiti, "If something is received when there is no right to demand it, and it was unduly delivered 

through mistake, the obligation to return it arises" (Article 2154). The person who received your money 

by error is legally obliged to give it back.

The provider generally cannot simply debit an uninvolved recipient's wallet without their consent or a 

court/BSP order, so recovery often depends on the recipient cooperating. Send a clear written demand 

for the return of the exact amount, keeping it civil and factual. If the recipient refuses to return money they 

know was delivered by mistake — and instead keeps or spends it — that refusal can rise to estafa under 

Article 315 of the Revised Penal Code, which strengthens both your demand and any later small-claims 

or criminal action.

CITATION

Civil Code Article 2154 (solutio indebiti): a quasi-contract founded on the principle that no one may unjustly enrich 

themselves at another's expense. The recipient must return what was received by mistake.

[law] Civil Code of the Philippines, Article 2154 (RA 386) — solutio indebiti — https://law-

phil.net/statutes/repacts/ra1949/ra_386_1949.html

[law] Revised Penal Code, Article 315 (Estafa) — https://lawphil.net/statutes/acts/act_3815_1930.html

3. Escalate to the provider's FCPAM (RA 11765)

If the in-app dispute is not resolved, escalate within the provider. Every BSP-supervised institution — 

including GCash's operator G-Xchange, Inc. and Maya — must run a Financial Consumer Protection 

Assistance Mechanism (FCPAM) as the first level of recourse for financial consumers, under RA 11765 

and its implementing BSP Circular 1160 (2022). Address a written complaint to that mechanism, 

reference your earlier ticket number, state the relief you want (reversal, refund, or a written explanation 

and the result of the investigation), and give the provider a reasonable deadline that matches its own 

published turnaround.

There is no single BSP-wide number of days that fixes the refund itself; the resolution period is the one 

the provider states in its FCPAM. What RA 11765 fixes is the obligation to have the mechanism, to act 

on your complaint, and to answer you — a provider that ignores a written complaint is itself in breach, 

and that non-response is evidence for the BSP.

TIP

LabanPH can generate a ready-to-send refund-demand letter addressed to the provider's FCPAM — fill in 

the transaction reference, amount, date, and the number you sent to, and download or email the PDF. See 

/complaints/request?doc=ewallet-refund-demand.

[law] RA 11765 — Financial Products and Services Consumer Protection Act (2022) — https://www.official-

gazette.gov.ph/2022/05/06/republic-act-no-11765/

[circular] BSP Circular 1160 (2022) — Regulations Implementing RA 11765 — https://www.bsp.gov.ph/Regulations/Is-

suances/2022/1160.pdf



4. Escalate to the BSP Consumer Assistance Mechanism (BSP-CAM)

If the provider does not resolve your dispute, take it to the BSP. Electronic money issuers are BSP-su-

pervised, so the BSP — not the SEC — is the regulator for GCash and Maya disputes. File through BSP 

Online Buddy (BOB), reachable from the BSP consumer-assistance page and on Facebook Messenger, 

or email consumeraffairs@bsp.gov.ph. Attach your transaction record, your earlier report to the provider, 

and the provider's reply (or proof that it did not reply).

The procedure the BSP follows for these cases is set out in BSP Circular 1169 (2023), the Rules of 

Procedure for the Consumer Assistance Mechanism, Mediation and Adjudication, which implements 

Section 6 of RA 11765. BSP-CAM is a second-level recourse: it expects you to have raised the matter 

with the provider first. BSP mediates and, where warranted, moves the case to adjudication.

CITATION

BSP Circular 1169 (2023) is titled the Rules of Procedure for the Consumer Assistance Mechanism, Mediation 

and Adjudication of Cases in the BSP. It is the escalation procedure implementing RA 11765 Section 6 — not a 

self-executing refund clock.

[circular] BSP Circular 1169 (2023) — Rules of Procedure for the Consumer Assistance Mechanism — 

https://www.bsp.gov.ph/Regulations/Issuances/2023/1169.pdf

[agency] BSP — Consumer Assistance / BSP Online Buddy — https://www.bsp.gov.ph/SitePages/Default.aspx

5. Sue the wrong recipient in small claims (if they keep the money)

If the money was withdrawn and the recipient will not return it, you can recover it in court without a 

lawyer. A money claim of ±1,000,000 or below is filed as a small-claims case under A.M. No. 08-8-7-SC 

(Revised Rules of Procedure for Small Claims Cases). Your cause of action is the recipient's obligation 

to return money received by mistake (solutio indebiti, Civil Code Article 2154). File at the Metropolitan 

or Municipal Trial Court where you or the defendant resides.

Bring your transaction record, your written demand, the recipient's refusal (or silence), and the provider's 

confirmation of the recipient's identity or account if you were able to obtain it. Small-claims cases are 

decided quickly and the judgment is final.

[court] A.M. No. 08-8-7-SC — Revised Rules of Procedure for Small Claims Cases — https://sc.judiciary.gov.ph/19232/

ACTION CHECKLIST

[ ] Report the transaction in the app immediately and in writing (ticket or email).

[ ] Save the reference number, amount, date/time, the number you sent to, and a screenshot.

[ ] Say clearly whether it was unauthorized (fraud) or erroneous (wrong number).

[ ] If wrong recipient: send a written demand to return it (Civil Code Art. 2154).

[ ] If unresolved, complain to the provider's FCPAM (RA 11765 / BSP Circular 1160).

[ ] If still unresolved, escalate to BSP-CAM — BSP Online Buddy or consumeraffairs@bsp.gov.ph.

[ ] If the recipient keeps the money and it is ±1,000,000 or below, file small claims.

FREQUENTLY ASKED QUESTIONS



How long does GCash or Maya have to refund a wrong transfer?

There is no single BSP-wide number of days fixed for the refund itself. The deadline is the turnaround your provider 

publishes in its Financial Consumer Protection Assistance Mechanism (FCPAM) under RA 11765 and BSP Circular 

1160. If the provider fails to resolve it, you escalate to the BSP Consumer Assistance Mechanism under BSP Circular 

1169. Report immediately and in writing so the funds can be held before they are withdrawn.

Can GCash just reverse the transfer automatically?

Usually not. The provider can try to place a hold on funds still in the recipient's wallet, but it generally cannot debit 

an uninvolved recipient without their consent or a court/BSP order. If the money was already withdrawn, recovery 

shifts to pursuing the recipient directly.

Do I complain to the SEC or the BSP about GCash?

The BSP. GCash (G-Xchange, Inc.) and Maya are electronic money issuers supervised by the Bangko Sentral ng 

Pilipinas, so e-wallet disputes go to the BSP Consumer Assistance Mechanism — not the SEC, which regulates 

lending and financing companies.

The wrong recipient blocked me. What now?

Escalate the dispute to the provider's FCPAM and BSP-CAM so the provider documents the recipient, then file a 

small-claims case for the return of the money under Civil Code Article 2154. A recipient who keeps money known 

to be sent by mistake may also be liable for estafa.
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This template is for informational purposes only and does not constitute legal advice. Verify all facts and consult a lawyer for serious 
cases.


