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“We are here to speak up - and
speak up plainly - when we
see poor customer service and
unsatisfactory customer outcomes.
We challenge banks to improve
their culture and processes.”

Banking Ombudsman

blowing

The scheme scoped and decided to

establish a whistleblowing service for bank

employees. A whistleblowing function is

consistent with the scheme'’s strategic focus

on promoting high standards of conduct

and using insights to lift banking standards.

There is a strong connection between the

environment banks create for their staff and

the resulting outcomes for customers.
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Facebook campaign reached 78k viewers.

what we

noticed

When we see an issue that could
affect other bank customers, we act on
it o improve the system for everyone.

Some of the wider issues
we identified were:

e Term deposit maturity dates: we asked banks to

review their practices and terms and conditions
to ensure customers were not disadvantaged by
term deposits maturing on non-business days.

e Chargebacks: we identified that a bank had

wrongly declined chargeback requests and the
bank partially reimbursed the affected customers.

* Fraud liability: we asked a bank to review its

terms and conditions to ensure they are consistent
with the bank’s obligations to reimburse fraud
losses under the Code of Banking Practice and
that they clearly explain the circumstances where
a customer will be responsible for fraud losses.

e Technical errors: we worked with banks to

ensure they appropriately addressed any impact
on customers resulting from technical errors in
their systems.

It's fair fo expect to be treated with respect and to be
sure that your bank is following your instructions

to the
community
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Independent review 2019

As an approved scheme under the Financial Service Providers (Registration and Dispute Resolution) Act 2008,
the Banking Ombudsman Scheme is required to commission an independent review and provide a report to
the Minister every 5 years. Deborah Hart was engaged to conduct the review in 2019.

Key review

recommendations

The review found that BOS meets the legislative requirements for an approved scheme, we comply with our terms

of reference and we are meeting our strafegic objectives.

A full copy of the review and its recommendations is available on our website.
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How we responded

We set up our team to work from home
under level 3 & 4 lockdown.

We worked with the NZBA, FinCap
and banks to continue to ensure fair
outcomes for customers.

We developed a dedicated FAQ page

BOS is a highly effective dispute resolution scheme. It operates

with integrity and professionalism. It is outward-looking and

hoth prevent disputes and resolve
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“Even though COVID-19 pressures were
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mounting | very quickly got a full and
helpful reply... Great service!”
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Read the full case note on our website

access fo the code as he had also obtained remote access o
Carol's mobile phone.

Carol's bank said she was negligent for allowing the scammer
access fo her infernet banking and declined to compensate her.

Our investigation

We found nothing to show Carol had been negligent. She believed
the scammer to be genuine, and the fact she fell victim fo a scam
did nof mean she had failed fo fake reasonable care. We also
found nothing to show Carol knew the scammer was accessing

her password when she logged on fo intemet banking or that he
was contfrolling her computer. Carol did not know the scammer had
access fo her mobile phone, and she did not read out the code
sent to it. The bank agreed to compensate her fully.

The interactive dashboard, which is

available on our website and updated

quarterly, breaks down complaints by product and
service type and the underlying problem. It also shows
how long each type of complaint took to resolve and
what the outcome was. Complainants are profiled

by age, gender, location and whether they are an
individual, business or trust. Data on complaints about
individual banks will be shown in 2021. Customers
will then see how their bank’s complaints and
complaints-handling record compares with other banks.

We're confident the dashboard will:

* help customers understand which products and services

most often lead

to complaints

® help customers see how banks perform in responding to

complaints

* help banks learn how to improve their products and

services

* help us anticipate trends and offer timely advice

* help regulators monitor the soundness of the banking sector.
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