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Better bankingBanking Ombudsman Scheme 

To make a valued contribution                          
to a fair banking sector, we:

• offer a credible, independent ombudsman service

• offer advice to customers and banks 

• remedy things when they go wrong  

• deliver fair outcomes

• communicate the underlying causes                                 
of problems to banks 

• improve bank practices and policies

Our activities result in:

• fewer disputes			 

• better bank-customer relationships

• more informed customers

• more satisfied customers

• more outcomes reached by mutual agreement

• more trust and confidence in the banking sector 

Our impactOur contribution

Listen 
actively, objectively and 
empathetically to guide 

and help both sides

Facilitate 
early, mutually 
agreed solutions

Decide 
promptly and clearly, to 

put things right

Identify 
the root causes 
of complaints

Share 
insights to 

encourage best 
practice by banks 

and informed 
decisions by 

customers

Collaborate 
with stakeholders and other 
agencies to build financial 
capability and promote 
high standards 
of conduct


