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AFCA's role

A single financial services EDR scheme

> Three schemes (FOS, CIO and SCT) now one
scheme

> Operational since 1 November 2018
Responsibilities
> resolving complaints

> identifying systemic issues and working with
financial firms to resolve them

> supporting regulators by reporting certain
matters to them

> promoting awareness of AFCA — including
discussion of approach




AFCA's role in financial
complaint resolution

> In everyone’s interest to have matters resolved
quickly

> Three-way discussion / get everyone talking
> AFCA can:
— act as a circuit breaker and help to build trust

with customers . | '
— Identify and focus on the real issues | - ,

— help with financial difficulty issues which often
accompany credit complaints

— provide an independent view based on
fairness

— be flexible and adaptable to meet parties
needs
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How we help

Individuals

v Free alternative to
expensive court action.

v/ Easy to use — no industry or
legal knowledge required.

v/ Focused on a timely and fair
outcome — most complaints
resolve at our first stage.

v" AFCA’s final determinations
are binding on the
financial firm.
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v Focused on a timely and fair
outcome — most complaints
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v" AFCA’s final determinations
are binding on the
financial firm

Financial firms

v Helps resolve customer
complaints when their
internal process can't.

+/ An independent organisation
to consider external
complaints in an impatrtial
way.

v AFCA provides industry data
about common complaints,
to help firms avoid future
complaints.
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Financial firms

v Resolve customer
complaints when their
internal process can’t

v/ An independent organisation
to consider external
complaints in an impatrtial
way

v/ AFCA provides industry data
about common complaints,
to help firms avoid future
complaints

Community stakeholders

v Work with you to resolve
customer complaints for
people experiencing difficult
circumstances

v Collaboration and
consultation on processes
and approaches

v/ Regular engagement about
AFCA service delivery and
emerging issues

v Professional development
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Resolving a financial complaint

Complaint lodged with
financial firm

Consumer tells their
financial firm — many
problems are fixed this
way.

Complaint not resolved

Consumer is still not happy?
They can contact AFCA.

Complaint lodged with AFCA

We work directly with
consumers, consumer
representatives and financial
firms to help them reach a fair
agreement. Most complaints are
resolved within 60 days.
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Our process

Registration and Referral

We refer the complaint back
to the financial firm and ask
them to work with the
consumer. If they are unable
to agree on an outcome, the
complaint moves on to case
management.

Case Management

An AFCA case worker
investigates the complaint,
including asking for evidence
that supports a claim. This can
include notes, photographs,
contracts and more.

Decision

If a consumer and their
financial firm cannot reach an
agreement during case
management, we will make a
decision about what is fair,
taking into account laws,
codes of practice and all the
relevant information provided.
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IT transformation

AFCA is undertaking an exciting project to upgrade our IT systems.
Three key products are coming in FY24

NEW and enhanced

member portal

>

Improved efficiency and

automation

Enhanced communication

New accounts and roles

Improved case management

and reporting tools

15

NEW consumer
portal

> Complaint submission
> Complaint progress tracking

> |Information and document
sharing

> Notifications and requests

15

NEW case management
system

> End-to-end complaint
management for AFCA staff

> Integrated communication with
members and complainants

> |nformation and document
sharing

> Reporting

> Efficiency Db
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Compensation Scheme of
Last Resort

> Last week the Federal Government passed
legislation to establish the CSLR

> The establishment of the CSLR supports
ongoing confidence in the financial system’s
dispute resolution framework by facilitating the
payment of compensation to eligible people who
have received a determination for compensation
from AFCA which remains unpaid
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Scams

> AFCA continues to see an increase in scam complaints
> Not just the volume of complaints that is increasing, but also the sums involved.

DQ

®

D
D
O,

In 2021-22 AFCA received 4,161 scam
complaints — which was up 28% on FY20-21

At that time, we were averaging 340
complaints a month

In 2022-23, we are averaging about 420
scams complaints a month
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Scams — AFCA observations

> Scams are becoming increasingly > Two of the big four banks announced new
sophisticated and continue to change name verification processes that will alert

> AFCA recognises the impact of a scam on a customers if there’s a potential account
person can be devastating and life changing name mis-match

> We are deeply concerned about not only the > Another bank announced it has been
Increasing volume of scams, but amounts working with telecommunication
lost providers to reduce scam calls and texts

> We encourage Australian banks to adopt Impersonating its phone numbers
measures to detect and prevent scams using _
technology and education > We know banks are constantly looking at

ways to create friction in the scams
environment, to reduce money lost to
fraud.



Buy Now, Pay Later

> AFCAreceived more than 1,000 BNPL
complaints in FY21-22, up 39% on the
previous year

> The most complained about issues were
service quality, credit enquiry and
unauthorised transactions.

BNPL firms will need to hold an

Australian credit licence.
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Complaints and compensation since the beginning
1 November 2018 to 31 May 2023

. 340,000+
v

complaints received

320,000+ ©

complaints closed

The average time to close Awarded more than
a complaint was 1. 790 of laint -
® rﬁ] of complaints | g7 hillion in

76 d ayS involve financial hardship

compensation and refunds

Complaints @ _ Q é =)

(B ) 128,600+ 72,800+ 20,200+ 6,300+ 40,500+
financial firm type o _
Banks General Super funds Financial Credit

insurers advisers providers
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The last 12 months’ operations
1 June 2022 to 30 May 2023

Complaints received by product line
2% [2%

= Credit

m General Insurance
Deposit Taking

® Superannuation

® Payment Systems

® Investments

m Life Insurance

Other

Note: One complaint can have multiple product lines

Complaints received by top 5 financial firm types

Underwriting agency 3,426

Superannuation fund trustee / advisor . 5,375

Credit provider - 9,584
General insurer _ 21,952

95,475 complaints received

[\ 83,956 complaints closed
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The last 12 months’ operations
1 June 2022 to 30 May 2023

Small business Members
We received 3,793 (3.97%) complaints 1,729 licensee members had
m“ from small businesses a complaint lodged against
E‘E Most small business complaints were them in the last 12 months

about business loans

Compensation Systemic issues

$250.27M in compensation 22 definite systemic issues currently under

and refunds obtained iInvestigation

through AFCA* 72 total serious contraventions / other breaches
B referred to regulators since 1 June 2022

1This includes matters previously received by AFCA’s predecessor, Financial Ombudsman Service, and resolved by AFCA since 1 November 2018
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Complaints received — Western Australia
1 June 2022 to 30 May 2023

7,490 complaints
received (8%)

6,710 complaints
closed (8%)

= Credit cards
Home loans 52% of complaints
Personal transaction from \_NA closed at
accounts Registration and Referral

® Personal loans

26%

= Home building
$23 million in
15%

compensation and refunds
obtained through AFCA !

10ne complaint can have multiple product lines.

170 complaints lodged
by people who identified
as First Nations (2%)

71 complaints lodged by
consumer advocates

51 of those lodged by
financial counsellors
(6 Fist Nations clients)

408 (11%) of complaints
were referred to AFCA
by consumer advocates
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Approach documents, factsheets and fairness

> AFCA publishes factsheets and approach
documents to help people understand the AFCA
process and what to expect.

> In May 2022, AFCA published its Fairness FOV'D'19 travel .
Jurisdiction Project Outcomes report, which insurance complaints
outlines the resources AFCA developed to ensure
its Fairness jurisdiction is well understood by its
stakeholders, that it is applied consistently and
independently, and in a way that is fair for all
parties.

,afca

,afca

How we resolve
complaints and our
Rules
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Accessiblility

> Free interpreter and document translation
service

> Consumers can write to us in their preferred
language

> National Relay Service

> Choose to be contacted by email, post only, or
by phone

> Nominate a third-party representative

> Assisted Registration and Referral for
vulnerable, unrepresented people

> Peer Support — coaching for case workers on
trauma informed practice and domestic violence
awareness

> Accessibility & Inclusion Network focusing on
reconciliation and mental health initiatives
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Community engagement and consultation

> We seek to grow and maintain community trust
and confidence in our service and decision-

making, and ongoing engagement with our
stakeholders supports this goal.

Consumer Advocate

Liaison Meetings (CALM)
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Significant events

AFCA activates significant event response plans
for events that can potentially result in large
numbers of related complaints being lodged with
AFCA, such as natural disasters and severe
weather events.

> Bushfires
> Floods and storms
> COVID-19
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More information

Follow us on social media Visit
afca.org.au

o @AustralianFinancialComplaintsAuthority

0 AFCA org_au Emall
Info@afca.org.au

o Australian Financial Complaints Authority
Call

1800 931 678
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