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$258.6 million in compensation Small business

We received 3,385 complaints from small

businesses.
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Statistics correct as at 30 June 2020
! This includes matters previously received by AFCA’s predecessor,
Financial Ombudsman Service, and resolved by AFCA since
1800 931 678 (free CCI“) 1 November 2018.
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Complaints received by main
product issues

The following tables show all complaints received
by the top five issues.
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Credit reporting 6,336
Responsible lending 3,614
Financial firm failure to respond to
: 3,089
request for assistance
Incorrect fees/costs 2,151
Service quality 1,927

General Insurance

e

Delay in claim handling 3,521
Claim amount 3,171
Denial of claim - exclusion/condition 3,032
Denial of claim 2,337
Service quality 1,353
1y

@ Deposit Taking

Issue Total
Unauthorised transactions 2,032
Service quality 835

Mistaken internet payment 490

Interpretation of product terms and 489

conditions

Failure to follow instructions/agreement 430

1800 931 678 (free call)

www.afca.org.au
1300 56 55 62 (Members)

a®

95 Q} Superannuation

Delay in claim handling 1,260
Incorrect fees/costs 753
Service quality 648
Account administration error 570
Denial of claim 556

Payment Systems

Unauthorised transactions 986

Denial of claim 621

Mistaken internet payment 447

Service quality 434

Incorrect fees/costs 217
Investments

Misleading product/service information 757
Inappropriate advice 585
Failure to follow instructions/agreement 575
Failure to act in client's best interests 469

Service quality 380
X

Life Insurance

.

Denial of claim 270
Incorrect premiums 181
Delay in claim handling 155
Claim amount 131
Inappropriate advice 116
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Coronavirus (COVID-19) complaints

4773 COVID-19 COVID-19 Complaints received by product line'
?
complaints received 1% %7 0% ® General Insurance

As at 30 June 56% have been closed ““ @ Credit

Superannuation

%
16% ® Deposit Taking

965 COVID-19
complaints involved
financial difficulty

® Payment Systems
® Investments
® Life Insurance

Other

3,462 call to our

dedicated COVID-19

support line We received 1,813 COVID-19 complaints
about general insurance

1,543 of these being about travel insurance

We received 1,711 COVID-19 complaints
about credit

419 of these being about a failure to respond
to requests for assistance

We received 791 COVID-19 complaints
about superannuation

Statistics correct as at 30 June 2020
! One complaint can have multiple product lines.
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