Disputes

39479

total disputes received
16% from 2015-16

235,372

phone enquiries
10% from 2015-16

What the disputes were about

Received by product line

o

31%

m Credit

General insurance advice

m Deposit taking

® Payment systems Other

Call 1800 367 287 (9am-5pm Melbourne time weekdays) or visit www.fos.org.au

B Investments and

m Life insurance

Clear resolve

The Financial Ombudsman in 2016-17

2,742 financial difficulty disputes accepted
5% from 2015-16

66 definite systemic issues resolved
273 investigations of alleged breaches of

industry codes of practice

Age
1 1%

- Who lodged a dispute

o IS%%

39,481 total disputes closed

60% resolved by agreement
15% resolved by FOS decision or assessment
25% discontinued or outside Terms of Reference

2,787 disputes closed with a panel, ombudsman

or adjudicator decision

Gender

3%

40% 57% I
m Female Male mNot identified

Representation

5% 2%

m Solicitor - private

m Family member or

friend ®m Financial counsellor
m Less than 17 m 40-59 B_us'mess m Solicitor -
18-24 B 60+ director/owner community/pro bono
m 25-29 Other/not specified = ansumer advocate - Other
private/paid
m 30-39
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Resolution times

44%
resolved
within one month

54

average
days to resolution

Top ways to lodge a dispute

<dh>

Ammd /5%
&,, Online

x 8%

Mail

Location

8% .

6%

14%

- 1%

Email
o
3%
Phone
16%
30%
29% .

1%

Information in this publication is intended as a guide. The FOS Terms of Reference
(TOR) sets out our rules and processes and is available on the FOS website.




