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Dear Sir/Madam 

CP 383 Reportable situations and internal dispute resolution data publication 

The Association of Superannuation Funds of Australia (ASFA) is pleased to provide this submission in response to 
ASIC’s consultation paper CP 383 Reportable situations and internal dispute resolution data publication.  

About ASFA 

ASFA has been operating since 1962 and is the peak policy, research and advocacy body for Australia’s 
superannuation industry. ASFA represents the APRA regulated superannuation industry with over 100 
organisations as members from corporate, industry, retail and public sector funds, and service providers. 

We develop policy positions through collaboration with our diverse membership base and use our deep 
technical expertise and research capabilities to assist in advancing outcomes for Australians. 

ASFA is keenly focussed on ensuring operational effectiveness of the superannuation system – in particular, that 
it delivers, at a reasonable cost, services of a type and standard that meet the needs and expectations of fund 
members and fosters trust and confidence in the system. 

***** 

If you have any queries or comments in relation to our submission, please contact , Senior Policy 
Advisor, on or by email  

Yours sincerely 

 

 

Chief Policy & Advocacy Officer 
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1. Executive summary 

ASFA supports transparency in relation to the reportable situations and complaints experience of Australian 
financial services and credit licensees. Transparency is an essential element in building confidence in the 
financial services industry.  

However, we believe strongly that it is vital that any data reported by ASIC is simple, unambiguous, helpful 
to stakeholders, and presented in a manner which minimises the risk that the data will be misinterpreted or 
misapplied. 

We have addressed specific consultation questions in the response tables requested by ASIC, and noted 
some additional issues not raised by those questions. 

We wish to note, however, at the outset of this submission, our four key areas of concern. These relate to 
the useability, contextualisation and accuracy of the data and the need for an overarching data reporting 
framework. 

1. Publication of the entity-level data will, understandably, attract scrutiny from a range of 
stakeholders, including government, the regulators, consumers, industry commentators and 
analysts as well as the mainstream media. While this initiative may contribute to industry 
transparency and provide an additional element of oversight, it also means it is essential to ensure 
the data is properly contextualised to avoid undermining consumer confidence in particular 
sectors, or the financial services industry more broadly.  

While we welcome the contextual statements ASIC is proposing to include in its publication we are 
strongly of the view they will not adequately provide the necessary perspective for stakeholders to 
genuinely understand the data. In particular, we consider it is critical that ASIC includes information 
indicating the size of financial firms, as without this context users will be unable to meaningfully 
assess the scale and impact of reportable situation (RS) and internal dispute resolution (IDR) 
reports. Please see our response to consultation question B3Q1 for our detailed comments in 
relation to contextualisation.  

2. We consider it important that all proposals for publication of data undergo detailed consumer 
testing, to ensure the publication will provide a meaningful level of transparency while not 
overwhelming or confusing consumers. We are also of the view a detailed post-implementation 
review should be undertaken following the initial publication of the entity level dashboards. Please 
see part 3.1 of this submission for further comments. 

3. Noting concerns raised by ASIC about data accuracy – in particular, a perception of under-reporting 
– we are of the view ASIC should provide additional guidance to financial firms regarding its data 
reporting expectations and enhance the validations it applies to submitted data to identify 
potential outliers and take any necessary action. Please see part 3.2 of this submission for further 
comments. 

4. Given the intrinsic link between IDR and external dispute resolution (EDR) outcomes, we 
recommend ASIC implements a complaints data and reporting framework with AFCA to ensure 
clarity around objectives and co-ordinate the manner which data is collected, reported and 
published to maximise consistency between what is published via ASIC’s dashboards and the AFCA 
DataCube. Please see part 3.3 of this submission for further comments. 
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3. Additional comments – matters not addressed by the consultation 
questions  

3.1 Consumer testing of the dashboards prior to finalisation followed by a post-implementation review 

In launching any new data on the performance of the financial services industry, ASFA considers it critical to 
ensure the clarity, transparency and effectiveness of that data is maximised and that it is truly fit for purpose.  

An important aspect of this, in ASFA’s view, involves ensuring that it is able to be understood by consumers 
and that it is a relevant and meaningful aid to consumers’ decision making. Providing volumes of data does 
not genuinely aid transparency if it is not able to be easily – and accurately – understood and applied by 
stakeholders. 

ASFA welcomes the focus on improving outcomes for consumers and strongly encourages ASIC to conduct 
consumer testing before settling the content and format for its data publication. It is important to ensure 
the data is appropriately targeted from the outset. If consumers do not find the initial publication to be 
comprehensible, useful and accessible, this is likely to cause confusion and a loss of engagement that may 
be difficult to subsequently reverse.  

While important, however, upfront consumer testing does not obviate the need for a post-implementation 
review. We consider there should be a review of the dashboards following their implementation, to ensure 
they are achieving their stated objectives. We note ASIC has indicated it may, in future years, change the 
data published and we are of the view any such change should only follow the completion of an 
appropriate post-implementation review and following consultation with stakeholders. 

As part of this, it is important that ASIC: 

• considers whether the published data presents a true and fair representation of financial firms’ IDR 
and RS outcomes, including in light of media/commentator use of the data 

• assesses whether changes are required to either the dashboards or the underlying reporting 
regimes, to improve reporting and comparability 

• is mindful to ensure that any changes do not unduly increase the reporting burden on financial 
firms, that any proposed changes requiring additional reporting by firms are the subject of 
consultation, and that an appropriate transition time is provided for their implementation.  

We suggest that this review should occur following the publication of the first dashboards, which we 
understand will cover IDR data for the 2023-24 and 2024-25 financial years, and RS data submitted during 
the 2024-25 financial year. 

3.2 Improving the quality of reported data and the validations undertaken  

We note that despite automated validation processes being applied to financial firms’ IDR data prior to 
allowing submission through the ASIC portal, ASIC has raised concerns about potential under-reporting of 
complaints across the industry and a particular concern about a higher than expected number of ‘nil 
reports’.5 Similarly, ASIC has noted low rates of reportable situations reports by some licensees, which 
“suggests deficiencies in incident identification”.6  

 
5 ASIC, 24-264MR ASIC flags key observations from inaugural IDR data publication, 3 December 2024; 
6 ASIC, Reportable situations: Findings of ASIC’s review and how licensees can improve compliance with the regime, 
4 December 2024 
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Despite these concerns, CP 383 notes that ASIC “will not take steps to confirm or verify the accuracy of the 
data submitted by firms (or to confirm or verify firms’ failure to submit reports) for the purpose of data 
publication”7. 

To ASFA, this raises two key considerations: 

1. We recommend that additional guidance is provided to financial firms to support reporting in line with 
ASIC’s expectations, for both the IDR and RS reporting regimes.  

We note that ASIC is partway through a long-running project to simplify the RS regime and anticipate 
that simplification and clarification of the regime may support improved RS reporting by financial firms. 
We suggest simplification of the RS regime would be an appropriate matter for consideration by the 
Simplification Consultative Group recently instigated by ASIC Chair Joe Longo. 

2. We accept that the quality of data reported by financial firms is the responsibility of those firms. 
However, we are deeply concerned that ASIC’s proposed data dashboards will present a 
disadvantageous comparison of those firms that have complied with their reporting obligations as 
against those that may have under-reported.  

ASIC’s comments about expected reporting levels suggests it should be possible for ASIC, either as part 
of the validation process for data submissions or through early screening of submitted data, to identify 
clear outliers – that is, to identify firms that have nil or very low levels of RS or IDR reports in 
circumstances where that does not accord with ASIC’s expectations.  

We would expect that ASIC would pursue inquiries with those firms in a timely manner to address any 
potential under-reporting and we question whether it is appropriate that the data reported by those 
firms is presented in the dashboards, alongside reported data from other firms that was within ASIC’s 
expectations.  

We also query whether the scope and level of pre-submission validations can be increased to reduce 
the risk of under-reporting. 

3.3 Ensuring consistency of complaint data reported by ASIC and AFCA – implement a complaints data 
reporting framework  

Financial firms are obliged to report extensive amounts of data to various regulators. In the case of 
APRA-regulated superannuation funds, this includes substantial and regular reporting to APRA, ASIC and 
the ATO. Much of this data already is or – as with the proposals in CP 383 – shortly will be published in 
various forms, some at the industry, sector and/or sub-sector level and some at the entity level. Further, 
AFCA publishes extensive detail about EDR level complaints and outcomes at the sector level and also at 
the entity level, through its DataCube. 

Done well, publication of data has the potential to deliver significant benefits in terms of terms of 
transparency and improved confidence in the system. ASFA is, however, concerned that standalone data 
publications from the various regulators and agencies – covering different issues and time periods – can be 
confusing for stakeholders, particularly for consumers. We believe there would be significant benefit in 
more co-ordination across all regulators and agencies to achieve, over time, a cohesive data collection and 
reporting framework. We acknowledge that this is a significant undertaking beyond the scope of this 
consultation. 

 
7 ASIC, Consultation Paper CP 383 Reportable situations and internal dispute resolution data publication, paragraph 39 
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In the shorter term, however, we seek clarification of the extent of co-ordination between ASIC, in terms of 
IDR data reporting and now publication, and AFCA in terms of EDR data publication. It is, in ASFA’s view, 
vital to ensure consistency in reporting to the extent possible. As noted in our response to B3Q1, we 
consider the EDR conversion rate and the EDR outcomes are essential to drawing meaningful and informed 
judgements about the IDR outcomes of financial firms such as APRA-regulated superannuation funds. 

Should one not already exist, we recommend that ASIC and AFCA implement a complaints data and 
reporting framework, to ensure clarity around objectives and to co-ordinate the manner which data is 
collected, reported and published to maximise consistency. 

 




