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1. Executive Summary

The Australian Securities and Investments Commission (ASIC) commissioned
qualitative and quantitative research to explore and measure consumer
experiences of the Internal Dispute Resolution (IDR) process across a range of
financial service sectors. This report presents the findings of the research, focusing on
a broad consumer journey map through the IDR process and the obstacles many
consumers encounter on their journey.

Initiating a complaint

Approximately 3.2 million Australian adults
considered making a complaint to a
financial service provider in the preceding

Consider making

a complaint
(17% of Australians

12 months (considerers) and 1.5 million aged 18+) .
adults actually made a complaint e decide to
(complainants). complaint complain

The major reasons for complaints were the (8%)
same among considerers and complainants:
almost half were about fees and charges
(47%), a quarter about customer service
issues (25%) and one-in-five about a decision made by the company (17%).

But more than half of the consumers who contemplated making a complaint did
not action their complaint with the financial services provider.

7~ “Whoever receives the \ Almost half (47%) of these considerers did not proceed
complaint shrugs it off... it | With their complaint because they did not think it would
would be my word make a difference. Confusion and uncertainty about
against theirs... I'm just how long the IDR process would take, how to initiate the

one person in the mmd,?f process or whether they should even be in the process
a large bank/company.

discouraged 38% of considerers from making a
%/—/ complaint.

Nonetheless, almost one in five (19%) considerers expressed dissatisfaction to the firm
in person, and a further 6% reported that they had messaged the company through
social media. These two ways of expressing dissatisfaction could be considered the
start of a complaint process, but their complaint was not actioned off the back of
this contact.

The complainant journey

Individual consumer journeys were not always linear, as consumers could skip some
steps, revisit old steps or simply withdraw a complaint at any stage. However, this is
the typical consumer journey for IDR:
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Overall consumer journey

ONGOING PROCESS OF COLLECTING AND PROVIDING EVIDENCE

13% had thelr complaint
resolved wilhin o day

HOLDING
PATTERN

DISCOVERY PREPARATION FIRST

84% CONTACT 84%

16% ol camplainants do
not do anything prior to
making their complaint

WITHDRAW

18%

The journey through the IDR process with financial firms involved
many barriers or obstacles for consumers which had a significant
impact on their stress levels, the effort required to navigate their

complaint and their overall satisfaction with the process.

81% of
Almost one-in-five complainants (18%) withdrew from the process complainants
before reaching a conclusion. The leading reasons for withdrawing | €XPerienced
were not receiving a conclusion after chasing up the firm (45%), atleast one
after not hearing from the company for an extended period of Bbstacls
time (40%), or after receiving a poor response and realising that

continuing with the complaint was too difficult (30%).

Common obstacles encountered

Obstacles related to structural difficulties
= Most complainants (51%) first contacted the

After eight weeks of dialogue

firm by telephone, but one in seven (14%) with the bank it was not
complainants found it difficult to find the firm’s progressing, and it appeared
contact details to make a complaint; that | was continually being

passed on to another division

= Having to follow up too many times M
or person.

(experienced by 62% of those who made a
follow up); and
= Talking to too many contact people (experienced by 31% of complainants).
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Obstacles related to transparency

Almost a quarter of complglnants (26%) did not f,,l S——— at\
have the IDR process explained well to them at thelsakERiErRates a6d
first contact, and almost a third (31%) did not everybody just telling me ‘It
have the expected timings of the IDR process was not their job"... it was
explained; obviously designed not to be

. . . accessible and make people
Among all complainants in the holding pattern \ give up.”
only one quarter (26%) indicated they received M_/
any update on the progress of their complaint
from the firm, two in three (67%) were dissatisfied with this lack of information;
Not enough progress updates (experienced by 53% of those who received a
progress update);
Being unsure of how long they would need to wait for a decision (27% of
complainants);
Most complainants (81%) had their complaint concluded within the statutory
timeframe (45 days for most sectors, 90 days for superannuation). For the
remaining complainants, only one in five (21%) had the External Dispute
Resolution (EDR) process explained to them; and
Three in four complainants receiving an unfavourable conclusion felt it was
important to receive an explanation from the provider either in writing (75%)
or over the phone/in person (78%). However, only 45% received an
explanation of the outcome.

Obstacles relating to customer service

Encountering unhelpful staff (experienced by

. “Not one person of the
29% of complainants);

probably eight or nine people |

Feeling like they had not been listened to or had to deal with were actually
heard (28% of complainants); listening.”
Feeling like they were not being taken seriously L—

(22% of complainants); and
Feeling they had been passed around to too many people or strung along
(22% of complainants).

The following report details each stage of the IDR journey and obstacles
experienced, including case studies and quotations from financial services
complainants. It also provides a more comprehensive understanding of those who
discovered an issue though did not proceed to IDR.
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2. Introduction
2.1 Background

Financial services and credit licensee firms must, by law, have an internal dispute
resolution (IDR) framework with appropriate systems and processes in place to deal
with consumer complaints. They must also have membership of an external dispute
resolution (EDR) scheme to deal with complaints that they are not able to resolve
internally. The Australian Securities and Investments Commission (ASIC) is responsible
for administering these processes.

In response to the 2017 review into the financial system external dispute resolution
and complaints framework (PDF 3.63 MB) the Australian Government has committed
to making a number of changes to the dispute resolution framework; IDR and EDR.
To inform its responsibilities, ASIC requires a comprehensive understanding of the
experiences that consumers go through during IDR processes.

2.2 Research objectives

In 2017, ASIC commissioned Nature and The Lab to conduct a three-stage
programme of research to explore and measure the journey consumers undertake
prior to and during the IDR process with financial services providers.

The specific objectives of the research were to:

= estimate the size of the population who have made a complaint in the past
12 months or considered making a complaint, at the overall financial services
level and within specific financial service sectors;

= describe the general population and sector specific characteristics of
financial service provider actual or potential complainants;

= provide an in-depth view of the consumer journey and experiences of the IDR
process, across all stages of the complaints process; and

= identify and understand points of friction and difficulty within consumers’ IDR
journeys, particularly those which lead to consumers discontinuing the
process.


https://static.treasury.gov.au/uploads/sites/1/2017/06/R2016-002_EDR-Review-Final-report.pdf
https://static.treasury.gov.au/uploads/sites/1/2017/06/R2016-002_EDR-Review-Final-report.pdf
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3. Methodology

3.1 Definitions and scope

The main research focused on two types of participants, complainants and
considerers:

= Complainants: were consumers who have completed the complaint process
with a financial service provider in the past 12 months or are currently in the
process of making a complaint to a financial service provider.

= Considerers: were consumers who had thought about making a complaint to
a financial service provider in the past 12 months but did not.

Furthermore, the research categorised the financial service provider sectors based
on the products they provide:

= banking: including transaction or savings accounts, and term deposits;

= credit: including credit or charge cards, home loans, personal loans, pay day
loans and mortgage broking services;

= general insurance: including house or contents insurance, vehicle insurance,
travel insurance, and consumer credit insurance;

= life insurance: including term life insurance, total and permanent disability
(TPD) insurance, trauma cover, income protection insurance, and funeral
insurance;

= financial advice: including financial advice or planning services, advice on
self-managed superannuation funds (SMSF) and advice on investment
products; and

= Ssuperannuation: including managed superannuation accounts.

3.2 Research design

The research was conducted in three stages:

= a guantitative survey to determine the incidence in the Australian population
of potential and actual complaints to financial service providers;

= a qualitative exploration of the consumer journey though the complaint
process; and

= a quantitative survey to measure key components of the complaint process.

A summary of these research stages can be found in Table 1.
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Table 1: Summary of the scope and purpose of each of the three stages of research

Stage

Scope

Purpose

Stage one:
Incidence measurement survey

Online survey with a nationally
representative sample of
n=1,000 Australians aged 18
and over

To estimate incidence of
complainant and considerer
populations to inform the
design of subsequent primary
research

Stage two:
Qualitative exploration of the
complaint journey

n=56 online in-depth interviews
as well as n=4 face-to-face
depth interviews with
complainants or people
considering making a
complaint.

Follow up face-to-face or
telephone in-depth interviews
with n=13 complainants or
people considering making a
complaint

To develop a deep
understanding of consumer IDR
journeys, including triggers,
barriers, frustrations, information
sources, pain points,
experiences, emotions, and
consumer expectations of the
process within each stage

Stage three:
Quantitative survey of
complainants and considerers

Online survey with n=1,294
complainants or people
considering making a
complaint, aged 18 and over

To measure the consumer
journeys identified in Stage two

To quantify the prevalence and
nature of consumer difficulties
within IDR processes and
barriers to making a complaint

To describe the characteristics
of financial service provider
actual or potential
complainants

To estimate the size of the
population undertaking IDR
journeys or considering making
a complaint

Stage one: Incidence measurement survey
A quantitative survey was conducted with 1,000 Australians aged 18 years or above.
The objective of this survey was to measure the incidence of complainants and

people considering making a complaint to a financial services provider over the last

12 months.

The results of this stage of the research were used to inform the design of the
following research stages. Please note, the purpose of stage one of the research
was not to generate IDR insights beyond incidence estimates.

The survey was conducted online and had an average duration of just over three
minutes. The sample was structured to closely match the Australian population
based on gender, age and location. The fieldwork was conducted between 20th
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and 22nd November 2017. Figure 1 shows the sample achieved for the stage one
survey.

The survey for stage one is shown in Appendix B.

Figure 1: Incidence measurement survey sample achieved

Gender Age
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Male Female Other 18-24 25-34 35-54 55h-64 65+
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&

Stage two: Qualitative exploration of the complaint journey

Online gualitative and depth interviews were initially conducted with 60 people who
had recently made a complaint to a financial services company (n=35), were
currently in the process of complaining (n=14) or had considered making a
complaint within the last 12 months (n=11).

The interviews with complainants were designed to explore their experiences of
making a complaint and any issues experienced during the complaint process.
Interviews with considerers were designed to explore any issues experienced that
may have influenced their decision not to lodge a complaint.

Participants in the research were selected to represent a range of genders, age
groups and financial sectors that the complaint was being made (or contemplated)
about. Table 3 shows the sample achieved for the online qualitative research.

10
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The average duration of participation in the online qualitative interviews was 2.5
hours, which included responding to pre-set questions and follow up probing
guestions. These interviews were conducted one on one between participants and
a researcher from The Lab. As such, participants did not interact or influence each
other’s responses. The fiel[dwork was conducted between 24th November 2017 and
23rd May 2018.

Based on responses to the online interview, a sample of participants were selected
for a more in-depth discussion regarding their complaint experiences. Participants
were selected to represent a good cross section of demographics, sectors their
complaint was associated with and the whether they were potential or actual
complainants.

Thirteen follow up in-depth interviews were conducted (four face-to-face and nine
by telephone) with a minimum of two participants drawn from each financial
service sector of interest (with the credit sector having three interviews). Nine
interviews were conducted with participants drawn from the online interviews, four
interviews were conducted with consumers who had not participated in the online
interviews.

The average duration of the in-depth interviews was 40 minutes and were
conducted between 24th November 2017 and 23rd May 2018.

Interview guides for stage two are shown in Appendix C.

Table 2: Total qualitative interview sample achieved

Credit | Banking Super Financial | General Life
advice | insurance | insurance
29 13 5 5 7 5

Male Female

31 33
Victoria | Queensland | New South South Western
Wales Australia Australia
24 8 25 6 1

Age Age Age Age Age Age Age Age Age
18-29 | 30-34 | 35-39 | 40-44 | 45-49 | 50-54 | 55-59 | 60-64 65+
9 8 12 10 8 7 5 3 2

Stage three: Quantitative survey of complainants and considerers

The third stage of the research programme was an online survey designed to
measure the stages of the consumer journey and relevant issues identified in Stage
two. The survey was conducted among n=595 consumers who had made a
complaint in the past 12 months and n=699 consumers who had considered making
a complaint.

11
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The survey was conducted online and had an average duration of twelve minutes.
The sample was structured to match the results obtained from the stage one survey,
particularly with reference to the financial sectors of interest. The fieldwork was
conducted between 9th March and 2nd April 2018. Figure 2 shows the sample
achieved for the stage three survey.

The survey for stage three is shown in Appendix D.

12
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Figure 2: Survey of complainants and considerers sample achieved

Gender Age

632 660

179 156
2 I

Male Female Other 18-24 25-34 35-54 55-64 65+
Location
263 254
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Total sample: 351 596 132 73 102 40

a Considerers
m Currently in the IDR process

m Completed an IDR process in the last 12

months
19
16
’ 171 7
Banking Credit General insurance Life insurance Financial advice Superannuation
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3.3 Confidence of sample sizes

While the stage three quantitative sample in its entirety was substantial in size,
subgroup analysis on individual financial sectors is more limited (most notably for
superannuation and financial advice complainants). Due to the low bases sizes for
some financial sectors, confidence intervals should be taken into consideration
when interpreting the results. Where there are small sample sizes, results should be
treated as indicative only.

Respondent Total | Banking | Credit | General Life Superannuation | Financial
type: insurance | insurance advice
Complainants | 595 156 261 60 43* 23* 52
Considerers 699 195 335 72 30* 17* 50

* Caution — small sample size, results should be considered indicative only

See Appendix E for full confidence interval calculations.
3.4 Limitations of the research

Inevitable limitations in the design and interpretation of this research programme
include:

= self-report data: the data collected in this research was self-reported and
therefore is limited to the subjective experiences and perceptions of
participants;

= recall bias: the complainants sampled included consumers who had
completed the complaint up to 12 months ago. It is possible that these
participants may have experienced recall bias, which refers to recall errors
caused by differences in the accuracy of participants’ recollections of events
which occurred in the past. The research attempted to minimise the recall
bias by including a subgroup of participants who were currently in the IDR
process; and

= fieldwork period: Stage two of the research was conducted over the
Christmas and New Year holiday period for some participants. This meant that
for a small number of participants there was a delay of up to two weeks
between their initial response to the pre-set questions and responding to
follow up probes (which may have contributed to recall bias for those
participants)

14
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4. The Complaints Landscape

According to the incidence survey, approximately 1.5 million (8%) Australians aged
18 or over had made a complaint to a financial company in the last 12 months, and
a further 1.7 million (9%) considered making a complaint. This means that in the last
12 months 46% of people who thought about making a complaint went on to action
their complaint.

Complainants were more likely to be male (62% versus the Australian population at
49%) and slightly younger in age, as shown in Table 2.

Table 3: Comparison between complainants and general population age bands

General
Age bracket Complainants population Difference
Age 18-24 18% 12% +6%
Age 25-34 29% 18% +11%
Age 35-54 36% 38% -2%
Age 55-64 10% 14% -4%
Age 65+ 8% 18% -10%

Base: Complainants (n=596)
General population statistics sourced from 2016 ABS data

In addition to these demographic differences, complainants were also more likely to
claim they were ‘highly competent at managing’ their finances (71% compared to
the general population at 67%) and feel comfortable discussing their finances with
others (55%; 46%).

As shown in Table 3, the credit sector had the highest incidence of considerers and
complainants, with over 3% of consumers making a complaint regarding a credit
product in the past 12 months and a further 8% considering doing so. In contrast, the
superannuation sector had the lowest incidence of complainants and considerers.

While the life insurance and superannuation sectors had a relatively small incidence
of overall consideration, concerned consumers appeared more likely to initiate a
complaint in these sectors.

Regardless of the financial sector, there was a higher proportion of considerers aged
between 25 and 34 years (32%) when compared to complainants (28%). Only 6% of
considerers were aged 65 years and over.

Complainants on the other hand included a higher proportion of consumers aged
65 and over (11%) and were more likely to be male (62%) than female (38%).

15



Table 4: Incidence of overall consideration and complaints by sector

Nature:

Sector: Incidence of Incidence of Conversion from
overall complainants consideration to
consideration complaint
Banking 4.68% 2.08% 44%
Credit 7.95% 3.48% 44%
General insurance 1.76% 0.80% 45%
Life insurance 0.97% 0.57% 59%
Superannuation 0.55% 0.32% 59%
Financial advice 1.44% 0.69% 48%

Question: Q4. Thinking about complaints to financial companies, have you ever...? (multiple response)
Base: Total sample from Stage three including screened respondents (n=7,499) Note: Incomplete
surveys and surveys removed for quality control purposes were removed from all analysis

Figure 3: Reasons for complaint and considering a complaint

Fees or charges

Customer service

Product features or performance

Financial Advice

Other processes or administration 10%

Product sales &%

9%

19%

12%
Other H‘g

47%
25%
A decision made by the company -53,

14%
12%

-~
7%

1%

® Complainants
m Considerers

Question: Q9. Which of the following best describes what your complaint was about? Please select alll
that apply. (multiple response) Q13. Which of the following best describes what it was about? Please

select all that apply. (multiple response)
Base: those who are currently or have recently completed a complaint (n=596), Considerers (n=699)

16



Nature:

The most common reasons for consumers to make a complaint or consider making a
complaint were fees and charges (47% made complaint; 47% considered
complaining), customer service (24%; 25%) or a decision made by the company
(19%,; 15%).

As shown in Figure 4, there were significant differences in the reason for complaints
across the financial sectors:

= fees and charges were more likely to be the reason for a credit complaint;

= customer service was the leading reason for a financial adviser complaint;

= adecision made by the company was more likely to be a reason for life and
general insurance complaints;

= financial advice received was more likely to be the reason for life insurance
and financial adviser complaints; and

= product sale was more likely to be the reason for a life insurance complaint.

While the sample size was relatively small for life insurance complaints and should be
interpreted with some caution, these complainants provided on average more
reasons for their complaint than complainants from any other financial sector.

17
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Figure 4: Reason for complaint by sector

43%
529

47%
Fees or charges FrdpprrrrnnnnnnEnE {150}

0%

40%

Customer service

44%

14%
e 4104
0,

5% B Banking
m Credit

= General insurance

A decision made by the
company

Product features or

performance ® Life insurance

m Super*

%
B o |
Financial advice received [idnaaantiinnnnnE 41% mFinancial advice

%
37%

14%
Other processes or B 0 L%

FAi ; 4%
administration * 19%
12%

%0
L5 14
Product sales  GifnnEstthans 51
i 15

Question: Q9. Which of the following best describes what your complaint was about? Please select all
that apply. (multiple response)

Base: those who are currently or have recently completed a complaint (n=596).

* Caution - small sample size, results should be considered indicative only

As consumers often had multiple reasons for making a complaint, understanding the
overlap between different complaint reasons is also important. Aimost half (46%) of
those complaining about financial advice were also doing so due to fees and
charges. Another substantial cross over was complaints about products sales and
customer service (48%). For all overlap data see Table 4.

18



Table 5: Cross analysis of reason for complaint

Nature:

A
decision
made by Product Other
Fees or | Customer the features or | Financial | processes or | Product

Column % charges | service | company | performance = Advice | administration | sales
Fees or charges 100% 37% 27% 37% 46% 15% 46%
Customer service 19% 100% 31% 43% 38% 27% 48%
A decision made
by the company 11% 25% 100% 29% 25% 16% 43%
Product features
or performance 11% 25% 21% 100% 29% 9% 39%
Financial Advice 13% 21% 17% 27% 100% 4% 45%
Other processes
or administration 3% 13% 9% 7% 4% 100% 2%
Product sales 9% 18% 20% 25% 31% 2% 100%
Sample size 267 134 110 81 68 70 47

Question: Q9. Which of the following best describes what your complaint was about? Please select all

that apply. (multiple response)
Base: those who are currently or have recently completed a complaint (n=596).

19
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5. Complaint Considerers
5.1 Reasons for not making a complaint

As discussed in Section 4 of this report 9% of the population considered making a
complaint to a financial service provider in the last 12 months but did not proceed
to make a complaint.

Consider making

a complaint

(17% of Australians
aged 18+)

9% do not
proceed
to IDR

Almost half (47%) of considerers did not make a complaint because they did not
think it would make a difference. This was the most common reason for consumers
not actioning a complaint and commencing IDR. The qualitative findings indicated
that there was a perception that the financial services providers will make life
difficult for potential complainants. This could be interpreted as a lack of faith in the
system and the providers themselves.

“It would not be taken seriously because there was no financial loss,
the only harm it caused was stress.”

- Credit Considerer, New South Wales, Aged 40-44, Female

“That whoever receives the complaint shrugs it off - I'm assuming the
branch manager would receive the complaint, but | don't know. In
my mind, a financial advisor holds more weight/power/higher
position than a bank teller & it would be my word against theirs. It's
so ridiculous it doesn't even sound believable & still baffles me that it
even happened! I'm just one person in the mind of a large
bank/company.”

- Banking Considerer, Queensland, Aged 35-39, Female

20
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Figure 5: Reasons for not making a complaint

| didn't think it would make a difference | IIIINIGEGEGE /77
| didn't think it was worth my time GGG 5%
| didn't have enoughtime I 2 4%

| don't like confrontation NG 22%

| didn't know how long it would take me to
complete

| didn't know where to start | 18%

I 207

I wasn't sure if lwasright N 12%

| felt a bit embarrassed Il 11%

| didn't want fo damage the relationship | had
with my provider

N
| didn't speak to the right person up front 1l 5%
| couldn't gather the evidence needed [l 8%

Something else (please specify) Il 6%

Base: Those who considered making a complaint in the past 12 months (n=699).

Question: Q50. Below is a list of reasons why people do not proceed with making a complaint. Please
select all which you feel apply to your situation, including those you mentioned in the previous question.
(multiple response)

More than a third of considerers did not think it was worth their time (38%) or did not
have enough time (22%) to make a complaint. According to the qualitative
research, these notions were underpinned by the perception that IDR would be a
long and drawn out process.

“Timell... Life doesn't stop and having to find the details and effort
gathering evidence.”

- Credit Considerer, Victoria, Aged 35-39, Female

“The work involved and having to gather the evidence that would
require going back to the old owners and also getting the strata to
provide me with the necessary information. | felt that having to rely
on a third party to provide me with the information | require would
be painful and it would only drive down my will to continue pursuing
the issue.”

- General Insurance Considerer, New South Wales, Aged 35-39, Male
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One in five considerers (22%) indicated they did not complain because they wanted
to avoid confrontation. The qualitative research found that a number of consumers
expected the IDR process to be adversarial and that financial service providers are
not inclined to be helpful.

“l have very low expectations of financial service providers. | think
they are in it for the money and we, the customers, are just a
conduit for them to make money,”

- General Insurance Considerer, New South Wales, Aged 35-39, Male
“I'm just one person. | wasn't assertive like | am now.”

- Credit Considerer, Queensland, Aged 35-39, Female

Confusion and uncertainty about how long the IDR process would take, how to
initiate the process or whether they should even be in the process prevented 38% of
considerers from making a complaint. This was more common (45%) amongst
younger considerers aged 18-29 years old.

“Something that | lacked would be more information of what to
expect and what to consider. | felt that | did not know what to do,
who to speak to and what to expect. | didn't know how long it took,
who were the authorities | should have spoken to and finding just a
person | can speak to.”

- General Insurance Considerer, New South Wales, Aged 35-39, Male

As shown in Figure 6, there were notable differences in the reasons for not making a
complaint across financial sectors:

= time was more likely to be a reason for not complaining in the banking sector
(thinking it was worth my time and having enough time);

= confusion over where to start was more likely to be a reason for not
complaining in the life insurance sector;

= the effort to gather evidence was more likely to be a reason for not
complaining in both the general insurance and life insurance sectors.
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Figure 6: Reasons for not making a complaint by sector
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Base: Those who considered making a complaint in the last 12 months (n=699)

Question: Q50. Below is a list of reasons why people do not proceed with making a complaint. Please
select all which you feel apply to your situation, including those you mentioned in the previous question.
(multiple response)

While not making a complaint, most considerers (81%) aired their dissatisfaction
elsewhere, primarily to friends or family (55%).
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Figure 7: Proportion of considerers expressing their dissatisfaction in other forms

Friends or family - 55%

The company in person . 19%
On social media I 8%

An online forum I 8%,

Directly messaged I 6
through social media ?
Solicitor | 4%

Somewhere else | 3%

Base: Those who considered making a complaint in the last 12 months (n=699)
Question: Q51. Rather than making a complaint, did you express your dissatisfaction in any of the
following ways? Please select all that apply. (multiple response)

Of note, almost one in five considerers (19%) reported they had expressed their
dissatisfaction to the company in person, and a further 6% reported that they had
messaged the company through social media. These two ways of expressing
dissatisfaction should have been considered the start of a complaint process,
however, their complaint was not actioned off this contact.
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5.2 Confidence and attitudes
Figure 8: Reported levels of confidence with making complaints in general

Average 6.1 7.4
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Considered Actioned

Question: Q57. How confident do you feel making complaints in general? (single response)
Base: Those who have recently, or are currently completing a complaint (n=596) vs. those considering it
(n=699).

Confidence in making complaints in general was strongly associated with whether
consumers actioned their complaint. Considerers were more likely to report having
low (18%) or a little confidence (46%) in making complaints in general when
compared with complainants (7% and 34% respectively).

In addition to confidence in making complaints in general, the quantitative research
found less considerers felt confident and competent managing their finances when
compared to those making a complaint. Considerers were less likely to agree with
the statements:

= | am highly competent managing my finances (59% of considerers versus 71%
of complainants);

= | feel comfortable discussing my finances with others (44% versus 55%);

= | feel confident managing my finances (67% versus 77%);

= | am good at managing my finances (67% versus 77%); and

= | review my finances regularly.
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“l would've had no idea where to start.”
- Banking Considerer, Queensland, Aged 35-39, Female

“I'm hopeless at maths but give me a calculator & I'm fine. | wouldn't
say | have high confidence - if | did I'd have a saving plan in place.
That would mean being stricter & not emotional buying. I'm sure
there could be improvements somewhere.”

- Banking Considerer, Queensland, Aged 35-39, Female

These results indicate a lower overall self-perception of financial confidence may
have contributed to some considerers not approaching financial service providers
to initiate the IDR process.

Figure 9: Attitudes toward finances (considerers versus complainants)

i Considered m Actioned
Difference

I am highly competent managing my 59% +12%
finances %

| feel comfortable discussing my finances W +11%
with others 55%

Money isn't everything to me, | prefer not to 39% +27,

think about it W 41% N

I have alove/hate relationship with my W"" 8% 5%
finances 46%

Question: Q55. Please indicate how strongly you agree or disagree with the following statements about
money/finances. (single response per item)
Base: Considerers (n=699), complainants (n=596)

Considerers were also less likely to have positive perceptions of financial service
providers when compared to complainants.

They were less likely to agree that financial companies:

= protect me and make me feel safe (27% for considerers versus 41% for
complainants);

= are honest toward customers and the community (26% versus 38%);

= fix mistakes when they happen fairly and efficiently (32% versus 44%);

= help me reach my goals (34% versus 43%); and
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= sell products to me that meet my needs (41% versus 50%).

Figure 10: Differences in positive perceptions of financial service providers (considerers
versus complainants)
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Question: Q59. Please indicate how strongly you agree or disagree with the following statements about
how financial companies currently act. (single response per item)
Base: Considerers (n=699), complainants (n=596)

+12%

And considerers were more likely to agree that financial service providers:

= are there to make money off me (77% versus 72%); and
= deliberately make things more complicated than they need to be (63% versus
55%).

It is reasonable to interpret that this lower level of comfort and trust associated with
financial service providers, and a lower level of financial confidence had impacted
considerers’ decisions to not proceed with a complaint and initiate the IDR process.
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Figure 11: Differences in negative perceptions of financial service providers (considerers
versus complainants)
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Difference -5% -T%
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Question: Q59. Please indicate how strongly you agree or disagree with the following statements about
how financial companies currently act. (single response per item)
Base: Considerers (n=699), complainants (n=596)
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6. Complainant’s Experience of the IDR Process

6.1 The IDR journey map
The qualitative research identified five potential phases that complainants pass
through during the IDR journey:

= discovery;

= preparation;

s first contact;

= holding pattern; and

= conclusion.
The quantitative stage enabled us to understand the proportion of consumers who
went through each of these stages, and the proportion who experienced difficulties
or frictions throughout their IDR process.

Figure 12: The IDR journey map

Overall consumer journey
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The discovery phase was the point at which an issue was discovered that lead to a
complaint. Reasons for complaints are discussed in Section 4 of this report.

The preparation phase refers to any activity that a complainant undertakes prior to
making first contact with their financial service provider. This can be as simple as
looking up a phone number through to seeking advice from a professional. Most
complainants (84%) reported undertaking some preparation prior to making a
complaint.

The first contact phase was when the complainant initially contacted the financial
service provider to make a complaint. Almost all complainants (99%) made this initial
contact themselves, with the remaining 1% having someone else make the
complaint for them (e.g. a solicitor or family member).
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Just under one in eight (13%) complainants had their complaint concluded at first
contact. These complaints were more likely to be from the banking sector (19%) and
the most common complaint reason was fees or charges (18%).

If the complaint was not concluded on first contact, complainants moved into the
holding pattern phase. At this point, complainants either waited for the financial
service provider to conclude their complaint, contact them with an update, or
actively followed up with the financial service provider. Of all complainants, 84%
moved into the holding pattern phase.

Active follow up behaviours included contacting the financial service provider,
sometimes on multiple occasions, to seek clarity on progress of the complaint or to
escalate the complaint to a more senior representative. Half (51%) of all
complainants in the holding pattern engaged in at least one follow-up activity. The
complainants who did not follow up (42%) may receive updates from the financial
service provider, but they were not active in pursuing their complaint.

After the holding pattern complainants reached the IDR conclusion phase, which
meant that the complaint had been finalised by the provider (which may or may
not have been to the satisfaction of the complainant). The quantitative survey found
that 82% of complainants reached this phase, meaning that they did not withdraw
or abandon their complaiont.

6.2 Discovery phase

Prior to commencing the IDR journey, consumers encountered or become aware of
the issue with the financial service provider. Discovery was the first step in
understanding the problem, but perhaps not enough for them to launch a
complaint without further investigation. The qualitative research indicated that
consumers typically moved into the next step of preparation quickly. However,
gualitative research also identified several occasions where consumers contacted
the financial service provider with a ‘query’ before discussing the complaint itself.
Therefore, consumers often differentiated an initial query with the provider from a
‘complaint’.

As outlined above, 17% of the Australian population, or approximately 3.2 million
people, identified a reason to make a complaint about a financial service provider
within the last 12 months. However, not all consumers who discovered an issue
proceeded to IDR (or considered themselves having made a ‘complaint’). Only 8%
of the Australian population, or approximately 1.5 milion people, went on to make a
complaint.
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However, almost one in five considerers (19%) who claimed they didn’t make a
‘complaint’ reported they had expressed their dissatisfaction to the company in
person. In addition to this, a further 6% reported that they had messaged the
company through social media. These two ways of expressing dissatisfaction should
have been considered the start of a complaint process, however, their complaint
was not actioned off this contact.

The following case study illustrates a complainant who went back and forth on their
decision to complain several times before officially doing so. They ended up
choosing to make a complaint as they didn’t feel their dissatisfaction was being
taken seriously.

Case Study - Cameron, New South Wales, Aged 60-64, Banking Complaint

Cameron was living with a limited income and relying on Centrelink for his livelihood. He was being
charged an account-keeping fee that he felt was entitled to have waived.

“Each month was a time to talk to someone again at the bank or make a complaint through their
website, but each month rolled into next month and | was hoping for a positive answer...”

Cameron felt that he had made queries about the issues multiple times without the issue being taken
seriously by the bank.

“The negative answer/ uncaring response from my initial call to the bank made me feel that the $4.00
regular charge paled insignificantly as to why | needed to argue with Centrelink while | was approved
by the NDIS/A. During this time, | also received a Disability mobility allowance each month (prior to
NDIS/A approval) that | used to offset (or pretended to) the bank charge.”

His circumstances continued to deteriorate financially, and he therefore felt that he was required to
make a complaint. He didn’t feel that his query was going to get results.

“As time evolved, cost of living caught up and | want to see if launching an official complaint would
help.”
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Due to the treatment he had received, Cameron didn’t feel like he had the strength to take on the
Bank and take his issue further and file a complaint.

“l do not have the strength to take on Bank when | need all my strength to attend to more pressing
matters such as sickness, physical health and strength.

For now, the NDIS/A has substituted and increased, slightly, my mobility allowance and | pretend that
the issue with Bank is not important. Someday soon, when | have the time, patience, strength and aide,
| will make a complaint.”

“It remains a niggly issue that | have not been able to sort out. Just like David and Goliath, just waiting
and hopefully, I will find a saviour who will help me get it taken off, or | get ODSP recognition that the
bank so desires.”

The qualitative research indicated that motivation played a key role in consumers
taking the issue further. As highlighted by the consumer verbatim below, the
consumer’s context is important in establishing their emotional journey.

“l discovered the issue straight away and complained the very day
because | was extremely angry.”

Banking Complainant, Victoria, Aged 35-39, Male

“We were in the process of selling the investment property and this
issue was definitely interfering with it. It added so many challenging
dimensions to what we thought was going to be a simple process. |
was a wreck. | cried every day for around a week when | realised
what we were dealing with. | had also just had a baby and was
hoping that profits from the sale of our investment would relieve
some financial pressure but instead it made things worse.”

Financial Advice Complainant, South Australia, Aged 35-39, Female
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6.3 Preparation

Most complainants (84%) engaged in some form of preparation before making first
contact for their complaint.

Overall consumer journey

ONGOING PROCESS OF COLLECTING AND PROVIDING EVIDENCE

DISCOVERY PREPARATION FIRST
84% CONTACT

16% of complainants do not do
anything prior to making their
complaint

The 16% of complainants who did no preparation were more likely to be
complaining about a credit/charge card (44% versus 26% of those prepared) or
transaction/savings account (35% versus 19% of those prepared). They were also
more likely to be commencing their complaint to ‘get money back or a refund’ (59%
versus 40% of those who prepared).

Preparation could be as simple as reviewing the company’s website through to
consulting with a professional. On average, complainants who did at least one form
of preparation accessed approximately two resources before making first contact
with the provider. Life insurance and superannuation complainants accessed
approximately three resources, which was higher than complainants from any other
financial sectors.

“| spoke to my solicitor to see if he had the same notes | did, which
would mean the bank was at fault and not us.”

- Credit Complainant, New South Wales, Aged 30-34, Female

“A colleague at work who | had been discussing issue with - she is a
lawyer and encouraged me to take the fight to them and not back
off.”

- Superannuation Complainant, Victoria, Aged 45-49, Male
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“Online help from consumer affairs help tremendously and | used
them quite early on in the process and they were a great help. | was
looking for what my rights are and how to proceed. Online forums

helped a great deal.”
- Banking Complainant, Victoria, Aged 35-39, Male

Figure 13: Resources used in preparation for making first contact

Reviewed my product documentation I 357
Reviewed the company's website I 57
Spoke to friends or family I -7
Reviewed the ombudsman website  ITEGE 157
Reviewed online forums I 4%
Contacted Ombudsman / fair frade service 1 9%
Spoke to an accountant M 8%
Spoke to a consumer help group M 8%
Spoke to a financial planner or advisor M 8%
Spoke to a lawyer/solicitor 1M 7%
Spoke fo a free financial counsellor M 7%
Spoke to an English translator 1l 5%

Used a Disability Assistance senvice (TTY, NSR etc.) B 3%
Something else M 7%

None of these I | 5%

Base: Those who are currently or have recently completed a complaint (n=596)
Question: Q18. Which of the following did you do [have you done] prior to making your complaint?

Please select all that apply. (multiple response)

The most common forms of preparation were reviewing product documentation
(38%), reviewing the company’s website (28%), or speaking to a friend or family

member (25%).

“The first step was realising we had a problem and researching who
it was that we needed to make contact with to discuss the issue. |
looked through our old paperwork and emails to find contact

information.”

- Life Insurance Complainant, South Australia, Aged 40-44, Female
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The qualitative research indicated that reviewing product documentation involved
several different elements:

= account statements

=« bills and invoices

= contracts and agreements

= brochures and pamphlets with product information

= personal notes taken during interactions with the financial service providers
= Product Disclosure Statements (PDS)

The qualitative research also specified that financial service providers referenced
the PDS, however, consumers weren’t often using this as an information source.

“Because | couldn't find the information in step one, | decided to
call the organisation. | found the contact number in the documents
| had and called the number. They advised me again the
information was in the contract and PDS. | advised | couldn't see it.
They said they would email it again. No real answer received to my
initial enquiry.”

- General Insurance Complainant, New South Wales, Aged 35-39,
Female

One guarter (25%) of all complainants spoke with family or friends. Qualitative
research suggested that this was often undertaken to understand if the family
member or friend had been through a similar situation in the past.

“The most positive and helpful influence were family and friends’
advice, online forum chats and government bodies to get
additional information needed to make the complaint and they
were instrumental in forming the case.”

- Banking Complainant, Victoria, Aged 35-39, Male

By doing this, complainants were hoping to better understand the other person’s
experience and the IDR process before proceeding with a complaint themselves.

“They [family and friends] were very important from the start. And
during the process too. More than the employers from the bank. |
was looking for positive answers from their similar experiences. “

- Banking Complainant, Victoria, Aged 18-29, Female

However, some complainants were simply seeking emotional comfort or
reassurance.
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“After speaking with my husband, he gave me the confidence to
be able to call the bank and have a conversation about my
concerns. He was able to talk to me and reassure me that my
concerns were valid and needed to be addressed.”

- Credit Complainant, Queensland, Aged 40-44, Female

While only 16% of complainants in the quantitative survey indicated reviewing online
forums prior to making a complaint, the qualitative research indicated that this
resource could be important in building confidence to make a complaint.

Having access to case studies and examples of other consumers’ experiences online
played a key role in giving complainants confidence to proceed with a complaint.
Consumer stories in online forums satisfied multiple needs for complainants:

= to make them feel that they have a chance with their complaint;

= to further educate them on their situation and rights;

= to understand the process of complaining and the timings involved,

= to understand the typical reaction from the financial service provider;
= to understand what they need to prepare before starting; and

= to understand what to expect.

“l looked up Google by "complaints insurer" and found different
blogs - | filtered it by country - Australia of course. | found "whirlpool”
as a forum of discussion around insurers - some replies to questions
asked by others were helpful to me. Most of the questions posted on
the forum were about the ‘authoritative stance’ the insurers took -
and it therefore made me feel not so alone. However, it also
reaffirmed the insurers were powerful entities that were used to
getting things their way and were able to do so because they were
a corporation.”

“l looked in Google and blogs for information. The questions were
related to how to deal with a decision by an insurer and how to
word a complaint. | was able to find that information through
Google search.”

- General Insurance Complainant, New South Wales, Aged 45-49,
Female

There were some key differences in the sources used to prepare when looking across
the different topic areas for commencing a complaint. Complainants who reviewed
product documentation were more likely to be complaining about a decision made
by the company (52%), while those who spoke to friends and family were more likely
to be discussing a complaint about customer service (34%). Complainants who
reviewed online forums were more likely to be complaining about product sales
(41%).
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Figure 14: Preparation taken prior to first contact by sector
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Question: Q18. Which of the following did you do [have you done] prior to making your complaint?
Please select all that apply. (multiple response)

Base: Those who are currently or have recently completed a complaint (n=596)

* Caution — small sample size, results should be considered indicative only
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Quantitative research indicated that people who conducted at least one form of
preparation experienced a higher level of perceived effort (61% when compared to
38% of those who did no preparation) and stress (58%; 40%) involved with their IDR
process. However, this did not make any difference to the satisfaction of their
outcome. People who did not conduct any preparation were more likely to have
their complaint concluded in the same day and be satisfied with their IDR process
experience (49% ‘highly satisfied” when compared to 34% of those who did some
preparation). Therefore, it could be interpreted that those who conducted some
form of preparation were dealing with a potentially more complex complaint (or at
least one that was more likely to take greater than one day to conclude).

6.4 First contact
6.4.1 Channel used to make first contact

First contact with a financial service provider was typically made by telephone
(51%), through email (25%) or in person (13%).

“l found that using the phone and speaking to people was the most
effective. As our situation was quite unusual, online searching would
have been of little benefit. Having little children (three years and
one year.), going to meetings for face-to-face discussions wasn't an
option.”

- Life Insurance Complainant, South Australia, Aged 35-39, Female

“Phone is my preference as | like to actually speak to someone and
get immediate answers.”

- Banking Complainant, Victoria, Aged 55-59, Male

Although channel did differ slightly by age group, telephone contact was still
overwhelmingly the most popular choice for complainants. See Figure 16 below for
all channels used by different age brackets.
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Figure 15: Channel used to first make contact
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Base: those who are currently or have recently completed a complaint (n=596).
Question: Q19. How did you first make the company aware of your concern? (single response)

Figure 16: Channel used to first make contact by age
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Base: those who are currently or have recently completed a complaint (n=596).
Question: Q19. How did you first make the company aware of your concern? (single response)
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6.4.2 Ease of finding company’s contact details

One in seven (14%) complainants found it very or fairly difficult to find the company’s
contact details to make a complaint. Complainants who found it difficult to find the
company’s contact details were more likely to be dissatisfied with the IDR process
(66%) when compared to those who found the contact details easily (23%). They
were also more likely to find the overall process stressful (78% versus 49% of those who
found the details easily) and requiring a high level of effort from them (82% versus
49% of those who found the details easily).

Figure 17: Ease of finding the company’s contact details

5% 5% 5% e
14%
17%
ifi 16% 3%
[ ]
Very difficult 19% 10%
m Fairly difficult
m Neither
u Fairly easy
B Very easy 54%
38% 47%
® Can't remember 31%
25%
3% 1%
Banking Credit General Life Superannuation Flnon_CloI
Insurance Insurance advice

Question: Q20. How easy was it to find the company's contact details to make a complaint? (single
response)

Base: Complainants in each sector; Banking (n=155), Credit (n=253), General Insurance (n=60), Life
Insurance (n=43), Superannuation (n=24%*), Financial advice (n=52).

* Caution — small sample size, results should be considered indicative only

6.4.3 Attitude of staff

One in four complainants (25%) thought that the attitude of the staff member that
they spoke to at first contact was ‘very helpful’. On average, only half (56%) of
complainants thought the initial contact person was either ‘fairly’ or ‘very’ helpful.

Many complainants (29% on average) found staff attitudes unhelpful overall, and
19% of banking complainants reported a ‘very unhelpful’ staff member.
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Figure 18: Perception of staff attitude at first contact
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Question: Q21. How did you find the attitude of the staff when you first made your complaint? (single
response)

Base: Complainants in each sector; Banking (n=155), Credit (n=253), General Insurance (n=60), Life
Insurance (n=43), Superannuation (n=24%*), Financial advice (n=52).

* Caution — small sample size, results should be considered indicative only

The qualitative research identified that contact with an unhelpful initial contact
person made the experience feel like the whole process required more effort on
their behalf. The quantitative research found that 76% of those exposed to an
unhelpful staff member found the process requiring a ‘fairly high” or ‘very high’ level
of effort from them versus 49% amongst those who found the contact person helpful.

In addition to having a higher level of perceived effort, this group of consumers also
had a higher level of stress (71% versus 44%) and lower reported satisfaction with the
IDR process overall (62% “dissatisfied’ versus 12%). People who perceived the initial
contact as unhelpful were also more likely to escalate their complaint to a senior
manager during IDR (56% versus 29%).

Complainants who perceived the initial contact person as unhelpful were also more
likely to disagree with a range of attitudes toward financial service providers (that
they’re experts, they help me reach my goals, are honest, etc.). However, it is
important to note that these results do not indicate causation in any direction. It is
not confirmed whether exposure to unhelpful staff influenced their attitudes toward
financial service providers or whether their attitudes toward financial service
providers influenced their perception of staff helpfulness.

The following case study illustrates an experience by a banking complainant where
the customer was left feeling the initial staff member had not been as helpful as she
would have anticipated.

41



Nature:

Case Study - Angela, New South Wales, Aged 18-29, Banking Complaint

Angela is young, ambitious and career driven. She loves to travel and is keen to explore the world to
grow as a person.

Angela was on a trip with her girlfriends in Japan when she had over $500 taken out of her account by
a hotel they had cancelled. The hotel charge had left her short of funds to enjoy the rest of her trip.

“l had fraudulent activity on my credit card from an overseas transaction and the process to recover
those funds is still ongoing. | had made an initial phone call to my bank which was extremely expensive
to make and the customer service | received was extremely poor and lacked concern in any way.”

Angela felt like she would be able to get the money back eventually however was worried about how
long it would take to get back and if it would impact the trip.

“l was concerned but not completely overwhelmed because | know family and friends that have had
this happened to them and got their money back. | was alarmed but not completely hysterical. There
were enough security nets that if you had done the right thing you would eventually get your money
back.”

Angela was made to feel increasingly paranoid throughout the first call, wondering if she was going to
be believed by the consultant she was speaking to. This was a stressful time for her in another country
and borrowing a friend’s phone. It made her feel like the ‘little guy’ and impacted her relationship with
the financial service provider.

“l didn’t have a phone, so | had to borrow a phone from a friend who had an international SIM. Then
worry about how much it was costing her. So, it was a pretty time sensitive thing.”

“Going into it | was nervous... that | wasn’t going to be believed. So, when | got through | tried to
emphasise the time sensitive nature of what | needed to get across. She couldn’t have really cared
that | was overseas and making a long-distance phone call and needed to wrap it up. | was getting
asked the same questions reframed in a different way. It definitely felt like ‘why are we going over this
again and again?’ | need to get to the next steps and move on.”

“It makes you feel like the little guy, you are one microscopic chink in a huge machine. It can feel a bit
daunting.”

Angela tried to not let the fraudulent activity impact her trip. However, because of the delay in getting
the money back she had to be more conservative with her spending. Angela also had to borrow $200
from her father, which felt degrading. Angela expected the issue to be concluded quickly however
after the first contact with the bank felt where she received no empathy, Angela wasn’t satisfied with
the service. Angela called to complain when she returned to Australia.

6.4.4 Explanation of complaint process

Upon initial contact, only one in two (54%) complainants felt the IDR process was
explained either ‘fairly well’ or ‘very well’.

Almost 1 in 10 (9%) complainants claimed there was ‘no explanation at all’ of the
IDR process at first contact. These complainants were more likely to be dissatisfied
with the process overall (68%) when compared to those who had at least some
explanation given (26%). They were also more likely to state the process was ‘very
stressful’ (38% versus 21% of complainants given an explanation).
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Figure 19: How well the complaint process was explained at first contact
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Question: Q22. How well would you say the complaint process was explained to you? (i.e. next steps,

documentation required, etc.) (single response)

Base: Complainants in each sector; Banking (n=155), Credit (n=253), General Insurance (n=60), Life

Insurance (n=43), Superannuation (n=24), Financial advice (n=52).

*Caution - small sample size, results should be considered indicative only

6.4.5 Explanation of complaint process timings

Similar to the explanation of the complaint process, only half of complainants (50%)

found the IDR timings were explained very or fairly well.

However, dissatisfaction rates with the timing were much higher than the process,
where on average, 3 in 10 complainants (30%) felt that the explanation of IDR
timings was poor. Amongst those who requested an escalation of their complaint to
management, 44% felt the timings were poorly explained compared with 20%

amongst those who didn’t escalate.
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Figure 20: How well timings were explained at first contact
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Question: Q23. And how well were the timings of the complaint process explained to you by the
company? (i.e. when you might hear from them next, how long it would be until you were likely to have
a resolution). (single response)

Base: Complainants in each sector; Banking (n=155), Credit (n=253), General Insurance (n=60), Life
Insurance (n=43), Superannuation (n=24), Financial advice (n=52).

*Caution - small sample size, results should be considered indicative only

6.4.6 Complaints concluded within the same day

Just under one in five complainants (13%) reported having their complaint
concluded within the same day. Almost two in three (62%) of those who had their
complaint concluded within the same day were complaining about fees or charges
(versus 44% of those who went through the ‘holding pattern’ phase). However, these
complaints were less likely to be made about customer service (6% versus 25% of
those who went through the *holding pattern’ phase).

These complainants were more likely to claim the initial staff member they were in
contact with was very or fairly helpful (71%) when compared to those going through
the holding pattern (54%). They were also more likely to be highly satisfied with their
overall complaint process (57%) than for those who went into the holding pattern
phase (32%). Almost 7 in 10 (68%) had their complaint finalised in their favour, with
one in four (24%) receiving an apology either over the phone or in person, though
this is not significantly different to those who went through the holding pattern.

6.5 The holding pattern phase

Most complaints (84%) took longer than a day to conclude. These complainants
moved into the ‘holding pattern’ phase, where they awaited conclusion.
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Overall consumer journey
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There were some key differences in the consumer perceptions of those who entered
into the holding pattern when compared to those who didn’t (and had their
complaint concluded within the same day). Complainants who proceeded into the
holding pattern phase were less likely to feel the IDR process was explained ‘very
well’ to them (18% versus 32% of those who didn’t enter this phase). These
complainants were also less likely to feel the process timings were ‘very well’
explained to them (15% versus 37% of those who didn’t enter the holding pattern
phase).

The qualitative research found the complainants in this stage of the IDR process
sought transparency. They wanted to understand what the process was, who was
handling their complaint and what the status of their complaint was. They were also
looking for information on the timeline for complaint conclusion and clarity on their
role in getting the complaint concluded.

The majority of complainants had an IDR duration of under six weeks, with almost
half completed within a week of first contact (47%). Below shows the distribution of
complaint timings amongst all current and completed complainants.
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Figure 21: Perceived duration of the complaint process
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Question: Q6. [CURRENT] When did you make the complaint to the financial company? Q10.
[COMPLETED] How long did the complaint process take?
Base: those who are currently or have recently completed a complaint (n=596)

ASIC regulations require financial service providers to complete the IDR process
within an allocated timeframe, as shown below:

= 45 days from the date of the complaint being made for banking, credit,
general and life insurance, and financial advice; and
= 90 days from the date of the complaint being made for superannuation.

Depending on the financial sector, the reported proportion of complaints being
concluded within this regulated timeframe ranged from 80% (credit and financial
advice complaints) to 97% (life insurance complaints). Superannuation, with a
required timeframe of 90 days for conclusion, recorded 86% of complaints
concluded within this timeframe. See Figure 22 for a breakdown of the proportion of
complaints concluded within these timeframes.
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Figure 22: The reported proportion of IDR complaints across sector types which were
concluded within the ASIC regulation timeframe
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Base: those who have recently completed a complaint (n=389).

Question: Q10. How long did the complaint process take? l.e. from when you first made contact to
when it was finished. (single response)

* Caution — small sample size, results should be considered indicative only

After the allocated timeframe has expired, financial service providers are required to
provide complainants with an explanation of the EDR process (e.g. Ombudsman or
Complaints Tribunal) so that they may progress their complaint further if required.
However, the research indicated that of the complaints which extended beyond
the 45-day requirement (13% of all complainants excluding superannuation), only
one in five (21%) had the EDR process explained to them.

“When the resolution was reached that the charge back would not
be actioned. The step was fast, around 10 minutes, | simply replied
to the email. | never received a reply however, so over the course of
the next 2 months sent several more, which also went unanswered...
| did a Google search about the financial services Ombudsman to
see and gain some understanding of what my options were.”

- Credit Complainant, Victoria, Aged 30-34, Male

6.5.1 The implications of extended complaint duration

The quantitative research suggested that the length of the complaint may
negatively impact the consumer effort and stress caused by the process, while also
affecting how complainants view the financial service provider.
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After 45 days, significantly more consumers perceived the IDR process as requiring a
‘very high’ level of effort from them (31%) compared to those who had the
complaint concluded within 45 days (18%). In addition, after 45 days more
complainants regarded the process as being ‘very stressful’ (37%) compared to
those with a complaint concluded in less than 45 days (21%). As can be seenin
Figure 23, seven in ten (69%) complainants whose IDR process lasted more than 45
days felt that the process had a negative impact on their perception of the financial
service provider. This was substantially more than amongst complainants whose IDR
process was completed within the 45-day timeframe (42%).

Figure 23: The impact on financial service provider sentiment for those with a complaint
duration above or below 45 days
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Question: Q42. Has the complaint process changed how you feel about the company? (single
response)

Base: those who are currently or have recently completed a complaint within 45 days (n=476), after 45
days (n=105).

We observed an increasing trend in level of stress, perceived effort and negative
sentiment the longer the time spent in the IDR process. This trend is shown in figure
24, demonstrating the incline seen as the duration of complaint moves from 24 hours
to greater than 12 weeks.

The qualitative research indicated that, as complaints took longer to conclude, the
frustration and emotional impact increased. This could be due to the fact that trust
and faith in the financial service providers completing their side of the agreement
was increasingly diminished over time.
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“Again, | had no way to push them as they wanted to do it in their
own time it seemed. | was on the phone in these cases for 30 to 40
minutes | was very annoyed and over it but | knew | would get to the
bottom of it if | just kept going. The length of the process was the
biggest negative.”

- Credit Complainant, New South Wales, Aged 45-49, Male

“l was feeling cheated, frustrated, annoyed. The frustration was the
length of time it took nobody seemed to give a clear answer | had
the debt collectors chasing me for money they said | owed the
accounting firm even though | had already paid in full and wanted
extra.”

- Financial Advice Complainant, New South Wales, Aged 45-49,
Male

Figure 24: Perceived stress and effort involved in the IDR process and negative sentiment
toward the financial provider over the duration of the complaint process
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Question: Q40. How much effort on your part do you feel was required [has been required so far]
throughout the complaint process? Q41. And how stressful [are you finding] did you find the process?
Q42. Has the complaint process changed how you feel about the company? (single response)

Base: those who are currently or have recently completed a complaint (n=596)

The below case study highlights a banking customer who was in the holding pattern
phase for a prolonged period. As time went on, the consumer became more and
more frustrated and in need of clarity from the financial provider.

Case Study - David, New South Wales, Aged 45-49, Home Loan

David leads a very busy life, working in the hospitality industry, his partner also working full-time and two
kids both busy with high school studies and sports on the weekends. David looks after the ‘big picture’
financial matters in the household, of which their mortgage is the most important.
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‘I am the final decision maker at home when it comes to household finances although | always discuss
these matters with my wife prior to execution. | make sure all our Banking & Insurance requirements are
paid on time and upgraded when and where required. | would give myself a 7/10 - | am no expert but |
feel | have a good general knowledge for the household finances. | want to pay off the mortgage and
own my own home, but saving money is always a strain as the cost of living is so high nowadays and
there are so many expenses beyond the routine mortgage’.

However, there was an issue last year when David changed his mortgage provider.

'My complaint pertains to fees charged for additional products and services associated with my [bank]
mortgage as brokered with a [bank] financial planner. Upon my first direct debit payments, the fees
were significantly more than previously quoted’.

This was the start of a long and, from David’s perspective, convoluted process.

'Initially | complained directly to the financial planner, but he referred me on to the branch manager as
the rejigged fee structure was implemented by the administration department of Financial Services. My
complaint then was referred on to the Financial Services division and their representatives’.

' was more than willing to complain and dispute the situation with the bank as it is a matter of principle,
but as | was on duty during business hours it was difficult to get enough time to contact the bank
directly and get some clarity on the matter'.

The length of time taken to get a conclusion was a key negative for David.

‘I had read the Complaint procedure literature and | placed my faith in the system...but | was
extremely disappointed and disillusioned by the whole ordeal. As | went through the process | ended
up discovering a lot of new information in regard to the bank’s obligations to disclose fees and charges
up front and not adjust these without written notice and doing this feeling more reassured that my
complaint was definitely justified, and | was more confident that | would get a fair resolution in the near
future. | was allowing one to two weeks between each of the steps, as | understand the bank is a big
organisation and | am mindful there are more than likely thousands of complaints similar to mine, so |
wanted to keep realistic time frames in perspective’.

'After eight weeks of dialogue with the bank it was not progressing, and it appeared that | was
continually being passed on to another division or person, so | contacted the Banking & Finance
division of the NSW Ombudsman. It took around two days to hear back from them which was very
reassuring and gave me confidence the matter would be ultimately resolved'.

'I have always remained determined and resolute throughout the entire process, however, | was very
disappointed and frustrated with the extended time frame required to get an equitable resolution’

‘There was an absolute failure of anyone at the bank to acknowledge and take responsibility and
genuinely assist me, continually passing the buck to a range of other departments and associated staff
etc.... which | simply didn’t have the time to follow up’.

'In retrospect, | would go straight to the Banking & Finance division of the NSW Department of Fair
Trading, as | could lodge a complaint with this organisation and have a someone there represent me
and give me clear and concise advice on how to proceed with the matter throughout the entire
process’.

6.5.2 The impact of multiple contact touchpoints

While in the holding pattern phase, most complainants (78%) were in contact with
multiple staff members from the financial service provider to which they had made a
complaint. As can be seen in Figure 25, only 12% of financial advice complainants
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spoke to one staff member, whereas banking complainants were more likely to
have their complaint concluded by one staff member (31%). Figure 25 displays the
number of complainants across each financial sector were in contact with.

Figure 25: Number of different contact people complainants have been in contact with
throughout their IDR process
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Base: Amongst those who are currently or have recently completed a complaint, within the holding
pattern (n=513).

Question: Q24. Approximately how many different staff members from the company were you [have
you been] in contact with during the complaint process [so far]? (single response)

* Caution - small sample size, results should be considered indicative only

Of complainants who needed to speak to three or more separate contacts within a
financial service provider, more felt they had spoken to ‘too many’ contacts. The
below diagram shows the perception of the number of contacts complainants were
in contact with during the holding pattern.

From the qualitative research we found examples where complainants were left
incredibly frustrated with speaking to multiple customer service representatives.

“After | spoke to three different customer service reps who directed
me to the contract and product disclosure guide where | still
couldn't find the relevant clauses, the last lady was rude, and | still
didn't agree with the (dodgy) wording of the clause | was referred
to.”

“Frustration over speaking to so many customer service reps, with
little understanding, plus the rudeness experienced in the last phone
call. | decided to write a complaint letter as soon as the last phone
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call ended, as | was unhappy with the outcome. | started writing a
complaint letter after the last phone call. | posted it within the next
week.”

-General Insurance Complainant, New South Wales, Aged 35-39,
Female

Figure 26: Feeling about number of different contact people complainants were in contact
with throughout the holding pattern
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Base: Amongst those who are currently or have recently completed a complaint, within the holding
pattern (n=513).

Question: Q24. Approximately how many different staff members from the company were you [have
you been] in contact with during the complaint process [so far]? (single response) Q25. And how did
[do] you feel about speaking to this many people? (single response)

Qualitative research identified that after being “passed around” some consumers
guestion whether the complaint was worth the time to continue through the IDR
process. However, the quantitative research found no relationship between the
number of contact people complainants spoke to and the proportion of those who
withdrew their complaint before finalisation. The below case study highlights an
instance when a consumer felt they had been ‘passed around’ during their IDR
process.

Case Study - Rohan, New South Wales, Aged 35-39, Male, Transaction Or Savings
Account

Rohan lives by himself and keeps busy through a lot of travel for both work and leisure. There was an
issue that arose when travelling:

'l was travelling in Israel and made a withdrawal from a freestanding ATM. | was only given 25% of my
withdrawal amount because the ATM was low on cash being the weekend. However, the full amount
was deducted from my account’.
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This was the start of a long and, from Rohan’s perspective, convoluted process.

'| called immediately after the withdrawal. The call centres are not designed with travellers in mind, so
was closed. With that | called the lost credit card number and got someone who took FOREVER to tell
me there was nothing | could do. | kept trying to rush him, because I'm paying $12 per minute to call
him from the roaming mobile, but he didn't care and kept on going, so this proved expensive. The
Israeli bank later said | was given the full amount. This was due to confusion created by my domestic
bank as to the actual issue - it was VERY difficult to get someone to understand that | was NOT disputing
the total amount, just the difference. Not one person of the probably eight or nine people | had to deal
with were actually listening. All the paperwork showed they lodged the dispute as $400 when | was only
disputing $300. This misinformation by my bank kept making the Israeli bank reject it based on incorrect
value’.

Given the dispute, and the effort required to conclude it was ‘only’ AUD $140, he began to question
whether it was worth pursuing, and finally gave up.

‘Given that | was long back in Australia and dealing with my bank, there weren't many options other
than going to the Ombudsman - something I'd prefer not to do until I'm very fed up and given the
amount was only equivalent to about $140, | wasn't sure that | should bother. It started in January,
however, it dragged out to April before | got fed up and just let it go. This was mainly because around
March, work got busy and | didn't have the time'.

‘It was only a measly $140, so given the time | had wasted on it, | was already at a loss and just moved
on. $140 wasn't going to get me evicted or kil my grandmother. I'm usually someone who will flog the
horse until | win but given the very long waits between contact points due to dealing with a foreign
bank, it was hard to escalate the issue’.

' wasn't very emotional as this wasn’t a great deal of money, nor the last of my cash at hand, but | did
feel very let down by my bank. It was apparent that they were not interested in helping a customer
out’.

6.5.3 ‘Active’ and ‘Passive’ complainants within the holding pattern phase

When in the holding pattern phase, complainants tended to broadly act in one of
two ways:

= 51% actively followed up with the service provider on the complaint status or
escalated the complaint to a more senior staff member; or

= 42% took no action and waited for the financial service provider to conclude
the complaint or provide a progress update.

‘Active’ complainants within the holding pattern phase

Half (51%) of complainants in the holding pattern phase engaged in at least one
type of active follow up with the financial service provider:

= approximately one third (35%) followed up their complaint with the financial
service provider; and

= two in five (42%) escalated their complaint to someone more senior within the
financial service provider.
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However, there was cross over between the two actions, with 63% of those who
followed up on progress also having escalated to someone more senior.

The qualitative research identified three key drivers for proactively following up with
the financial service provider in the holding pattern phase:

= seeking clarity on timings for conclusion;
= tospeed up the process; and
= to ensure action was being taken.

“l was looking for an acknowledgement, response and resolution to
my dispute. | did not receive any of these. | had previously tried
contacting the bank in writing via electronic messaging, and
continued with the non-responsive call centre route, not actually
getting to speak to anyone.”

- Credit Complainant, New South Wales, Aged 50-54, Male

Proactive follow up was most likely to be taken (44%) by complainants who had an
IDR process duration greater than one week (compared with only 22% of those who
had their complaint finalised within one week). Those complainants proactively
following up did so 2.9 times on average, though after following up once more
complainants were likely to think they had contacted the provider ‘too many times’
in comparison to it being ‘about right’. People most commonly followed up by
telephone (69%), by email (47%) or in person (26%).

Escalation was more common amongst financial advice (62%) and general
insurance (57%) complainants, as shown in Figure 27. In addition to the 42% who
escalated their complaint, a further 28% of complainants thought of doing so at
some stage during the IDR process but did not.
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Figure 27: Proportion of complainants who have, or have thought about escalating, by sector.
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Question: Q31. At any point, did you ask for your complaint to be escalated to someone more senior
(e.g. manager/supervisor)? (single response)
Base: Complainants in the holding pattern (n=513).

Qualitative research indicated that escalation was often requested after a period
where no information was provided to the complainant by the financial service
provider. Often this created an impression amongst complainants that there was
most likely no action being taken by the financial service provider.

“Here is where the issue started. Almost two weeks had passed, and
| still didn't see my funds in the bank! | then had to call their call
centre for an update. After waiting for 10/15 mins and being put on
hold as they checked, they came back to me and said they would
have to get back to me. | was already frustrated by then. | asked
that their manager call me as my funds were stuck! | only got a call
back next day advising me that the signatures | provided didn't
match (HUR!). | asked why it has taken two weeks to realise that!!”

- Credit Complainant, Victoria, Aged 18-29, Female

As an aside, escalation was not limited to those people in the holding pattern
phase. 18% of complainants who had their complaint concluded in the same day
had escalated to someone more senior. The qualitative research found that some
complainants escalated their complaint at the beginning of the IDR process to
achieve faster results. Quantitative research showed that 7% of complainants who
escalated their complaint had their complaint concluded within the same day.

The below case study highlights a customer who had their complaint fast-tracked to
the conclusion phase once escalating to a senior person on the team. The customer
chose to escalate their complaint after waiting for a conclusion in the holding
pattern phase for several weeks with no perceived progress.
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Case Study - Paul, Victoria, Aged 35-39, Superannuation

Paul is incredibly busy with managing his career, study and young family. He is from an Italian
background and his parents primarily speak Italian. So, he is required to help them out with life admin
and other processes that they need help with.

Paul is managing his parent’s superannuation account for them. When trying to withdraw funds for
them he ran into trouble. Two weeks after lodging the forms, no money had arrived in their accounts, so
he called up the provider to complain.

“The issue arose in the context of me assisting my parents with the management of their super account.
| have power of attorney and am authorised to act on their behalf. The issue in a nutshell was that my
parents had asked me to make a partial withdrawal from their super account. | sought to apply for the
withdrawal online and after no payment was received two weeks later | began to follow this up with
the company. My parent's needed access to their money fairly urgently - so they were chasing me up.”

The customer service agents told Paul that if he escalated the issue, they wouldn’t be able to help him
further. He was also told that the issue had already been escalated and they were looking into it. With
no clear timeframe established.

“But also, | was far from satisfied with the initial explanations received by the superannuation provider
contact centre staff as to the reasons for the delay | felt like | was given the absolute run around over
the next 2-3 weeks.”

“He struck me as a genuine and practical guy, | felt like he was trying to help me here. ‘Don’t escalate
it we are trying to chase it up.” He was sympathetic and helpful, though what annoyed me with a
couple of the chats was that | said, ‘this is a joke now | am going to complain’ — he would say ‘if you
put in a formal complaint | won’t be able to speak with you’.”

“l don’t think he committed to calling back at that point. The second guy | spoke to certainly called
me back several times. There wasn’t an expectation set.”

“The next time | called the guy | got was really matter of fact, it has been escalated and they are
looking into it. There is nothing | can do.”

Paul accepted the advice from the customer service agents and was stuck in the ‘holding pattern’
phase for two to three weeks. Before he was able to ascertain that a complaint would get results
quicker. He felt he had done his due diligence to rectify the issue however it wasn’t until he
complained that the issue was rectified and actioned.

“In all of the chats | had with the call centre manager, he never once told me there was a form to fill
out. Once | got to the complaints section that was the first time | heard about it.”

“l should have lodged something formal earlier... Believing what that guy was telling me. | felt like | was
alone while | was doing it. What | would have done differently, after the second time would have been
to put something in formal in an email.”

Most complainants who were active in the holding pattern phase (82%) undertook
further research, by reviewing product documentation (31%), reviewing the financial
service provider’s website (25%) and speaking to friends and family (22%) during this
time. In addition to this, one in five (22%) reviewed the Ombudsman website and
14% contacted the Ombudsman or an Office of Fair Trading directly during this time.
See Figure 28 for all sources used by active and passive complainants in the holding
pattern phase.
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‘Passive’ complainants within the holding pattern phase

Not all complainants in the holding pattern phase proactively followed up or
escalated their complaint, with four in ten (42%) waiting for a progress update or
conclusion from the financial service provider.

Among all complainants in the holding pattern, only one quarter (26%) indicated
they received any update on the progress of their complaint. While almost three
quarters (74%) of these complainants who received an update were happy with this,
almost one in four (22%) would have liked additional updates.

Among the 60% of complainants who indicated they did not receive an update,
two in three (67%) were dissatisfied with this lack of information. Only 30% of those
complainants not receiving an update felt comfortable with this.

“l was annoyed and upset at the lack of information and everybody
just telling me "It was not their job," that | was sick of hearing it. It was
a very negative experience, and the more | persevered, the more
annoyed and frustrated at the bank's systems | became as it was
obviously designed not to be accessible and make people give

up.”
- Credit Complainant, New South Wales, Aged 50-54, Male

While not actively following up on their complaint, most (75%) passive complainants
also conducted research or utilised at least one additional resource while awaiting
conclusion. Speaking to friends and family (26%), reviewing product documentation
(25%) and reviewing the financial service provider’s website (19%) were the most
commonly utilised resources during this time. However, passive complainants were
less likely to review the Ombudsman website (9% versus 22% of active complainants)
or directly contact an Office of Fair Trading (4% versus 14% of active complainants)
while waiting for a conclusion.
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Figure 28: Additional resources used by passive and active complainants in the holding
pattern
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Question: Q34. Which, if any, of the following did you do [have you done] after making the initial
complaint? (multiple response)
Base: Complainants in the holding pattern (n=513).

58



Nature:

6.6. Withdrawing from the process

Before reaching the conclusion phase or progressing to EDR, approximately 270,000
people (18% of complainants) withdrew their complaint. The complaint could be
withdrawn in one of two ways:

=« formally, whereby the complainant informs the financial service provider
directly of their withdrawal; or,

= informally, where complainants simply ‘give up’ on the IDR process without
informing the provider.

Our research found that 5% of complainants formally withdrew their complaint with
the financial service provider, while 13% gave up without informing the provider. The
proportion of complainants leaving the IDR process was highest amongst those
aged 25 to 34 years (29%) and lowest amongst those aged 55 to 64 years (8%).

The qualitative research indicated that younger consumers (25-34 years) often had
higher expectations of the complaints systems. The qualitative interpretation for this
rise in younger complainants withdrawing is that there was a lower threshold for long
and drawn out processes, and they demand faster and more efficient service.

“l expected the complaints system of [bank] to be efficient and
professional, as they are a big banking brand they must have a
good complaints system to deal with any complaints they get from
their customers.”

- Credit Complainant, Queensland, Aged 18-29, Male

Qualitative research also identified a number of complainants who withdrew from
the IDR process (either formally or informally) when in the holding pattern phase due
to a lack of transparency.

“l see no good faith from the company and they have not been
open and transparent- the goal posts have moved all along. | found
it quite staggering really. | was not able to speak openly or
negotiate any way forward. In fact, | felt | was being "bullied" into
accepting. Eventually they invoiced the cancellation fee and | had
no option but to go to the Ombudsman. That is still in progress.”

- Banking Complainant, New South Wales, Aged 18-29, Male

In addition, the quantitative research highlighted the key points when complainants
withdrew from the IDR process, these included:

= after chasing the company and still not receiving a conclusion (45%);
= after not hearing from the company for an extended period (40%); and
= after receiving poor service and realising it was too difficult (30%).

59



Nature:

However, 1 in 6 withdrawing complainants did so due to the realisation that the
complaint was no longer valid (17%) or after seeing what documentation was
required to continue (20%). There were a number of challenges experienced by
complainants during their time in IDR which may have, either individually or in
combination, led to their withdrawal from the IDR process. These included:

=« feeling like they had not been listened to or heard;

= being unsure of how long they would need to wait for a decision;
= feeling like the complaint would not make any difference; and

= feeling like they were not being taken seriously, amongst others.

More detail on this is contained in Section 6.9.
6.7 Complaint Conclusion

Most (82%) IDR complaints were concluded and of those, two thirds (66%) were
finalised in favour of the complainant.

It should be noted that finalisation in favour of the complainant does not mean the
complainant achieved everything they set out to do. See Section 6.8 for more
details.

Figure 29: Satisfaction, perceived effort and stress relating to complainants’ IDR process

m High
E Neutral
# Low

m Can't say

R

Satisfaction with Perceived effort** Perceived stress**
process*

Q38: We’d like to understand your satisfaction of both the outcome of your complaint and the process
you went through. Please use the scales below to indicate how satisfied you were with each. Q40: How
much effort on your part do you feel was required throughout the complaint process? Q41: And how
stressful did you find the process?

Base: Complainants who have finalised their complaint (n=321)

*High is a score of 8-10, Neutral 5-7 and Low 0-4 on a 11-point scale

**High is the top two scores, Neutral the mid score and Low the bottom two scores on a five-point scale
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Half (55%) of complainants who received a conclusion indicated they were satisfied
with the outcome (which was impacted by whether their complaint was finalised in
their favour or not, see below). But only 39% of complainants indicated that they
were satisfied with the process.

The gap between satisfaction with the outcome and satisfaction with the process
indicates that complainants commonly encountered difficulties in the IDR process
that impacts on their satisfaction regardless of the outcome. This is supported by 54%
of complainants who concluded their complaint indicating that the process
required fairly or very high effort on their part, and 51% found the process stressful.
The difficulties experienced in the process are discussed in more detail in Section 6.9
below.

Figure 30: Satisfaction with the process over duration in IDR

57%
49% o
=@=Unsatisfied
28% 290 Neutral
2204 =@=Satisfied
14%
Within same 2-6 days 7-20 days 21-41 days 42+ days
day

Question: Q38. We’d like to understand your satisfaction of both the outcome of your complaint and
the process you went through. Please use the scales below to indicate how satisfied you were with
each. (single response)

Base: All completed complainants (n=389).

As discussed eatrlier, perceived effort and stress also increased as the time taken to

conclude a complaint increased. However, in this case there are two step changes
of note: reported effort and stress was substantially higher if a complaint took more

than one day to conclude, and substantially increased again if the complaint took

more than two weeks to conclude.
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Figure 31: Perceived effort and stress involved in the IDR process over duration in IDR

73%

==Perceived 'high'
or 'very high'
effort

=perceived 'high'
or 'very high'
35% stress

Within same 2-6 days 7-20 days 21-41 days 42+ days
day

Question: Q40. How much effort on your part do you feel was required [has been required so far]
throughout the complaint process? (single response) Q41. And how stressful [are you finding] did you
find the process?

Base: All current and completed complainants (n=596).

More than half (62%) of those who had their complaint concluded received either
an apology, admission of fault, or an explanation of the outcome from the financial
service provider. These were provided to the complainant either in writing, over the
phone orin person, see Figure 32.

Those who received an explanation (48%), apology (20%) or admission of fault (15%)
were more likely to be satisfied with their IDR outcome (69%, 69% and 66% ‘highly’
satisfied, respectively) than complainants who did not receive any of these (only
37% ‘highly’ satisfied). These complainants were also more likely to feel favourably
about the overall IDR process (48% ‘highly’ satisfied if given an explanation, 48% if
given an apology and 50% if receiving an admission of fault versus 25% amongst
those who didn’t receive any of these).
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Figure 32: Type of apology, explanation or admission received

NET
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An explanation of the outcome over the _ 24,
phone orin person
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NET
Admission

15%

Admission of fault over the phone orin - o7,
person

Admission of fault in writing - 7%

None of these N

Question: Q45. Did you receive any of the following from the financial company at the end of the
complaint process? (multiple response)
Base: those who have completed a complaint in the past 12 months (n=321).

Whilst half of complainants did not receive an explanation of the IDR outcome upon
conclusion, 4 in 10 (43%) deemed it was ‘very important’ to receive this. In fact, only
24% of these complainants felt this was ‘not important’ at the end of their IDR
journey. In contrast to receiving an explanation of the outcome, receiving a formal
written apology was significantly less important to complainants at the end of their
IDR journey (only 25% considered this to be ‘very important’). The qualitative
research indicated that at the conclusion phase of the IDR journey complainants
were looking for assurance that their complaint was taken seriously and sought
information as to how the outcome was reached. The following case study is an
example of this.

Case Study - Diana, New South Wales, Aged 45-49, Female, Vehicle Insurance

Diana lives by herself with her two dogs and has a very active social life with lots of work / study
commitments that keep her busy. She has a desire to be independent / self-reliant, and this extends to
her knowledge of her finances.

‘There's a saying if you don't know the questions to ask you don't ask the questions. When it comes to
financial planning or anything to do with money, | want to know all that | can, and | expect the
institution to let me know what | don't know by telling me everything upfront. And in plain language,
clear communication, no jargon, or inferences. I'm totally involved in the finances of the household.
There's no other person. | research anything and almost everything before | buy it’.

There was an issue that arose when Diana was getting her car repaired.

‘The complaint was about a no-fault accident that the insurer blamed me for - and refused to listen to
me or be guided by the road rules. | discovered the complaint when they wrote to me to collect
monies for a repair. The communication with them broke down. They "made a statement" and nothing |
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said to them afterwards was considered by them. It was as if they wanted to wear you down and
accept their ‘ruling’.

A key part of the issue was the lack of information / transparency to support the position taken by the
provider.

‘I googled the issue to find out my rights as there was little assistance from the insurer. It was as if they
held the superior position and | was to just accept their ruling. It was dictatorial and somewhat rude.
Reason was not part of their process it appeared - as they made a ruling and without further
explanation they decided to stick to it’.

'l think it was the without further explanation that got me. they didn't explain fully why they came to
that decision. On top of that, if you wanted to challenge their decision it was a threat for them to say -
take it to court, a costly exercise they seem to rely upon you not being able to do'.

'When | discovered the FOS - | thought it could be the best way to have the matter re-examined and
perhaps have someone independent look through the material. | also thought that the financial
company would have answered the questions they had refused when | asked them. | was therefore
wiling to continue on with the complaint. It was very, very stressful. To try to answer their letters and
work out how convoluted they were explaining things - as well as being on the receiving end of threats.
The company threatened legal action as a go to spot - to stop you trying to get to the core of the
issues. It was kind of like a David and Goliath fight at times’.

Whether the claim was accepted or not was almost secondary, it was more so the principle of them
needing to be open and transparent in their dealings with Diana.

‘More than anything, | just wanted to be able to be heard, to have their view fully explained to me and
to persuade them to see my point of view’.

6.7.1 Complainants receiving a favourable outcome

Whether a complaint was concluded in the complainant’s favour or not affected
their ratings of the IDR process. Those receiving an outcome in their favour (66%)
gave more positive IDR ratings:

= Mmore than half (55%) were ‘highly satisfied’ with the IDR process;
= only 17% felt the process was ‘very stressful’; and
= less than half (46%) felt the effort required was ‘fairly high’ or ‘very high’

Amongst those receiving a favourable outcome, 70% received an explanation,
admission of fault or apology from the financial service provider. The different types
of communication received were:

= an explanation of the outcome in writing (32%);

= an explanation of the outcome over the phone or in person (28%);
= apology given over the phone or in person (17%);

= admission of fault over the phone or in person (11%);

=« formal written apology (9%); and

= admission of fault in writing (8%).

Amongst those who did not receive the above explanations, apologies or
admissions of fault, the importance of receiving these differed slightly. Almost three
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in four (74%) felt an explanation over the phone or in person would have been
important to them upon conclusion. Almost the same proportion (70%) felt an
admission of fault either over the phone or in person was also important. However,
fewer complainants (52%) felt a formal written apology was important at the end of
the IDR process.

While complainants who received a favourable conclusion were significantly more
positive about the process and perceived effort or stress overall, we still saw a
pattern of decreasing satisfaction over the increasing duration of the IDR process.
Therefore, there is still a gap between satisfaction with the outcome and satisfaction
with process amongst this group.

6.7.2 Complainants receiving an unfavourable outcome

Those whose complaint was not finalised in their favour (18%) provide more negative
ratings of the IDR process:

= Only 6% were ‘highly satisfied’ with the IDR process;
= 37% felt the process was ‘very stressful’; and,
= 75% felt the effort required to be either “fairly high’ or ‘very high’.

Amongst complainants receiving an unfavourable outcome, only 45% received an
explanation of this outcome. The qualitative research found complainants receiving
an unfavourable outcome had a strong desire to understand the reason for the
financial service provider’s decision. Quantitatively, three in four complainants
receiving an unfavourable outcome felt it was important to receive an explanation
from the provider either in writing (75%) or over the phone/in person (78%).

“‘| wanted [to receive] a proper explanation as to the reason for
delay in payment as | had been provided with different
explanations by different [company] staff.’

Superannuation Complainant, Victoria, Aged 35-39, Male

‘My expectations of the complaints process was that | would
receive a timely response, a resolution and an apology for the
maladministration of my account and dispute.’

Credit Considerer, New South Wales, Aged 50-54, Male

‘My expectation is they should fix my problem ASAP and explain to
me why it happened.’

Credit Considerer, Victoria, Aged 35-39, Female

A small proportion (16%) of complainants who received an unfavourable outcome
subsequently took further action, such as making a complaint to the Ombudsman.
Qualitative research found that some complainants who received an unfavourable
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outcome also sought legal support to understand their options and to seek financial
reimbursement for the potential damage caused.

The below case study illustrates an experience by a credit complainant who was left
disappointed at the conclusion of his complaint with a bank.

Case Study - James, Queensland, Aged 50-54, Credit

James is looking forward to retirement. He has a large family and is enjoying spending time with his
grandchildren.

“I'm currently based in Brisbane with my wife...We both work full time and we spend our spare time
chasing our children and grandchildren all over the place. Can't wait to retire.”

James feels that financial service providers play a key role in the world and you can’t operate without
them. However, James doesn’t trust them and is opposed to risk as he heads towards retirement.

“A necessary evil... can't operate in this world without it... need it to do the things we want to do... | do
all the research and we make decisions as a couple... we are looking for less risky investments as we
get closer to retirement.”

James had entered into a contract to purchase a piece of land after receiving pre-approval from a
bank for the loan. When the contract had been signed the bank made the decision not to proceed
with the loan. James complained in an attempt to get a result quickly and still acquire the land.

“Aloan pre-approval that was not honoured by the bank. After we had entered into a contract for a
block of land and the bank reneged on providing us the money. The fact that we incurred out of
pocket expenses as a result of their refusal to honour the loan pre-approval.”

“The decision to formally complain was made immediately so that we could still purchase the land. The
complaint was escalated once The Bank refused to make amends through their dispute resolution
processes.”

James was incredibly upset over the situation, as this piece of land was to set them up in the next stage
of life. James felt that this had reset their entire plans and they had incurred significant loss through the
process.

“Very disappointing, we lost the block of land that we intended to build our retrement home on. Very
frustrated when we had done nothing wrong and yet we had no control over the situation. Our future
plans were all thrown into turmoil because of this issue. A lot of time and energy had to invested in
getting this resolved and then resetting our plans for the future. Costs incurred by us and the loss of the
land that we wanted to purchase.”

James didn’t receive the result he wanted from the bank when he complained. James then escalated
the situation to the Financial Ombudsman Service in an attempt to recoup their losses and force the
bank to reimburse them.

“Trigger point was the banks refusal to accept responsibility for the error made by their staff.”

“Formal complaint to the Financial Ombudsman. Objective was to recoup our financial losses and
have The Bank accept responsibility for their error. Taken after the formal complaint process through
The Bank had failed to achieve the result we desired. There were no time constraints with this part of the
complaints process. All up this step took between six weeks and two months. The complaint was
submitted online and involved a number of phone conversations with the Ombudsman.”
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6.8 Desired outcomes

As shown in Figure 33, complainants’ expectations of what they would achieve
through the IDR process varied. The items listed below for complainants to select
were a prompted list informed by the qualitative research.

Figure 33: Outcomes complainants were hoping to achieve

To fix a mistake or error

45%
To get my money back or a refund 43%
To make sure the same thing does not 9%
happen to me again 35%
To make them take responsibility for a 10%
mistake 33%
To be valued as a customer .
h 29% B Most important outcome
To make sure the same thing does not 10% B Top 3 most important
happen to other people 25%, outcomes

To get justice 247,

To get compensation for financial losses

I

24%

To make somecne at the company

accountable for their actions 27%

r
0
e

To get an apology

Question: Q14. Of the following outcomes from making a complaint to a financial company, what are
the top three you were hoping to achieve? Please select up to three reasons, indicating what level of
importance they had (i.e. ‘most important’, ‘second’ and ‘third’). (multiple response)

Base: Those who are currently or have recently completed a complaint (n=596).

The top four outcomes that complainants were hoping to achieve from the IDR
process were:
= fixing an error or mistake (45%);

“The mistake had happened, and it had to be rectified. It was
deposited into one of my other kids accounts but | was just worried it
went into someone else’s.”

- Banking Complainant, New South Wales, Aged 40-44, Female

= getting money back (43%). People whose primary motivation was to get their
money back or a refund were less likely to withdraw and more likely to
achieve an outcome in their favour;
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“I hate being ripped off... | believe you always need to question
prices and rates.”

- Banking Complainant, Victoria, Aged 55-59, Male

= making sure it doesn’t happen again (35%); and

“I was more than willing to complain and didn't need to be
convinced. | didn't want others to go through the same issue as | did
so that was what convinced me that this was the right thing to do.”

- Credit Complainant, Queensland, Aged 18-29, Male

= to make [the financial service provider] take responsibility for a mistake (33%).

“Trigger point was the banks refusal to accept responsibility for the
error made by their staff.”

- Banking Complainant, Queensland, Aged 50-54, Male

As shown in Figure 34, life insurance and financial advice complainants (37% and
35% respectively) were more likely to be looking to make someone at the company
accountable for their actions.

Figure 35 displays each desired outcome and whether it was achieved fully, partially
or not at all among complainants who had reached a conclusion.

People seeking to have a mistake fixed or receive a refund were most likely to
achieve their desired outcome, with 68% and 65% of such complainants fully
achieving this outcome respectively.
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Figure 34: Outcomes complainants were hoping to achieve by financial sector

To fix a mistake or error

To get my money back or a
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To make sure the same thing
does not happen to me again

To make them take
responsibility for a mistake

To be valued as a customer

To make sure the same thing
does not happen to other
people

To get justice

To get compensation for
financial losses

To make someone at the
company accountable for
their actions

To get an apology

43%

B Banking

m Credit

# General insurance
% Life insurance

m Super*

E Financial advice

Question: Q14. Of the following outcomes from making a complaint to a financial company, what are
the top three you were hoping to achieve? Please select up to three reasons, indicating what level of
importance they had (i.e. ‘most important’, ‘second’ and ‘third”). (multiple response)

Base: Those who are currently or have recently completed a complaint (n=596).

* Caution - small sample size, results should be considered indicative only
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Figure 35: Proportion of desired outcomes which were achieved at the end of the IDR process
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Question: Q44. Earlier you indicated the following outcomes were important to you. Were any of these
achieved by the end of the complaint process? (single response per item)

Base: Those who have recently completed a complaint (n=321).

* Caution — small sample size, results should be considered indicative only

6.9 Obstacles experienced throughout the IDR process

There were a range of different obstacles that complainants experienced
throughout their IDR journey. In the initial stages of the IDR process, only 45% of
complainants felt confident in getting the conclusion they desired from the provider.
Although higher than their confidence in the outcome, not all complainants felt
confident in their knowledge of the product or service they were complaining about
(63% confident). In addition to this, only half (56%) felt confident in their ability to
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work through the IDR process, with 14% finding it difficult to find the contact details
of the financial service provider.

Figure 36: Overall complainant confidence in their product knowledge, the IDR process and
the likelihood of receiving the outcome they desire
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Question: Q15. Before making the complaint, how confident did you feel about getting the outcome
you hoped for? Q16. Before making the complaint, how confident were you in your knowledge about
the product or service you were complaining about? Q17. How confident were you about your ability
to work through the complaints process?

Base: Those who are currently or have recently completed a complaint (n=596)

Other difficulties experienced already highlighted within this report are:

= Unhelpful staff (experienced by 29% of complainants)

= Poorly explained process (experienced by 26% of complainants)

= Poorly explained timing (experienced by 30% of complainants)

= Talking to too many contact people (experienced by 31% of complainants)

= Not talking to enough people (experienced by 6% of complainants)

= Too many/not enough progress updates (too many experienced by 2% and
not enough experienced by 53% of those who received a progress update)

= Having to follow up too many times (experienced by 62% of those who made
a follow up)
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In addition to those listed already throughout the report, we also prompted
complainants with a list of 13 other obstacles they may have faced during their time
in IDR. The obstacles experienced were initially identified in the qualitative stage,
then measured in the quantitative stage. The research shows that the majority of
complainants experienced at least one of these additional obstacles during their IDR
journey (81%), with these complainants experiencing three on average.

Figure 37: Obstacles experienced by those within the IDR process

| felt like | was not being listened to or heard NI °57
I was unsure how long | would need to wait for a decision [ INENINININIILIDINGBE ©77
| felt my complaint would not make any difference in the end INGIGINININING 757,
| felt like | was not being taken serously [ NNRNINININIGEGGEG 27

| was passed around to too many people or strung along NG 207,

['was not able to speak to the right people to get anything . 157
done °

| felt it was not worth my time or effort [ NNININIIEGEGE 12%

| dealt with staff with a bad or unhelpful attitude  [IIIINGNGITITITIEGEG 5%

| felt that things were more confrontational than | am
comfortable with N 11%

| felt embarrassed | was making the complaint [N %
| did not have enough time to deal with the issue [ %

| felt | was damaging my relationship with the provider [ 5%

| had difficulty in gathering all the required evidence they
wers asking for . 5%

Other Il 3%

Question: Q26. Which, if any, of the following did you experience over the course of your complaint?
Please select all that apply. (multiple response)
Base: Those who are currently or have recently completed a complaint (n=596).

The obstacles experienced by complainants included:
= feeling like they had not been listened to or heard (28%);

“l thought they would at least listen and note down my grievances
and give it some thought and consideration. | would have liked to
have someone with some decision-making power to listen,
adjudicate and provide me with recourse and a better explanation
about how to proceed.”

- General Insurance Considerer, New South Wales, Aged 35-39,
Female
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= being unsure of how long they would need to wait for a decision (27%);

“They still could not give me a clear timeframe and said that the
issue with our payment had been escalated but they were still
unsure of a timeframe. This step continued to repeat for a few
weeks, with me making inquiries but not getting anywhere. | was
doing most of this from my office at lunchtime.”

- Superannuation Complainant, Victoria, Aged 35-39, Male

= feeling like the complaint would not make any difference (26%);
= feeling like they were not being taken seriously (22%);

“Easy to make complaints. Harder to get them taken seriously or to
talk to someone that could do anything about it. | always call. Easy
to get a contact number. Harder to then be put to the right person.
You only ever seem to be able to get the basic 1300 or 13 numbers. |
was told the same rubbish over and over all the time passed from
one person to another.”

- Credit Complainant, Queensland, Aged 45-49, Male

= feeling they had been passed around to too many people or strung along
(22%);

“| spoke to a lot of people. Told they were putting me through to
management and then again. Who knows who you were actually
speaking with to be honest.”

- Credit Complainant, Queensland, Aged 45-49, Male

“Honestly, | have not faced any instances where | felt any positive
outcome was being achieved, it was simply a wasting time the
team that was able to provide the answer, had to do their
investigation(s), time given was up to 28 working days, and it was
simply a waiting game, | have called several times during the
process but was always given the same answer - it can take up to
28 working days.”

Credit Complainant, South Australia, Aged 35-39, Male

= not being able to speak to the right people to get anything done (19%);

= feeling it was not worth their time or effort (18%). Financial advice
complainants were more likely to feel this way (31%);

= dealing with staff with a perceived bad or unhelpful attitude (18%). Financial
advice complainants were more likely to feel they had dealt with staff with a
bad or unhelpful attitude (30%);
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“The negative answer/ uncaring response from my initial call to the
bank made me feel that the $4.00 regular charge paled
insignificantly as to why | needed to argue with Centrelink while |
was approved by the NDIS/A. During this time, | also received a
Disability mobility allowance each month (prior to NDIS/A approval)
which | used to offset (or pretended to) the bank charge.”

- Banking Considerer, South Australia, Aged 60-64, Male

= feeling things had become more confrontational than they felt comfortable
with (11%). Those making a complaint about general insurance were more
likely to feel this way (22%);

= feeling embarrassed about making the complaint (9%);

= not having enough time to deal with the issue (9%);

= feeling it was damaging the consumers’ relationship with the financial
provider (8%); and

= having difficulty gathering all required evidence and documentation (8%).

For each obstacle respondents experienced, they were asked whether they
experienced it early in the process, in the middle, towards the end or throughout the
entire process. Customer service related obstacles were more likely to be
experienced at the start of the IDR journey. These included not speaking to the right
people (67%), not feeling like they were being listened to or heard (64%), not being
taken seriously (60%) and dealing with staff with a bad or unhelpful attitude (58%).

Obstacles more likely to be experienced in the middle of the IDR journey included
the feeling of damaging the relationship with the provider (59%), things being more
confrontational than the consumer was comfortable with (52%), gathering the
evidence needed (51%) and having enough time to deal with the issue (65%).

Toward the end of the IDR journey, the feeling that the complaint was not worth the
time or effort peaked (57%). However, this was an obstacle experienced by more
than half of complainants throughout the IDR process (47% early in the process and
47% in the middle of the process).

Experiencing any obstacle had a significant impact on complainant’s satisfaction
with the IDR process and their perception of effort and stress. Significantly more
complainants who experienced at least one obstacle indicated the IDR process was
‘very stressful’ and required a ‘very high’ level of effort compared to those
complainants who had no difficulties. As can be seen in Figure 38, only one in four
complainants experiencing an obstacle were ‘highly’ satisfied (24%) with the IDR
process compared 76% of complainants who did not experience any difficulties.

Those complainants who escalated their complaint to someone more senior
experienced more obstacles, on average, than those where escalation did not
occur (3.4 obstacles versus 1.2 from a prompted list of 14 difficulties). Almost all
complainants (95%) who escalated their complaint experienced at least one
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obstacle, which is significantly higher than the proportion amongst those who didn’t
escalate their complaints (72%). The top three obstacles experienced by those who
escalated their complaint were:

= feeling like they were not being listed to or heard (47%);
= feeling they were being passed around or strung along (39%); and
= dealing with staff with a bad or unhelpful attitude (35%).

Figure 38: Satisfaction with the process comparing those who experienced at least one
obstacle with those who did not

m High satisfaction
8-10/10

Medium satisfaction
370

37%

# Low satisfaction
0-3/10

B Can't emember

21%
1% — e i 7
No Difficulties
difficulties experienced
{n=57) {n=250)

Base: those who have made a complaint in the past 12 months (n=387).
Question: Q26. Which, if any, of the following did you experience over the course of your complaint?
Please select all that apply. (multiple response)

The number of obstacles experienced was also higher amongst those who withdrew
from the complaint process (2.7 specific difficulties versus 2.0 for those who did not
withdraw, from a prompted list of 14 common difficulties). When compared to
complainants who remained in the IDR process, complainants who withdrew were
more likely to experience the following obstacles:

= feeling it was not worth their time (32% versus 15% for those remaining in IDR);

= Nnot being able to speak to the right people (32% versus 16% for those
remaining in IDR);

= feeling things were becoming more confrontational than they were
comfortable with (20% versus 7% for those remaining in IDR); and

=« difficulty gathering the evidence needed (13% versus 3% for those remaining
in IDR).
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Figure 39: Difference in obstacles experienced when comparing those who withdrew from
IDR versus those who didn’t

| felt it was not worth my time or effort 32%

. 5

15%

| was not able to speak to the right 32%

people to get anything done

m Withdrew
= Did not wthdraw

| felt that things were more
confrontational than | am comfortable
with

20%

I had difficulty in gathering all the

required evidence they were asking for 13%

Q26. Which, if any, of the following did you experience over the course of your complaint? Please
select all that apply.
Base: Completed complainants who did not withdraw (n=321), those who withdrew (n=68).



7. Appendix A: Accessible Tables

Nature:

Table 6: Incidence measurement survey sample achieved by age, gender and location

Gender Sasrirz]gle
Male 499
Female 499
Other 2
Location sample
size
Australian capital Territory 16
Adelaide 56
South Australia (Regional) 19
Brisbane 96
Queensland (Regional) 105
Darwin 2
Northern Territory
(Regional) 5
Melbourne 188
Victoria (Regional) 64
Perth 74
Western Australia
(Regional) 23
Sydney 206
|12
Hobart 11
Tasmania (Regional) 15
Age e
18-24 107
25-34 180
35-54 390
55-64 157
65+ 166
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Table 7: Number of respondents sampled in stage three by age, gender and location

Sample
Gender Sizg
Male 632
Female 660
Other 2
Location Sample
size
Australian capital Territory 19
Adelaide 77
South Australia (Regional) 22
Brisbane 143
Queensland (Regional) 133
Darwin 2
Northern Territory
(Regional) 4
Melbourne 263
Victoria (Regional) 67
Perth 106
Western Australia
(Regional) 26
Sydney 254
|1
Hobart 8
Tasmania (Regional) 13
Age e
18-24 203
25-34 328
35-54 428
55-64 179
65+ 156
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Nature:

TOTAL | Banking Credit General Life Superannuation | Financial
Sample type . . .
(n) insurance | insurance advice
Currently in 207 45 82 24 24 7 25
the IDR
process
Completed 388 111 179 36 19 16 27
an IDR
processin
the last 12
months
Considerers 699 195 335 72 30 17 50
Total sample 1,294 351 596 132 73 40 102
size
Table 8: Reason for complaint by sector
Reasons: Banking Credit .General . Life Superannuation Finan.cial
insurance | insurance advice
Fees or charges 43% 52%~n 47% 42% 30% 40%
Customer service 22% 18%~ 32% 33% 16% 44%n~n~
A decisi de by th
eCoNMAdeby e | 11060 | 14%~ | 41%~ | 35% 30% 21%
company
Product feat
roduct features or 10% | 10%~ 19% 23% 28% 22%
performance
Fi ial advi
inancia’acvice 4%~ 8%~ 18% 41% 7% 37%
received
Other processes or
L . 14% 11% 4% 4% 19% 12%
administration
Product sales 3%~ 7% 14% 31%~n 0% 15%
A b f
verage nimbero 1.3~ 1.3~ 18 2.1m 14 1.9~
reasons given
Sample size (156) (261) (60) (43) (24%) (52)

Question: Q9. Which of the following best describes what your complaint was about? Please select all
that apply. (multiple response)
Base: those who are currently or have recently completed a complaint (n=596).
* Caution — small sample size, results should be considered indicative only
AN Significantly higher than other sectors at 95% confidence
~ Significantly lower than other sectors at 95% confidence
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Table 9: Preparation taken prior to first contact by sector

Nature:

General Life Financial

Type of preparation: Banking Credit | insurance | insurance | Superannuation | advice
Reviewed my product
documentation 27%" 37% 53%~ 36% 53% 51%
Reviewed the company's
website 21%n 26% 39%~n 32% 26% 36%
Spoke to friends or family 28% 23% 22% 32% 35% 21%
Reviewed the ombudsman
website 7% 15% 24% 31%~n 25% 18%
Reviewed online forums 15% 14% 12% 31%~n 23% 13%
Contacted the Ombudsman
/ a fair trade service 4%n 8% 10% 18%~~ 27% 9%
Spoke to an accountant 3% 6% 10% 22%nn 15% 18%~»
Spoke with someone from a
consumer help group 5% 6% 12% 18%~~ 11% 11%
Spoke to a financial planner
or advisor 5% 4% 10% 18%~~ 22% 14%
Spoke to a lawyer/solicitor 2% 6% 9% 13% 20% 14%n~n
Spoke to a free financial
counsellor 2% 4% 11% 20%~ 19% 10%
Spoke to an English
language assistance
service/translator 1%~ 3% 4% 13%nn 17% 7%
Used a Disability Assistance
service (TTY, NSR etc.) 1% 0%~ 5% 12%1n 18% 2%
Something else (please
specify) 14% 6% 3% 4% 6% 4%
None of these 24%1n~ 19% 10% 2%n 0% 3%
Sample size 156 261 60 43 24* 52

Question: Q18. Which of the following did you do [have you done] prior to making your complaint?

Please select all that apply. (multiple response)
Base: Those who are currently or have recently completed a complaint (n=596)

* Caution — small sample size, results should be considered indicative only
A Significantly higher than other sectors at 95% confidence
~ Significantly lower than other sectors at 95% confidence
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Table 10: Ease of finding company’s contact details

Level of Bankin Credit General Life Superannuation Financial
difficulty: 9 Insurance | Insurance P Advice
Very difficult 5% 5% 5% 2% 14%" 2%
Fairly 6% 9% 14% 12% 3% 19%"
difficult
Neither easy 17% 16% 30" 14% 19% 10%
nor difficult
Fairly easy 31% 38% 24% 31% 17% 44%
Very easy 38% 31%" 54%"\ 40% 47% 25%
Can't 3067~ 1% 0% 0% 0% 0%
remember
Sample size 155 253 60 43 24* 52
Question: Q20. How easy was it to find the company's contact details to make a complaint? (single
response)
Base: Shown in table
* Caution — small sample size, results should be considered indicative only
AN Significantly higher than other sectors at 95% confidence
~ Significantly lower than other sectors at 95% confidence
Table 11: Perception of staff attitude at first contact
Percelved. Banking Credit General Life Superannuation Flnan_C|aI
helpfulness: Insurance | Insurance Advice
Very unhelpful 19% 13% 13% 7% 8% 12%
Fairly unhelpful 11% 15% 17% 17% 20% 17%
Neither helpful 12% 13% 16% 5% 25% 25067
nor unhelpful
Fairly helpful 30% 34% 32% 29% 16% 34%
Very helpful 27% 21% 22% 42%" 30% 12%"
Not 1% 3% 0% 0% 0% 0%
applicable
Sample size 155 253 60 43 24* 52
Question: Q21. How did you find the attitude of the staff when you first made your complaint? (single
response)

Base: Shown in table

* Caution — small sample size, results should be considered indicative only
AN Significantly higher than other sectors at 95% confidence

~ Significantly lower than other sectors at 95% confidence
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Table 12: Explanation of internal IDR process by initial staff member

Nature:

Perceived . . General Life . Financial
S Banking Credit Superannuation .
explanation: Insurance | Insurance Advice

No

explanation 10% 10% 7% 1% 13% 8%

at all

Not very well 14% 18% 18% 17% 20% 18%

Neither wel 17% 21% 18% 18% 10% 23%

nor poorly

Fairly well 36% 31% 42% 25% 37% 39%

Very well 23% 18% 15% 39% " 19% 12%

Can't 0% 1% 0% 0% 0% 0%

remember

Sample size 155 253 60 43 24* 52

Question: Q22. How well would you say the complaint process was explained to you? (i.e. next steps,

documentation required, etc.) (single response)

Base: Shown in table

* Caution — small sample size, results should be considered indicative only
AN Significantly higher than other sectors at 95% confidence
~ Significantly lower than other sectors at 95% confidence

Table 13: Explanation of IDR process timings by initial staff member

Perceived . . General Life . Financial
C Banking Credit Superannuation )
explanation: Insurance | Insurance Advice
Ztoaj)(p'a”at'on 9% 14% 13% 1967 13% 15%
Not very well 18% 17% 15% 18% 335%™\ 19%
sgg:‘lsr well nor 16% 21% 23% 15% 21% 16%
Fairly well 35% 31% 37% 22% 22% 36%
Very well 20% 17% 12% 419%™\ 9% 11%
Can’t 2% 1% 0% 3% 0% 3%
remember
Sample size 153 257 60 42 24* 50

Question: Q23. And how well were the timings of the complaint process explained to you by the
company? (i.e. when you might hear from them next, how long it would be until you were likely to have
a resolution) (single response)

Base: Shown in table

* Caution — small sample size, results should be considered indicative only
A Significantly higher than other sectors at 95% confidence
~ Significantly lower than other sectors at 95% confidence
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Table 14: Proportion of complainants who have, or have thought about escalating, by sector.

Thought about . . General Life Financial
S Banking Credit : . .
escalation: insurance | insurance advice

Yes 36% 37% 57% 51% 62%

No, but | thought 250% 31% 23% 39% 15%

about it

No, it never occurred 380 26% 21% 7% 13%

to me

Can’t remember 1% 6% 0% 2% 10%

Sample size 127 223 52 41 47

Question: Q31. At any point, did you ask for your complaint to be escalated to someone more senior
(e.g. manager/supervisor)? (single response)

Base: Complainants in the holding pattern (n=513).

* Caution — small sample size, results should be considered indicative only

A Significantly higher than other sectors at 95% confidence

Table 15: Additional resources used by passive and active complainants in the holding
pattern

] Passive Active
Type of research undertaken: . .
complainants | complainants

NET: Additional research undertaken 75% 82%
Reviewed my product 250 31%
documentation
Spoke to friends or family 26% 22%
Reviewed the company's website 19% 25%
Reviewed online forums 18% 17%
Reviewed the ombudsman website 9%~ 22%n
Contacted the Ombudsman / Office 4% 14%nn
of Fair Trading
Spoke to a lawyer/solicitor 5% 10%
Spol_<e to a financial planner or 6% 8%
advisor
Spoke to a free financial counsellor 5% 7%
Spoke with someone from a 4% 7%
consumer help group
Spoke to an accountant 5% 5%
Spo_ke to an Engllsh language 3% 0%
assistance service/translator
Used a Disability Assistance service 0 0
(TTY, NSR etc.) 2% 2%
Something else (please specify) 5% 6%
None of these 25% 18%
Sample size 250 263

Question: Q34. Which, if any, of the following did you do [have you done] after making the initial
complaint? (multiple response)
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Base: Complainants in the holding pattern (n=513).
* Caution - small sample size, results should be considered indicative only

AN Significantly higher than the alternate column at 95% confidence

~ Significantly lower than the alternate column at 95% confidence

Nature:

Table 16: Outcomes complainants were hoping to achieve by financial sector

General Life Financial

Desired outcome: Banking Credit | insurance | insurance | Superannuation | advice
To fix a mistake or error 46% 49% 37% 32% 35% 47%
To get my money back
or a refund 49% 46% 35% 43% 29% 27%"
To make sure the same
thing does not happen to
me again 43%" 35% 30% 28% 25% 29%
To make them take
responsibility for a
mistake 28% 30% 45%"n 41% 45% 38%
To be valued as a
customer 32% 26% 28% 38% 12% 30%
To make sure the same
thing does not happen to
other people 20% 26% 22% 36% 36% 22%
To get justice 19% 21% 38% 21% 30% 34%
To get compensation for
financial losses 23% 24% 37%~ 13% 26% 16%
To make someone at the
company accountable
for their actions 16%~ 21% 14% 37%~ 45% 35%~~
To get an apology 21% 19% 13% 10% 17% 21%
Sample size 156 261 60 43 24* 52

Question: Q14. Of the following outcomes from making a complaint to a financial company, what are
the top three you were hoping to achieve? Please select up to three reasons, indicating what level of

importance they had (i.e. ‘most important’, ‘second’ and ‘third’). (multiple response)
Base: Those who are currently or have recently completed a complaint (n=596).
* Caution — small sample size, results should be considered indicative only

A Significantly higher than other sectors at 95% confidence
~ Significantly lower than other sectors at 95% confidence
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Table 17: Proportion of desired outcomes which were achieved at the end of the IDR process

Achieved | Achieved Not Don't

Desired outcome: fully partially | achieved | know Base
To fix a mistake or error 68%™ 19% 11%" 3%" 155
To get my money back or a refund 65%"™ 15% 16%" 3% 155
To get justice 48% 19% 29% 4% 71
To get compensation for financial
losses 43% 24% 24% 9% 75
To make sure the same thing does not
happen to me again 43% 15% 21% 20%"" 128
To get an apology 42% 13% 44%"\N 1%" 52
To be valued as a customer 36% 26% 31% 7% 93
To make them take responsibility for a
mistake 34% 29%\ 31% 7% 99
To make sure the same thing does not
happen to other people 26%" 21% 31% 222%™ 60
To make someone at the company
accountable for their actions 21%" 23% 37% 20%" 64

Question: Q44. Earlier you indicated the following outcomes were important to you. Were any of these
achieved by the end of the complaint process? (single response per item)
Base: Those who have recently completed a complaint (n=321).
* Caution - small sample size, results should be considered indicative only
AN Significantly higher than other sectors at 95% confidence
~ Significantly lower than other sectors at 95% confidence

Table 18: Reasons for not making a complaint by sector

General Life Financial
Reason: Banking Credit insurance | insurance advice
| didn’t think it would make a
difference 53% 47% 47% 55% 20%~
| didn’t think it was worth my
time 46%nn 37% 33% 39% 20%n
| didn’t have enough time 32% 26% 19% 10%~ 16%
| don’t like confrontation 22% 20% 24% 19% 26%
I didn’t know how long it
would take me to complete 21% 20% 14% 27% 22%
| didn’t know where to start 15% 18% 15% 32% 18%
I wasn't sure if | was right 10% 11% 13% 13% 9%
| felt a bit embarrassed 8% 10% 13% 17% 11%
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General Life Financial

Reason: Banking Credit insurance | insurance advice
| didn’t want to damage the
relationship | had with my
provider 9% 11% 9% 14% 16%
| didn’t speak to the right
person up front 4% 8% 11% 16% 22%~
| couldn’t gather the
evidence needed 6% 5%n 14%~n~ 27%~ 8%
Something else (please
specify) 7% 6% 6% 0% 5%

Base: Those who considered making a complaint in the last 12 months (n=699)
Question: Q50. Below is a list of reasons why people do not proceed with making a complaint. Please
select all which you feel apply to your situation, including those you mentioned in the previous question.

(multiple response)

AN Significantly higher than other sectors at 95% confidence
~ Significantly lower than other sectors at 95% confidence

Table 19: Channel used to first make contact by age

Channel 18-24 25-34 35-54 55-64 65+
Telephone 52% 47% 50% 65% 49%
Email 20% 31% 26% 14% 24%
In person 20% 31% 26% 14% 24%
Social Media 5% 7% 6% 0% 0%
Mail 1% 3% 3% 4% 1%
Fax 2% 0% 2% 0% 0%
Other 0% 2% 2% 3% 1%
Someone el'se made 1% 204 1% 0% 1%
the complaint for me

Base: those who are currently or have recently completed a complaint (n=596).
Question: Q19. How did you first make the company aware of your concern? (single response)

Table 20: Perceived stress and effort involved in the IDR process and negative sentiment
toward the financial provider over the duration of the complaint process

14-41 42-83
Statement Response 1 day 2-13 days days days 84+ days
‘A bit’ or ‘very’ stressful 35% 51% 56% 76% 71%
Negative impact on 30% 41% 46% 69% 70%
sentiment
Fairly high” or “very 37% 55% 64% 74% 64%
high’ effort

Question: Q40. How much effort on your part do you feel was required [has been required so far]
throughout the complaint process? Q41. And how stressful [are you finding] did you find the process?
Q42. Has the complaint process changed how you feel about the company? (single response)

Base: those who are currently or have recently completed a complaint (n=596)
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Table 21: Number of different contact people complainants have been in contact with
throughout their IDR process

Number of . . .
contact Banking Credit General Life Superannuation* FlnanC|aI
people: Insurance | Insurance Advice

1 31% 19% 19% 24% 37% 12%
2 32% 30% 25% 28% 39% 19%
3 15% 25% 32% 26% 15% 32%
4 11% 10% 10% 6% 7% 15%
5+ 10% 15% 14% 16% 3% 21%

Base: Amongst those who are currently or have recently completed a complaint, within the holding
pattern (n=513).

Question: Q24. Approximately how many different staff members from the company were you [have
you been] in contact with during the complaint process [so far]? (single response)

* Caution — small sample size, results should be considered indicative only

Table 22: Feeling about number of different contact people complainants were in contact
with throughout the holding pattern

Number of cgntact About right Too many Not enough
people:
1 74% 11% 9%
2 79% 11% 5%
3 49% 44% 4%
4 22% 70% 6%
5+ 24% 72% 2%

Base: Amongst those who are currently or have recently completed a complaint, within the holding
pattern (n=513).

Question: Q24. Approximately how many different staff members from the company were you [have
you been] in contact with during the complaint process [so far]? (single response) Q25. And how did
[do] you feel about speaking to this many people? (single response)

87



Nature:

8. Appendix B: Stage One Quantitative Questionnaire

INTRO

This survey is being conducted by Nature, an independent market research company, on behalf of the
Australian Securities and Investments Commission (ASIC), to gain a better understanding of how people
interact with their financial service providers (e.g. banks, insurance companies, etc.).

Your responses to the survey are strictly confidential, no information will be collected that can identify
you personally.

Nature complies with all relevant privacy legislation and the Code of Conduct described by the
Australian Market & Social Research Society (AMSRS). To read our privacy policy please click here:
http://www.natureresearch.com.au/privacy-policy/

If you have any concerns or queries about the survey, please contact Adrian Compton-Cook at Nature
(adrian@natureresearch.com.au, 03 9867 5535).

GENDER (ASK ALL, SR)

1. Areyou:

1Y =L 1
[T =1 [T 2
(@] 1 TS TR 3

AGE (ASK ALL, 2 DIGIT OPEN BOX, TERMINATE DIRECT SAMPLE IF NOT 18-99)
2. How old are you?

ENTER NUMBER

LOCATION (ASK ALL, SR)

3. Where do you live?

Adelaide
South Australia (REQIONAI) ......c.eeiiiiiie e 3
Brisbane
Queensland (REGIONA) ......ooiuiiiei e
DAIWIN oo

Northern Territory (Regional)
MEIDOUIME ...ttt
ViCtoria (REGIONAI) ...ocueieiiiccie ettt sta e snraeanea s
POITN e
Western Australia (Regional)
SYANBY ettt ettt et e e e e
New South Wales (Regional)
HOB@UIT . ...ttt
Tasmania (REGIONAI) ......cciiiiieiii et e aneee e
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INTRO TEXT

We are now going to ask you some questions about your experience with financial service providers
(i.e. banks, super funds, insurance companies, financial advisers etc), including times when you may
have complained, or had cause to complain, about aspects of the service they have provided you
with.

EVER MADE A COMPLAINT (ASK ALL, MR)

4. Thinking about complaints to financial service providers, have you ever...?

Thought about making a complaint to a financial service provider,

but ended up not going through with it...........cocooiiiiiiii e, 1
Made a complaint to a financial service provider ...........cccocooveeiieeiieeiieenne. 2
NEIther Of tNESE ..ot s 3

SKIP INSTRUCTIONS:

IF CODE 2, CONTINUE

IF CODE 1 AND NOT CODE 2 SKIP TO Q12

IF CODE 3 AND NOT CODE 1 OR 2 SKIP TO Q17

TIMING OF MOST RECENT COMPLAINT (ASK IF HAVE MADE A COMPLAINT (CODE 1 AT PREVIOUS
QUESTION), SR)

5. When did you make your most recent complaint to a financial service provider?

Within the past MONTN ... 1
2-3 months ago
4-6 months ago

A W22 1 g Te ] a1 1 g1 = T [ TSRS 4

L1-2 YEAIS AT ..ttt b ettt nane s 5 IF CODE 1 AT Q4 SKIP TO
Q12, IF NOT CODE 1 AT Q4 SKIP TO Q17

BB T= T 3= T [ o PP U PP UPPOPRO 6 |IF CODE 1 AT Q4 SKIP TO
Q12, IF NOT CODE 1 AT Q4 SKIP TO Q17

5 OF IMOIE YEAIS Q0O ....cviiiiiiiiiiiieiieieiet ettt r e resr e sr e b sresnesnenne s 7 IF CODE 1 AT Q4 SKIP TO
Q12, IF NOT CODE 1 AT Q4 SKIP TO Q17

DON T KNMOW....iiiiiiiieiiet e bbbt bbbt bbb e e 99 I|F CODE 1 AT Q4 SKIP TO

Q12, IF NOT CODE 1 AT Q4 SKIP TO Q17

NUMBER OF COMPLAINTS IN PAST YEAR (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES
1-4 AT Q5), NUMERIC)

Q5a. How many complaints to financial service providers have you made in the past 12 months?

2 DIGIT NUMERIC BOX

MOST RECENT COMPLAINT PROVIDER (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES 1-4
AT Q5), SR, RANDOMISE)

6. Thinking again about your most recent complaint to a financial service provider, what type of
company was it?

BANK.....iiiieieceee e 1 SHOW CODES 1-3 IN ABLOCK
Credit or charge card provider ...........c......... 2 SHOW CODES 1-3IN ABLOCK
Other non-bank lender...........ccccoovenveinnene. 3 SHOW CODES 1-3 IN ABLOCK

General insurance company (e.g. home, car, travel, consumer
credit insurance, etC.) ......ccooceiieiniine e
Superannuation fund ...........cccoiiiiiiiin e
Financial adviser, planner or sStoCkbroker.............cccooiiiiiiiiiini e
Life insurance company (incl TPD, income protection, trauma cover,
fuNEral INSUFANCE, ETC).....cc.ii e 7
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1Y/ To]g (o F=Yo (=T o] (01 (=] SRR 8
Other (SPECITY) ..t e sae et e et e e taeareaans 97

MOST RECENT COMPLAINT TOPIC (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES 1-4 AT
Q5), MR, RANDOMISE)

7. Which of the following best describes what your complaint was about?

CUSTOMET SEIVICE ...iiiiiieie ettt b ettt b ettt e st e e nbesnnesbeens
Financial AdVICE .........ccccviiniiiiieee e

ProducCt SAleS .......ccceevuiiiiriiiceie e

Product features or PerformManCe...........cccvevieiiie e
Other processes or administration.............cccoccveeeveenen.

A decision made by the company
FEES OF CHAIQgES.....c.eii et
Something else (please specify)

MOST RECENT COMPLAINT FINANCIAL ADVICE TYPE (ASK IF HAVE MADE A COMPLAINT ABOUT FINANCIAL
ADVICE (CODE 2 AT PREVIOUS QUESTION), SR)
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Q7a Which of the following advice types did your complaint primarily relate to?

Financial adviser OF PIanNer.... ..o 1
SEOCK BIOKET ... 2
MOMQAagE DIOKET ... ..o et 3
[INSUFAINCE DIOKET ... 4
Something else (please SPECIfY) .....uoi i 97

MOST RECENT COMPLAINT PRODUCT (ASK IF HAVE MADE A COMPLAINT ABOUT A PRODUCT (CODES 3, 4,
5 OR 7 AT Q7, RANDOMISE, MR)

Q7b Which of the following product or service types did your complaint primarily relate to?

Transaction or savings account
TermM AEPOSIt .....ccccvieiiiiciiccie e

Credit Or Charge Card..........cccocie it n
HOME IOBN ..t nae e
Personal loan....
Pay day 10@n ...

House Or CONtENTS INSUFANCE ........ccoverieieeieneese e

Vehicle insurance (car, boat, €tC.) ......ocoi i 8
TrAVE] INSUFAINCE ...ttt ettt et e st e et e eteeeneeans
Consumer credit insurance (e.g. loan payment insurance)
LIf@ INSUTAINCE ...ttt ettt n

Total and permanent disability (TPD) insurance ..........ccccccecevvenennnne

TIAUIMB COVET ..ttt ettt ettt e et e e e bt e e s bt e e e e ate e e e aabeeeeannneeeansneeeanes
INCOME ProteCtioN INSUFAINCE .......coiiieiiieiie e
FUNEIAl INSUFANCE.......c.eiiiie ettt teeenee e
Self-managed superannuation fund (SMSF)16 SHOW CODES 16-17 IN A BLOCK
Other superannuation account............... 17 SHOW CODES 16-17 IN A BLOCK
Mortgage DroKer SEIVICE........ccuiiiiiecee et
Financial advice or planning SEIVICE .........cccccveiieiiieie e
Investment products (property, managed funds, etc.) .......c.cc.......
Something else (Please SPECITY) ..o

MOST RECENT COMPLAINT FINANCIAL ADVICE TYPE (ASK IF HAVE MADE A COMPLAINT IN LAST 12
MONTHS (CODES 1-4 AT Q5), SR)

Q7c Did you get anyone to assist you with the complaint process?

Yes, family member / fiienNd ...
Yes, professional (e.g. accountant, lawyer, etC.).........cccccveviveevvennen.
Yes, someone else (please SPEeCify) ...cccovvieiiieniie e
N Lo PSP P TSP PPR SRR
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COMPLAINT RESOLUTION (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES 1-4 AT Q5), SR)

8. Has this complaint been finalised or is it still ongoing?

Finalised in YOUT FAVOUT .......ccciiie ettt sre e s 1
Finalised, but NOt iN YOUr faVOUT ..........ccov i 2
You withdrew the complaint before it was finalised............c..cccccoovevieiieenen. 3
] 111 o] 0T To] 1 o TSSO 4
Been referred to an external body (e.g. ombudsman, tribunal etc)............ 5
Other (SPECITY). e iieiieii ittt sb et be e 97

COMPLAINT PROCESS DURATION (ASK IF COMPLAINT HAS BEEN RESOLVED OR WITHDRAWN (CODES 1-3
AT PREVIOUS QUESTION, NUMERIC)

9. Approximately, how many days/months did it take from when you first made the complaint to
completion? Please only use one of the boxes below to provide your answer.

SHOW TWO 2 DIGIT NUMERIC BOXES LABELLED ‘DAYS’ AND ‘MONTHS".

COMPLAINT PROCESS SATISFACTION (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES 1-4
AT Q5), TAILOR QUESTION AND RESPONSE TEXT IF COMPLAINT ONGOING, SR)

PROGRAMMING NOTE: ASK THIS QUESTION FOR A RANDOM 50% OF THE SAMPLE JUST PRIOR TO Q5a
Q9a Thinking about the whole complaint process itself, was it:

Thinking about the complaint process so far, has it been:

Much better than you eXpecCted............cccveviiiiiiiiie e

Somewhat better than you expected

About what you expected ...........cccvvvieninniennne
WOrse than yOU @XPECTEA .........cccuoiiiiiiiiiici e e

FINANCIAL SERVICES PROVIDER (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES 1-4 AT
Q5), OPEN)

10. Which financial services provider did you make your most recent complaint to?
SHOW RESPONSE TEXT BOX

INITIAL COMPLAINT CHANNEL (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES 1-4 AT Q5),
SR)

11. How did you first contact your provider in relation to this complaint?

BY tEIEPRNONE ... e 1 SKIPTO Q17
BY ©MAUL ..o 2 SKIPTO Q17
Via the WebSIte ... SKIP TO Q17

Via a member portal SKIP TO Q17
[N P ISON ..ottt SKIP TO Q17
BY JETEOT ..ttt aeanee SKIP TO Q17
BY SIS bbb ene s SKIP TO Q17
By social media.........cccooeviiiiiiiiiieee SKIP TO Q17
Web chat .......... SKIP TO Q17
Other (specify) SKIP TO Q17
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Nature:

TIMING OF MOST RECENT POTENTIAL COMPLAINT (ASK IF THOUGHT ABOUT MAKING A COMPLAINT (CODE
1 AT Q4), SR)

12. When did you most recently think about making a complaint to a financial service provider, but
chose not to go through with it?

Within the past MONTN ...

2-3months ago ......cccccvviiici

4-6 MONthS QO ..vvveciiecece e

7-12 MONthS QGO .....vevivieiiieciiece e

oY= (3= To [ o OO PPPPPPPPPPPN SKIP TO Q17
R YL T= T 3= [e [ PSPPI SKIP TO Q17
5 0Or MOre YEaArs g0 .....cccccvieeiriveieiiiieeesneeeesnnnennns SKIP TO Q17
[ To] o T 4T 1YY PSSO ROPP SKIP TO Q17

WHY DIDN'T MAKE A COMPLAINT (ASK IF NEVER WENT THROUGH WITH A POTENTIAL COMPLAINT (CODES
1-4 AT PREVIOUS QUESTION), MR, RANDOMISE)

13. Thinking about the last time you thought about making a complaint but did not go through with it,
why did you decide not to make a complaint?

Didn’t KNnow | could COMPIAIN ........ccciiiiiiiiiece e
Didn’t KNOW WHO tO CONTACT ..ot e e
Seemed like too MuUCh effort ...

My complaint only involved a small amount of money
Didn’t think | would get anywhere with them ...........ccccooi e,
Didn’t have the records/evidence required to back up my complaint...... 6
Other (SPECITY) . ittt sttt neeeaeeens 97

MOST RECENT POTENTIAL COMPLAINT PROVIDER (ASK IF THOUGHT ABOUT MAKING A COMPLAINT IN LAST
12 MONTHS (CODES 1-4 AT Q12), SR, RANDOMISE)

14. Which of the following financial service providers were you thinking of making a complaint about
most recently?

BANK.....ciiiiiiiicc 1 SHOW CODES 1-3 IN ABLOCK
Credit or charge card provider .................... 2 SHOW CODES 1-3IN ABLOCK
Other non-bank lender............cccoooiiieenn 3 SHOW CODES 1-3 IN ABLOCK
General insurance company (e.g. home, car, travel, consumer

Credit INSUFANCE, TC.) .ottt et ee e s 4
SuperannUAation FUNA ... ..o e e 5
Financial adviser, planner or sStoCkbroker..............ccooiiiiiiiiiic e 6

Life insurance company (incl TPD, income protection, trauma cover,
funeral insurance, etc)
Mortgage broker..........coooeoiiiiiie e

Other (SPECITY) ...ttt sttt et et eaneeens
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Nature:

MOST RECENT POTENTIAL COMPLAINT TOPIC (ASK IF THOUGHT ABOUT MAKING A COMPLAINT IN LAST 12
MONTHS (CODES 1-4 AT Q12), MR, RANDOMISE)

15. Which of the following best describes what your complaint was about?

CUSTOMET SEIVICE ...ttt ittt bbbt b ettt b et ae et e e nbesnnesbeens
Financial AdVICE .........ccccviiniiiiiiee e

PrOTUGCT SAIES ...ttt ettt nee e
Product features or pPerformManCe...........cccvevieiiii e
Other processes or administration.............cccoccveevveennen.

A decision made by the company
FEES OF CHAIQgES......c.eii ettt
Something else (Please SPECITY) ..o i

MOST RECENT POTENTIAL COMPLAINT FINANCIAL ADVICE TYPE (ASK IF THOUGHT ABOUT MAKING A
FINANCIAL ADVICE COMPLAINT IN LAST 12 MONTHS (CODE 2 AT PREVIOUS QUESTION), SR)

Q15a Which of the following advice types did your complaint primarily relate to?

Financial adviser OF PIanNer.... ..o
SEOCK BIOKET ...
Mortgage broker..........coooiiiiiii e

[INSUFAINCE DIOKET ...t
Something else (please specify)

MOST RECENT COMPLAINT PRODUCT (ASK IF THOUGHT ABOUT MAKING A PRODUCT COMPLAINT IN LAST
12 MONTHS (CODES 3, 4 5 OR 7 AT Q15, MR)

Q15b Which of the following product or service types did your complaint primarily relate to?

Transaction or savings account
Term AdEPOSIt .....cccoviiiiieiiieie e

Credit or charge card..........cccooceeiiiiiiiiieeeee

HOome 10@n ...

(=T ST F= 11 o 1= o ORI
(=Y o = Y [0 1= o USRI
House Or CONteNtS iNSUTANCE .........ccveiriiieieieieie e
Vehicle insurance (car, boat, etC.) ......cccoeiiiiiiiiicee e
TrAVEl INSUFANCE .....ooiiiiiieie ettt ettt e e e
Consumer credit insurance (e.g. loan payment insurance) .............cccoe....
LIf@ INSUIAINCE ...ttt ettt e et e e teeeneeans
Total and permanent disability (TPD) insurance ..........ccccccecevvenennnne
TIAUIMB COVEI ..ttt ettt ettt ettt e et e s e b et e e s bt e e e e st e e e s anbeeeeanbneeeansneeeanns
INCOME ProteCtioN INSUFAINCE .......coiiieiiieiieeeiee e
FUNEIAl INSUFANCE.......c.eiiieie ettt eeeeneeen
Self-managed superannuation fund (SMSF)16 SHOW CODES 16-17 IN A BLOCK
Other superannuation account............... 17 SHOW CODES 16-17 IN A BLOCK
Mortgage BroKer SEIVICE........cui it 18
Financial advice or planning SEIVICE .........cccccveiieiiieie e 19
Investment products (property, managed funds, etC.) .......c.cccevvvvriineennne 20
Something else (Please SPECITY) ...cciiiiiiieieeeee e 97

94



Nature:

FINANCIAL SERVICES PROVIDER (ASK IF THOUGHT ABOUT MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 1-4 AT Q12), OPEN)

16. Which financial services provider did you think about making a complaint to most recently?

SHOW RESPONSE TEXT BOX

DEMOGRAPHICS (ASK ALL)
To make sure we have spoken with a good range of people, I’d like to ask you a final few questions.

EMPLOYMENT (ASK ALL, SR)

17. Which one of the following best describes your main activity at the moment? Are you mainly doing

Paid FUl-tIME WOTK ...ttt
Paid part-time or casual work
Studying Or traiNiNg........ccceevieiiie e

LOOKING FOr WOTK .....iiiieciie ettt et et saae e st e taeentaearaeans
UNpPaid VOIUNTAIY WOTK......c.oiiiiieiiiecieecie et se e s sraeesaae e beesseesneaa e
Retired

HOME AULIES, OF ...ttt bt sttt ettt eneas
Something €1Se (SPECITY) ...uui i
DON’t KNOW/CAN T SAY ...ooviiiiieeiie ettt ettt et e re e teeeaes
RATNEI NOT SAY ...ocviiiiii ettt e e te e ste e s areeaane s

ABORIGINAL / TORRES STRAIT (ASK ALL, SR)

18. Are you from an Aboriginal and / or Torres Strait Islander background?

R =T3PPSR
No ...
DONTKNOW .ttt st ettt st e b
Rather not say

NON-ENGLISH AT HOME (ASK ALL, SR)
19. Is a language other than English regularly spoken in your household?
R =TSSP P PSP PPTOPUPPROPR

No ...
Rather not say
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Nature:

LANGUAGE AT HOME (ASK IF OTHER THAN ENGLISH IS SPOKE AT HOME CODE 1 IN PREVIOUS QUESTION,
SR)
20. What language other than English is regularly spoken at home?

ATADIC et br e e e s bra e e s abraeeaaarree s
Cantonese ......

Mandarin ...

GIrEEK e e e e r e e e s ara e e e rraeeenarees
1 7= = ¥ o 1RSSR SOURRR SRR
Viethamese ......

Spanish ...

Turkish ...

S Y=T4 o 1= 1o 1RSSR
(@0 Y=\ i =1 o HE SO RRPSRRORUROt
Macedonian
OthEr (SPECITY) .ot ettt aaee s 12
DON"t KNOW/CAN T SAY ...ttt ettt se e sare e e sbe e be e sbeesanee e 13
RANET NOTL SAY ... et 99

11

LIVING ARRANGEMENT (ASK ALL, SR)
21. What are your current household living arrangements?

I live with my parent(s)/guardian(5) .....cccccovevieiiieeiie e
| share with other adults I’'m not related to.............ccocvecviiiiiiiicicns

[TIVE @IONE i

I live With MYy SPOUSE/PAINET........c.ccciiieiiiecie et
| live with my spouse/partner and our child/children ............c.cccooeeiiiiennee.
I’m a sole parent/guardian living with my child/children
Other (SPECITY) ittt ettt et e et e et e aeeean
RATNEI NOT SAY ...ttt ettt et e et eeteesneeeeneean

LEVEL OF EDUCATION (ASK ALL, SR)

22. What is the highest level of education you have completed?

Primary SChOOl tO YEAr 10 ......ccoiiiiiieeie et
YEAI 11 OF 12 ...

Trade / apprenticeship / TAFE / Technical Certificate
()1 010 ] o o = NSRRI
BaChEIOr DEGIEE....... it ettt
POSt-Graduate DEQIEE .........coiiiiiie ettt ettt see e sneeeanee s
Other (SPECIfY) .oueiiieeeeee e
Prefer NOt tO SAY ......cooovveiieeie e

QUAL PHASE INTEREST (ASK ALL, SR)

23. Thanks for taking the time to complete the survey. There will shortly be a second phase of the
research that involves longer online discussions on the same topic. All participants would be paid
for their time. Would you be interested in potentially taking part in that?

IF “YES’, RECORD NAME, EMAIL AND BEST CONTACT NUMBER IN BOXES BELOW

THANK AND CLOSE
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9. Appendix C: Stage Two Qualitative Discussion Guides

Face to face Depth discussion guide

ASIC Consumer Internal Dispute Resolution Research

Phase 4 — Qualitative journey mapping - 20t November 2017

1.5-hour face-to-face interviews

Nature:

TIME

THE DISCUSSION GUIDE

OBJECTIVE

10 minutes

INTRODUCTIONS & ABOUT THEM

Privacy and protection statement

We are from The Lab an independent research agency conducting
this research on behalf of ASIC, a government agency. Honest
answers are the best answers for us as we are not bias and
independent. We have chosen to speak to you to understand your
situation and journey. We will be recording the session however the
video will only be used internally and as part of the project to report
back to ASIC. Your privacy is completely protected under the
AMSRS marketing guidelines. Any information you share will be
reported back anonymously with your name removed.

To start off tell us about yourself.

Where do you live? Who do you live with?

What does a typical day or week look like for you?

Thinking about your life today — what are the big positives?

What are the big challenges or unknowns in your life at the
moment?

What are your goals that you are hoping to achieve in life? The near
and into the future. Probe: Financial Goals

Has this changed over the last 5 years of your life? What has
created this change in your mind if anything?

What do you think is the role of financial service providers and your
expectations of them in relation to these goals?

Now | would like to understand your attitude towards money.
How would you describe your relationship with money? Imagine it
was another person — how would you describe the relationship
between the two of you?

How involved in decision-making when it comes to household
finances are you? What do you get involved with and what don’t you
get involved with?

How confident with finances are you in your mind?

To put the
respondent at
ease and get an
understanding of
them, their
motivations and
mindset when it
comes to
finances.
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Nature:

TIME

THE DISCUSSION GUIDE

OBJECTIVE

15 minutes

CONTEXT, IMPACT AND EXPECTATIONS

Now firstly, please feel free to disclose as much or as little
information and detail as you feel comfortable with on anything
you find sensitive

Tell us what the issue was about? Probe: Did this end up in a
formal complaint?

Who was the complaint made to / against?

What was the product / service that you specifically made the
complaint against/to?

When did you discover the issue that you complained about?
What prompted you to complain and start the process?

Were you considering options for a period? How long until you
made the complaint from discovery?

What impact did the issue have on you and those around you if
any?

Overall what did you want to get out of the complaints process?
What did success look like for you going in?

What expectation of did you have of the process going in? Probe:
Speed, Efficiency, Channel, Contact, Information, Advice etc. (Or no
expectation)

How confident were you going into making the complaint? Was
there anything that you were particularly comfortable or
uncomfortable with? Probe: What and why?

To understand
the impact and
motivation
behind
undergoing the
complaints
process.

20 minutes

THE JOURNEY TO DATE

Now | would like to map out the journey that you have
undertaken so far. We are going to map out the steps on a page
and build on them as we move through the journey. (Moderator
instructions: Using an A3 piece of paper, with the respondent
draw/write out in their words each step they have taken along the
journey. Leave space for a breakdown of each step later in the
discussion.)

So talk to us about the journey you have been on? What was the
first step you took? Why? Probe: Channel used.

This first step could be formal or informal. Probe: Questions and
information, browsing for information, speaking to friends and family.
How would you describe this first step that you took?

How did you feel going in?

What did you want to achieve? Probe: Confidence in achieving it.
What happened next? What have been the steps you have taken
throughout the journey? Instruction: repeat and mark out each
step of the journey.

Where are you at now in this process? How do you feel at this
stage? What have you learnt along the way?

What do you think are the next steps to take? How clear are you on
these next steps and how confident are you in taking them?

To get an overall
vision of the
journey they

have undertaken

so far and what
they feel are the
logical next
steps in the
process.
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Nature:

TIME THE DISCUSSION GUIDE OBJECTIVE
BREAKING DOWN EACH STEP
For each step that you have outlined on the journey | want to
explore by itself. We are going to look at each step and build a
picture of what was happening. (Moderator instructions: build the
journey map on the A3 piece of paper outlining the key points for
each step from the questions below.)
What were the key objectives you had during this point of the
process? -
o}
When were you taking this step? (What time constraints were they .
comprehensively
under?)
. ) ) ) explore each
Where were you taking this step? (What environmental constraints
step they have
were they under?) .
. ) . taken in the
. Who/what were you looking to for information and help?
25 minutes o ) ) process to
What questions/information were you looking for? Were you able to .
) o ) examine the
find this information?
resources,

Probe: if not — what information gaps did you have during this step?
What questions went unanswered?

What/who or where did you go to try and achieve your objective or
answer your questions from this step? Probe: online, phone and
face to face.

What were the positive elements to this stage of the process? If
any?

What were the frustrations or negative parts of this step? If any?
Were there any issues that stopped you from continuing the
process?

During this step how were you feeling? What was your emotional
state at this point? Was it positive or negative?

questions and
channels they
have used.
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Nature:

TIME THE DISCUSSION GUIDE OBJECTIVE
UNDERSTANDING THE NETWORK OF SUPPORT

. For all of the people and places that we have outlined on this
journey, we want to understand their role in helping you
(Moderator instructions: refer to each of the people and places that
they have sought information or answers throughout the journey)

e  What was the role of this person/place that you went to for To understand
information? When did you use them to help you? Probe: Friends, and explore the
family, legal, online resources, phone & face to face. role and

. e  What were the key questions that you were looking for them to responsibilities
15 minutes
answer? of each part of

e  What information/tools/answers did they have that helped you? their network

e  What do you see as the big knowledge gaps that you have had to and ecosystem
try and overcome in your journey? of support.

e  Who/what has been the most positive and helpful influence on your
journey so far? Why?

e  Who/what has been the most negative and hindering on your
journey so far? Why?

. Have there been any other barriers along the journey that have
made you reconsider? Probe: Who, what, where and why?

WRAP UP & FINAL THOUGHTS

e Thank you for everything today | just have afinal few
questions to wrap up the discussion.

. Overall what if anything would you do differently if you had your To thank the

. time over again? resp.on.dent for
5 minutes their time and

What advice would you give to someone who is about to enter into
this process?

How confident are you that you will be able to go through the rest of
the process?

What additional help would you value for the journey you are on?
Any other final thoughts you would like to share on the journey as a
whole?

close the
conversation.
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Nature:

Current Complainants discussion guide

ASIC Consumer Internal Dispute Resolution Research
Phase 4 — Qualitative journey mapping — 15" December 2017 — 15™" January 2018

Online one on one discussions with respondents who have Recently Gone Through IDR

TIME THE DISCUSSION GUIDE

. INTRODUCTIONS & ABOUT THEM

. Privacy and protection statement

e  We are from The Lab an independent research agency conducting this research on behalf of
ASIC, a government agency. Honest answers are the best answers for us as we are not bias
and independent. We have chosen to speak to you to understand your situation and journey.
We will be recording the session however the video will only be used internally and as part of
the project to report back to ASIC. Your privacy is completely protected under the AMSRS
marketing guidelines. Any information you share will be reported back anonymously with your
name removed.

e  To start off tell us about yourself.

e  Where do you live? Who do you live with?

e  What does a typical day or week look like for you?

10 minutes e  Thinking about your life today — what are the big positives?

e  What are the big challenges or unknowns in your life at the moment?

e  What are your goals that you are hoping to achieve in life? The near and into the future.
Probe: Financial Goals

. Has this changed over the last 5 years of your life? What has created this change in your mind
if anything?

e  What do you think is the role of financial service providers and your expectations of them in
relation to these goals?

. Now | would like to understand your attitude towards money.

e  How would you describe your relationship with money? Imagine it was another person — how
would you describe the relationship between the two of you?

. How involved in decision-making when it comes to household finances are you? What do you
get involved with and what don'’t you get involved with?

. How confident with finances are you in your mind?
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Nature:

TIME THE DISCUSSION GUIDE

CONTEXT, IMPACT AND EXPECTATIONS

. Now firstly, please feel free to disclose as much or as little information and detail as
you feel comfortable with on anything you find sensitive

e  Tell us what the issue was about? Probe: Did this end up in a formal complaint?

e  Who was the complaint made to / against?

e  What was the product / service that you specifically made the complaint against/to?

e  When did you discover the issue that you complained about?

e  What prompted you to complain and start the process?

15 minutes

e  Were you considering options for a period? How long until you made the complaint from
discovery?

e  What impact did the issue have on you and those around you if any?

. Overall what did you want to get out of the complaints process? What did success look like for
you going in?

e  What expectation of did you have of the process going in? Probe: Speed, Efficiency, Channel,
Contact, Information, Advice etc. (Or no expectation)

. How confident were you going into making the complaint? Was there anything that you were
particularly comfortable or uncomfortable with? Probe: What and why?

THE JOURNEY TO DATE

e Now | would like to map out the journey that you have undertaken so far. We are going
to map out the steps on a page and build on them as we move through the journey.
(Moderator instructions: Using an A3 piece of paper, with the respondent draw/write out in
their words each step they have taken along the journey. Leave space for a breakdown of
each step later in the discussion.)

e So talk to us about the journey you have been on? What was the first step you took? Why?
Probe: Channel used.

. e This first step could be formal or informal. Probe: Questions and information, browsing for
20 minutes

information, speaking to friends and family.

e How would you describe this first step that you took?

e How did you feel going in?

e What did you want to achieve? Probe: Confidence in achieving it.

e What happened next? What have been the steps you have taken throughout the journey?
Instruction: repeat and mark out each step of the journey.

e Where are you at now in this process? How do you feel at this stage? What have you learnt
along the way?

e What do you think are the next steps to take? How clear are you on these next steps and how
confident are you in taking them?
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Nature:

TIME THE DISCUSSION GUIDE
BREAKING DOWN EACH STEP

. For each step that you have outlined on the journey | want to explore by itself. We are
going to look at each step and build a picture of what was happening. (Moderator
instructions: build the journey map on the A3 piece of paper outlining the key points for each
step from the questions below.)

e  What were the key objectives you had during this point of the process?

e When were you taking this step? (What time constraints were they under?)

e  Where were you taking this step? (What environmental constraints were they under?)

. e  Who/what were you looking to for information and help?
25 minutes

e  What questions/information were you looking for? Were you able to find this information?

. Probe: if not — what information gaps did you have during this step? What questions went
unanswered?

e  What/who or where did you go to try and achieve your objective or answer your questions from
this step? Probe: online, phone and face to face.

e  What were the positive elements to this stage of the process? If any?

e  What were the frustrations or negative parts of this step? If any?

e  Were there any issues that stopped you from continuing the process?

. During this step how were you feeling? What was your emotional state at this point? Was it
positive or negative?

UNDERSTANDING THE NETWORK OF SUPPORT

. For all of the people and places that we have outlined on this journey, we want to
understand their role in helping you (Moderator instructions: refer to each of the people
and places that they have sought information or answers throughout the journey)

e  What was the role of this person/place that you went to for information? When did you use
them to help you? Probe: Friends, family, legal, online resources, phone & face to face.

15 minutes e  What were the key questions that you were looking for them to answer?

e  What information/tools/answers did they have that helped you?

e  What do you see as the big knowledge gaps that you have had to try and overcome in your
journey?

e  Who/what has been the most positive and helpful influence on your journey so far? Why?

e  Who/what has been the most negative and hindering on your journey so far? Why?

. Have there been any other barriers along the journey that have made you reconsider? Probe:
Who, what, where and why?

WRAP UP & FINAL THOUGHTS
Thank you for everything today | just have a final few questions to wrap up the
discussion.
5 minutes

. Overall what if anything would you do differently if you had your time over again?

e  What advice would you give to someone who is about to enter into this process?

e  How confident are you that you will be able to go through the rest of the process?

e  What additional help would you value for the journey you are on?

e Any other final thoughts you would like to share on the journey as a whole?
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Nature:

Considerers discussion guide

ASIC Consumer Internal Dispute Resolution Research
Phase 4 — Qualitative journey mapping — 15" December 2017 — 15" January 2018

Online one on one discussions with respondents who Contemplated However Didn’t Start IDR

TIME THE DISCUSSION GUIDE

INTRODUCTIONS & ABOUT THEM

WELCOME TO THE DISCUSSION

Thank you for agreeing to be part of the study. My name is Mik, I'm a researcher on this project and I'm
looking forward to speaking to you. We'll be asking you to jump online to this discussion community and
complete a few different activities. You will be able to complete the discussions and activities when best
suits you. However you will see questions and follow-ups from myself and other team members. This will
require you to log back in and respond.

It is really important you complete this discussion on a desktop or laptop as there will be a lot of typing
involved and will make the process a lot easier and quicker. Importantly, there are no right or wrong
answers. We have asked you to be here to understand your experiences. The more information you give
us the better chance we don'’t have to follow up with any questions. So please provide as much detail as
possible.

If you have any questions about this project, please feel free to email me at mik@thelabstrategy.com or
call 0408 558 939. Have fun, good luck, and we look forward to chatting to you soon!

15 minutes Kind Regards,
Mik

To start off tell us about yourself.

e  Where do you live? Who do you live with?

e  What does a typical day or week look like for you?

e  Thinking about your life today — what are the big positives?

e  What are the big challenges or unknowns in your life at the moment?

e  What are your goals that you are hoping to achieve in life? The near and into the future.
Probe: Financial Goals

. Has this changed over the last 5 years of your life? What has created this change in your mind
if anything?

e  What do you think is the role of financial service providers and your expectations of them in
relation to these goals?

. Now | would like to understand your attitude towards money.

e  How would you describe your relationship with money? Imagine it was another person — how
would you describe the relationship between the two of you?

. How involved in decision-making when it comes to household finances are you? What do you
get involved with and what don’t you get involved with?

. How confident with finances are you in your mind?
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Nature:

TIME THE DISCUSSION GUIDE

CONTEXT, ISSUE IMPACT AND BARRIERS

Now firstly, please feel free to disclose as much or as little information and detail as you
feel comfortable with on anything you find sensitive

e  Tell us what the financial issue was about?

e  Who was the issue with? What was the product / service that you specifically had an issue
with?

e  When did you discover the issue?

e  Were you considering options for a period? How long until you decided not to make a
complaint? What were you considering at this point?

. How willing were you to complain? Did you need to be convinced it was the right thing to do?

e  What in your mind was the thing or things that stopped you from pushing forward and making
a complaint?

20 minutes . Did you know where to go to complain and how?

e  What other jobs or tasks did you have on your mind at the time that this was going to interfere
with? If any? Think about things that were going to be impacted either through time or effort.

e  What impact did the issue have on you and those around you if any? Think about any
emotional factors that might have been involved.

e  Was there anything you would deem important going on in your world at the time that relied on
this complaint being rectified? Think about things like work, study or anything around the
home.

. Did you feel that you lacked any information or knowledge to push forward with your
complaint?

. How confident were you going into making a complaint? Was there anything that you were
particularly comfortable or uncomfortable with?

e  What was your expectation of the complaints system and how yours would be handled if you
had gone ahead?

e  What are your perceptions of how you would have been treated while complaining?
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TIME THE DISCUSSION GUIDE

UNDERSTANDING THE NETWORK OF SUPPORT

For all of the people and places that we have outlined on this journey, we want to
understand their role in helping you through it.

. Did you seek out any information before you decided not to make a complaint?

e  Who or where did you go for this information?

. If you didn’t seek out any information... why not? What stopped you from pushing ahead?
e  What do you see as the big knowledge gaps that you have had to try and overcome?

e  Who/what has been the most positive and helpful influence on the handling of the issue?
e  Who/what has been the most negative and hindering on the handling of the issue?

e  What in your mind is the role of friends/family in situations such as these?

e  What in your mind is the role of any online resources in situations such as these?

e  What in your mind is the role of legal counsel in situations such as these?

20 minutes
e  What if any do you see as the key questions that you are looking for them to answer?
. If you did try to seek out information on your issue... what would have been the primary
channel that you would have used? E.g. Phone, Online or Face-to-face
. Did you feel that these spaces would have different roles if you sought out more information? If
so how?
. During your issue or information sourcing did you have any interactions or experience with
ASIC?
. Do you know who or what ASIC is and does?
e  Thinking about the issue you had ... do you feel that ASIC should or could play a role? Where
and how? Or why not?
. How comfortable would or do you feel connecting and engaging with ASIC for information or
other resources in a situation such as yours?
e  Was there anywhere or anyone you didn’'t or wouldn’t reach out to for answers? Why? Or Why
not?
AREAS OF IMPROVEMENT & FINAL THOUGHTS
Thank you for everything | just have a final few questions to wrap up the discussion.
. Overall what if anything would you do differently if you had your time over again?
10 minutes . If you could go back to the time the issue started what would you need to help you go through

the process and file a complaint?

e  What areas do you feel you lacked in information and clarity to proceed with a complaint? If
any?

e  What systems or processes do you feel weren'’t available or approachable for you to proceed
with your complaint? If any?
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Completed Complainants discussion guide

ASIC Consumer Internal Dispute Resolution Research
Phase 4 — Qualitative journey mapping — 15" December 2017 — 15" January 2018

Online one on one discussions with respondents who have Recently Gone Through IDR

TIME THE DISCUSSION GUIDE

INTRODUCTIONS & ABOUT THEM

WELCOME TO THE DISCUSSION

Thank you for agreeing to be part of the study. My name is Mik, I'm a researcher on this project and I'm
looking forward to speaking to you. We'll be asking you to jump online to this discussion community and
complete a few different activities. You will be able to complete the discussions and activities when best
suits you. However you will see questions and follow-ups from myself and other team members. This will
require you to log back in and respond.

It is really important you complete this discussion on a desktop or laptop as there will be a lot of typing
involved and will make the process a lot easier and quicker. Importantly, there are no right or wrong
answers. We have asked you to be here to understand your experiences. The more information you give
us the better chance we don’t have to follow up with any questions. So please provide as much detail as
possible.

If you have any questions about this project, please feel free to email me at mik@thelabstrategy.com or
call 0408 558 939. Have fun, good luck, and we look forward to chatting to you soon!

15 minutes Kind Regards,
Mik

To start off tell us about yourself.

e  Where do you live? Who do you live with?

e  What does a typical day or week look like for you?

e  Thinking about your life today — what are the big positives?

e What are the big challenges or unknowns in your life at the moment?

e  What are your goals that you are hoping to achieve in life? The near and into the future.
Probe: Financial Goals

e Has this changed over the last 5 years of your life? What has created this change in your mind
if anything?

e  What do you think is the role of financial service providers and your expectations of them in
relation to these goals?

e  Now | would like to understand your attitude towards money.

e  How would you describe your relationship with money? Imagine it was another person — how
would you describe the relationship between the two of you?

e  How involved in decision-making when it comes to household finances are you? What do you
get involved with and what don't you get involved with?

e  How confident with finances are you in your mind?
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TIME THE DISCUSSION GUIDE

CONTEXT, IMPACT AND EXPECTATIONS

Now firstly, please feel free to disclose as much or as little information and detail as you
feel comfortable with on anything you find sensitive

e  Tell us what the issue was about? Did this end up in a formal complaint?

e  Who was the complaint made to / against? What was the product / service that you specifically
made the complaint against/to?

e  When did you discover the issue that you complained about?

e  What prompted you to complain and start the process?

e  What do you feel tipped you over the ‘edge’ so to speak to make a formal complaint? Do you
feel there was a ‘trigger’ point for complaining?

e  Were you considering options for a period? How long until you made the complaint from
discovery? What were you considering at this point?

. How willing were you to complain? Did you need to be convinced it was the right thing to do?

25 minutes e  What other jobs or tasks did you have on your mind at the time that this was going to interfere
with? If any? Think about things that were going to be impacted either through time or effort.

e  What impact did the issue have on you and those around you if any? Think about any
emotional factors that might have been involved.

e  Was there anything you would deem important going on in your world at the time that relied on
this complaint being rectified? Think about things like work, study or anything around the
home.

e  Overall what did you want to get out of the complaints process? What did success look like for
you going in?

e  What expectation of did you have of the process going in? Probe: Speed, Efficiency, Channel,
Contact, Information, Advice etc. (Or no expectation)

e Did you have any expectations of the complaints system and how it would work going in?

e Did you feel that you lacked any information or knowledge to push forward with your complaint
before you started or lodged it?

. How confident were you going into making the complaint? Was there anything that you were
particularly comfortable or uncomfortable with? Probe: What and why?
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TIME THE DISCUSSION GUIDE

THE JOURNEY TO DATE

Now | would like to map out the journey that you have undertaken so far. | want you to
outline each step you can remember taking from the very start of the journey to the very
end. Please put a number at the start of each step. This first step could be formal or
informal. (Questions to be repeated for as many steps as the respondent enters.)

. For each step | would like you to tell us the following:

0  What did you do at this step in the process? Describe it for us.

What were the key objectives you had during this point of the process?

When were you taking this step? (What time constraints were they under?)

Where were you taking this step?

Who/what were you looking to for information and help?

What questions/information were you looking for? Were you able to find this

information?

Were there any questions unanswered during this step?

During this step how were you feeling? What was your emotional state at this point?

Was it positive or negative?

o0  What/who or where did you go to try and achieve your objective or answer your
questions from this step? Where did you go to seek them?

o0  What were the positive elements to this stage of the process? If any?

What were the frustrations or negative parts of this step? If any?

0  Were there any issues that stopped you from continuing the process?

60 minutes

(e} lNelelNe]

o o

o

. So thinking back to the very start of the process how did you feel going in? How would you
describe your life and mood at the time?
e  What did you want to achieve? How confident were you that you would achieve it?
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TIME THE DISCUSSION GUIDE

UNDERSTANDING THE NETWORK OF SUPPORT

For all of the people and places that we have outlined on this journey, we want to
understand their role in helping you through it.

e  What do you see as the big knowledge gaps that you have had to try and overcome in your
journey?

e  Who/what has been the most positive and helpful influence on your journey so far? Why?

e  Who/what has been the most negative and hindering on your journey so far? Why?

e  What was the role of friends/family that you went to for information? When did you use them to
help you

e  What were the key questions that you were looking for them to answer?

e  What information/tools/answers did they have that helped you?

e  What was the role of any online resources that you went to for information? (Please list them)
When did you use them to help you

e  What were the key questions that you were looking for them to answer?

20 minutes
e  What information/tools/answers did they have that helped you?
e  What was the role of legal counsel that you went to for information? When did you use them to
help you
e  What were the key questions that you were looking for them to answer?
e  What information/tools/answers did they have that helped you?
e  What was the role of phone, online or face-to-face when it came to information gathering?
. Did you feel that these spaces had different roles? If so how?
. During your journey did you have any interactions or experience with ASIC?
. Do you know who or what ASIC is and does?
e  Thinking about the journey you have been on... do you feel that ASIC should or could play a
role? Where and how? Or why not?
e  How comfortable would or do you feel connecting and engaging with ASIC for information or
other resources in a situation such as yours?
e  Was there anywhere or anyone you didn’t or wouldn'’t reach out to for answers on a journey
like this? Why? Or Why not?
WRAP UP & FINAL THOUGHTS
Thank you for everything | just have a final few questions to wrap up the discussion.
5 minutes

. Overall what if anything would you do differently if you had your time over again?
o If you could go back to the start of the process and tell yourself 3 things to do
differently what would they be? Why?
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10. Appendix D: Stage Three Quantitative Questionnaire

INTRO

This survey is being conducted by Nature, an independent market research company, on behalf of the
Australian Securities and Investments Commission (ASIC), to gain a better understanding of how people
interact with their financial service providers (e.g. banks, insurance companies, etc.).

Your responses to the survey are strictly confidential, no information will be collected that can identify
you personally.

Nature complies with all relevant privacy legislation and the Code of Conduct described by the
Australian Market & Social Research Society (AMSRS). To read our privacy policy please click here:
http://www.natureresearch.com.au/privacy-policy/

If you have any concerns or queries about the survey, please contact Adrian Compton-Cook at Nature
(adrian@natureresearch.com.au, 03 9867 5535).

Hi and welcome to our survey!

Your privacy is important to us. The information collected in this survey is reported in aggregate form
only and you will not be personally identified. This survey complies with Australian (AMSRS) and
International (ESOMAR) codes of practice for Market & Social Research

GENDER (ASK ALL, SR)
1. Areyou:

1Y =1 R 1
[T g =1 [ OURRRRR 2
(@] 1 g1 SRRt 3

AGE (ASK ALL, 2 DIGIT OPEN BOX, TERMINATE DIRECT SAMPLE IF NOT 18-99)
2. How old are you?

ENTER NUMBER

LOCATION (ASK ALL, SR)
3. Where do you live?

e PRSPPSO 1
AEIAIAE ... s 2
South Australia (REGIONAI)........ccciiiiiiiie e 3
BIISIIAINE ...t 4
Queensland (REGIONAL) ......ooiiiiiiiei e 5
(D F= 1Y/ 1o USSP

Northern Territory (Regional)
MEIDOUIME. ...t
AV/Loa (ol g E= W (R{=To (o] T= 1) ISP 9
PEITN et
Western Australia (Regional)
SYANEY e
New South Wales (Regional)
HODAUIT ... et
Tasmania (REGIONAI) .....ccuiiiiiei e
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We’d now like to understand whether or not you may have had a time when you have had an issue
with a financial company (bank, insurance company, adviser, broker, etc.). We would like to
understand whether or not this issue may have led to a complaint being made.

EVER MADE A COMPLAINT (ASK ALL, MR)
4. Thinking about complaints to financial companies, have you ever...?

Thought about making a complaint to a financial company_in the past

2 2 LT 0] Ha T <101 Ao [T [ 1 1 GOTO Q11
Thought about making a complaint to a financial company, more than_12
Months ago, but didN™t .......coio e 2 GOTO Q5

Currently in the process of making a complaint to a financial company

9101/ Lo 1= OSSPSR PSPPI 3GO TO SECTION 2
Completed a complaint process with a financial company in the past 12

(00T ] 011 SO PR U P UR PR PPPRPRORP 4GO TO SECTION 2
Completed a complaint process with a financial company over

12 MONTNS QOO ..ttt ettt et e e e 5 CLOSE

NONE OF TNESE ... 99 SR-CLOSE

IF ONLY CODE 5 (COMPLETED A COMPLAINT MORE THAN 12 MONTHS AGO) - CLOSE

NOT IN PAST 12 MONTHS (ASK ALL WHO CODE 2 @ Q4 AND DO NOT CODE 1, 3, 4, or 5, THEN TERMINATE,
MR, RANDOMISE)

5. You mentioned you had previously thought about making a complaint but didn’t. What prevented
you from making this complaint? Please select as many that apply.

I didn’t have enough tiMe ...
| couldn’t gather the evidence needed...........cccoooiiiiiiiiiini e
| didn’t know how long it would take me to complete.........ccccocveviveiieennens
I didn’t think it would make a difference ............cccoccooviiniiniienee.
[ didn’t KNOW WHETe tO STAIt ......coiiiiiiiiiiiescce e e
| didn’t want to damage the relationship | had with my provider
I didn’t think it was Worth my time ..........cccv i
[ don’t like CONfrONTALION ........couiiiiie e e
| felt a bit embarrassed..........ccccevviiniencnieneee.
| didn’t speak to the right person up front

[ wasn't SUre if | Was MgNT......c.cooiiiiie s
Something else (Please SPECITY) .....cocuiiiiiiiiiee e

IF MULTIPLE IN-SCOPE RESPONSES CODED AT Q4 (I.E. CODES 1, 3 AND 4) PRIORITISE ALLOCATION AS PER
BELOW:

15T — CURRENTLY IN COMPLIANT PROCESS (CODE 3)
2ND . COMPLETED COMPLAINT WITHIN PAST 12 MONTHS

3RP — THOUGHT ABOUT COMPLAINING WITHIN PAST 12 MONTHS — IF ONLY ‘THOUGHT ABOUT IN PAST 12
MONTHS” SKIP TO SECTION 4

COMPLETE: There may have been mulitple occasions when you made a complaint about a financial
company, we’d now like you to focus your attention on your most recent occasion.
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CURRENT: There may have been multiple occasions when you made a complaint about a financial
company, we would not like you to focus your attention on the complaint you are currently going
through.

TIMING OF MOST RECENT COMPLAINT (ASK IF THOUGHT ABOUT OR HAVE MADE A COMPLAINT (CODES 1,
3 OR 4 AT Q4), [CODE 1 Q4 WORDING ADJUSTMENTS], SR)

6. When did you make [think about making] the complaint to the financial company?

o R 0 T g | 1 o USRS

G 0T g 1 o <SSP PRTRR

6-12 MONtNS QGO ...veiiiiiiiriieicceeeee e

YT 1L Lo [ F T PR P O P P OP PP URTOPPTO CLOSE
R YT TEr= Vo [ o J UV PP OUPTUUROURRPRR CLOSE
5 or more years ago CLOSE
DON L KNOW ...ttt bbb bbb bbb CLOSE

MOST RECENT COMPLAINT PROVIDER (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES 3-4
AT Q4), SR, RANDOMISE)

7. Thinking again about your most recent complaint to a financial company, what type of company

was it?

27 Vo ] 1 SHOW CODES 1-4 IN ABLOCK
Credit or charge card provider ..................... 2 SHOW CODES 1-4 IN A BLOCK
Building society / credit union...............c......... 3 SHOW CODES 1-4 IN A BLOCK
Other non-bank lender...........cccoccevieviiiinnnne. 4 SHOW CODES 1-4 IN ABLOCK
General insurance company (e.g. home, car, travel, consumer

Credit INSUFANCE, EIC.) ..o ettt e 5
SuperannuUation fFUN ... e 6
Financial adviser, planner or stoCkbroker.............cccccoovveiiie i 7
Life insurance company (incl. TPD, income protection, trauma cover,
fUNEral INSUTANCE, ETC)....iciii ettt et e st ans 8
1Y/ To]q (o F=Yo (=T o1 (01 (=] SRRSO RPPPR 9
Other (SPECITY)...uiiiiie ettt ae et e e taearae e 97
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MOST RECENT COMPLAINT PRODUCT (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS (CODES 3-4
AT Q4, RANDOMISE, SR)

8. Which of the following products or services did your complaint mainly relate to?

Transaction or savings account
TErmM AEPOSIt .....cccvieiiieciieeie e

Credit Or Charge Card..........cccocie it ae e s
HOME IOBN ..ttt nae e
Personal loan ....
Pay day loan ....
House Or CONtENtS INSUFANCE .........ccveiiiiiiienieieee e e

Vehicle insurance (car, boat, €tC.) ......ocov i 8
TrAVEI INSUFAINCE ...ttt ettt e e sbeeeteeeneeans
Consumer credit insurance (e.g. loan payment insurance)
LIf@ INSUIAINCE ...ttt ettt ettt et et e et e e teeaneeens

Total and permanent disability (TPD) iNSUraNCe .........cccceveeeieeeiieiieeiee e
TIAUIMB COVEI ..ttt ettt e et e s e b e e e e bb e e e e at e e e s anbeeeeanbneeeansneeennn
INCOME ProteCtioN INSUFAINCE .......coiiieiiieiieeciie et
FUNEIAl INSUFANCE.......ceiiiie ettt eeeenee e
Self-managed superannuation fund (SMSF)16 SHOW CODES 16-17 IN A BLOCK
Other superannuation account............... 17 SHOW CODES 16-17 IN A BLOCK
Mortgage BroKer SEIVICE........ccu i
Financial advice or planning SerViCe ........cccccceevieiieeiieese e
Investment products (property, managed funds, etc.) .........cc........
Something else (Please SPECITY) ..o

MOST RECENT COMPLAINT TOPIC (ASK IF HAVE MADE A COMPLAINT IN LAST 12 MONTHS OR ARE
CURRENTLY (CODES 3-4 AT Q4), MR, RANDOMISE)

9. Which of the following best describes what your complaint was about? Please select all that apply.

(OLUTS] (o] 0 g [=T AT =T A/ o YU
FINANCIAI AQVICE ..ottt e e st e e re e e e nneaee s
Product sales .......cccccveeeiiiie e

Product features or PerformManCe...........ccccvevieiiie e
A decision made by the company
FEES OF CRAIQGES .......iii ettt et et e e te e teeaaae s
Other processes or administration ............cccocoveiiiiiiie e
Something else (please SPECITY) ...ccccviiiiiccie e

DURATION OF MOST RECENT COMPLAINT (ASK ALL WHO HAVE COMPLETED A COMPLAINT (CODE 4 AT
Q4), SR)

10. How long did the complaint process take? l.e. from when you first made contact to when it was
finished.
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MOST RECENT POTENTIAL COMPLAINT PROVIDER (ASK ALL WHO CODE 1 @ Q4, SR, RANDOMISE)

11. What type of company was it?

BaNK ..o 1 SHOW CODES 1-4 IN A BLOCK
Credit or charge card provider ..................... 2 SHOW CODES 1-4 IN A BLOCK
Building society / credit union......................... 3 SHOW CODES 1-4 IN A BLOCK
Other non-bank lender...........ccccccoveiiinnnnnne. 4 SHOW CODES 1-4 IN ABLOCK
General insurance company (e.g. home, car, travel, consumer

Credit INSUFANCE, EIC.) ..o ettt re e s 5
SuperannUation fFUNd ... 6
Financial adviser, planner or sStoCkbroker.............cccooiiiiiiiiiin e 7

Life insurance company (incl TPD, income protection, trauma cover,
funeral insurance, etc)
Mortgage broker..........coooooiiiiiiie e

Other (SPECITY) ..ttt et e et e et e anneeans

MOST RECENT POTENTIAL COMPLAINT PRODUCT (ASK ALL WHO CODE 1 @ Q4, RANDOMISE, SR)

12. Which of the following products or services did it mainly relate to?

Transaction or savings account
TermM AEPOSIt .....ccccvieiiiiciecie e e

Credit Or Charge Card..........cccoce it n
HOME IOBN ..ttt nae e
PEISONAI IOBIN ...ttt nae e
(=Y o = |V [0 1= U o USSR PPR
House or contents insurance
Vehicle insurance (car, boat, €1C.) ..o i 8
TrAVEI INSUTAINCE ..ottt sttt st sttt e b e e e e
Consumer credit insurance (e.g. loan payment insurance)
LIfE INSUTANCE ...ttt ettt sttt see e

Total and permanent disability (TPD) insurance ............ccccceevveeviveennen.

TEAIUIMIE COVET ...ttt sttt st b ettt s b ettt b et e b et e beenteeneesneens
INCOME ProteCtioN INSUTANCE ........ooiiiiiieiie e
FUNEIAl INSUFBINCE........coiiieiieiecie ettt bt see e
Self-managed superannuation fund (SMSF)16 SHOW CODES 16-17 IN A BLOCK
Other superannuation account............... 17 SHOW CODES 16-17 IN A BLOCK
Mortgage BroKer SEIVICE.........cuiiiiieee e
Financial advice or planning SEIVICE ..........cccccueiieiieeiie e
Investment products (property, managed funds, etc.) .........c.........
Something else (Please SPECITY) ..o

MOST RECENT POTENTIAL COMPLAINT TOPIC (ASK ALL WHO CODE 1 @ Q4, MR, RANDOMISE)

13. Which of the following best describes what it was about? Please select all that apply.

CUSEOMET SEIVICE ...ttt ettt et et eae e e bt e s be e sateeeaeeesbeeebeeaseaanseaanneas
Financial AQVICEe .........cccoooiiiiiiieeeeeee e

PrOAUCT SAIES ... .ottt et et e e e neeeeneeas
Product features or performanCe...........cocooiiiiiiiiieee et
A decision made by the company
Fees or charges.......cccooe e
Other processes or administration .............ccoceeiiieiiiiniee e
Something else (please SPECITY) ...cccccvi i
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3A — IDR INITIATION AND PREPARATION

INTRO: SHOWN ON SAME SCREEN AS Q11. We’d now like you to think about what motivated you to
make a complaint, and how you felt at the beginning of this process.

REASONS FOR COMMENCING COMPLAINT (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN PAST
12 MONTHS (CODES 3-4 AT Q4), TOP 3 RANKING, RANDOMISE ROWS, SR PER COLUMN, DO NOT FORCE 3
RESPONSES)

14. Of the following outcomes from making a complaint to a financial company, what are the top
three you were hoping to achieve? Please select up to three reasons, indicating what level of
importance they had (i.e. ‘most important’, ‘second’ and ‘third’).

ROWS - RANDOMISE

TO fiX @ MISEAKE OF ©ITON ..ottt ettt nee e
To be valued as a customer
TO QL JUSHICE...cuiiiiieciie e
Lo e (=1 a=Ta K= o To] (o] |V SO URPPROPRPRPO
To make them take responsibility for a mistake ..o
To get my money back or a refund
To get compensation for financial l0SSeS ..........cooiiiiiiii e
To make someone at the company accountable for their actions
To make sure the same thing does not happen to me again .....................
To make sure the same thing does not happen to other people................
Something else (Please SPECITY) ..o

COLUMNS
Most important
SECONd .....ccoveviiiiiiieee

CONFIDENCE SCALE — RESULT (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 3-4 AT Q4), SCALE 0-10, SR)

15. Before making the complaint, how confident did you feel about getting the outcome you hoped for?

VeEry CONTIAENT ...t et e et e reeenae s
| can't remember
[0 o] o 10 A 4 [0 1YLV OO RSPURRRP

KNOWLEDGE SCALE (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS (CODES 3-4
AT Q4), SCALE 0-10, SR)

16. Before making the complaint, how confident were you in your knowledge about the product or
service you were complaining about?

Very confident
(W oz= Yo R A (=1 00 1=] 001 o] SOU O R
(1o [0 o T 4 Lo 1Y O
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CONFIDENCE SCALE — PROCESS (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 3-4 AT Q4), SCALE 0-10, SR)

17. How confident were you about your ability to work through the complaints process?

Very confident.........ccoviiieiiicciie e
| can't remember
(1o [0 o T B 4 Lo 1YY O

PREPARATION (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS (CODES 3-4 AT
Q4), MR & OPEN, RANDOMISE CODES 1-4 WHILE RETAINING THESE AT TOP, RANDOMISE CODES 5-12
WHILE REMAINING AT BOTTOM)

18. Which of the following did [have] you do prior to making your complaint? Please select all that
apply...

Reviewed the company's WebBSIte ..o
Reviewed my product documentation...........c.cccoeovevieinieeiiesieesienne

Reviewed ONliNe fOrUMS ...
Reviewed the ombudsman WeDBSIte ...........ccccoiieiiiie e
Spoke to friends Or FAMIIY ......ccooiiiii e
SPOKE 10 & [aWYEr/SOlICITON......ccuii e
SPOKE 10 N ACCOUNTANT........cciiiieiiieie e

Spoke with someone from a consumer help group........cccccoceveneeienieneennens
Spoke to an English language assistance service/translator
Spoke to a free financial CouNSEllOr ...
Spoke to a financial planner Or adViSOr...........ccccoiiiiinieien e
Contacted the Ombudsman / a fair trade service ....
Used a Disability Assistance service (TTY, NSR €tC.) ..ccccoviieriiiinieinieeniee e 13
Something else (please SPECIfY) ....ooiiiiiiiiie e 97
NONE OF TNESE ...t 99

Now we would like you to think about the steps that you went through when you actually began to
make the complaint.

3B — FIRST CONTACT

CHANNEL USED TO INITIATE (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 3-4 AT Q4), SR & OPEN)

19. How did you first make the company aware of your concern?
Via email............

Via telephone
AV/E= WTo Toi =1 o 1Yo [F= TSRS

In person, (e.g. inside a branch)
Someone else made the complaint for me (e.g. solicitor, family member) 7
Something else (please SPECIfY) ....ooi i 97

EASE OF FINDING CHANNEL (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 3-4 AT Q4), SR)

20. How easy was it to find the company's contact details to make a complaint?
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VBIY CASY ..iiiiiiiiiiiteiie ettt e e e et e e e e e e r e e e e e e e r et e e e e a b a e e e e e e e aanes
FUIY ©ASY ...viiiiieiit ettt et et e et et e st s b e et e et e e reeanaes
Neither easy nor difficult
Fairly difficult
Very difficult
Can’t remember

STAFF ATTITUDE (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS (CODES 3-4 AT
Q4), SR)

21. How did you find the attitude of the staff when you first made your complaint?

Very helpful
FaUY NEIPTUL ...ttt e
Neither helpful nor unhelpful
Fairly unhelpful
Very UNNEIPTUL ...ttt e e ene
Can’tremember
Not applicable

EXPLANATION OF INTERNAL PROCESS (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12
MONTHS (CODES 3-4 AT Q4), SR)

22. How well would you say the complaint process was explained to you? (i.e. next steps,
documentation required, etc.)

Very well
FAUIY WEIL ...ttt ettt et e et e st e e snaeesseeeneas
Neither Well NOI POOIIY ...t snae s
NOt Very Well .......cccviiiiiieeeeeee e
No explanation at all
Can’t remember

EXPLANATION OF TIMINGS (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 3-4 AT Q4), SR)

23. And how well were the timings of the complaint process explained to you by the company? (i.e.
when you might hear from them next, how long it would be until you were likely to have a
resolution)

Very well
FUIY WEIL ...ttt e et e st e e st e e sabeesabeenaeas
Neither well nor poorly
Not very well ..........cceeevveenenne,

No explanation at all...........ccccceevveviiiiiecieccees
Can’t remember

NUMBER OF CONTACT POINTS (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 3-4 AT Q4), NUMERIC 1-200)

24. Approximately how many different staff members from the company were you [have you been] in
contact with during the complaint process [so far]?

NUMERIC 1-200

FEELING ABOUT NUMBER OF CONTACT POINTS (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN
LAST 12 MONTHS (CODES 3-4 AT Q4), SR)

25. And how did [do] you feel about speaking to this many people?
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Nature:

It [is] was too much [many]
[t [is] Was @bOUL lIGNT ........ooiiiie e
It [isn’t] wasn’t enough ........ccccoevieviieiie i

[ AON"t KNOW......eiiiiiicie e ettt ettt ettt nbe e

SET-BACKS EXPERIENCED (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 3-4 AT Q4), MR RANDOMISE ROWS)

26. Which, if any, of the following did you experience over the course of your complaint? Please select
all that apply.

| felt like | was not being listened to or heard...........cccccoeeveevie e, 1
| felt like | was not being taken SerioUSIY ... 2
| felt my complaint would not make any difference in the end.................... 3
| felt | was damaging my relationship with the provider.............ccccooeiieeninne 4
| felt it was not worth my time or effort..........ccooi i 5
| felt that things were more confrontational than | am comfortable with ... 6
| felt embarrassed | was making the complaint............ccocoveniiininenecee 7
| had difficulty in gathering all the required evidence they were asking for8
| was unsure how long | would need to wait for a decision............cccccceeeuene 9
| was passed around to too many people or strung along ........c.ccceeeevveeneene 10
| dealt with staff with a bad or unhelpful attitude ...........cccoceveniiiiiiiiiee 11
| was not able to speak to the right people to get anything done............. 12
| did not have enough time to deal with the issue............ccccooviiiiiicinen. 13
Something else that made it difficult (please specify) .......ccccovvvviniinininnne 14
NONE OF TNESE ...ttt nae e e e nees 98

WHEN EXPERIENCED BARRIERS (ASK IF SELECTED ANY BARRIER (CODES 1-14) AT PREVIOUS QUESTION, MR
PER ROW, RANDOMISE ROWS, SHOW CODES SELECTED AT PREVIOUS QUESTION)

27. When in the process did you experience each of the following?

SHOW CODES SELECTED AT PREVIOUS QUESTION

COLUMNS

Early iN the PrOCESS.......ooiiiiii e 1

INThe MIAAIE........o e 2

TOWArdS the €N ..o 3

TRroughOUL E€NTIFE PrOCESS.......coiiviiiiieiieeiie ettt et e b e seee e 4 AUTOFILL CODES 1-4

3C — FOLLOW UP / ESCALATION

PROGRESS UPDATES (ASK IF SELECTED MORE THAN 1 DAY @ Q10 (CODES 2-11), SR)

28. Did you receive [ ] any progress updates from the company?
Yes, (please specify approximate number of updates received) ................ 1

N[0 SO T PO PP PPPPPTUPPRN 2

Can’t IEMEIMDET ... 99

PROGRESS UPDATES - CONTENT (ASK IF SELECTED CODE 1 OR 2 @ AT PREVIOUS QS, SR)

29. How did you feel about the number of updates you received?
[T WAS TOO MUCK ... 1
[t was about MGNT ... 2
(VY Z= T o i =Y g [0 10 T | o SRR 3
CaAN L TEMEMDIET ...t 99
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Nature:

FOLLOW/CHASE UP (ASK IF SELECTED MORE THAN 1 DAY @ Q10 (CODES 2-11), SR)

30. Within this timeframe, did you need to contact the company to follow up on
progress?
Yes, (please specify approximate number of updates requested).............. 1
N[0 T TPV PP P P PPRUPRTI 2
(OF= 1ol B (=10 1T 0 0] o 1= (PP P PR RPP PP 99

FEELING ABOUT NUMBER OF CONTACT POINTS (ASK IF YES AT Q30, SR)
31. And how did [do] you feel about the number of times you[‘ve] followed up?

It [is] was too much [many]
It [is] was about right ...
It [isn’t] wasn’t enough ........cccceviiiiieieeieeeee
[ AON"T KNOW ...t sne s

CHANNEL OF FOLLOW UP (ASK IF SELECTED YES @ Q30, MR)

32. And how did you contact them for an update?

VI8 ML s 1
VA TEIEPNONE ... i 2
Via SOCIAI MEAIAL ... e 3
VA FAXIM@UL....coeiiie s 4
In person, (e.g. inside a branCh) ..........cccooieiiiiiiie e 5
Someone else contacted them on my behalf (e.g. solicitor, family member)6
Some other way (pPlease SPECITY) ....ccoiiiiiiiiee e 97

ESCALATION (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS (CODES 3-4 AT Q4),
SR)

33. COMPLETED: At any point, did you ask for your complaint to be escalated to someone
more senior (e.g. manager/supervisor)?
CURRENT: At any point, have you asked for your complaint to be escalated to someone more

senior (e.g. manager/supervisor)?'

No, but | thought about it
NO, it never OCCUITEd tO ME .........ooooiiiiiiee e
(OF= 1o 10 B (=] 0 01=T 0 0] o 1] (F SRR OPR

SUBSEQUENT ASSISTANCE & RESEARCH (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12
MONTHS (CODES 3-4 AT Q4), MR, RANDOMISE CODES 1-4 WITHIN BLOCK, RANDOMISE CODES 5-12
WITHIN BLOCK)

34. Which, if any, of the following did you do [have you done] after making the initial complaint? Please
select all that apply.

Reviewed the company's WebBSItE ...........cccccviiiiiiiiie e
Reviewed my product documentation
Reviewed online forums ..........ccoccovevvniinienennens

Reviewed the ombudsman website ....................

Spoke to friends or family .........cccooiiiiiiii
SPOKE 10 a [aWyer/SOlICItOr.......c.cociiiie e
Spoke to an aCCOUNTANT.........ccoiiiiieiee e

Spoke with someone from a consumer help group
Spoke to an English language assistance service/translator
Spoke to a free financial counsellor ...
Spoke to a financial planner or @dVISOr...........cccoieeiiiiiieiiee e




Nature:

Contacted the Ombudsman / a fair trade ServiCe ..........ccccevvvevceevieeiieenns 12
Used a Disability Assistance service (TTY, NSR €tC.) ..ccccccvivveiiieviiiecie e 13
Something else (please specify)
NONE OF TNESE ... et ae e srae e

EXPLANATION OF OMBUDSMAN (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS
(CODES 3-4 AT Q4), SR)

35. At any point after initiating the complaint, was it explained to you that you would be able to
contact the Ombudsman or Complaints Tribunal at the completion of the process if you weren't
happy with how things went?

Y S ittt ——————————————————————————_aaaaaaaaaaaaaaaaaaasaaaaeaeaaeeeaaeeeeaeaaeeaaaaanaas 1
N O e ——————— 2
[OF= 1o 1 A (=] 0 01=T 0 0] o 1] (F RS 99

COMPLAINT WITHDRAWAL (ASK IF FINALISED A COMPLAINT IN LAST 12 MONTHS (CODE 4 AT Q4), SR)
36. At any stage after initiating the complaint, did you do any of the following...?
Formally withdrew the complaint...........cccooiii e

Gave up without informing the company
NONE OF TNESE ...ttt ae e snae e

COMPLAINT WITHDRAWAL STAGE (ASK IF SELECTED CODES 1-2 @ Q36, RANDOMISE, MR)

37. Which of the following describes why you withdrew or gave up on your complaint? Please select all
that apply.

After seeing what documentation was required to continue ....................... 1
After not hearing from the company for an extended period of time ........ 2
After chasing the company and still not receiving a resolution..................... 3
After realising the complaint was no longer valid ...........c.ccccoovviniieeninnene. 4
After receiving poor service and realising it was too difficult....................... 5
Other (Please SPECITY) ..oiuieiiiecieceece e e e 97

3D — COMPLETION 7/ RESOLUTION

Now we’d like to move onto how you felt about the complaint process overall.

SATIFACTION WITH OUTCOME AND PROCESS (ASK IF HAVE FINALISED A COMPLAINT IN LAST 12 MONTHS
(CODES 4 AT Q4, SCALE 0-10, SR, RANDOMISE OPTIONS)

38. We’d like to understand your satisfaction of both the outcome of your complaint and the process
you went through. Please use the scales below to indicate how satisfied you were with each.

TR PIOCESS ...ttt ettt ettt s e e st e e sbt e e be e e beesteesabeesaaeestaeentaaenraeans 1
The outcome 20NLY IF COMPLETED

SCALE
Very UNSALSTIE .......coviiiiicce ettt e et e ree s
Neither satisfied nor unsatisfied
Very satisfied.......occoiiiiiiii e
Don’t know/can’t say

SATIFACTION WITH PROCESS EXPLAINED (ASK IF HAVE FINALISED A COMPLAINT IN LAST 12 MONTHS
(CODES 4 AT Q4 AND GAVE A RATING AT Q38, OPEN)

39. And why did you give a rating of [X]/10 for the process you went through?
OPEN
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Nature:

PERCEIVED EFFORT (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS (CODES 3-4
AT Q4, SR)

40. How much effort on your part do you feel was required [has been required so far] throughout the
complaint process?

Very Nigh ©ffOrt.. ..ot et
Fairly high effort.........ccocoiieiiiice e
A little effort........ccccceevevenennn.
Fairly low effort ...
VEIY IOW €O ..ottt ae et e et eentaeans
Can’tremember [Don’t know]

STRESSFUL (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS (CODES 3-4 AT Q4, SR)
41. And how stressful [are you finding] did you find the process?

VEIY STTESSTUL ...ttt ettt e st e et e et e e nneeans
A DT SITESSTULL ...
Only a little stressful..........cccovvveieeiiee e

NOT VEIY SIFESSTUL. ... ittt et e s s
NOT SErESSTUL @t All.......eoiiieieiieii e e
Can’tremember [Don’t know]

IMPACT ON SENTIMENT (ASK IF HAVE MADE OR ARE MAKING A COMPLAINT IN LAST 12 MONTHS (CODES
3-4 AT Q4, SR)

42. Has the complaint process changed how you feel about the company?

YES, MOIE POSITIVE .....eiiiiiiiie ettt ettt sttt e et e st e sneeesneeenseeenses 1
YES, MO NEQALIVE ...c..eiiiiieiieeee ettt et e st e e e snaeesteeenees 2
Hasn’t changed MY OPINION. ... 3
(7o) o T < Lo 1Y 2 99

OUTCOME (ASK IF HAVE FINALISED A COMPLAINT IN LAST 12 MONTHS (CODES 4 AT Q4, SR)

43. Now thinking about the actual outcome of your complaint, did you get the outcome you’d hoped
for?

Yes, it was finalised in My favour..........ccccooiiiiicce e
It was finalised, but not in my favour
Something else (please SPECITY) .....ccccvivieiiicciie e

DON’t KNOW/CAN T SAY ....vvieiie ettt ettt sttt e taa et e e

IMPORTANCE OUTCOME (ASK IF HAVE FINALISED A COMPLAINT IN LAST 12 MONTHS (CODES 4 AT Q4),
GRID, SR PER ROW, RANDOMISE ROWS)

44. Earlier you indicated the following outcomes were important to you. Were any of these achieved by
the end of the complaint process?

ROWS
Most important at Q13.........cccciiiiiiieree e

Second important at Q13
Third important at QL3 ... ..o

COLUMNS

ACNIEVEA TUIY ..ot sneeenneeens
Achieved partially
NOT ACHIEVE ... e
DON"t KNOW/CAN'T SAY ...cuvieiiieciieeeiie ettt ettt naeenneeeees 99
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Nature:

APOLOGY RECEIVED (ASK IF HAVE FINALISED A COMPLAINT IN LAST 12 MONTHS (CODES 4 AT Q4, GRID,
MR, RANDOMISE ROWS)

45. Did you receive any of the following from the financial company at the end of the complaint
process?

Formal Written @pPOlOgy......cccceiiie i
Apology given over the phone or in person........
Admission of fault in WHtING .........cccccceiiiiiiccececeee e

Admission of fault over the phone orin person ..........ccccoeeeevveiieeenns

An explanation of the outcome in WItiNg ......c..ccocveviievie e
An explanation of the outcome over the phone or in person
NONE OF TNESE ...ttt

APOLOGY IMPORTANCE (ASK IF HAVE FINALISED A COMPLAINT IN LAST 12 MONTHS (CODES 4 AT Q4,
GRID AND SELECTED AT LEAST ONE CODE FROM PREVIOUS QUESTION, SR, RANDOMISE ROWS)

46. And how important to you was it that they provided each of the below [this (if only one)]?
ROWS: SHOW ALL CODES SELECTED IN PREVIOUS Q — ALTERNATE WORDING IF ONLY SELECTED ONE

COLUMNS
VEIY IMPOIMANT ...ttt et e et e st esneeesaaeesteeenseeaseeans
Fairly important..........cccocoeiiiniiee e
NOt IMPOrtant .........cocoveiiiiie e
| didn’t receive this

APOLOGY NEED (ASK IF HAVE FINALISED A COMPLAINT IN LAST 12 MONTHS (CODES 4 AT Q4) AND DID
NOT RECEIVE ANY OF THE 4 FORMS OF APOLOGY AT Q45, ONLY SHOW ROWS NOT SELECTED AT Q45, SR
PER ROW)

47. How important would have it been to receive the following from the company?

ROWS

Formal Wrtte€n @POlOgY ......cccv it n 1
Apology given over the phone Or iN PErSON.........coviviieiiie i 2
AdmIission Of faUlt IN WITING ......couiiiiiiii e 3
Admission of fault over the phone Or in PersoN ........cccccovieiieniienie e 4
An explanation of the outcome iN WHtING .......coooviiiiiiiiee e 5
An explanation of the outcome over the phone or in person....................... 6
COLUMNS

Very important
Fairly important
(N[0 T 0 o] o Yo ] =T o 1 (PSS RRR

EDR (ASK IF HAVE FINALISED A COMPLAINT IN LAST 12 MONTHS (CODES 4 AT Q4, SR)

48. After receiving the outcome, did you subsequently proceed to any further course of action (e.g.
complaint to the Ombudsman)?

SECTION ONLY ASKED OF RESPONDENTS WHO HAVE ONLY THOUGHT ABOUT/EXPLORED MAKING A
COMPLAINT IN THE PAST 12 MONTHS BUT HAVE NOT MADE A FORMAL COMPLAINT (CODE 1 @ Q4)

BARRIERS TO COMPLAINT - OPEN (ASK ALL WHO CODE 1 @ Q4, OPEN)

49. You mentioned you previously thought about making a complaint, though didn’t. Why did you
decide not to proceed with making a complaint?
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OPEN

BARRIERS TO COMPLAINT — PROMPTED (ASK ALL WHO CODE 1 @ Q4, MR, RANDOMISE)

Nature:

50. Below is a list of reasons why people do not proceed with making a complaint. Please select all
which you feel apply to your situation, including those you mentioned in the previous question.

I didn’t have enough tiIMe ...
| couldn’t gather the evidence needed
| didn’t know how long it would take me to complete...........ccccoeveeieeneene
| didn’t think it would make a difference ...
| didn’t KNOW Where tO STArt ........c.oooiiiiiieeee e
| didn’t want to damage the relationship | had with my provider
| didn’t think it was Worth my time ...
| don’tlike CONfrONTAtION ........coi i
| felt a bit @MBDAITASSEA .........oooeiie e
| didn’t speak to the right person up front
[wasn't sure if | Was MgNT........oo e
Something else (please SPECITY) ..o

COMPLAINED ELSEWHERE (ASK ALL WHO CODE 1 @ Q4, MR, RANDOMISE)

51. Rather than making a complaint, did you express your dissatisfaction in any of the following ways?

Please select all that apply.

Directly messaged the company through social media ............ccccccceeveneee. 1
Posted or commented about the company on social media

TO friends OF TaMIIY ........oiiii e
To the company in person..............

TO &N ONNNE FOTUM ...t
TO @ SONCITON ..ttt 6
Somewhere else (please SPEeCIfY)......coi i 97
NONE OF TNESE ... ittt et e anee e 99

DURATION WITH PROVIDER (ASK ALL, SR)

52. How long have you been a customer with the financial company you were [thinking of] making a

complaint about?

0-6 MIONTNS. ...t 1
T-1L MONTNS. ..o 2
L Y A e 3
2 YBAS. ottt 4
R ST TP PP PP PP PPPPPPPPPPPPPPPIIN 5
= 1 T TP PPPPRPPPPPRTPPPPN 6
D YA, ettt e et b et e e be e e ennees 7
B-L0 YBAIS ..ttt h e e bt e et e e nnees 8
10 YEAIS ettt ettt e b e e e e bt e e e b et e e e bt e e e e Rt e e e e nne e e e nnnees 9
(O 1o 1 17 T ST P RU PO PROPPR 99
NOT @ CUSTOMIET ...t 98

HINDSIGHT (ASK ALL WHO CODE 1 @ Q4, SR)

53. Looking back, do you think you should have made a complaint?
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Nature:

HINDSIGHT EXPLAINED (ASK ALL WHO CODE 1 @ Q4, OPEN)
54. Why is that?

OPEN

SECTION 5: GENERAL FINANCIAL ATTITUDES / LITERACY / CONFIDENCE

GENERAL ATTITUDES TOWARDS MONEY/FINANCE (ASK ALL, SR PER ROW, RANDOMISE ROWS)

55. Please indicate how strongly you agree or disagree with the following statements about

money/finances.

ROWS

| feel confident managing my fin@NCES...........ccccvecv e 1
| am highly competent managing my finances............cocoooeiiieiiieiiecieenee. 2
| feel comfortable discussing my finances with others .............cccciieiiiiine 3
| am good at managing my finANCES ..........ccceiiiiiiiiiiee e 4
| review my finances requIArY ..o 5
Money isn’t everything to me, | prefer not to think aboutit............ccccceee. 6
| have a love/hate relationship with my finances ..........cccccccvevvvevie e, 7
COLUMNS

STONGIY ISAGIEE ..ottt esreeearee s 1
] [Te | g1}V [[5F= Ve =TSRSS 2
Neither agree NOr AISAGIEE .......coiuieiiieiei e 3
] [Te | 011} YA= T | (=T 2SS PRRI 4
] ige] o] VA=To [ £=T TSRS 5
DON EKNOW ..t 99

WHO MANGES FINANCES (ASK ALL, SR)

56. Who in your household tends to manage the finances?

Y OU ottt 1
oW g o T= g 4 1= PR PPRTPPPPN 2
BOth YOU @nd YOUI PArNEr......cueiiiieciieciie et 3
YOUr PArentS/QUATTIAINS. ......ccoiuee ittt saee e e s 4
YOUE CRITAIEN. ...ttt e enee s 5
Someone outside your family (e.g. accountant, financial adviser, etc.) .... 6

Other (Please SPECITY) ...oiiiii e 97

CONFIDENCE IN MAKING COMPLAINT (ASK ALL, SCALE 0-10, SR)

57. How confident do you feel making complaints in general?

NOt at all CONFIAENT.......iciicee e 0
ANITe CONFIAENT.......ioiiieie e e 5
Very CONFIAENT ..ot e e sreesnea e 10
(G- T 1 7= TP OTPPPPPPPRTOt 99

CONFIDENCE IN MAKING COMPLAINT - EXPLAINED (ASK ALL, OPEN)

58. And why did you give your confidence a rating of [X]/10?
OPEN
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Nature:

GENERAL ATTITUDES TOWARDS FINANCIAL PROVIDERS (ASK ALL, SR PER ROW, RANDOMISE ROWS)

59. Please indicate how strongly you agree or disagree with the following statements about how
financial companies currently act.

ROWS

They are experts in financial MAtters ...........cccoccve i 1
They help me reach My QOAIS........ccooiiiiiiie e 2
They protect me and make me feel safe ... 3
They are there to make money off Me ... 4
They are purely transacCtioNal ..o 5
They give advice thatisin my best interests..........ccccovvveivieciiecie e, 6
They sell products to me that meet my needs..........cccevvveiiieviiv e, 7
They fix mistakes, when they happen, fairly and efficiently .............ccccoee.. 8
They are honest toward customers and the community .........c.ccocevviiiennne 9
They deliberately make things more complicated than they need to be 10
They are all the same as each other ... 11
COLUMNS

N ige] o] VA e [r=To | (=T < ISR 1
] [Te | 011} YA [[:F= Ve [T SRR 2
Neither agree NOr AISAGIEE ........covveiii e e 3
] [Te | 1)Y= Ve | (=T TSSO RPPPI 4
il 0] \VA=To [ £=T TSSO RPPPI 5
DON T KNOW ..t bbbttt 99

DEMOGRAPHICS (ASK ALL)
To make sure we have spoken with a good range of people, I’d like to ask you a final few questions.
EMPLOYMENT (ASK ALL, SR)

60. Which one of the following best describes your main activity at the moment? Are you mainly

doing...
Paid fUll-tIME WOTK ... e 1
Paid part-time Or CasUAl WOIK .........cccieiiiiiiiiie e 2
R d8Te \V/IaTe Ie] g (=11 o110 e [T RTRR 3
LOOKING FOF WOTK ...ttt ettt et et e et e aneeeans 4
UNPaid VOIUNTAIY WOTK........oiiiiiiiieiie ettt sae et e e e sneee e 5
RETIIEA e 6
[ (010 a [=3e (U1 [T T o T 7
Something €1Se (SPECITY) ....uei i 8
DON’t KNOW/CAN T SAY ...eeviieiieiiie ettt ettt et e b e s e enes 9
RANET NOT SAY ... et 99

HOUSEHOLD INCOME (ASK ALL, SR)

61. Which one of the following best reflects your total annual HOUSEHOLD income (income from all
people in the household) before taxes?

PO 10 $L0,000 ......cciiiiiiiiiii s 1
$10,001 t0 $20,000.......0ccciiiiiiiiiiiii s 2
$20,001 - $30,000 .....c.ccuiiiiiiiiiiiiii s 3
$30,001 - $40,000 .....c.ccuiiiiiiiiiiii s 4
$40,001 - $50,000 ......c0iiiiiiiiiiiiiii s 5
$50,001 - $60,000 .......occiiiiiiiiiiiii 6
$60,001 - $80,000 .......ocuiiiiiiiiiiiiii 7
$80,001 - $L00,000 ......ovciiiiiiiiiiiiiec e 8
$100,001 - $130,000......cceieiiiiiiiii i 9
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$130,001 - $150,000
$150,001 - $200,000
$200,001 - $250,000
$250,001 +..oovviiviiiiiiieeeen

Prefer NOT tO SAY ..iiviiiic ettt s et e e

LIVING ARRANGEMENT (ASK ALL, SR)
62. What are your current household living arrangements?

I live with my parent(s)/guardian(s) ........cccceevieeiieciie e
| share with other adults I'm not related tO..........ccceeieiiiiiei e
[IVE @l0ONE e

| live with my spouse/partner
| live with my spouse/partner and our child/children ..............cccoooeieiinnnee.
I’m a sole parent/guardian living with my child/children
Other (SPECITY) .ttt sttt et et e et e eeeans
RATNEI NOT SAY ..ottt sttt et e st e neeesneeas

Nature:

NUMBER OF CHILDREN (ASK IF HAVE CHILDREN IN HOUSEHOLD (CODES 5 OR 6 AT PREVIOUS), NUMERIC, 2

DIGITS FOR EACH AGE GROUP]

63. How many children, within each age group shown below, currently live in your household?

ROWS
UNAEI 18 YRAIS.....ci ettt ettt sbe e et e s be e s nte e saee e s beeeteeaseeanteeaneees 1
18 YEAIS OF @DOVE ...ttt ettt ettt re e anae s 2

LIVING SITUATION (ASK ALL, SR)

64. And which of the following best describes your current living circumstances?

Live in a home you own and pay a mortgage ON........ccccccvevveenieenieesiinenneens
Live in a home you own outright (not paying mortgage)
Live iN @ hOME YOU FENT......c.oiiiiiiiiieeee e

Live in a home you dOn’t OWN OF FENT........ccouiiiiiiiiieie e

CULTURAL HERITAGE (ASK ALL, SR)

65. Where were you born?

[ 1111 o] 011 4 1< ORI 6
France

(CT=11 0 0T= 10 | TP PP PP UPPPRPPPI 8
(C1=T T o SO P PP PPPPPPPPI 9
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RUSSIAL 1.tvtieeiiirie e ittt et etr e e e et e e e st e e e s bt e e e s eabeeeseabaeesaabbeeeabaeeessbaeesanbreeennbreeessreees 20
RLe0] 1£= Ta o RSSO PRRSOURRPPOPPRRN 21
] F=1 o T (TSP 22
SOUTN AfTICA ittt et e e e eab e e e s et ae e e e breeesbreeeaans 23
3] 0 1= 11 [PPSR 24
L E= 11F= g Lo IR OO RRSOURPROPRRN 25
TUTKBY ettt et s e st e e st e e et e e e te e s beesabeesaaeenteeeateeeteeereeanbeeas 26
(U] SRR 27
AV 1 F= 1o o PSR OTN 28
1V F= 1= NV = USSP USROUSTRTPPRN 29
United States Of AMEICA.....ccveciiriee ittt e e s ebaee s 30
Other ASIAN COUNTIY ..ottt ettt e et e e teeaneeeans 31
Other EU COUNTIY ...ttt ettt ettt teeesneeeneeens 32
SOMEBWNIEIE EISE......ceeeeeeeeeeee ettt e e e e e e e e e re e e e e e e eaens 97

CLOSE SURVEY

128

Nature:



Nature:

11. Appendix E: Technical Information

11.1 Methodology and weighting

Stage 3: Core quantitative survey (validation stage)
The objectives of the core quantitative survey were to:

1. Estimate the size of each target group within the Australian population
2. Collect behavioural and attitudinal information from a representative sample of each
target group

Online invitations were sent to a sample of Australians aged 18-84 between 15t
March and 3 April 2018. The contacts were sourced from an online panel partner.
Total responses to the survey (completed surveys plus screen-outs on participation
criteria) were weighted by age, gender and location as shown in Table 3 to ensure
these total responses were nationally representative.

Table 23: Weighting Scheme 1 - Population weighting

Descriptor Unweighted fallout Weighting applied to the data
set of ‘Total responses’
(ABS population statistics, Dec. 2015)

Aged 18 - 29 17.8% 22.6%

Aged 30 - 39 13.3% 18.6%

Aged 40 - 49 15.1% 17.7%

Aged 50 - 59 18.4% 16.6%

Aged 60 - 69 20.7% 13.7%

Aged 70+ 13.6% 10.9%

Male 44.6% 49.4%

Female 55.4% 50.6%

New South Wales 28.6% 32.0%

Australian Capital 1.3% 1.7%

Territory

Victoria 25.5% 25.7%
Queensland 22.2% 19.8%

Western Australia 10.1% 10.5%
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Nature:

Descriptor Unweighted fallout Weighting applied to the data
set of ‘Total responses’

(ABS population statistics, Dec. 2015)

South Australia 8.9% 7.1%
Tasmania 2.8% 2.2%
Northern Territory 0.7% 1.0%

Respondents qualified for the survey if they fell into one of the following three
categories:

1. They were currently in the process of making a complaint to a financial services
provider

2. They had completed a compliant process with a financial service provider in the last
12 months; or

3. They had considered making a complaint to a financial company in the last 12 months
but had not done so

Qualifying respondents completed a 15-minute online survey.

A behavioural weighting was also applied to the ‘Total responses’ data set to ensure
data from the aggregate completions was not skewed toward the allocated sub-
groups as shown in Table 4. Note the weighting factors were applied to each
variable separately, and that Weighting Scheme 2 also included the population
weights from Weighting Scheme 1.

Table 24: Weighting Scheme 2 - Sub-group weighting

Action variable Weighting applied to Target
Population (based on
random stage)

Considered making a complaint to a financial 62.0%
company in the last 12 months, but didn’t

Considered making a complaint to a financial 11.6%
company longer than 12 months ago, but didn’t

Currently in the process of making a complaint to a 15.5%
financial company

Completed a complaint process with a financial 29.7%
company in the last 12 months

Completed a complaint process with a financial 5.0%
company more than 12 months ago
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The final sample sizes in the core quantitative stage are shown in Table 5.

Nature:

Table 19: Final number of responses collected across each sector and complaint type in

Stage three of the research

Sample type:

Total

Banking

Credit

General
Insurance

Life
Insurance

Financial
Advice

Superannuation

Currently in
the IDR
process

207

45

82

24

24

25

Completed an
IDR process in
the last 12
months

388

111

179

36

19

27

16

Considered
making a
complaintin
the last 12
months but
had not done
SO

699

195

335

72

30

50

17

TOTAL

1,29

351

596

132

73

102

40

Application of both weighting schemes provides confidence that the total sample is
representative of the true population as described above.
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11.2 Market sizing

Table 26: Market sizing of the three complaint types

Nature:

Descriptor Estimated Estimated Estimated population
percentage of population size interval
population

Australian Population 100% 18,288,251
aged 18-84
Completed complaint 5.19% 948,677 POPINT: (856,870 —
within past 12 months 1,040,484)
Currently completing a 2.76% 504,823 POPINT: (436,974 -
complaint 572,672)
Have considered 9.40% 1,719,325 POPINT: (1,598,549 —
though not actioned a 1,840,100)
complaint in the past
12 months
Total 17.35%

The market sizing estimates are based on the first round of survey invitations sent
(n=7,499; see Table 3). A population estimate is provided, and lower and upper
intervals (POPINT) for the population figure at the 95% confidence level. The
interpretation of the figure for ‘Completed a complaint within past 12 months’ is ‘We
are 95% certain that the true population of this group in Australia is between 856,870

and 1,040,484°.

11.3 Confidence intervals

Total:
Total sample

n=1294, confidence level = 95%, confidence interval (at 50% proportion) = +2.8%

Proportion Lower estimate Higher estimate
5% 3.9% 6.4%
10% 8.4% 11.7%
20% 17.9% 22.3%
30% 27.5% 32.6%
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Proportion Lower estimate Higher estimate
40% 37.3% 42.8%
50% 47.2% 52.8%
60% 57.2% 62.7%
70% 67.4% 72.5%
80% 77.7% 82.1%
90% 88.3% 91.6%
95% 93.6% 96.1%

Total banking

Nature:

n=351, confidence level = 95%, confidence interval (at 50% proportion) = +5.2%

Proportion Lower estimate Higher estimate
5% 3.1% 8.0%
10% 7.0% 13.6%
20% 15.9% 24.5%
30% 25.2% 35.0%
40% 34.7% 45.2%
50% 44.8% 55.5%
60% 54.8% 65.3%
70% 65.0% 74.8%
80% 75.5% 84.1%
90% 86.4% 93.0%
95% 92.0% 96.9%

133



Nature:

Total credit

n=596, confidence level = 95%, confidence interval (at 50% proportion) = +4.1%

Proportion Lower estimate Higher estimate
5% 3.4% 7.1%
10% 7.8% 12.8%
20% 17.0% 23.6%
30% 26.4% 33.9%
40% 36.0% 44.0%
50% 45.9% 54.1%
60% 56.0% 64.0%
70% 66.1% 73.6%
80% 76.6% 83.2%
90% 87.2% 92.2%
95% 92.9% 96.6%

Total general insurance

n=132, confidence level = 95%, confidence interval (at 50% proportion) = +8.8%

Proportion Lower estimate Higher estimate
5% 1.7% 9.6%

10% 5.3% 16.3%

20% 13.3% 27.5%

30% 22.6% 38.9%

40% 31.7% 49.0%

50% 41.2% 58.8%

60% 51.0% 68.3%

70% 61.1% 77.4%

80% 71.7% 86.1%
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Proportion Lower estimate Higher estimate
90% 83.7% 94.7%
95% 89.4% 97.8%

Total life insurance

Nature:

n=73, confidence level = 95%, confidence interval (at 50% proportion) = +11.3%

Proportion Lower estimate Higher estimate
5% 1.5% 13.4%
10% 3.9% 18.8%
20% 12.0% 31.6%
30% 19.9% 42.0%
40% 28.5% 51.9%
50% 38.7% 62.6%
60% 48.1% 71.5%
70% 58.0% 80.1%
80% 68.4% 88.0%
90% 81.2% 96.1%
95% 86.6% 98.5%

Total financial advice

n=102, confidence level = 95%, confidence interval (at 50% proportion) = £10.1%

Proportion Lower estimate Higher estimate
5% 1.6% 11.1%
10% 4.8% 17.3%
20% 12.4% 28.6%
30% 21.7% 40.3%
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Proportion Lower estimate Higher estimate
40% 30.6% 50.4%
50% 39.9% 60.1%
60% 49.6% 69.4%
70% 59.7% 78.3%
80% 71.4% 87.6%
90% 82.7% 95.2%
95% 88.9% 98.4%

Total superannuation

Nature:

n=40, confidence level = 95%, confidence interval (at 50% proportion) = £16.2%

Proportion Lower estimate Higher estimate
5% 0.6% 16.9%
10% 2.8% 23.7%
20% 9.1% 35.6%
30% 16.6% 46.5%
40% 24.9% 56.7%
50% 33.8% 66.2%
60% 43.3% 75.1%
70% 53.5% 83.4%
80% 64.4% 90.9%
90% 76.3% 97.2%
95% 83.1% 99.4%
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Currently in IDR Process:
Total

n=207, confidence level = 95%, confidence interval (at 50% proportion) = +6.8%

Proportion Lower estimate Higher estimate
5% 2.3% 8.7%
10% 6.4% 15.1%
20% 14.6% 25.9%
30% 23.8% 36.7%
40% 33.4% 47.1%
50% 43.2% 57.2%
60% 52.9% 66.6%
70% 63.3% 76.2%
80% 74.1% 85.4%
90% 84.9% 93.6%
95% 91.3% 97.7%
Banking

n=45, confidence level = 95%, confidence interval (at 50% proportion) = £15.3%

Proportion Lower estimate Higher estimate
5% 0.5% 15.1%
10% 3.7% 24.1%
20% 9.6% 34.6%
30% 18.2% 46.6%
40% 25.7% 55.7%
50% 33.7% 64.2%
60% 44.3% 74.3%
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Proportion Lower estimate Higher estimate

70% 55.7% 83.6%

80% 65.4% 90.4%

90% 75.9% 96.3%

95% 84.9% 99.5%
Credit

Nature:

n=82, confidence level = 95%, confidence interval (at 50% proportion) = +11.3%

Proportion Lower estimate Higher estimate
5% 1.3% 12.0%
10% 4.3% 18.3%
20% 11.6% 29.7%
30% 20.8% 41.6%
40% 29.6% 51.7%
50% 38.7% 61.3%
60% 48.3% 70.4%
70% 58.4% 79.2%
80% 70.3% 88.4%
90% 81.7% 95.7%
95% 88.0% 98.7%

Completed complaint last 12 months:

Total

n=388, confidence level = 95%, confidence interval (at 50% proportion) = +5.1%

Proportion Lower estimate Higher estimate
5% 3.0% 7.5%
10% 7.2% 13.5%
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Proportion Lower estimate Higher estimate
20% 16.2% 24.4%
30% 25.4% 34.7%
40% 35.0% 45.0%
50% 44.9% 55.1%
60% 55.0% 65.0%
70% 65.3% 74.6%
80% 75.6% 83.8%
90% 86.5% 92.8%
95% 92.5% 97.0%
Banking

n=111, confidence level = 95%, confidence interval (at 50% proportion) = £10.1%

Proportion Lower estimate Higher estimate
5% 2.0% 11.4%
10% 5.1% 17.0%
20% 12.9% 28.5%
30% 21.4% 39.1%
40% 30.5% 49.4%
50% 39.9% 59.2%
60% 50.6% 69.5%
70% 60.9% 78.6%
80% 71.5% 87.1%
90% 83.0% 94.9%
95% 88.6% 98.0%
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Credit

Nature:

n=179, confidence level = 95%, confidence interval (at 50% proportion) = +7.8%

Proportion Lower estimate Higher estimate
5% 2.3% 9.3%
10% 6.1% 15.4%
20% 14.5% 26.7%
30% 23.5% 37.5%
40% 33.0% 47.8%
50% 42.7% 57.8%
60% 52.2% 67.0%
70% 62.5% 76.5%
80% 73.3% 85.5%
90% 84.6% 93.9%
95% 90.7% 97.7%

General insurance

n=36, confidence level = 95%, confidence interval (at 50% proportion) = +17.1%

Proportion Lower estimate Higher estimate
5% 0.7% 18.7%
10% 3.1% 26.1%
20% 8.2% 36.0%
30% 16.3% 48.1%
40% 23.1% 56.5%
50% 32.9% 67.1%
60% 43.5% 76.9%
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Proportion Lower estimate Higher estimate
70% 51.9% 83.7%
80% 64.0% 91.8%
90% 73.9% 96.9%
95% 81.3% 99.3%

Considered complaint last 12 months:

Total

Nature:

n=699, confidence level = 95%, confidence interval (at 50% proportion) = +3.7%

Proportion Lower estimate Higher estimate
5% 3.5% 6.9%
10% 7.9% 12.5%
20% 17.1% 23.2%
30% 26.7% 33.6%
40% 36.4% 43.8%
50% 46.3% 53.8%
60% 56.3% 63.7%
70% 66.6% 73.5%
80% 77.0% 83.0%
90% 87.7% 92.2%
95% 93.1% 96.5%
Banking

n=195, confidence level = 95%, confidence interval (at 50% proportion) = +7.5%

Proportion Lower estimate Higher estimate
5% 2.5% 9.2%
10% 6.4% 15.4%
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Proportion Lower estimate Higher estimate
20% 14.6% 26.3%
30% 23.9% 37.2%
40% 33.1% 47.2%
50% 42.5% 57.0%
60% 52.8% 66.9%
70% 63.3% 76.6%
80% 73.7% 85.4%
90% 85.2% 94.0%
95% 90.8% 97.5%
Credit

Nature:

n=335, confidence level = 95%, confidence interval (at 50% proportion) = +5.3%

Proportion Lower estimate Higher estimate
5% 3.0% 8.0%
10% 7.1% 13.9%
20% 16.1% 25.0%
30% 25.3% 35.4%
40% 34.7% 45.5%
50% 44. 7% 55.6%
60% 54.5% 65.3%
70% 64.9% 75.0%
80% 75.3% 84.2%
90% 86.4% 93.1%
95% 92.0% 97.0%
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General insurance

Nature:

n=72, confidence level = 95%, confidence interval (at 50% proportion) = +£12.0%

Proportion Lower estimate Higher estimate
5% 1.5% 13.6%
10% 4.0% 19.0%
20% 11.1% 30.5%
30% 20.2% 42.5%
40% 28.9% 52.5%
50% 38.0% 62.0%
60% 47.5% 71.1%
70% 57.5% 79.8%
80% 69.5% 88.9%
90% 81.0% 96.0%
95% 86.4% 98.5%

Life insurance

n=30, confidence level = 95%, confidence interval (at 50% proportion) = £18.7%

Proportion Lower estimate Higher estimate
5% 0.8% 22.1%
10% 2.1% 26.5%
20% 1.7% 38.6%
30% 14.7% 49.4%
40% 22.7% 59.4%
50% 31.3% 68.7%
60% 40.6% 77.3%
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Proportion Lower estimate Higher estimate
70% 50.6% 85.3%
80% 61.4% 92.3%
90% 73.5% 97.9%
95% 77.9% 99.2%

Financial advice

Nature:

n=50, confidence level = 95%, confidence interval (at 50% proportion) = £14.5%

Proportion Lower estimate Higher estimate
5% 1.3% 16.5%
10% 3.3% 21.8%
20% 10.0% 33.7%
30% 17.9% 44.6%
40% 26.4% 54.8%
50% 35.5% 64.5%
60% 45.2% 73.6%
70% 55.4% 82.1%
80% 66.3% 90.0%
90% 78.2% 96.7%
95% 83.5% 98.7%
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