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Committee and FOS 

Code Team activities 

over the past three 

months 

 

News from the Committee 

The Committee is currently developing the Annual Work Plan and Budget 

for the 2016/2017 period for discussion with the Customer Owned Banking 

Association (COBA). The main focus of the Committee’s work will be the 

Annual Compliance Statement Program including its verification, an Own 

Motion Inquiry, ongoing investigation of alleged Code breaches and 

effective stakeholder engagement. 

The Committee is considering various stakeholder engagement projects, 

including visits to large institutions, presentations as part of the COBA 

roadshow and presentations to small industry liaison groups. We are also 

liaising with the Financial Ombudsman Service (FOS) Australia to 

participate in its community outreach program to engage with community 

groups, such as Aboriginal and Torres Strait Islanders, people with 

disabilities, older people, financial counsellors and charities and non-profit 

organisations. 

At its recent meeting, the Committee met with representatives of various 

industry groups, including Mutuals Audit & Governance Professionals 

Institute (MAGPI), Women in Mutuals, Small Australian Mutuals Network 

(SAM) and COBA to discuss effective ways to engage with industry. 

The Committee is currently reviewing the Investigation process and 

developing new key performance indicators regarding timeframes for the 

various investigation phases. This also includes clarification of the need to 

obtain a privacy authority from the applicant if a Code breach concern has 

been referred to the Committee by FOS or another facility. 

The Committee’s Chair, its Consumer Representative and staff from FOS 

Code Team attended the Australian Securities and Investments 

Commission (ASIC) Forum in Sydney in March 2016. The Forum explored 

new ways of doing business, structural change and regulatory reform are 

shaking up the financial system. 
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Staff from the FOS Code Team attended the Financial Counsellors 

Association of Queensland Conference in Fortitude Valley (Qld) to discuss 

current consumer issues with financial counsellors. 

FOS Code Team General Manager, Sally Davis, will present Code matters 

at the COBA Compliance Forums in Sydney, Brisbane, Adelaide and 

Melbourne in April/May this year. 

 

 

 

Upcoming Own Motion 

Inquiry ‘Community 

Engagement’ 

 

Own Motion Inquiry ‘Community Engagement’ 

In April, the Committee will undertake an own motion inquiry to examine 
Customer Owned Banking institutions’ compliance  with their obligations 
under Part C Key Promise 9 of the Customer Owned Banking Code of 
Practice (the Code) to effectively engage with the wider community. 
 
COBA’s guidance on Key Promise 9 notes that it is a generally worded 

promise to be a good employer and corporate citizen. As with other 

commitments of Part C, the language of this Key Promise is more 

promotional in character and does not create contractually binding 

obligations on subscribing institutions. Institutions will interpret and apply 

this commitment having regard to their own particular circumstances.  

 

The review should be of benefit to institutions as it will benchmark current 

industry practice and the performance of institutions with their Code 

obligations in this area and highlight possible areas for improvement. 

 

 

 

12 selected Institutions 

participating in 2015 

ACS Verification 

Program 

 

 

 

 

Positive Breach and 

Complaints recording 

and reporting 

 

 

 

2015 Annual Compliance Statement Verification 

We selected 12 Institutions to participate in this program to validate their 
compliance with the Code, including how effectively they identify, report 
and remedy breaches of the Code. Participating Institutions were 
geographically spread across the country and varied in size.  
 
Breach Recording 
 
All selected Institutions confirmed that they maintain a breach register, 
recording breaches of all regulatory requirements, as well as breaches 
concerning the Code. Four of the selected Institutions recorded a 
significant breach. 
 
All Institutions trained staff about the requirement to register suspected 
breaches at induction, as well as refresher trainings. An increased 
awareness amongst staff to report suspected breaches led to an increase 
of referrals based on increased training and communications regarding 
reporting breaches. Institutions reported an increased focus on building 
compliance requirements into IT Systems to avoid the occurrence of 
breaches involving human error. 
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Staff training 

 

 

 

 

 

 

 

 

 

 

 

Good industry practice 

as advised by industry 

 

Complaints Data 
 
All selected Institutions confirmed that they maintained a complaints 
register and provided appropriate training to staff.  
 
The three main categories of complaints were about: 
 
‘Charges’ fees or charges that the Institution was entitled to charge 

but that the customer was unhappy with 
 ‘Service’ staff dealings with a customer, as well as other concerns 

such as the timeliness of service 
 ‘Transactions’ internet banking system failures, as well as fraudulent or 

mistaken transactions 

 
Good Industry Practice 
 
Institutions provided the following examples of good industry practice: 
 

 All staff complete annual refresher training on their obligations 
regarding breach reporting and complaint handling. 

 Incorporate breach and complaint training into other training 
modules (e.g. privacy training). 

 Provide regular communications to staff reminding them of the 
requirements and benefits of recording breaches and complaints.  

 Record all complaints, including those resolved on the spot. 

 Embrace value of complaints recording to assess any emerging 
trends or risks, as well as getting a good idea of how customers are 
currently feeling about the Institution and its processes.  

 

 

 

 

 

Improved online portal 

for completion of the 

2016 Annual Compliance 

Statement 

 

 

 

 

2016 Annual Compliance Statement 

We are currently developing the 2016 Annual Compliance Statement (ACS) 

for customer owned banking institutions to report their compliance activities 

for the period 1 July 2015 to 30 June 2016. The ACS will again be made 

available via an online portal. We have made various improvements based 

on the feedback received last year. 

 

In particular: 

 

 the 2016 ACS will be made available via an individual secured link 

and password per institution 

 the final document will be available for download for your own 

records 

 we have addressed the time out issue. 

 we developed a new measurement for the size of small, medium, big 

and large institutions (previously based on staff numbers) to more 

effectively issue recommendations tailored to varying business 

sizes. 
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If you wish to provide further feedback, please email 

achamberlain@codecompliance.org.au for a copy of the proposed 2016 

ACS. 

 

 

 

 

Check out our revised 

website 

www.cobccc.org.au 

 

 

Updated COBCCC Website 
 
We have finished revising the content and layout of our website 

www.cobccc.org.au.  

In particular, the review considered: 

 How easy it is for web visitors to find the site? 

 How are visitors responding to the site when they get there? 

 Is the website accessible? 

 What is the main purpose or key message of the website content? 

 Who is the content for? 

 What content do these audiences want? 

 What language, tone and style should be used? 

 Can audiences easily find what they are looking for within the site? 

Please ensure that the link on your website to www.cobccc.org.au is still 

working.  

If you wish to provide any feedback to our review website, please email 

dkirchlinde@codecompliance.org.au. 

 

Email: 

info@ 

codecompliance.org.au 

Phone: 1800 367 287 

 

Address: 

PO Box 14240 

Melbourne Vic 8001  

 

Website: 

www.cobccc.org.au 

Contact us 
 

If you have a general enquiry or want to provide feedback – 

You can write to, call or email us using the details to the left.  

 

If you have a media enquiry – 

All media enquiries should be referred to Sally Davis, FOS General 

Manager, Code Compliance & Monitoring, at: 

sdavis@codecompliance.org.au. 

 
Copies of the Code and information about the Code are available on our 
website and the COBA website. 
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