ASIC has published a research report commissioned into the experience of people
thinking about or making a complaint to a financial services firm. The research revealed
the incidence of complaints across the financial services sector as well as the barriers and
difficulties people face in approaching and navigating the complaints process. Overall,
making a complaint is a stressful exercise for many people, however, there are clear
opportunities for financial services firms to improve consumer experience and outcomes.

FINANCIAL SERVICES COMPLAINTS:
THE CONSUMER EXPERIENCE

What happens when something
goes wrong with financial services
In the last 12 months, 3.2 million Australian adults
considered making a complaint about a ﬁnancial services ﬁrm.1
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KEY OBSTACLES CONSUMERS FACED IN THE COMPLAINTS PROCESS
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1. ‘Financial services firms’ refers to all sectors including banking, credit, general insurance, life insurance, financial advice and superannuation.
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