
Dispute Resolution Process
Total Cases Closed  7,493
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Dispute Resolution Process and Outcome of Closed Cases

Outcome of cases 
closed within Terms of Reference  

Total 5,074

Unresolved Cases

Disputes closed as Outside Terms 
of Reference or Discontinued

Total 2,419

BFSO 
Reviews Dispute

Dispute
Referred to Bank

BFSO
Investigation

Ombudsman’s
Review 

of Bank Appeal

Ombudsman’s 
Review

Appeal by 
Bank or Consumer

Appeal by Bank

Resolved by Bank
4,412 (87.0%)

Finding
353 (7.0%)

Negotiated Settlement
168 (3.3%)

Conciliation Conference
37 (0.7%)

Recommendation
104 (2.0%)

Determination
0 (0.0%)

OTR/Discontinued
71

OTR/Discontinued
267

OTR/Discontinued
2,081




