Dispute resolution process
and outcomes

Cases closed - by level

Disputes closed as OTR Total Cases Closed Outcome determined
or Discontinued 6,336 in 3,900 cases
Total: 2,436

OTR 1,009 BFSO
DIS 832 reviews dispute

OTR 163 Dispute referred Resolved by Member
DIS 373 to member 3,651  (93.6%)

Unresolved cases Finding

102 (2.6%)

Negotiated Settlement
85 (2.2%)

BFSO
investigation

Conference

7 (0.2%)
Appeal by
member or consumer

Ombudsman’s Recommendation
review 55  (1.4%)

Appeal by member

Ombudsman’s Determination
review 0 (0.0%)
of member appeal
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