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Systemic issues
An important part of BFSO’s role  
is identifying and addressing 
systemic issues – issues which  
will affect a number of consumers. 
This section includes a summary  
of our year’s work in relation  
to systemic issues and includes  
five systemic issue case studies.  
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BFSO: ACCESSIBLE – FAIR - INDEPENDENT

Our Purpose
Our primary function is dispute resolution.

We contribute to:

• raising industry standards

• increasing financial literacy of 
consumers

• better informed policy outcomes 
for government, industry and the 
community

Workplace Values
• Excellence in decision making

• A cooperative working environment

• Respect for all users of the Scheme

• Staff development – knowledge,  
skills, initiative

Thank you BFSO

 
‘ I am truly stunned and amazed at your investigative and persuasive talents.  
I am so happy with the result.’

‘  We would like to take this opportunity to thank you and the staff of your organisation  
for the assistance provided in achieving a resolution to this matter.  
You provide an invaluable service to the community!’

‘  I would like to personally convey my thanks to you for investigating my case and  
demanding a more satisfactory response from the bank. Due to your involvement,  
the bank swiftly notified me that a refund of $2000 had appropriately been processed  
into my account. I am pleased that my dispute has been resolved finally and  
a huge burden has been lifted from my shoulders.’

‘  Thank you very much for your perseverance on the case...  
Your efforts to make a fair judgement are appreciated.’

‘  I wish to convey to you my sincere appreciation for your services,  
and thank you very, very much.’

 ‘  I now consider the case closed and would like to take this opportunity  
to thank the Ombudsman service in facilitating dispute resolution.  
I am sure without the intervention it would have remained a protracted affair.’

‘  I would like to convey my sincere thanks to you... for bringing this matter  
to a swift and satisfactory conclusion.’

‘  Thank you for reviewing and pursuing our case and also for keeping us informed.  
Our dealings with you... have been exceptional and it is greatly appreciated.’

‘ I wish to thank you for your efforts in rectifying my small problem  
and deeply appreciate the outcome.’ 


