
 

 

 

 

 
 
 
3 May 2019 
 
Michael Ridgway 
Executive General Manager – Corporate Strategy and Services 
Australian Financial Complaints Authority (AFCA) 
 

By email:  comparativereporting@afca.org.au 
 
Dear Mr Ridgway 
 

AFA Submission – Consultation: Proposed AFCA Arrangements for Comparative Reporting of 
Complaint Data 

 
The Association of Financial Advisers Limited (AFA) has served the financial advice industry for over 
70 years.  Our objective is to achieve Great Advice for More Australians and we do this through:  
 

• advocating for appropriate policy settings for financial advice  

• enforcing a Code of Ethical Conduct  

• investing in consumer-based research  

• developing professional development pathways for financial advisers  

• connecting key stakeholders within the financial advice community  

• educating consumers around the importance of financial advice  
 

The Board of the AFA is elected by the Membership and all Directors are currently practicing financial 
advisers.  This ensures that the policy positions taken by the AFA are framed with practical, workable 
outcomes in mind, but are also aligned to achieving our vision of having the quality of relationships 
shared between advisers and their clients understood and valued throughout society.  This will play a 
vital role in helping Australians reach their potential through building, managing and protecting their 
wealth.  
 
Introduction 
 
The AFA supports a standardised complaints reporting regime and arrangements for comparative 
reporting of complaints data. Given the predecessor schemes each had their own methodology for 
their respective complaints reporting (with the exception of the Superannuation Complaints Tribunal 
(SCT)), it makes sense to incorporate a standardised comparative reporting approach.  
 
We believe that the proposed approach will provide meaningful data and information for both 
consumers and for Financial Services Providers (FSPs).  Consumers will be able to use these reports 
to assess the complaints performance and service standards of particular financial firms and the 
comparative reporting data may assist FSPs with assessing their complaints performance against 
their competitors and to better align their organisation’s resources with respect to their customer 
service programs and their own internal dispute resolution processes. 
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In this submission, we have specifically addressed the implications of the proposed reporting regime 
for the financial advice sector. 
 
Response to Questions raised in the Consultation Paper 
 
1. Does our proposed approach achieve a reasonable balance between user-friendliness/ 

accessibility and detail? 
 
As outlined in the consultation paper in section 1.4, a key objective in AFCA’s approach is to simplify 
the comparative reporting data published and to make it more transparent and user friendly for all 
stakeholders concerned. We fully support this approach. 
 
Section 2.2 of the consultation paper discusses the proposed reporting approach. We support the 
proposal to discontinue the “chance of complaint” metric methodology, and focussing on publishing 
the number of complaints accepted for each relevant financial firm, which seems to be a more 
appropriate basis to report on. It is our view that reporting on actual complaint numbers, instead of a 
calculation based on the likelihood of a dispute, is a more useful measure. 
 
We would like to see financial advice treated as a separate reporting category, rather than being 
treated as a component within other categories.  In the past, financial advice matters were included 
within the managed investments, superannuation and life insurance categories, and this made it 
much more difficult to fully understand the level of complaints in the financial advice sector. The 
Credit and Investments Ombudsman (CIO) previously published their data by ‘product group’ with 
financial planning and advice as a standalone group, and one would argue that it was a user-friendly 
report to understand and follow.   
 
The business size groups could be readily established based upon the number of financial advisers in 
the licensee, which is now a publicly reported statistic that is included in the Financial Adviser 
Register that can be downloaded from data.gov.au. The April 2019 version of the Financial Adviser 
Register, shows that there are a total of 27,688 current financial advisers in 2,275 AFSLs.  These 
AFSL’s range from the largest at 1,319 financial advisers down to those who only have a single 
adviser (879 single adviser licensees).  
 
We note that the Financial Ombudsman Service (FOS) included a ‘Glossary’ and a ‘Frequently Asked 
Questions’ (FAQs) section, and we would support the inclusion of these as part of the AFCA 
reporting.  
 
The ‘Comparative Tables’ feature (available online) that FOS previously published, allows online 
readers to view and compare data by product group, with further sorting permitted (i.e. the reader 
can sort the results by ‘Primary Business’, ‘Number of Disputes’, ‘Dispute Process Stage Reached’, 
and ‘Outcome of the Resolution Process’). This level of detail, we believe, is valuable for like-for-like 
comparisons and in-depth data analysis of complaints. A further and useful element within the 
‘Comparative Tables’ is FOS’ ‘Compare Two FSPs’. This tool allows the reader to make a direct 
comparison between two FSP’s, thereby saving readers time.  We note however that due to the 
minimum threshold of five complaints in each category, there were only a limited number of firms 
included in the reporting.   
 
The AFA agrees that it is sensible for the proposed reporting for the 2018-19 transitional year to only 
include the period from 1 November 2018 to 30 June 2019. In the first year it will also provide useful 
information across the entire financial services industry.  
 

Recommendation:  Financial Advice to be treated as a separate reporting category. 
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2. Do you have any feedback on our proposal to publish an overall comparative table listing all 

relevant financial firms that appear in a comparative table in a reporting period? 
 
We assume that this proposal for an overall comparative table, is intended to be across all 
categories.  We are not convinced how much value will be derived from a report that lumps all 
categories together, however we would support AFCA publishing an overall table of complaint data 
on a trial basis to assess the value that it provides for both consumers and FSPs. We assume that a 
minimum threshold will apply for this overall comparative table.  This would mean that only a small 
fraction of the 2,275 advice AFSL’s will be included in the reporting. 
 
We note that in the financial advice space, with 2,275 licensees and many of these having only one 
financial adviser, there will be a very large number of AFSLs that have no complaints during a year. 
We therefore recommend that only those AFCA members who have had complaints made against 
them, or those beyond an agreed threshold, are included in the overall table.  
 
3. Do you have any feedback on our proposal to publish comparative tables every six months 

rather than annually? 
 
In terms of the frequency of publishing the comparative tables, we are of the view that annually, as 
opposed to every six months, should be sufficient. Annual periods make year-on-year comparisons 
more meaningful. Where the period is six months, this makes a period-on-period comparison more 
challenging and less useful. 
 
Currently, AFCA is required to report annually. We are conscious that more frequent reporting will 
involve extra work and cost, although noting this will arise for AFCA rather than the FSPs.  
Nonetheless, we are concerned about the additional cost for AFCA in the report being published bi-
annually, which would need to be passed on to FSPs. We are not convinced that any advantage 
would exceed the additional cost. 
 
4. Do you have any other comments about the proposed change? 
 
The AFA also supports AFCA providing an option for on-line historical comparisons for financial firms 
showing trends over multiple years, although noting that past comparative reporting would only 
commence on a full year basis from the 2019-20 year.  
 
We support the minimum threshold number of complaints to continue to be used for financial firm 
reporting.  
 
Concluding Remarks 
 
The AFA supports the proposed arrangement for comparative reporting of complaint data for the 
reasons outlined above. We have also provided suggestions for further details to be adopted as part 
of this proposal, as outlined in our response to question 1 above.  In particular, we would like to see 
financial advice treated as a stand-alone category.  
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The AFA welcomes further consultation with AFCA should it require clarification of anything in this 
submission.  If required, please contact us on 02 9267 4003. 
 
Yours sincerely,  

 
Philip Kewin 
Chief Executive Officer  
Association of Financial Advisers Ltd 


