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Mission Statement

The Australian Banking Industry Ombudsman Scheme resolves

complaints between banks and their customers.

We are all committed to being the best alternative dispute
resolution service in the finance sector as demonstrated by our

independence, integrity and efficiency.

Values

-+ Committed to providing a high quality complaint

resolution service

-3  Excellence in decision making with regard to fairness, the

law and good banking practice
-%  Commitment to raising industry and consumer awareness

-%  Growth and development of our staff



Sir Edward Woodward

Chairman’s Message

The Scheme faces many challenges
in its second decade of operation.

Awareness of and accessibility to the
Scheme remain a focus of the
Scheme’s activities, as demonstrated
by the promotion of the Scheme at
community forums throughout
Australia and the project to upgrade
ABIO’s website.

The Council was pleased to note the
improved efficiencies that resulted
from the refinement of the dispute
resolution procedures and will
continue to monitor the activities of
the Scheme to ensure that a high
quality and timely service is provided

to consumers.

The Financial Services Reform
legislation, which will take effect from
March 2002, places a requirement on
the Scheme to be approved by the
Australian Securities & Investments
Commission. The approval process is
under way and will be completed well

before the legislation is proclaimed.

Another significant development in the
history of the Scheme is the decision
by the banks, the funders of the
Scheme, to change the governing
structure of the Scheme. The past
structure of the Scheme had the
Council, comprising consumer and
bank representatives, standing
between the Board that funds the
Scheme and the Ombudsman who

promotes the resolution of disputes.

The Council and Board structure has
been replaced with a new single Board
with effect from 1 September 2001.
That Board has as its members, an
independent Chairman, three
consumer and small business
representatives and three
representatives of banks. The two
current Council members representing
consumer and small business interests
have become inaugural members of

the new Board.

| am pleased to welcome a new
consumer representative, Mr Michael
Funston, and new bank representatives
Mr David Jones, Ms Jill Lester and Mr
Robert Mathie to the Board. | take this
opportunity to thank Ms Emma Swart
for her valuable contribution to the

Council over a number of years.

Once again, | extend my thanks and
congratulations to the Ombudsman
and his staff for their commitment to
continued improvement and the
delivery of a high quality dispute
resolution service in an environment of

increasing workload.

A Wenhion

Sir Edward Woodward, AC OBE QC

Chairman
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