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Sector Complaints 

• This is a complaint where an allegation was made by a consumer representative that the provider did not meet its 

obligations to the Complainants under the CCCFA and the Responsible Lending Principles. We agreed. Initially, the case 

manager found the provider extremely difficult to deal with, uncooperative, and it was unwilling to work towards 

reaching an agreement to resolve the complaint. This is not the type of behaviour we are either used to, or expect, 

from Participants in the IFSO Scheme. After review and further discussion, an offer to settle this complaint was made 

which was accepted by the Complainants. While the provider believed it met its obligations under the CCCFA and the 

Responsible Lending Principles, it should review its lending practices to ensure it will comply with the changes which 

came into force in December 2021. 

 

• Providing detailed information to customers and their financial mentors when they query affordability assessments 

may mean complaints are avoided. 

 

• Car dealerships need to make sure conversations are documented and records kept. 

 

• The complaint made by the customer was dealt with efficiently and effectively. The provider’s responses were 

reasonable – despite the fact that they were not the responses the customer wanted to receive. 

 

• The provider’s offer to reduce the debt showed good conduct and culture. 

 

• Generally, the complaint made by the customer against the provider was dealt with reasonably.  The provider twice 

made a fair and reasonable offer to settle the complaint and it is unfortunate the customer would not agree to the 

suggested resolution. 
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• Generally, the complaint made by the customer against the provider was dealt with efficiently and effectively, as the 

default was promptly removed when it was brought to the provider’s attention.  The customer did not establish any 

financial loss caused by the provider’s actions. 

 

• This complaint was managed in your internal complaint process promptly and the staff did a good job of addressing 

the issues raised. 

 


