
 

 
 

Insights Q2 and Q3 2022 

General Insight: Credit 

Over the last 6 months, the IFSO Scheme has received an increasing number of credit complaints and complaint enquiries – 

this is not a bad thing. It means some of your customers know where to go and what to do if they are dissatisfied. By raising 

complaints with you, they are giving you an opportunity to show how well your business responds to a customer’s expression 

of dissatisfaction. We received 208 complaint enquiries – 47 of which were referred back to your Internal Dispute Resolution 

(“IDR”) process. Usually, only about 10% of complaint enquiries become complaints; most of them are resolved internally 

when they are referred back, which is a good customer outcome. The insights I have chosen to share with you demonstrate 

good complaints handling which could be improved – by better communication, looking at how some processes are working 

in practical terms for customers and being aware that flexibility in your approach can often avoid complaints. 

 

• This was a complaint about credit related insurance, causing added financial stress to the customer. The case manager 
had concerns that the lender was unable to show that it made it clear the credit related insurance policies were 
optional when the loan was arranged. The case manager was also concerned that default interest was charged to the 
Complainant’s loan while he was in prison and unable to continue making payments. Following further discussion, a 
fair and reasonable offer was made and we thank the lender for its customer-centric approach. 
 

• The lender engaged in the IFSO Scheme’s complaints process in good faith, resulting in a good outcome being reached 
for its customer. If it has not already done so, we suggest the lender reviews how it deals with customers who gamble. 
In particular, we suggest it look more carefully at the full context of their gambling when considering loan applications 
and that it take a conservative approach to using benchmark figures to assess affordability where the customer has not 
demonstrated they can maintain spending at the benchmark level. 

 

• The IFSO Scheme’s case studies can be useful for you to provide to customers, to help them understand what the likely 
outcome of their complaint could be, especially when we have considered the same issue previously. 
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• The lender may wish to take a more flexible approach for customers who have difficulty with its processes. This 
customer felt that the hardship process was humiliating and patronising. In our experience, a more customer-centric 
process would have been to negotiate new terms, without requiring the customer to enter into the formal hardship 
process. In terms of conduct and culture, work around providing more flexibility to get to a better customer outcome 
would go a long way to improving the customer experience. 

 

• The lender’s agreement to settle the complaint showed good conduct and culture. However, in our experience, the 
complaint may have been avoided if the lender had not created so many barriers for the customer, and made more 
effort to better communicate with the customer and understand what they wanted. 

 


