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是的，我們可以
協助您處理

有關銀行業務方面
的申訴
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聯繫我們

免費電話	 0800 805 950
電郵	 	 help@bankomb.org.nz
網站		  www.bankomb.org.nz
臉書	 	 www.facebook.com/bankombnz
電話		  04 471 0006
傳真		  04 471 0548

郵政地址	 Freepost 218002
	 	 Office of the Banking Ombudsman
	 	 PO Box 10 573
		  The Terrace
	 	 Wellington 6143
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如何將您的申訴提交給
銀行業申訴專員

寫信、發電子郵件、致電或透過我們的網站

提出網上申訴。告訴我們您的申訴為何，

以及：

•	 您認為您的金融服務提供商哪裡做錯 

•	 其過失如何在財務或其他任何方面

	 影響到您

•	 您希望提供商採取何種措施補救。

如果您不確定銀行業申訴專員是否

能幫助您，可致電0800 805 950
尋求建議。

銀行業申訴專員
無權處理的申訴

銀行業申訴專員無權處理以下申訴：

•	 有關商業性決定的申訴，例如：

	 您的金融服務提供商是否願意貸款給您

•	 有關利率政策或是標準費用

	 及收費費率的申訴

•	 6年以前出現的問題	

•	 您已經與您的金融服務提供商

	 達成協議的申訴案。

此外，我們無法提供法律建議或針對法律的

要點做出裁決。

銀行業申訴專員
有何種權力？

銀行業申訴專員有權裁定最高達$200,000的
直接損失賠償，對於確認因壓力、難堪或

金融計畫的中斷等造成對使用者的不便，

可裁定最高達$9,000的賠償。

銀行業申訴專員做些甚麼

我們可以幫助您向您的金融服務提供商

提出申訴，讓他們能先嘗試解決問題。

大多數的申訴都在這個階段獲得解決。

如果未能解決，銀行業申訴專員將會

對問題進行獨立調查，並且：

•	與您的提供商討論相關問題，

	 看這樣做是否有助於解決問題

•	透過電話或親自會面的方式，

	 讓您與您的提供商相互溝通，

	 試著透過和解取得解決方案

•	準備正式報告，並建議解決方案。

銀行業申訴專員的決定對於金融服務提供商

有拘束力，但您可以自由選擇是否接受或拒絕該決定。

如果銀行業申訴專員認為提供商沒有做錯，

我們會告知您原因。
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Credit card terms and conditions

We decided to review banks’ practices in relation to credit 

card interest charges after receiving a complaint questioning 

how accurately a bank’s terms and conditions reflected actual 

practice.

In the initial investigation, we found the wording in the 

terms and conditions to be at best ambiguous and at worst 

misleading. 

At our suggestion, the bank re-worded the relevant paragraph 

of their credit card terms and conditions to eliminate the 

ambiguity.  The bank also took the opportunity to put its full 

terms and conditions into plain English.

Concerned that the issue might be more widespread, 

we undertook a survey across the industry.  Five banks 

responded to the survey, which raised the following issues:

•  In general, credit card terms and conditions are 
exceptionally dense, complex and difficult to understand.

•  Temporal references are often used, such as ‘current’, 
which can be confusing.

•  Greater care needs to be taken regarding the terminology 
that is used to explain when interest will be charged and on 
what amounts.

•  Banks need to ensure that if the interest-charging method 
is described in more than one place it is described 
consistently.

The results of the survey were presented to the New Zealand 

Bankers’ Association. The Association, in turn, made the 

results known to its members.

Withdrawal of discounts on mortgages

We received a number of complaints about a bank’s removal 

of a discount on floating interest rate home loans when 

interest rates began to fall, and investigated further to 

uncover a systemic issue. 

Bank customers who had a discount applied to their floating 

interest rate home loan usually had agreements which 

contained the following wording: 

“For 24 months from the Date of Advance of the loan, the 
Bank will deduct a margin of 0.50 percent from the Bank’s 
floating interest rate applicable to you (as determined by 
the Bank) in relation to the loan.  At the end of that period 
the Bank may terminate or vary the margin from time 
to time.” 

Following falls in wholesale rates, the bank reduced its 

interest rates.  Customers with the discounted interest rate 

expected that the interest rate cut would apply equally to 

their rates.  However, customers were informed by the bank 

in October 2009 that the discount no longer applied to their 

interest rate.  These customers felt that the removal of this 

discount broke agreements with the bank.  The bank’s letter 

to customers simply stated:

“Due to the current financial climate the Bank has had to 
remove discounts in order to offer lower overall variable 
interest rates.”

After receiving a number of complaints, we raised the issue 

with the bank.  Following our investigation, we found that in 

removing the discount, the bank had acted within the terms 

and conditions of the home loan agreement, which stated that 

the bank reserved the right to adjust its variable interest rates.  

However, we considered that the removal of the discount 

was liable to breach the Fair Trading Act, as the agreements 

contained representations that the discounts would have 

applied until the end of a specified period.  Many customers 

had, in fact, taken out the home loan agreement within 

weeks of the discount being removed.  The discounted 

interest rate was likely to have created a competitive 

advantage for the bank.  

On raising the matter with the bank, we learnt that it had 

made a genuine mistake, was aware of the issue and was 

already taking steps to resolve the matter.  Our intervention 

meant, however, that the matter was given greater priority.  

Due to the bank’s swift attention to this issue, complaints 

about the withdrawal of discounts on mortgages were 

resolved through its internal complaints process.  We closed 

the investigation after the bank provided assurances that all 

affected customers’ discounts had been reinstated for the 

remainder of the period that was originally stated in their 

loan agreement. 

Unsolicited credit cards

A number of bank customers complained to us about being 

sent a credit card without asking for one. 

The bank, in conjunction with a credit card supplier, had 

been sending out additional ‘companion’ credit cards to 

its credit card account holders.  Customers were given 

forewarning that they would receive the additional card, and 

were given a number to ring if they did not want to receive it.

If customers did not ring to cancel the card, they were 

considered to have accepted it.  Bank customers considered 

that the onus should not be put on them to cancel the card as 

they had not requested it and they did not want to keep it.  

CASE STUDY

Interest charged on credit card

Mr C had a credit card account with his bank.        
He normally repaid the total amount of the 
closing balance on the due date to avoid any 
interest charges. 

Mr C’s statement for the period 14 January 2009 to 15 

February 2009 had a closing balance of over $8,400, 

which was due for payment by 12 March 2009.  Mr C made 

a part payment of $7,000 on 12 March, leaving a balance 

of over $1,400.  Mr C expected to pay interest on the 

outstanding balance.  However, in his following statement, 

he was charged $215 in interest.

The bank explained to Mr C that because the full balance 

was not paid on the due date, interest was payable on 

the entire amount, even though $7,000 of this was paid 

by the due date.  Mr C did not contend that the bank had 

incorrectly calculated the interest that it had charged.  He 

was concerned that the bank had not acted in accordance 

with its credit card terms and conditions, which he had 

interpreted to mean that interest would only be charged 

on the outstanding balance.  As the bank was unable 

to satisfactorily resolve Mr C’s complaint, he lodged a 

complaint with us. 

We shared Mr C’s concerns about the wording of the bank’s 

credit card terms and conditions and were able to facilitate 

a settlement between Mr C and the bank.  The bank offered, 

on an ex-gratia basis and without admitting liability, to 

refund Mr C the interest charge of $215.  It also reworded 

its terms and conditions to avoid future confusion.
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how accurately a bank’s terms and conditions reflected actual 
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In the initial investigation, we found the wording in the 

terms and conditions to be at best ambiguous and at worst 

misleading. 

At our suggestion, the bank re-worded the relevant paragraph 

of their credit card terms and conditions to eliminate the 

ambiguity.  The bank also took the opportunity to put its full 

terms and conditions into plain English.

Concerned that the issue might be more widespread, 

we undertook a survey across the industry.  Five banks 

responded to the survey, which raised the following issues:

•  In general, credit card terms and conditions are 
exceptionally dense, complex and difficult to understand.
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which can be confusing.

•  Greater care needs to be taken regarding the terminology 
that is used to explain when interest will be charged and on 
what amounts.

•  Banks need to ensure that if the interest-charging method 
is described in more than one place it is described 
consistently.

The results of the survey were presented to the New Zealand 

Bankers’ Association. The Association, in turn, made the 

results known to its members.
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We received a number of complaints about a bank’s removal 

of a discount on floating interest rate home loans when 

interest rates began to fall, and investigated further to 

uncover a systemic issue. 

Bank customers who had a discount applied to their floating 

interest rate home loan usually had agreements which 

contained the following wording: 

“For 24 months from the Date of Advance of the loan, the 
Bank will deduct a margin of 0.50 percent from the Bank’s 
floating interest rate applicable to you (as determined by 
the Bank) in relation to the loan.  At the end of that period 
the Bank may terminate or vary the margin from time 
to time.” 

Following falls in wholesale rates, the bank reduced its 

interest rates.  Customers with the discounted interest rate 

expected that the interest rate cut would apply equally to 

their rates.  However, customers were informed by the bank 

in October 2009 that the discount no longer applied to their 

interest rate.  These customers felt that the removal of this 

discount broke agreements with the bank.  The bank’s letter 

to customers simply stated:

“Due to the current financial climate the Bank has had to 
remove discounts in order to offer lower overall variable 
interest rates.”

After receiving a number of complaints, we raised the issue 

with the bank.  Following our investigation, we found that in 

removing the discount, the bank had acted within the terms 

and conditions of the home loan agreement, which stated that 

the bank reserved the right to adjust its variable interest rates.  

However, we considered that the removal of the discount 

was liable to breach the Fair Trading Act, as the agreements 

contained representations that the discounts would have 

applied until the end of a specified period.  Many customers 

had, in fact, taken out the home loan agreement within 

weeks of the discount being removed.  The discounted 

interest rate was likely to have created a competitive 

advantage for the bank.  

On raising the matter with the bank, we learnt that it had 

made a genuine mistake, was aware of the issue and was 

already taking steps to resolve the matter.  Our intervention 

meant, however, that the matter was given greater priority.  

Due to the bank’s swift attention to this issue, complaints 

about the withdrawal of discounts on mortgages were 

resolved through its internal complaints process.  We closed 

the investigation after the bank provided assurances that all 

affected customers’ discounts had been reinstated for the 

remainder of the period that was originally stated in their 

loan agreement. 
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A number of bank customers complained to us about being 

sent a credit card without asking for one. 

The bank, in conjunction with a credit card supplier, had 

been sending out additional ‘companion’ credit cards to 

its credit card account holders.  Customers were given 

forewarning that they would receive the additional card, and 

were given a number to ring if they did not want to receive it.

If customers did not ring to cancel the card, they were 

considered to have accepted it.  Bank customers considered 

that the onus should not be put on them to cancel the card as 

they had not requested it and they did not want to keep it.  
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Mr C had a credit card account with his bank.        
He normally repaid the total amount of the 
closing balance on the due date to avoid any 
interest charges. 

Mr C’s statement for the period 14 January 2009 to 15 

February 2009 had a closing balance of over $8,400, 

which was due for payment by 12 March 2009.  Mr C made 

a part payment of $7,000 on 12 March, leaving a balance 

of over $1,400.  Mr C expected to pay interest on the 

outstanding balance.  However, in his following statement, 

he was charged $215 in interest.

The bank explained to Mr C that because the full balance 

was not paid on the due date, interest was payable on 

the entire amount, even though $7,000 of this was paid 

by the due date.  Mr C did not contend that the bank had 

incorrectly calculated the interest that it had charged.  He 

was concerned that the bank had not acted in accordance 

with its credit card terms and conditions, which he had 

interpreted to mean that interest would only be charged 

on the outstanding balance.  As the bank was unable 

to satisfactorily resolve Mr C’s complaint, he lodged a 

complaint with us. 

We shared Mr C’s concerns about the wording of the bank’s 

credit card terms and conditions and were able to facilitate 

a settlement between Mr C and the bank.  The bank offered, 

on an ex-gratia basis and without admitting liability, to 

refund Mr C the interest charge of $215.  It also reworded 

its terms and conditions to avoid future confusion.
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We decided to review banks’ practices in relation to credit 

card interest charges after receiving a complaint questioning 

how accurately a bank’s terms and conditions reflected actual 

practice.

In the initial investigation, we found the wording in the 

terms and conditions to be at best ambiguous and at worst 

misleading. 

At our suggestion, the bank re-worded the relevant paragraph 

of their credit card terms and conditions to eliminate the 

ambiguity.  The bank also took the opportunity to put its full 

terms and conditions into plain English.

Concerned that the issue might be more widespread, 

we undertook a survey across the industry.  Five banks 

responded to the survey, which raised the following issues:

•  In general, credit card terms and conditions are 
exceptionally dense, complex and difficult to understand.

•  Temporal references are often used, such as ‘current’, 
which can be confusing.

•  Greater care needs to be taken regarding the terminology 
that is used to explain when interest will be charged and on 
what amounts.

•  Banks need to ensure that if the interest-charging method 
is described in more than one place it is described 
consistently.

The results of the survey were presented to the New Zealand 

Bankers’ Association. The Association, in turn, made the 

results known to its members.

Withdrawal of discounts on mortgages

We received a number of complaints about a bank’s removal 

of a discount on floating interest rate home loans when 

interest rates began to fall, and investigated further to 

uncover a systemic issue. 

Bank customers who had a discount applied to their floating 

interest rate home loan usually had agreements which 

contained the following wording: 

“For 24 months from the Date of Advance of the loan, the 
Bank will deduct a margin of 0.50 percent from the Bank’s 
floating interest rate applicable to you (as determined by 
the Bank) in relation to the loan.  At the end of that period 
the Bank may terminate or vary the margin from time 
to time.” 

Following falls in wholesale rates, the bank reduced its 

interest rates.  Customers with the discounted interest rate 

expected that the interest rate cut would apply equally to 

their rates.  However, customers were informed by the bank 

in October 2009 that the discount no longer applied to their 

interest rate.  These customers felt that the removal of this 

discount broke agreements with the bank.  The bank’s letter 

to customers simply stated:

“Due to the current financial climate the Bank has had to 
remove discounts in order to offer lower overall variable 
interest rates.”

After receiving a number of complaints, we raised the issue 

with the bank.  Following our investigation, we found that in 

removing the discount, the bank had acted within the terms 

and conditions of the home loan agreement, which stated that 

the bank reserved the right to adjust its variable interest rates.  

However, we considered that the removal of the discount 

was liable to breach the Fair Trading Act, as the agreements 

contained representations that the discounts would have 

applied until the end of a specified period.  Many customers 

had, in fact, taken out the home loan agreement within 

weeks of the discount being removed.  The discounted 

interest rate was likely to have created a competitive 

advantage for the bank.  

On raising the matter with the bank, we learnt that it had 

made a genuine mistake, was aware of the issue and was 

already taking steps to resolve the matter.  Our intervention 

meant, however, that the matter was given greater priority.  

Due to the bank’s swift attention to this issue, complaints 

about the withdrawal of discounts on mortgages were 

resolved through its internal complaints process.  We closed 

the investigation after the bank provided assurances that all 

affected customers’ discounts had been reinstated for the 

remainder of the period that was originally stated in their 

loan agreement. 

Unsolicited credit cards

A number of bank customers complained to us about being 

sent a credit card without asking for one. 

The bank, in conjunction with a credit card supplier, had 

been sending out additional ‘companion’ credit cards to 

its credit card account holders.  Customers were given 

forewarning that they would receive the additional card, and 

were given a number to ring if they did not want to receive it.

If customers did not ring to cancel the card, they were 

considered to have accepted it.  Bank customers considered 

that the onus should not be put on them to cancel the card as 

they had not requested it and they did not want to keep it.  

CASE STUDY

Interest charged on credit card

Mr C had a credit card account with his bank.        
He normally repaid the total amount of the 
closing balance on the due date to avoid any 
interest charges. 

Mr C’s statement for the period 14 January 2009 to 15 

February 2009 had a closing balance of over $8,400, 

which was due for payment by 12 March 2009.  Mr C made 

a part payment of $7,000 on 12 March, leaving a balance 

of over $1,400.  Mr C expected to pay interest on the 

outstanding balance.  However, in his following statement, 

he was charged $215 in interest.

The bank explained to Mr C that because the full balance 

was not paid on the due date, interest was payable on 

the entire amount, even though $7,000 of this was paid 

by the due date.  Mr C did not contend that the bank had 

incorrectly calculated the interest that it had charged.  He 

was concerned that the bank had not acted in accordance 

with its credit card terms and conditions, which he had 

interpreted to mean that interest would only be charged 

on the outstanding balance.  As the bank was unable 

to satisfactorily resolve Mr C’s complaint, he lodged a 

complaint with us. 

We shared Mr C’s concerns about the wording of the bank’s 

credit card terms and conditions and were able to facilitate 

a settlement between Mr C and the bank.  The bank offered, 

on an ex-gratia basis and without admitting liability, to 

refund Mr C the interest charge of $215.  It also reworded 

its terms and conditions to avoid future confusion.
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Credit card terms and conditions
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ambiguity.  The bank also took the opportunity to put its full 

terms and conditions into plain English.
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responded to the survey, which raised the following issues:

•  In general, credit card terms and conditions are 
exceptionally dense, complex and difficult to understand.

•  Temporal references are often used, such as ‘current’, 
which can be confusing.

•  Greater care needs to be taken regarding the terminology 
that is used to explain when interest will be charged and on 
what amounts.

•  Banks need to ensure that if the interest-charging method 
is described in more than one place it is described 
consistently.

The results of the survey were presented to the New Zealand 

Bankers’ Association. The Association, in turn, made the 

results known to its members.
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We received a number of complaints about a bank’s removal 

of a discount on floating interest rate home loans when 

interest rates began to fall, and investigated further to 
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Bank customers who had a discount applied to their floating 

interest rate home loan usually had agreements which 

contained the following wording: 

“For 24 months from the Date of Advance of the loan, the 
Bank will deduct a margin of 0.50 percent from the Bank’s 
floating interest rate applicable to you (as determined by 
the Bank) in relation to the loan.  At the end of that period 
the Bank may terminate or vary the margin from time 
to time.” 

Following falls in wholesale rates, the bank reduced its 

interest rates.  Customers with the discounted interest rate 

expected that the interest rate cut would apply equally to 

their rates.  However, customers were informed by the bank 

in October 2009 that the discount no longer applied to their 

interest rate.  These customers felt that the removal of this 

discount broke agreements with the bank.  The bank’s letter 

to customers simply stated:

“Due to the current financial climate the Bank has had to 
remove discounts in order to offer lower overall variable 
interest rates.”

After receiving a number of complaints, we raised the issue 

with the bank.  Following our investigation, we found that in 

removing the discount, the bank had acted within the terms 

and conditions of the home loan agreement, which stated that 

the bank reserved the right to adjust its variable interest rates.  

However, we considered that the removal of the discount 

was liable to breach the Fair Trading Act, as the agreements 

contained representations that the discounts would have 

applied until the end of a specified period.  Many customers 

had, in fact, taken out the home loan agreement within 

weeks of the discount being removed.  The discounted 

interest rate was likely to have created a competitive 

advantage for the bank.  

On raising the matter with the bank, we learnt that it had 

made a genuine mistake, was aware of the issue and was 

already taking steps to resolve the matter.  Our intervention 

meant, however, that the matter was given greater priority.  

Due to the bank’s swift attention to this issue, complaints 

about the withdrawal of discounts on mortgages were 

resolved through its internal complaints process.  We closed 

the investigation after the bank provided assurances that all 

affected customers’ discounts had been reinstated for the 

remainder of the period that was originally stated in their 

loan agreement. 

Unsolicited credit cards

A number of bank customers complained to us about being 

sent a credit card without asking for one. 

The bank, in conjunction with a credit card supplier, had 

been sending out additional ‘companion’ credit cards to 

its credit card account holders.  Customers were given 

forewarning that they would receive the additional card, and 

were given a number to ring if they did not want to receive it.

If customers did not ring to cancel the card, they were 

considered to have accepted it.  Bank customers considered 

that the onus should not be put on them to cancel the card as 

they had not requested it and they did not want to keep it.  

CASE STUDY

Interest charged on credit card

Mr C had a credit card account with his bank.        
He normally repaid the total amount of the 
closing balance on the due date to avoid any 
interest charges. 

Mr C’s statement for the period 14 January 2009 to 15 

February 2009 had a closing balance of over $8,400, 

which was due for payment by 12 March 2009.  Mr C made 

a part payment of $7,000 on 12 March, leaving a balance 

of over $1,400.  Mr C expected to pay interest on the 

outstanding balance.  However, in his following statement, 

he was charged $215 in interest.

The bank explained to Mr C that because the full balance 

was not paid on the due date, interest was payable on 

the entire amount, even though $7,000 of this was paid 

by the due date.  Mr C did not contend that the bank had 

incorrectly calculated the interest that it had charged.  He 

was concerned that the bank had not acted in accordance 

with its credit card terms and conditions, which he had 

interpreted to mean that interest would only be charged 

on the outstanding balance.  As the bank was unable 

to satisfactorily resolve Mr C’s complaint, he lodged a 

complaint with us. 

We shared Mr C’s concerns about the wording of the bank’s 

credit card terms and conditions and were able to facilitate 

a settlement between Mr C and the bank.  The bank offered, 

on an ex-gratia basis and without admitting liability, to 

refund Mr C the interest charge of $215.  It also reworded 

its terms and conditions to avoid future confusion.

甚麼是銀行業申訴專員計劃？

如果提供您金融服務的機構參與我們的計劃，

我們就可以幫助您解決你們雙方之間的問題。

本計劃的參與者包括：銀行、建築協會、信用合作社、

金融公司以及這些機構的子公司。您可在本資料的

後頁及我們的網站上找到參與者名單。

 

銀行業申訴專員計劃具以下特性：

• 獨立

• 免費

• 公平

• 保密

每個人都可使用這個計劃，包括如商業夥伴、

俱樂部及公司等團體，前提是申訴對象為

該計劃的參與者。

銀行業申訴專員有權處理
哪些類別的申訴？

銀行業申訴專員有權審理關於銀行及

金融服務的各類申訴，包括：

• 	貸款

• 	外匯兌換

• 	支票

• 	電子銀行業務

• 	投資

• 	保險

• 	退休養老金

• 	信用卡

• 	付款


