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그렇습니다. 저희는 
금융 서비스의 
민원 해결을 
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연락처 

무료전화	 0800 805 950
전자우편	 help@bankomb.org.nz
웹사이트	 www.bankomb.org.nz
페이스북	 www.facebook.com/bankombnz
전화		  04 471 0006
팩스		  04 471 0548

우편주소	 Freepost 218002
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은행 옴부즈만에게 민원을  
접수하는 방법

서면이나 이메일, 전화를 이용하거나 저희 웹사이트에서 

온라인으로 민원을 접수시킵니다. 어떤 민원인지 설명하

고, 아울러: 

•	 해당 금융기관에서 무엇을 잘못했다고 생각하는지 

•	 그로 인해 금전적으로나 기타 다른 면에서 어떤 피해	

	 를입었는지

•	 해당 금융기관이 어떻게 해주기를 바라는지 알려주	

	 십시오.

은행 옴부즈만으로부터 도움을 받을 수 있을지 여부가 

확실하지 않다면, 무료 전화 0800 805 950로 

자문을 구하시기 바랍니다.

은행 옴부즈만이 처리하지 않는 
민원

은행 옴부즈만은 다음과 같은 민원을 처리하지 않습니

다.

• 	금융기관의 상업적 판단(예: 대출 승인 결정)에 대한 	

	 민원

• 	이율 정책 또는 표준 수수료율에 대한 민원

• 	6년 이상이 된 과거 사안 

• 	해당 금융기관과 이미 합의를 본 민원

그밖에도 저희는 법적 조언을 하거나 법률적 결정을  

내릴 수 없습니다.

은행 옴부즈만은 어떤 
권한이 있습니까?

은행 옴부즈만은 직접적 손실에 대한 보상으로 최고 20만

달러까지, 그리고 스트레스나 체면 손상 또는 금전 계획의

차질에 따른 불편의 보상으로 최고 9천 달러까지 지급 

판정을 내릴 수 있습니다.

은행 옴부즈만이 하는 일  

민원을 해당 금융기관에 접수하도록 도와, 쌍방이 스스로

문제를 해결할 수 있는 기회를 줍니다. 대다수의 민원은 

이 선에서 해결됩니다. 그렇게 되지 않을 경우, 은행

옴부즈만은 독자적인 조사를 하고:

•	 우선 해당 금융기관과 논의해 해결책을 모색합니다.

•	 해당 금융기관과 민원 제기자를 한 자리에 부르거나  

	 전화 통화를 통해 화해를 도모합니다.

•	 공식 조사 보고서를 마련하고 해결책을 권고합니다.

은행 옴부즈만의 결정은 금융기관에 구속력을 가집니다. 

그러나 귀하가 이 결정을 받아들이든 거부하든 그것은  

자유입니다.

조사 결과, 금융기관의 잘못이 없는 것으로 나타나면 

저희가 그 이유를 귀하에게 설명해 줍니다.
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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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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 
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contained the following wording: 
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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 
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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. 
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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.
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He normally repaid the total amount of the 
closing balance on the due date to avoid any 
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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

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

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.

은행 옴부즈만 제도란 무엇입니까?

저희는 금융 서비스를 제공하는 기관에 대한 

민원이 해결될 수 있도록 도와드립니다.

이 제도의 참여 기관은 은행, 건설 연합회, 신용조합, 

금융회사 및 그 자회사 등입니다. 참여 기관의

명단은 이 팜플렛의 뒷면이나 저희 웹사이트에

나옵니다.

은행 옴부즈만 제도는:

• 독립적이고

• 무료이며

• 공정하며

• 비밀을 보장합니다

옴부즈만 제도의 참여 기관에 대한 민원이 있을 경우, 

개인뿐 아니라 파트너십, 클럽, 회사 같은 단체도 

이 제도를 이용할 수 있습니다. 

은행 옴부즈만은 
어떤 민원을 처리합니까?

은행 옴부즈만은 다음 사항을 비롯해 모든 유형의 

금융 서비스에 대한 민원을 다룹니다. 

• 	대출 

• 	외환 

• 	수표

• 	전자 상거래

• 	투자 

• 	보험 

• 	노후연금

• 	신용카드 

• 	지불


