
MEMBER BANKS

Participating Banks in the Banking Ombudsman scheme are:

AMP Bank Ltd

ANZ Banking Group (New Zealand) Limited

ASB Bank Limited

Bank of New Zealand

Citibank NA

The Hongkong and Shanghai Banking Corporation Limited

Kiwibank Ltd

The National Bank of New Zealand Limited

Rabobank New Zealand Ltd

St George Bank of New Zealand Ltd (Superbank)

TSB Bank Limited

Westpac Banking Corporation 

OFFICE OF THE BANKING OMBUDSMAN

Liz Brown – Banking Ombudsman 

Susan Taylor                   Chief Investigator                      

Chris McIntyre                Investigator

Ross Miller                     Investigator                                Rhonda Singleton                Enquiries Offi cer

Nicola Schaab                Investigator                                Chantelle Nicholson            Enquiries Assistant/

John Olds                       Investigator                                                                             
Assistant Investigator

Ann Sheehan                 Investigator

Meryn Gates                  Investigator

                                       Alan Westbury                           Finance and Administration Manager

                                       Katrina McLaughlin                   Senior Administrator

                                       Janet Boag                                Administrator

ABOUT THE SCHEME

The Banking Ombudsman scheme took effect from 1 July 1992. 

Its purpose is to provide a completely independent and impartial arbitrator of unre-

solved disputes about the provision of banking services. The Banking Ombudsman’s 

help is free. Anyone dissatisfi ed with a banking service in 

New Zealand from a participating bank, even if not a bank customer, can 

submit a complaint. Sole traders, partnerships, clubs and companies are covered by 

the scheme.

The Banking Ombudsman’s Terms of Reference give jurisdiction to deal with com-

plaints about all types of banking business normally transacted through bank branch-

es, over the telephone, or by electronic means, including complaints about bank credit 

cards and products sold by banks such as insurance and savings schemes. However 

the Banking Ombudsman cannot deal with complaints about general bank policy or 

about commercial judgement decisions on lending unless there has been maladmin-

istration. The Banking Ombudsman has power to award compensation to cover direct 

losses of up to $120,000 (or in some cases $150,000), inconvenience up to $4,000 

and some costs.

The Banking Ombudsman is appointed by, and is responsible to, the Banking Om-

budsman Commission which consists of fi ve members, two consumer representatives 

and two banking representatives and an independent chairman, 

the Hon Sir Ian Barker QC. The functions of the Commission are to ensure the inde-

pendence and impartiality of the Banking Ombudsman, to give general guidance and 

to monitor the Terms of Reference. The Commission is not involved in the Banking 

Ombudsman’s decisions on specifi c cases.

A list of participating banks to the scheme can be found on the inside back cover of 

this report.

The Offi ce of the Banking Ombudsman

PO Box 10-573

The Terrace

WELLINGTON

Telephone      04-471-0006

Freephone     0800-805-950

Fax                 04-471-0548

Email              help@bankombudsman.org.nz

Website          www.bankombudsman.org.nz




