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Dear Mr Khoury 

Customer Owned Banking Code of Practice Independent Review 2019 Report Three 

The Customer Owned Banking Association (COBA) welcomes the opportunity to make a submission on 
Report Three of the Independent Review of the Customer Owned Banking Code of Practice (Report 
Three).  

Report Three sets out the Review’s recommendations as to the Code administration provisions (current 
Part E of the Code), with these recommendations shaped using the principles discussed in detail in 
Report One. 

Report Three has been considered by COBA and COBA’s Code Review Advisory Committee.  

COBA circulated Report Three to members and invited feedback from members to inform our 
submission. COBA members have also taken the opportunity to directly engage with the Review on 
Report Three. 

COBA supports all six recommendations in Report Three. 

We agree that the Code: 

• should have administration provisions that more clearly articulate the Code Compliance 
Committee’s role and responsibilities 

• should impose mandatory obligations, as outlined, on the Committee 
• should provide the Committee with a sufficient suite of powers to carry out its monitoring and 

rectification activities 
• should explicitly oblige customer owned banking institutions to co-operate with the Committee, 

e.g. by providing the Committee with requested documents within specified timeframes 
• should oblige COBA to ensure the Committee is adequately resourced, and 
• should include a commitment to have an independent review of the Code every three years. 

We note, in particular, the proposed new approach to replace the current ‘Making a complaint’ section of 
the Code.  

We agree with the Report Three commentary that the Committee should not be obliged to investigate 
every complaint that a COB has breached the Code. 

“First, the Committee is not a forum for providing customers with compensation – that is the role 
of the Australian Financial Complaints Authority. Second, to achieve maximum impact, the 
Committee should target its resources on serious one-off matters and repeat breaches in the 
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interests of ensuring future compliance by COBs. To clarify the Committee’s role, we 
recommend that the administration and enforcement provisions should place less emphasis on 
complaints by the public to the Committee (of which in fact the Committee currently receives 
very few) and more emphasis on the investigation of serious and systemic matters.” 

We are confident that implementation of this and the other recommendations in Report Three will clarify 
and enhance the administration provisions of the Code. 

If you have any questions or comments in relation to any aspect of our submission, please contact Luke 
Lawler on 02 8035 8448 or Sally Mackenzie on 02 8035 8450. 

 

Yours sincerely 

 
 

MICHAEL LAWRENCE 
Chief Executive Officer 


