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Overview

Case volumes dropped 14 per cent during the second quarter (October 2025 December 
2025) compared with the previous quarter. Dispute volumes dropped 3 per cent. Fraud and 
scam complaints continued to decline, while complaints about service delays increased for 
the first time since the first quarter of 2024-25.

Cases received per quarter

The graph below shows a quarterly breakdown of cases (enquiries, complaints and disputes)
received. This quarter, we received 14 per cent fewer cases than in the previous quarter (27
per cent fewer enquiries, 6 per cent fewer complaints and 3 per cent fewer disputes).
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Cases received by bank  

The following table shows a breakdown of enquiries, complaints and disputes by bank this 
quarter.  

 

 

 

Enquiry Complaint Dispute Cases 
An initial contact, 
frequently over the 
phone, about a 
banking problem. 

 

A problem someone has 
lodged with us about a bank 
that we formally hand over 
to its internal complaints 
process. 

 

A complaint a bank 
cannot resolve to 

satisfaction. 

 

Total cases will be less than the 
total of enquiries, complaints and 
disputes because some cases 
move through several or all these 
stages but are only counted as 
one unique case. 
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Market share comparison 

The following table shows a breakdown of the proportion of complaints and disputes by bank 
this quarter and how the result compares to market share. (Note: only banks with 15 
or more complaints or disputes are shown.)  
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Complaint themes 

The graphs below show the most frequently complained about products and problems for the 
quarter and previous three quarters. The most notable change was the rise in complaints 
about debit cards during the past two quarters. Such complaints had been at stable levels 
during the preceding two quarters.  

Top five products  

 

 

 

Top five problems  
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Financial hardship and debt collection 

Hardship complaints fell 8 per cent this quarter compared with the previous quarter. 
Complaints about KiwiSaver hardship withdrawals doubled but remained slightly below the 
quarterly average from last financial year. 

 

Financial hardship complaints 

 

 

Home loan complaints made up nearly 40 per cent of all hardship complaints this quarter, 
double any other product type. 

 

Top five financial hardship products 
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Fraud and scams  

Fraud and scam complaints dropped again this quarter. Phishing and information harvesting 
complaints, which make up a third of all fraud and scam complaints, continue to decline  
down 87 per cent from the first quarter of the 2024-25 financial year.  

 

Fraud/scam complaints 

 

 

Phishing and information harvesting complaints 

 



 7 

Top five fraud/scam complaints

 

 

 

Delays  

Complaints related to delays increased for the first time since the first quarter of 2024-25.  

 

Delay complaints 
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Card-related complaints 

Card-related complaints rose 19 per cent compared with the previous quarter, following 
consistent volumes over the previous four. Over this period, card complaints made up 17 per 
cent of all complaints. For this quarter, however, they accounted 22 per cent. 

The increase was primarily due to service-related issues, with customer complaints often 
being about delays and card functionality. Issues relating to chargebacks, while small in 
volume, rose 46 per cent.  

 

Card complaints 

 

 

 

Disputes 

Dispute volumes dropped 3 per cent compared with the previous quarter. The proportion of 
lending disputes increased from the previous quarter, accounting for 45 per cent of all disputes 
 up from 36 per cent. Fraud and scam disputes rose by 71 per cent compared with the 

previous quarter and made up 18 per cent of the total. Despite this big increase, fraud and 
scam disputes are still down 43 per cent compared with the same quarter last year.  
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