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The Activity of the Banking Supervision Department in the Handling of Public Enquiries and Complaints in 2012
· In 2012 the Banking Supervision Department handled 6,095 written enquiries and complaints from customers of banks and credit card companies, of which 1,253 were complaints, and the rest, enquiries and requests.  In addition, the Department responded to an additional 16,400 telephone enquiries.

· In 2012, 21.5 percent of the complaints against banks and credit card companies on which a position was taken were found to be justified, compared with 26.1 percent justified complaints in 2011.  This decline is the result of positive steps taken in two of the five largest banks.

· Due to the involvement of the Banking Supervision Department in these specific complaints, the banking corporations paid their customers a total of about NIS 2.4 million.
· Of the five major banking groups, the activities of Leumi Group and First International Group received the highest rating according to four criteria that are based on information accumulated by the Banking Supervision Department in the processing of public enquiries and complaints. In the ranking of the five largest banks, the result was the same.

· The ranking of the five largest banks over the past three years shows the positive development that has taken place in two of the five largest banks: First International and Mizrahi-Tefahot.  First International Bank registered a positive trend of ranking improvement in the past two years, while Mizrahi-Tefahot significantly improved its rating in 2012.
In 2012, the Banking Supervision Department dealt with 6,095 written enquiries and complaints from customers of the banks and credit card companies, and responded to about 16,400 telephone enquiries.

Of the 6,095 written enquiries and complaints, 1,253 were complaints and the rest were enquiries and requests. A position was taken on 898 complaints (either justified or unjustified) while for the rest no position was taken, primarily because the bank agreed in any case to accede to the customer's request before a decision was made on the complaint.  In 510 complaints and requests, the banks and credit card companies acted to the benefit of the customer, even though they were not classified as justified, and the total amount paid to customer for these complaints reached about NIS 1.4 million.  In other complaints, no position was taken due to the inability to decide between conflicting verbal claims or because legal action was being taken.

Due to the involvement of the Banking Supervision Department in the individual complaints, the banking corporations paid their customers a total of about NIS 2.4 million.
Figure 1 indicates that 21.5 percent of complaints about banks and credit card companies where a position was taken were found to be justified in 2012, compared to 26.1 percent in 2011.  The decline in the rate of justified complaints is derived, in the opinion of the Banking Supervision Department, from two main reasons:

· The sharp decline in the rate of justified complaints at Mizrahi-Tefahot Bank (from 38.4 percent in 2011 to 20.1 percent in 2012)
, and the significant decline in the rate of justified complaints at First International Bank (from 25.8 percent to 16.7 percent, accordingly).  The other banks maintained a rate of justified complaints which was similar to the previous year.

· An increase in the rate of complaints where the banks responded to the customers' requests above and beyond the call of duty, even though the complaint was not ruled to be justified.  At Bank Hapoalim, the rate of this type of complaint increased from 25.5 percent in 2011 to 31.8 percent in 2012; at Mizrahi-Tefahot, the rate increased from 24.9 percent to 31.4 percent; and at First International, the rate increased from 27.7 percent to 38 percent.

Figure 1: Number of complaints and enquiries dealt with and the proportion of justified complaints, 2002-2012 
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Complaints and enquiries are also used to identify and correct systemic problems in the banking system. In 2012, 63 such problems were dealt with. As a result, the banks were required to take various actions, including the establishing or amending of work procedures, the repair of technological systems, the improvement of service, and providing refunds to groups of customers. Examples of such issues can be seen in the complete report. 

In 2012, the treatment of customers by the five banking groups
 and the five largest banks, as reflected in the enquiries and complaints dealt with only by the Banking Supervision Department, were evaluated according to criteria based on data accumulated by the Banking Supervision Department during handling.
 The criteria for evaluation are described in the complete report.  

Overall ratings of the five banking groups

	Banking Group

	2010 Rating
	2011 Rating
	2012 Rating

	First International
	Needs significant improvement
	Needs improvement
	Good

	Leumi
	Good
	Good
	Good

	Discount
	Adequate
	Adequate
	Adequate

	Hapoalim
	Good
	Good
	Adequate

	Mizrahi-Tefahot
	Needs improvement
	Needs improvement
	Adequate


Overall ratings of the five largest banks 
	Bank

	2010 Rating
	2011 Rating
	2012 Rating

	First International
	Needs improvement
	Adequate
	Good

	Leumi
	Good
	Good
	Good

	Discount 
	Adequate
	Good
	Adequate

	Hapoalim
	Adequate
	Adequate
	Adequate

	Mizrahi-Tefahot
	Needs improvement
	Needs significant improvement
	Adequate


The table shows the positive development that has taken place in two of the five largest banks: First International and Mizrahi-Tefahot.  First International Bank registered a positive trend of rating improvement in the past two years, while Mizrahi-Tefahot improved its rating significantly in 2012.  More detailed information is available in the complete report.

The Banking Supervision Department continues to serve the public in all aspects of its relations with the banks and credit card companies. For information on how to submit bank-related complaints, contact the Public Enquiries Unit: 

· Internet site: www.boi.org.il/en/ConsumerInformation/Pages/Default.aspx
· Tel: 02-655-2680

· Fax: 02-666-9077

· Address: PO Box 780 Jerusalem 91007

� In our estimation, this decline is the result of a broad systemic treatment carried out at the Bank following the identification of defects by the Banking Supervision Department.  See Chapter 5, Section 5.1 of the full report (currently available in Hebrew).  See also, Review of The Activity of the Banking Supervision Department in the Handling of Public Enquiries and Complaints in 2011, Chapter 5, Section 5.1, �HYPERLINK http://www.boi.org.il/he/NewsAndPublications/RegularPublications/Pages/publ_inqu_act11.aspx ��http://www.boi.org.il/he/NewsAndPublications/RegularPublications/Pages/publ_inqu_act11.aspx�.  In addition, it seems that this decline is also the result of an increase in the bank's preparedness to solve disputes ex gratia.


� The five banking groups are: Leumi Group (Bank Leumi Le-Israel Ltd., Leumi Mortgage Bank Ltd., Arab Israel Bank and the Leumi Card company), Hapoalim Group (Bank Hapoalim Ltd. and Isracard Ltd.), Mizrahi-Tefahot Group (Mizrahi-Tefahot Bank Ltd. and Bank Yahav Ltd.), Discount Group (Israel Discount Bank Ltd., Mercantile Discount Bank Ltd., Cal (Cartisey Ashrai Le'Israel)-Israel Credit Cards Ltd. and Diners Club Ltd.), and First International Group (First International Bank Ltd., Bank Otsar Ha’hayal Ltd., Poalei Agudat Israel Bank Ltd., Bank Massad Ltd. and U-Bank Ltd.).


�  The rating of the banking corporations was based on data received by the Banking Supervision Department following the handling of customer enquiries and complaints only, and is provided as a service to the public. This rating does not provide an overall grade for a banking corporation regarding its range of activities, and thus must not be seen as any suggestion or recommendation.


� The order of appearance of the banking groups in the table is by their 2012 ranking, and within the ranking by alphabetical order.


� The order of appearance of the banks in the table is by their 2012 ranking, and within the ranking by alphabetical order.





