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How to download reports

1. Log into the
2.  Click into your Membership.

Welcome back,

ACTIVE

# Member 1

ACTIVE

# Member 2

3.  Click on Benchmark reporting.

Membership Requests  Invoices = Benchmark reporting

4.  You should now see the Member Benchmarking Dashboard.

,-_lef;Cl: [Member Benchmarking Dashboard |

Data s at end of Select a member —
11/09/2024
Received cnmplaints Accepted complaints
1.0 1.0

5.  Select your membership using the drop-down menu on the top right-hand side
of the dashboard. Select the membership you want to view the data for.

Member Benchmarking Dashboard Select a member v
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e Recelved complaints Accepted complaints

om| re

; = 10 10

Filter
03 0.5
0.0 P , " 4 I 0.0 G n n n n

Home PR S NS AN ) | ST ) S| L L) U R Pt S | S | e R O L L
G B A (T BT BT T B P T A o G B BT BT BT A T B o
(S o Al o W g P o » S e oY o WY g e W b e

Member data validation guide Page 3 of 8


https://www.afca.org.au/members

6. Click on the cube icon to access the data for Datacube.

Member Benchmarking Dashboard Member 1 v
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Received Closed complaints

Accepted

AFCA has temporarily removed some sections of the
Member Benchmarking Dashboard while it works to
validate its data.

Closed
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7. You should now see the data for the reporting period for AFCA Datacube

validation.
‘e OfCCI |AFCA Datacube validation 1/01/2024 - 30.’06!2024' Member 1 v
Dala as a£ egdl;f - 1. Hover your cursor at the top-right comer of

11/09/2024 each table.

2. Click the ellipsis ()

3. Ciick ‘Expor! data
Home
) 4. Select 'Summarized data’ and click Export.
: Received Accepled 5. Provide feedback to AFCA

Complaints received 1/01/2024 - 30/06/2024
Complaint number | Complainant Member reference | Member contact Received date | Accepied date Closed daie | Case age | Stream Status | Stage Produ
a

8/02/2024 8/02/2024 0| Not streamed | Closed | Case Management | Gene:

8. Select the membership that you want to validate the data for.

AFCA Datacube validation 1/01/2024 - 30:‘06’—% Memozr 1 N

1. Hover your cursor at the top-right comer of
each table.

If you are responsible for multiple financial firms which received four or more
complaints in this reporting period, please check the complaint data for each firm by
using the drop-down menu to select the applicable firm.

AFCA Datacube validation 1/01/2024 - 30/06/2024 Member 1 ~

O Member 2
® Member 1
R v v onspanse

Complaints received 1/01/2024 - 30/06/2024
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9. Click on the applicable category. Please see our category definitions below.

o leCG AFCA Datacube validation 1/01/2024 - 30/06/2024

Diata as at end of
/0812024

Home
s Received Accepted

Category Definition

Received » The total number and full listing of complaints received at our
Registration & Referral stage.

Accepted e The total number and full listing of complaints accepted in our Case
Management stage
¢ The total number of complaints that will appear for each product-based
table
e The product categorisation of each complaint progressed which
determines the comparative product group.

Closed e The total number and full listing of complaints closed in our Case
Management stage
e The total number of complaints by outcome that will appear for each
product-based table
e The product categorisation of each complaint progressed which
determines the comparative product group.

Non-response e The total number and full listing of complaints which were automatically
progressed from registration because there was no response and there
was no error in the progression.

10. Hover your cursor at the top-right corner of the table and click the ellipsis (...
icon).

. qfca AFCA Datacube validation 1/01/2024 - 30/06/2024

Data as ﬂend of 1. Hover your cursor at the top-right comer of
1170972024 Gath Tabla
2. Click the ellipsis (...)

3. Click ‘Export data’.
Home 4. Select 'Summarized data’ and click ‘Export.
b Received Accepted Non-response 5. Provide feedback to AFCA

Complaints accepted 1/01/2024 - 30/06/2024
Complaint number [ Complainant Member reference | Member contact Received date | Accepted date |  Closed date | Case age | Stream Stalus | Stage Produ
16/06/2024 16/06/2024 88 | Standard Open | Decision Credil
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11.

Da

S

Complaints accepted 1/01/2024 - 30/06/2024

Click Export data.

AFCA Datacube validation 1/01/2024 - 30/06/2024

-afca

ta as at end of
11/08/2024

Home

1. Hover your curser at ine top-right comer of
each table

2. Click the eflipsis ()

3. Click Export dala’

4. Select'Summarized data' and click ‘Export.
5. Provide feedback to AFCA

@
)

&) Export data 4— P

Complaint number | Complainant Member reference | Member contact Received date | Accepted date |  Closed date | Case age | Str rodu
- & Show as atable E_
16/06/2024|  16/06/2024 88 | Ste redil
&5 Spotlight P
16/06/2024|  16/06/2024 88| Co epo:
il Sort descending L

16/06/2024|  16/06/2024 88| Co .

+ %l Sortascending

17/06/2024 | 17/06/2024 | 18/07/2024 3 [Fa aym

Sort by

Note: You will need to export the data individually for each category (E.g. if you want
data for Received, Accepted, Closed and Non-response, you will need to export a

total of four reports).

12. Select Summarized data and click Export.

Which data do you want to export?

Export your data in the format that suits your needs. If you have a lot of data, the number of
rows you export might be limited depending on the file type you select. Learn more about
exporting data

o)
=

Data with current layout

Export this data in the same
layout you see now, but

without any icons, colors, or
other formatting you added.

File format

/

"4
fo

Summarized data

®

Export the summarized data
used to create your visual (for
example, sums, averages, and
medians).

Xlsx (Excel 150,000-row max) v~

~
6

Underlying data

@ Visual does not have

aggregates or
measures

‘ Cancel ‘

13. You can now find the report in your Downloads folder.

@
.

A Yy &3 m

7= @ L

Downloads

Ba - 2

B

Complaints accepted 1012024 - 30062024 (1).xlsx

Note: If you are responsible for multiple financial firms which received four or more
complaints in this reporting period, please repeat steps 8-13 to validate your data.
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How to provide validation feedback to AFCA

We encourage and expect all members to raise issues about complaint classifications
while a complaint is open.

While we have completed internal data reviews, if you would like to share feedback
on your data, please follow these steps:

1. Email us at
2. Provide us with the exact case number
3. Clearly state what the data should be changed to

4. Explain the reason for the change with reference to specific dates or email
correspondence.

We have shared an example member response for your reference.

AFCA Case No. 12-00-99999

Upon review, we wish to dispute the non-response. Response was provided to
AFCA via email on 02/02/24. See attachments confirming. *

*Member would attach all relevant documentation to support their request.

Member data validation guide Page 7 of 8


mailto:datacube@afca.org.au

About the data

e Some complaints may involve multiple products and/or have multiple issues. We

provide an entry for each one of these.

e Some complaints may have the stream ‘Not streamed’ and the product(s)/issue(s)
‘Unknown’.

> ‘Not streamed’ means that the complaint did not progress to a case stream (e.g
Fast Track).
> ‘Unknown’ means there is no known data for the field.

Complaints received 1/01/2024 - 30/06/2024
Stream Status | Stage Product line(s) Product category(s) Product(s) Issue type(s) Issue(s) Outcome type(s)
Not streamed |l Closed | Case Management | General Insurance Domestic Insurance Home Contents Privacy & Confidentiality | Failure/ refusal Outside Rules
provide access
Standard Open | Decision Credit Business Finance Business Credit Card Financial Difficulty Decline of Financial Decision in Favour of FF
Difficulty Request
Not streamed §Closed | Referral Credit Consumer Credit Credit Cards Privacy & Confidentiality | Credit reporting Discontinued: Resolved
by FF
omplex Open | Case Management | Deposit Taking Unknown Unknown Transactions Scam - phishing/ Discontinued
spoofing
Complex Open | Decision Decision in Favour of FF
Fast Track Closed | Case Management | Payment Systems Unknown Unknown Transactions Chargebacks - merchant | Resolved by FF
Rules Open | Case Management | Deposit Taking Unknown Unknown Transactions Unauthorised Resolved by FF
don.
Not streamed §Closed | Referral Invesiments Securities Unknown Credit Reporting Unknown Discontinued; Resolved
by FF
¢ Please see our and for all definitions.

e The Datacube report is updated every night. If we make a change to your data, you
will be able to see this the next day.

¢ If you create a new portal contact to access the Datacube report, you will not have
access until the next day as the system updates overnight.
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