
  

 

 

 

OBSI Firm Survey Results   

OBSI’s annual Firm Survey is one of the tools we use to continuously improve our services. The feedback 
received is important to helping us understand firms’ experiences and determine the focus of our 
quality improvement initiatives. Surveys are distributed in late November to all firms in the banking 
sector whether they had a case with us or not, and all firms in other sectors that had a case with us 
during our fiscal year, which ends October 31.   

This report provides detailed feedback from the firms that responded to our survey, together with a 
response plan detailing some of the changes we are making to address the feedback we heard from 
firms in 2023. An overview of these survey results, as well as our consumer survey results, was included 
in our annual report.   

As with our consumer surveys, we expect a certain degree of outcome bias to influence the feedback 

we receive. 

Who was surveyed?  
In 2023, we received a 37% response rate from the 222 firms that received the survey. We survey all 
firms that had a complaint handled by us during the year and all federally regulated banks that 
participate in our service. It is a regulatory requirement that all participating federally regulated banks 
be surveyed annually. 

What was asked?  
We asked firms for feedback about our overall service and staff performance. Comment boxes were 
available at the end of each question or section for additional remarks. Survey questions were 
unchanged from the previous year.  

Summary of results  
This year, many firms commented favourably on the professionalism of our staff and the clear delivery 
of our communications or recommendations.  

Aggregate survey results are reviewed by our management team to identify areas for improvement and 
better understand the concerns of OBSI’s participating firms. 
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Preliminary assessment of the results indicates the need for additional improvements to our firm portal, 

and meeting with firms to help them understand our mandate and approach to loss calculations. We 

also continue to invest in resources to manage our case timeliness. 
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