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EWOV Response to 2025 Independent Review 

Recommendations

# Independent Review recommendation EWOV public response 

Approval pathway 

Members 
Board / 

Ombudsman 

1 EWOV’s Constitution be amended to require 

scheme participants to facilitate the internal 

resolution of complaints and to notify 

customers of the availability of EWOV as a 

free EDR service. 

EWOV supports the intent of this recommendation and considers it can be 

implemented without constitutional change. EWOV will continue to work 

with members to support effective internal dispute resolution and ensure 

customers are aware of EWOV as a free external dispute resolution service. 

☐ ☒ 

2 EWOV’s Constitution be amended to provide:  

• for two independent directors 

• all director appointments to be for three-
year terms, renewable for a maximum of 
three terms;  

• common appointment criteria for all 

directors. 

EWOV supports strengthening Board appointment arrangements through 

three-year director terms, with a maximum of three terms, and common 

appointment criteria for all directors. EWOV does not propose to prescribe 

two independent director positions in the Constitution. Independent 

expertise can instead be accessed where a specific governance need or 

skills gap is identified. Any changes requiring constitutional amendment will 

be subject to the required approval process. 

☐ ☒ 

3 EWOV’s Constitution be amended to provide 

for the establishment of a Board nominations 

committee, to be responsible for the 

recommendation of appointment of directors 

(industry, consumer and independent) to the 

Board for approval. 

EWOV supports the intent of this recommendation. Constitutional change is 

not required to implement this recommendation as the outcome is being 

progressed through the Board approved Nominations Committee by 

expanding its remit of to oversee recommendations for all Board 

appointments. This will support a clearer, more consistent and timely 

approach to director appointments, while retaining existing appointment 

pathways and Board approval requirements. 

☐ ☒ 
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4 EWOV’s Charter be amended, to permit 

changes to the Charter if approved by the 

Board, following consultation with industry and 

consumer groups, and subject to final approval 

of any material changes by the ESC. 

EWOV supports strengthening governance arrangements for material 

Charter amendments. EWOV supports appropriate consultation with 

members, consumer representatives and the Essential Services 

Commission before material changes are progressed. The Board does not 

propose to introduce a requirement for final ESC approval where this is not 

currently required under the Charter. 

☒ ☐ 

5 EWOV to publish comparative complaints 

data, enabling comparisons of member 

performance, adjusted for the size of the 

member’s customer base. 

EWOV supports this recommendation. EWOV will continue to enhance the 

complaints data and insights made publicly available through its reporting 

channels, supporting transparency, accountability and greater 

understanding of complaint trends and opportunities for continuous 

improvement across the sector. 

☐ ☒ 

6 EWOV’s Constitution be amended to provide 

for a three-year budget-setting process, 

requiring consultation with members but 

permitting the Board to approve the budget. 

EWOV supports this recommendation. Moving to a three-year planning and 

budget-setting framework, with annual budget approval by the Board 

following consultation with members, would provide greater forward 

visibility, support financial certainty and retain flexibility to respond to 

changing operating conditions. Implementing this recommendation would 

require amendments to EWOV's Constitution and the relevant member 

approval processes.  

☒ ☐ 

7 EWOV to commission a review of its funding 

model to address limitations in the current 

model. 

EWOV supports reviewing its funding model to ensure it remains fair, 

transparent and sustainable. Work on the funding model review has 

commenced including considerations of limitations in the current model and 

options to ensure the model remains appropriate as EWOV’s operating 

environment and jurisdiction evolves. 

☒ ☐ 



EWOV Response to the 2025 Independent Review Recommendations 

Published 18 September 2026 3 

# Independent Review recommendation EWOV public response 

Approval pathway 

Members Board / 
Ombudsman 

8 EWOV’s Charter be amended to increase the 

monetary value cap to a level consistent with 

the amount comparable authorities can award 

and suitable for new jurisdictions. 

EWOV supports the recommendation to increase the monetary value cap in 

its Charter. This change has now been implemented and will support EWOV 

to deal with higher-value complaints where appropriate, while also ensuring 

the scheme remains fit for purpose as the sectors we cover evolve and 

possible new jurisdictions are considered. 

☐ Implemented 

9 EWOV to exercise its power to make and 

publish binding decisions. 

EWOV supports using and publishing binding decisions where appropriate. 

EWOV has now exercised this power and published a binding decision. 

This provides greater transparency, improves guidance for consumers and 

members, and supports consistent understanding of EWOV’s approach. 

☐ ☒ 

10 EWOV’s Constitution be amended to add a 

new scheme object: to educate members on 

best practice in complaint handling and 

prevention of disputes. 

EWOV supports this recommendation. EWOV is committed to supporting 

best practice complaint handling, dispute prevention and continuous 

improvement across the sector. This work will continue, and be further 

strengthened, through EWOV’s education, engagement and insights 

activities. While recognising the value of explicitly reflecting this role in the 

Constitution, EWOV will continue to advance this work through its existing 

functions and activities. 

☒ ☐ 

11 EWOV to build on its educational work in these 

areas: publication of case studies and 

decisions; highlighting the lessons from 

systemic investigations; education of members 

on best practice in complaint handling and 

prevention of disputes. 

EWOV supports continuing to build on its existing educational work, 

including publishing case studies and decisions, sharing lessons from 

systemic issue investigations, and using member insights to support best 

practice complaint handling, dispute prevention and continuous 

improvement in member services. Strengthening this work is one of the four 

pillars of our updated strategy. 

☐ ☒ 

12 EWOV’s Charter be amended by adding 

privacy-related complaints about members to 

the types of complaint that the scheme 

handles. 

EWOV supports the recommendation to amend the Charter to explicitly 

include privacy-related complaints about members. This change has now 

been implemented and provides greater clarity and transparency about the 

types of complaints EWOV can consider. 

☐ Implemented 

 


