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About the Law Council of Australia 
The Law Council of Australia exists to represent the legal profession at the national level, to speak on 
behalf of its Constituent Bodies on national issues, and to promote the administration of justice, access 
to justice and general improvement of the law.  

The Law Council advises governments, courts and federal agencies on ways in which the law and the 
justice system can be improved for the benefit of the community. The Law Council also represents the 
Australian legal profession overseas, and maintains close relationships with legal professional bodies 
throughout the world. The Law Council was established in 1933, and represents 16 Australian State and 
Territory law societies and bar associations and Law Firms Australia, which are known collectively as the 
Council’s Constituent Bodies. The Law Council’s Constituent Bodies are: 

• Australian Capital Territory Bar Association 
• Australian Capital Territory Law Society 
• Bar Association of Queensland Inc 
• Law Institute of Victoria 
• Law Society of New South Wales 
• Law Society of South Australia 
• Law Society of Tasmania 
• Law Society Northern Territory 
• Law Society of Western Australia 
• New South Wales Bar Association 
• Northern Territory Bar Association 
• Queensland Law Society 
• South Australian Bar Association 
• Tasmanian Bar 
• Law Firms Australia 
• The Victorian Bar Inc 
• Western Australian Bar Association  

 
Through this representation, the Law Council effectively acts on behalf of more than 90,0001 lawyers 
across Australia. 

The Law Council is governed by a board of 23 Directors – one from each of the constituent bodies and 
six elected Executive members. The Directors meet quarterly to set objectives, policy and priorities for 
the Law Council. Between the meetings of Directors, policies and governance responsibility for the Law 
Council is exercised by the elected Executive members, led by the President who normally serves a 12 
month term. The Council’s six Executive members are nominated and elected by the board of Directors.   

Members of the 2022 Executive as at 1 January 2022 are: 

• Mr Tass Liveris, President 
• Mr Luke Murphy, President-elect 
• Mr Greg McIntyre SC, Treasurer 
• Ms Juliana Warner, Executive Member 
• Ms Elizabeth Carroll, Executive Member 
• Ms Elizabeth Shearer, Executive Member 

 
The Acting Chief Executive Officer of the Law Council is Ms Margery Nicoll. The Secretariat serves the 
Law Council nationally and is based in Canberra. 

 
1 Law Council of Australia, The Lawyer Project Report, (pg. 9,10, September 2021). 
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Executive Summary 
1. The Law Council of Australia (Law Council) thanks the Banking Code Compliance 

Committee (BCCC) for the opportunity to make a submission in relation to its Inquiry 
into banks’ compliance with Chapter 45 of the Banking Code of Practice (Code).  

2. The Code, devised by the Australian Banking Authority (ABA) and approved by the 
Australian Securities and Investments Commission,2 ‘sets out the standards of 
practice and service in the Australian banking industry for individual and small 
business customers, and their guarantors’.3 It is a ‘condition of ABA membership 
that member banks with a retail presence in Australia are required to sign up to the 
Code’.4 

3. The Law Council’s response is framed against the ‘Stakeholder Consultation 
Questions’ provided by the BCCC. Noting these questions are set out in dot point 
form in the original version, the Law Council has enumerated the questions for ease 
of reference throughout this submission – see Attachment A.  

4. As the national peak body for lawyers, the Law Council’s submission addresses the 
questions from the perspective of legal practitioners acting either as the legal 
personal representative (LPR) of an estate or as the LPR’s legal representative.  

5. In the time available, the Law Council has not obtained a comprehensive response 
to all of the questions from all of its Constituent Body members, although the input it 
did receive was generally consistent. In light of this, Law Council suggests that the 
BCCC consider the input in this submission as reflective of the experience of a 
sample of practitioners, rather than the categorical view of the legal profession as a 
whole. The Law Council has not addressed the practices of specific banks. 

6. A key recurring theme from the feedback is that practitioners are routinely 
experiencing communication issues with banks in dealing with deceased estates, 
including difficulty contacting an informed bank official and inefficient and time-
consuming processes. 

7. Practitioners did also note positive experiences with bank and bank staff, and it is 
acknowledged that the COVID-19 pandemic appears to have understandably posed 
some challenges to bank staff, which should be taken into account. It is also 
recognised that instances of delay may in some cases reflect banks seeking to 
protect customer security. However, few practitioners reported any discernible 
changes to the conduct of banks since the introduction of the Code. The Law 
Council is recommending consistency of approach to address difficulties that may 
arise.  

8. It is the Law Council’s view that several issues identified in this submission could be 
addressed by amendments to the Code to enshrine more specific commitments for 
the banks to uphold with respect to the handling of deceased estates.  

 
2 In a legislative instrument made under the Corporations Act 2001 (Cth) – ASIC Corporations (Approval of 
March 2020 Banking Code of Practice) Instrument 2019/1255. 
3 Australian Banking Association, ‘Banking Code of Practice’, 4.  
4 Ibid, 7. 
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9. The Law Council proposed a number of amendments to fill gaps it has identified in 
Chapter 45 of the Code in its submission5 made to the 2021 Independent Review of 
Banking Code of Practice (Independent Review).  

10. The Independent Review Final Report recommended that the Code be amended in 
the manner suggested in the Law Council’s submission.6 The Law Council 
understands that it is now a matter for the ABA  to decide whether to amend the 
Code consistently with that recommendation. The ABA’s response to the 
Independent Review is scheduled for March 2022,7 but the Law Council is not 
aware of any formal response by the ABA to the Independent Review.  

The commitments in the Code with respect to deceased 
estates 
11. Chapter 45 of the Code – ‘Helping with deceased estates’ – contains four clauses: 

• clause 189 deals with relations with a LPR after death – it provides that banks 
will treat LPRs with respect and compassion, and provide clear and accessible 
information on what a LPR can do to manage a customer’s account; 

• clause 190 deals with actions which will be taken by a bank once notified of a 
customer’s death, which generally deal with bank fees and acting on 
instructions from a person named in a grant of probate or letters of 
administration ‘within 14 days of receiving the necessary information’;  

• clause 191 deals with actions which may be taken before probate or letters of 
administration have been granted, and is limited to ‘provid[ing]’ access to 
information about a deceased’s account’ and receiving debts; and 

• clause 192 provides that a joint account holder of a deceased customer may 
continue to operate the account subject to the terms and conditions of the 
account. 

12. The Code also provides for the powers and role of BCCC, an independent 
monitoring body established to monitor banks’ compliance with the Code.8 In 
addition to its powers to monitor and oversee compliance with the Code, the BCCC 
can make findings and recommendations of Code breaches, apply sanctions arising 
from breaches of the Code, and provide guidance and reports.9  

Initial contact with the bank 
13. With respect to question 1 (ie see questions enumerated in Attachment A), legal 

practitioners may begin acting on behalf of a LPR either before or after the bank has 
been notified of the deceased’s death. As a result, in practice, either the LPR or their 
legal representative will notify a bank of the death of an account holder and provide 
evidence in the form of a certified copy of the death certificate.  

 
5 Law Council of Australia, ‘2021 Independent Review of Banking Code of Practice’, 16 August 2021, <link>. 
6 Mike Callaghan AM PSM, ‘Independent Review of Banking Code of Practice 2021’, November 2021, <link>, 
Recommendation 95, pp 136, 139 and 141.  
7 Australian Banking Association, ‘Banking Code of Practice Independent Review 2021 Terms of Reference’ 
<link>.  
8 Ibid, [207].  
9 Ibid, [211], [214]-[215]. 

https://www.lawcouncil.asn.au/publicassets/d1802f93-6201-ec11-9440-005056be13b5/4066%20-%20Independent%20Review%20of%20Banking%20Code%20of%20Practice.pdf
https://mcusercontent.com/448c9643beec57e2c62b42bc3/files/a1d27774-c549-859a-5b1d-13856d352c15/Final_Report_Banking_Code_of_Practice_Review_2021.pdf?utm_source=Australian+Banking+Association&utm_campaign=84f300f50e-EMAIL_CAMPAIGN_2021_11_29_02_58_COPY_01&utm_medium=email&utm_term=0_101906a61f-84f300f50e-104738719&mc_cid=84f300f50e&mc_eid=3a4e3e1451
https://bankingcodereview.com.au/wp-content/uploads/2021/06/2021-Code-Review-Terms-of-Reference.pdf
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14. Aside from providing the death certificate, a common starting point is to seek details 
of a deceased’s assets and liabilities with the bank. With respect to question 2, the 
bank products in question include savings accounts, term deposits, bank loans and 
credit card debts. The Law Council has received feedback that difficulties arise with 
respect to handling a mortgage discharge. The bank is commonly asked to advise 
the amount owed (which is secured by the mortgage) and the bank’s requirements 
to discharge the mortgage. The bank’s deceased estates section replies that the 
mortgage issue has been sent to a home loan section (or equivalent). There is often 
then further delays and a need for further correspondence to obtain the necessary 
information.   

15. With respect to question 3, contact is generally with the deceased estates section of 
the bank. It is worth noting that some banks do not publish any contact information 
about their deceased estate sections online and require attendance in a branch or 
calls to be made to a general hotline. 

Acting on instructions 
Delays at the outset 
16. With respect to question 7, delays acting on instructions remains an issue and, 

anecdotally, legal practitioners have not noticed any reductions to delays acting on 
instructions since the introduction of the Code. If anything, such delays are 
becoming more common.  

17. Anecdotally, some legal practitioners experience on average 4–6-week delays in 
responding to correspondence and need to follow up to obtain a response.  

Provision of information prior to the grant of probate 
18. With respect to question 11, practitioners report that there continue to be instances 

of banks failing to respond to requests relating to the management of the estate 
prior to the grant of probate or letters of administration are obtained – they report 
there has been no improvement to this issue since the introduction of the Code.   

19. Feedback was provided that LPRs can experience delays in obtaining information 
from the deceased’s bank about the deceased’s accounts – information which is 
routinely required for the purpose of preparing an application for grant of probate or 
letters of administration.  

20. For example, in one matter the bank took 32 days to respond to an initial letter, and 
in another matter, 67 days. Practitioners have also reported being advised by the 
bank that ‘currently, requests related to correspondence or closures are being 
completed in 6-8 weeks’. These examples raise issues with respect to the 
commitment in paragraph 191(a) of the Code to provide access to information within 
14 days. 

Delays within the process 
21. With respect to question 13, contributors to this submission consistently reported 

delays in the provision of information during the process. 

22. One submission outlined examples of non-compliance with the obligation under 
paragraph 190(d) of the Code to act within 14 days of receiving a LPR’s instructions 
regarding a deceased’s account after a grant has been obtained. Specifically, 
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examples have been reported where the bank, after being presented with the 
necessary grant and supporting documents, took 43 days to process payment of 
funds in one case and 55 days in another. 

23. Feedback has also been given to the Law Council that delays are experienced, once 
payment of the probate application fee has been approved, in paying the funds to 
the firm’s trust account. This sometimes necessitates multiple phone “follow ups” 
only to be told that the request is “in the queue” and will be given higher priority, 
multiple times.  

24. Similar experiences were noted in the context of funds to finalise the closure of 
accounts at the end of a matter, though it was noted that the delays occurred less 
often in this context.  

25. In general, a number of practitioners reported commonly experiencing long periods 
on-hold with a bank for at least 30 minutes throughout the process, with some 
reporting that after this time they still do not get through. 

Reasons for delays 
26. With respect to question 8, the reasons legal practitioners have been given to 

explain delays throughout the process include:  

• workload, working from home and resourcing issues arising since the COVID-
19 pandemic;  

• delay in the mail; 

• satisfying anti-money laundering requirements; 

• miscommunication or referral between business units within bank; and  

• sometimes no explanation was provided.  

27. With respect to questions 9 and 10, the feedback of some practitioners is that the 
complexity of a matter may not necessarily affect the likelihood of a delay, as 
sometimes ‘complex’ matters, including matters involving disputed estates are dealt 
with by better informed and/or experienced bank officials with greater speed than 
‘routine’ matters. Some feedback was also received that the investigation of elder 
abuse may contribute to delay. 

Communication issues 
In general 
28. With respect to question 18, practitioners report that banks are generally 

inconsistent with each other in terms of their respective arrangements for providing 
information to practitioners in relation to accounts relevant to deceased estates. 
Some practitioners also reported inconsistent experiences with the same bank in 
this context. 

29. Some of the difficulties reported as being experienced because of protocols adopted 
by various banks included:  
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• deceased estates sections of banks insisting on speaking with the legal 
practitioner handling the file over the phone instead of law firm staff;  

• insisting on wet-ink signatures for certified copies of documents and insisting 
on postal correspondence instead of email; 

• refusing to list entire bank account numbers on correspondence or statements, 
even when expressly requested for probate purposes; and  

• banks not providing blank copies of their release forms online, and only 
providing them in person or after a telephone call.  

30. The issue of electronic communication was raised by a number of practitioners – in 
particular, a lack of consistency across banks. While most banks accept the 
documents electronically, some require information to be provided in hard copy 
(even though the bank itself provides information electronically).  

31. Further, banks adopt different approaches to security issues. For instance, one bank 
will send an email with information which cannot be opened without a code. The 
code is then sent to a mobile phone. Another bank does something similar but sends 
the code by a second email and has a standard practice of making the code the 
deceased’s date of birth. However, this does not always work smoothly and can 
result in long periods on the telephone to resolve issues.  

32. Given the way most people now communicate, several practitioners proposed the 
banks adopting a consistent approach of permitting all information to be sent and 
received electronically, and if the information is to be ‘protected’, a multi-factorial 
authentication type should be adopted. Ideally, the same method of multi-factorial 
authentication would be adopted by all banks. 

33. Some feedback was received of reports that banks are responding obstructively to 
requests for information. These include the bank declining to provide the LPR with 
account information until the LPR has provided the account balance – information 
which some LPRs would be unlikely to have. 

34. A specific issue was raised about the account closure form of one bank, which 
posed the question “how did the deceased obtain the funds in the account?”, which, 
for many LPRs, would be impossible to answer.  

35. Further, excess funds are sometimes provided by a bank years after the estate had 
been finalised. This causes problems where an executor or beneficiary cannot then 
be located. (Ways to resolve this issue were noted as returning funds to the bank 
advising that the practitioner no longer has instructions, or via the Unclaimed Money 
Act 2021 (SA) and comparable legislation in other jurisdictions.)  

Opening a bank account in the estate’s name 
Difficulties opening an account prior a grant of probate or letters of administration 

36. Also related to question 18, as identified in the Law Council’s submission to the 
Independent Review, issues arise as a result of the Code not addressing certain 
actions that a LPR or legal practitioner may wish to take prior to the grant of probate 
or letters of administration.  

37. In that submission, the Law Council noted that practitioners had reported that some 
banks disallow opening a bank account in the name of an estate until a grant of 
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probate or letters of administration is obtained. Some practitioners have reported 
that this remains an issue.  

38. As submitted to the Independent Review, the opening of such an account is best 
practice, as a means to keep income paid to an estate after a deceased’s death 
such as rental income, dividends, business income, interest or other payments from 
an asset holder. This is the case as a deceased’s own accounts are usually frozen 
after a deceased’s death and noting that as a matter of law a LPR should keep 
estate funds and their own funds separate. This bank practice is particularly 
problematic as obtaining a grant of probate can take many months in contested 
matters.  

39. The Code does not expressly address the possibility of opening a bank account in 
the name of an estate before a grant of probate or letters of administration is 
obtained. In the submission to the Independent Review, the Law Council 
recommended this issue be addressed in a new paragraph inserted into clause 191 
of the Code.  

Controlled Money account 

40. A practitioner reported a reluctance on the part of banks to open a Controlled Money 
(ie an interest earning) account (CMA/c), even where there has been a grant of 
probate, where distribution of the estate is disputed.  

41. Notably, when the matter was elevated to regional level in the bank, the bank 
opened the CMA/c, credited the account with interest that would have been earned 
if the account had been opened at the earlier time requested, and rescinded 
demand for details of all beneficiaries.  

Information required to open an estate account 

42. Relatedly, a further continuing issue, also raised in the Law Council’s submission to 
the Independent Review,10 is the practice of some banks to require that the LPR 
provide the full names, dates of birth and residential addresses of all beneficiaries 
as a prerequisite to opening an estate account. Some banks also require this 
information before complying with requests concerning the distribution of the estate 
after a grant has been obtained.  

43. The basis for a bank requiring this information at any point of the estate 
administration process is unclear. As the Law Council submitted to the Independent 
Review, it may not be possible to provide this information, for example, if the will 
creates a testamentary trust where the full extent of beneficiaries is not necessarily 
known. Another example is where the validity of a will is disputed. The beneficiaries 
of the deceased’s estate will depend on the will found to be the deceased’s last valid 
will or, if none, the rules of intestacy. The Law Council suggests that only the details 
of the deceased’s representative are needed, subject to the provision of 100 points 
of identification.  

44. The Law Council observes that an issue arises in this context with respect to the 
lack of specificity in the Code with respect the information requirements which 
trigger actions by a bank. For example, paragraph 190(d) of the Code provides that 
a bank will act on instructions concerning a deceased’s account from a person 

 
10 Law Council of Australia, n 2, [45] 
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named in a grant of probate or letters of administration within 14 days of receiving 
‘the necessary information’. 

Joint accounts 
45. Regarding question 15, some practitioners have reported occasional issues with 

banks freezing or otherwise preventing a client from accessing a joint account after 
the death of their fellow account holder since the adoption of the Code, with either 
no real change or less prevalent frequency. This issue has also been identified with 
respect to a linked credit card.  It was suggested by one practitioner that such 
freezing is ad hoc and results from an internal bank error at the branch level.   

46. Practitioners have also identified issues with obtaining information about joint 
accounts. In some jurisdictions, an application for probate or letters of administration 
must be supported by an inventory of the deceased’s property which includes 
particulars of property owned by the deceased as a joint tenant. However, feedback 
has been received that it is the practice of some deceased estates teams in banks 
not to disclose the existence of a joint bank account, and that some banks do not 
allow their deceased estates teams to access the records in relation to joint 
accounts.  

47. Practitioners have also reported that there can be a lack of understanding on the 
part of bank staff about the management of joint accounts where one account holder 
is deceased, which can give rise to security issues.  

48. Some banks request a copy of the will of the surviving spouse to put joint accounts 
in their own name. This is unnecessary, given that if the bank account is in joint 
names, on the death of one account-holder, the proceeds of the account belong to 
the surviving joint account-holder by reason of the right of the principle of the right of 
survivorship.  

49. A practitioner reported the following example of poor advice and assistance given 
with regards a request by a client to ask a bank to convert a joint bank account to a 
sole account following the death of the account holder.  

• The practitioner gave the client a certified copy of the deceased’s death 
certificate and told the client to attend with various forms of identification. The 
branch told the client that they could not convert the account to their sole name 
without a grant of probate, and that the practitioner had been wrong to state 
otherwise. 

• The practitioner rang the branch and was told that that was what was stated in 
the bank’s manual. The practitioner asked to be read the precise part of the 
manual, because there seemed to be a misunderstanding of the law. The local 
bank manager informed the practitioner that they would need to take it up with 
the bank’s legal section. When the practitioner asked for the contact details for 
the legal section the practitioner was told it was available on the internet.  

• When the legal section of the bank eventually responded, the practitioner was 
told that the branch manager had misunderstood the manual. 

Changing the deceased’s account to a trust account 

50. According to another practitioner account, one bank’s forms now specifically refer to 
changing the deceased’s account to an estate account. This can create 
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complications, for example, where there are two executors of an estate. In a recent 
example where this occurred, one executor set up an estate account and operated it 
as if they were a sole executor, which resulted in a dispute between the executors 
and increased complications and costs.  

51. The deceased’s account should not be changed to an account for the LPR. Rather 
the LPR should open a separate account, and the funds in the deceased’s account 
should be transferred to the estate account. If there is more than one LPR, they 
should act as a unity; and the bank should insist on this. 

Respect and compassion 
Conduct 
52. Practitioners who contributed responses for the purposes of question 16 have not 

observed a particular trend in the conduct and performance of staff responding to 
death notifications since the adoption of the Code.  

53. Regarding question 20: of the few practitioners who provide a response to this 
question, none were aware of extra care being provided to representatives in 
vulnerable circumstances.  

54. Regarding question 21, one practitioner suggested that in circumstances where two 
representatives are in conflict, a bank has been prepared to facilitate signatures 
being provided at different times.  

Front-line staff 
55. Practitioners who contributed responses for the purposes of question 17 noted a 

mixed level of competency of front-line staff dealing with deceased estates issues. 
One response suggested that many staff seem unfamiliar with legal issues with a 
deceased’s account and unsure of how to respond. Some feedback suggested that 
clients attending the bank in person can feel that that they have done ‘something 
wrong’.   

Resolving issues 
56. Regarding question 19, one practitioner reported that issues are generally deferred 

to someone else, and that complaints are generally not resolved by staff discretion 
and are occasionally resolved by bank internal dispute resolution processes.  
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Attachment A – BCCC Deceased Estates Inquiry  

Attachment A – Stakeholder Consultation Questions  
 
General – background  

1. First contact 
1.1 At which point in the process of a legal personal representative’s engagement with a 

bank on a deceased estate is it usual for you to begin acting on a representative’s 
behalf?  

1.2 Is it common for you to notify the bank of the customer’s death on the 
representative’s behalf?  

2. Dealings 
2.1 What type of bank products are most commonly dealt with by you?  
2.2 Are there types of products that tend to raise more numerous or challenging issues 

when managing a deceased estate than others?  
3. Contact 

3.1 Which parts of banks do you usually engage with when managing a deceased 
estate?  

3.2 Is it solely a banks’ deceased estates/bereavement team (if they have one) or do you 
usually engage with other teams or business units as well?  

Fees and Charges  
4 Have fees and charges for no service on deceased estates gotten noticeably less prevalent 

since adoption of the Banking Code (01 July 2019)? Have you noticed an overall trend on 
this issue in recent years? 

5 Have representatives had issues with fees and charges not being stopped due to different 
business units within a bank not communicating with each other? 

6 Where banks have failed to cease charging fees on time, have banks been proactive with 
providing refunds in a timely manner?  

Acting on instructions  
7 Delays 

7.1 Have delays in acting on instructions from clients become noticeably less prevalent 
since adoption of the Code?  

7.2 Have you noticed an overall trend on this issue in recent years?  
8 Reason for delays 

8.1 Can you elaborate on the reasons banks have given for delays, if any?  
8.2 Has miscommunication or the referral of an instruction between different business 

units or teams within a bank been cited as a reason for delay?  
9 Complexity 

Does the complexity of an estate noticeably affect the likelihood of delay? 
10. Disputes 

Are matters involving a dispute over  
10.1 the estate -  
10.2 the investigation of elder abuse  
more likely to experience delays?  
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Provision of information/payment of debts  
11. Information 

Have you noticed an improvement in the provision of information to representatives or next 
of kin prior to grant of probate or letters of administration since the adoption of the Code? 

12. Identification 
12.1 Have banks’ identification requirements for representatives requesting information 

become more flexible since the adoption of the Code?  
12.2 Have you experienced banks requiring a grant of probate or letters of administration 

when a representative has requested information since adoption of the Code, and if so 
was the Code useful in resolving this issue?  

13. Delays 
13.1 Have you experienced significant delays in the provision of information to 

representatives or next of kin?  
13.2 Could you elaborate on any reasons banks may have given for these delays?  

14. Debts 
Where representatives have undertaken to repay debts owed by the deceased customer, have 
banks been forthcoming with financial difficulty or hardship assistance when the client needed 
it?  

Joint accounts  
15. Freezing 

15.1 Have you noticed significant issues with banks freezing or otherwise preventing a 
client from accessing a joint account after the death of their fellow account holder since 
the adoption of the Code? 

15.2 If so, has this issue become more or less prevalent in that time?  
Respect and compassion  

16. Conduct 
16.1 Have you observed an overall trend in the conduct and performance of staff when 

responding to death notifications since adoption of the Code?  
16.2 Could you elaborate on what you have observed?  

17. Competency 
Can you comment on the competency of front-line staff dealing with deceased estates 
issues?  

18. Communication 
Can you elaborate on any issues you or representatives may have had with communicating 
with the bank, such as delays or failures to respond?  

19. Processes for resolving issues 
19.1 How do banks handle issues raised?  
19.2 Are complaints related to deceased estates being effectively resolved by staff 

discretion or bank IDR processes?  
20. Care 

Are banks offering to provide extra care to representatives in vulnerable circumstances?  
21. Protection 
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Attachment A – BCCC Deceased Estates Inquiry  

Are banks making efforts to protect the rights of parties to a dispute over a deceased 
estate, particularly where there is more than one representative?  

Miscellaneous  
22. Identifying the banks involved 

22.1 Which banks most frequently present issues in their handling of deceased estates?  
22.2 Are there any banks exhibiting particularly poor performance in this area?  

23. Feedback 
Is there any other feedback that you would like to provide?  

24. Case studies 
Can you provide any case studies that highlight poor or good performance by a bank in the 
management of a deceased estate? These case studies may be used in our final inquiry 
report but only on a deidentified basis.  
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