Complaints Form


Please refer to our Complaints Policy and Procedures Complaints Policy and Procedures prior to completing this form.

	SECTION A – COMPLAINT DETAILS

	Complaint Number
	(7 Feb, 2001 ( 07022001).     

	Complainant’s name 
	     

	Contact Number
	Ph:
     
Mobile:
     
	Fax: 
     
E-Mail:      

	Client Name/Reference 
	     

	Client Type
	 FORMCHECKBOX 
 Individual/Couple  FORMCHECKBOX 
 Small Business  FORMCHECKBOX 
  Other   FORMCHECKBOX 
  Unknown 


	Gender
	 FORMCHECKBOX 
 Male   FORMCHECKBOX 
 Female  FORMCHECKBOX 
 Non Binary   FORMCHECKBOX 
 Unknown/Couple or Not Applicable

	Age of Complainant
	     

	Complaint Channel
	 FORMCHECKBOX 
 Email   FORMCHECKBOX 
 Face to face  FORMCHECKBOX 
 Online form   FORMCHECKBOX 
 Other   FORMCHECKBOX 
 Phone         FORMCHECKBOX 
  Referral from AFCA  FORMCHECKBOX 
 Social media  FORMCHECKBOX 
 Unknown  FORMCHECKBOX 
 Web chat



	Is complaint about an Authorised Representative
	 FORMCHECKBOX 

Yes
 FORMCHECKBOX 

No

	Suppliers Policy No,
Reference,Type & Due date etc.
	     
     

	Service Officer.
	     

	Nature of Complaint


	A – Documentation

B – Advice

C – Claims Handling

D – Contact/Support

E – Premium Refund
	F – Insurance Coverage

G – Fraud 

H – Claim amount

I – Excess

J - Other (Specify) below


	Other Details
	     

	Complaint Details including specific products / services involved
	     

	SECTION B – STAFF MEMBER DETAILS WHO TOOK COMPLAINT

	NAME 
	     

	DATE:
     
	SIGNATURE:

	SECTION C –COMPLAINTS OFFICER USE ONLY:

	Date Received
	     

	Date client contacted
	     

	Date of written advice to client
	     

	Complaint Register
	 FORMCHECKBOX 

Yes
 FORMCHECKBOX 

No

	Date referred to AFCA
	     

	P. I. Insurer advice
	 FORMCHECKBOX 

Yes
 FORMCHECKBOX 

No

	Cause of Complaint
	     

	Compliance Breach Register
	 FORMCHECKBOX 

Yes
 FORMCHECKBOX 

No

	Policy/Procedures/Training changes
	     

	Resolution Details
	     

	Cost of Resolution
	$     

	Date Resolved
	     

Days to Resolve      

	Complaints Officer Signature
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