POLICIES & PROCEDURES

CLIENT COMPLAINTS & DISPUTES

We are committed to meeting, if not exceeding, our clients’ expectations whenever possible. As much as we
make all attempts to provide best-practice service and standards, and pre-empt all issues that may arise, we
recognise that issues do occur, and that dissatisfied clients have a right to complain and to have their
complaint handled appropriately.

We regard complaints as valuable feedback about the client’s experience in dealing with our firm. If it has
been an unhappy experience, then there is probably something that we need to learn from it. Complaints
provide us with a valuable opportunity to ensure that we continuously improve our service and
relationships with our clients.

Our procedures for handling client complaints and disputes (a dispute being an unresolved complaint which
is pursued by the client) are set out below. The overriding aim of these procedures is to turn a dissatisfied
client into a satisfied one and speedy and effective remedies at the first point of contact best do this.

A complaint is defined as:

An expression of dissatisfaction made to or about an organisation, related to its products, services, staff or
the handling of a complaint, where a response or resolution is implicitly expected or legally required.

COMPLAINTS OFFICER

Our Complaints Officer is Gary Walker. If he is not available, the back-up Complaints Officer is Jie Walker or
Jesse Walker. Our Complaints Officer is responsible for:

e Dealing with and attempting to resolve all client complaints which cannot be resolved by the
provision of clarification or information;

e Advising clients of their rights to lodge complaints with AFCA;

e Managing all disputes with clients; and

e Liaising with AFCA.

WHAT SHOULD YOU DO IF YOU HAVE A COMPLAINT
Contact us and tell us about your complaint.

You may do this by talking to your usual broker, another broker, or by contacting our Complaint Officer Gary
Walker.

You may do this through any of the contact means noted below:

Phone — 07 3823 6999

Email — admin@ticib.com.au

Post — PO Box 1286, Capalaba, Qld, 4157

Address — 3A/242 New Cleveland Rd, Tingalpa, Qld, 4173

Once we receive your complaint, we will note the complaint according to our internal procedures.
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We will acknowledge, respond and progress the complaint according to our set procedures and timeframes

noted below.

EXTERNAL DISPUTE RESOLUTION — AUSTRALIAN FINANCIAL COMPLAINTS AUTHORITY

The Insurance Centre Pty Ltd is a member of the Australian Financial Complaints Authority (AFCA), who are

an external Dispute Resolution body for disputes within the financial services industry.

If your complaint cannot be resolved to your satisfaction by us you have the right to refer the matter to the

AFCA.

The AFCA can be contacted at:

Mailing address — Australian Financial Complaints Authority, GPO Box 3, Melbourne, VIC 3001

Phone — 1800 931 678
Email — info@afca.org.au
Website - www.afca.org.au

Timeframes for Complaints Management

Complaints must be managed within certain timeframes. The timeframes we hold ourselves to for
responding and managing complaints are as follows:

Timeframe

Action

24 Hours (1 business day)

Acknowledge the complaint in writing or verbally.
Provide the customer with the name and contact details of
the person managing the complaint.

5 business days

The complaint must be acknowledged in writing within 5
business days.

10 Business Days

If the complaint is not resolved within 5 business days, the
customer must be kept informed of the progress of the
investigation into the complaint at least every 10 business
days.

30 Calendar Days

A final response must be provided to the customer.

If a response cannot be provided within 30 days due to

the complexity of the complaint and requires further

investigation, then an ‘IDR delay notification’ must be

provided prior to the expiry of 30 days. This must inform

the customer about:

(a) the reasons for the delay;

(b) their right to complain to AFCA if they are
dissatisfied; and

(c) the contact details for AFCA

The customer must be updated every 10 business days
until the complaint is finalised.
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It is possible that the complaint, the acknowledgment of the complaint, and the resolution of the complaint
can all be handled in the one contact.

FEES & CHARGES

We do not charge our clients for handling complaints or disputes.
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