If you have any complaints
Your Ques�on

Our Answers

Who can I complain to if I
have a complaint about the
provision of the financial
services to me?

We are a member of the Australian Financial Complaints Authority
(AFCA).
If you have any complaint about the service provided to you, you
should take the following steps.
1. Please contact your Adviser in the first instance or contact us and
tell us about your complaint.
2. If your complaint is not satisfactorily resolved within three days,
please contact our complaints manager or put your complaint
in wri�ng and send it to us at the address noted at the
beginning of this FSG. We will try and resolve your complaint
quickly and fairly.
3. If you are not sa�sfied with our response, or if you have not
received a response within 45 days, you may lodge a wri�en
complaint with the Australian Financial Complaints Authority
(AFCA), GPO Box 3, Melbourne Victoria 3001. You can phone AFCA
on 1800931678. This service is provided to you free ofcharge.
Stage 1 of the AFCA process is where AFCA facilitates discussions
and nego�ations between the par�es. All relevant documents are
exchanged and the issues in dispute are iden�fied.
Stage 2 is concilia�on and the par�es come face to face with a
conciliator from the AFCA na�onal panel. The role of the conciliator
is to assist the par�es to explore options for se�lement of the
dispute and to help parties to agree on their own outcome.
Stage 3 is where the independent adjudicator is requested to make
a decision “on the papers” taking into account the relevant law,
fairness and reasonableness. If you accept the adjudicator’s
decision it is binding on the member.

The Australian Securi�es and Investments Commission (ASIC) has
a free call informa�on line on 1300 300 630 which you may use to
make a complaint and obtain informa�on about your rights.
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