APPENDIX C





Mr …………………..





Dear Mr,





Re:	Policy Number


	Life Insured





Thank you for your letter dated (enter Date), which was received in our office on (enter date).





Tower endeavours to answer such letters as yours as soon as we possible can.  However, we do have a formal procedure in place to handle any such complaint and are bound to advise you of those details.





We will endeavour to resolve your complaint within a maximum of 45 days from the date we received it in writing.  If we are unable to do so, we will advise you of the reasons for the delay so that you fully understand why further time is required.  At that time you may take your complaint to the relevant external body although current requirements do allow a period of up to 90 days for the resolution of your complaint.





Of course we will be taking whatever action necessary to ensure your enquiry is satisfactorily answered well within the statutory time frames.





If your policy is a Life Insurance Contract you may contact the:





Financial Industry Complaints Service Limited


31 Queen Street


Melbourne VIC 3000





Phone:	(03) 9629 7050


Facsimile:	(03) 9621 2291





�






If your policy is a Superannuation Contract you may contact either the Complaints Service mentioned above or the:





Superannuation Complaints Tribunal


Level 8


60 Collins Street


Melbourne  VIC 3000





Telephone:	(03) 9248 5150


Facsimile:	(03) 9248 5170








Yours sincerely,











(Enter Officer’s Name)


Complaints Officer





