Appendix A1





Individual Departmental Complaint Ownership Guidelines





Communications Department, Customer Relations (In conjunction with other departments as required).





Adviser Misrepresentation


Multiple Departments


Special Categories as agreed from time to time eg Service Contracts.


Investment returns


Complaints referred by Senior Management


Financial Industry Complaints Service Limited (except for Claims Issues – see below)


Potential loss/exposure to Tower of $25,000 or more (except claims issues)





Legal Department (in conjunction with other departments as required)


Superannuation Complaints Tribunal


Service Contracts


Government Department (eg. A.T.O., I.T.S.A., Protective Commissioner, Members of Parliament and Court initiated issues)


Issues raised by external Legal offices.





Note:  Many items received can in fact be of a general nature and not specifically relate to a complaint.  However, such items can often involve elements similar in nature to a complaint.  It is considered desirable for the Legal department to at least initially have the right to decide which items they will deal with, which items they would like to maintain an interest in and which items they consider appropriate for redirection to another department.





Claims Department


All complaints concerning claims issues, including external resolution bodies such as Financial Industry Complaints Service Limited. (irrespective of potential loss/exposure to Tower).





Employee Benefits


Within this administrative area there are two basic categories of corporate related clients ie the employer and the employee.  While these two could be regarded as separate and distinct groups, the spirit of the recommended option is to utilise the experience available within particular areas and to localise training needs and therefore ownership will remain with this department except as listed above.





However, subject to the provision of the necessary systems access and training, one category of client, say employees, could be moved to the Customer Relations area if desired at a later time.





Complaints concerning the Staff Superannuation Fund.


       ___________________________________________________________________________





Note: All other complaints are owned by the area on which the complaint is based.





