Field�
Data�
Explanation�
�
Name of Complainant�
Title�
First Name�
Last Name�
Complainants Name�
�
Date �
Date Received�
Date Acknowledged�
Date Complaint Rec’d/Ack’d�
�
Complaint Type�
Agent Misrep


Admin Error


Claim Denial Medical


Claim Denial Non Med�
Dissat Invest Returns


Dissat Pol Val/Charges


Inappropriate Advice�
Misrep Docs/Promo


Policy Term & Con


Poor Service�
Circle appropriate category�
�
Complaint Source�
Agent


ASIC�
Employer


FICS �
Member – L/I


Member–Owner�
SCT Tribunal


Other�
Circle appropriate category�
�
Distribution Type�
Broker�
Direct Response�
Multi Representative�
Sole Representative�
Circle appropriate category�
�
Name of Staff Member�
First Name�
Last Name�
Staff Member Handling Complaint�
�
Department�
Admin Nth – Invest Alts


Admin Nth – Redemptions


Admin North – Risk Alts


Admin Sth – Invest Alts


Admin Sth – Redemptions


Admin Sth – Risk Alts


Claims


Communications�
Direct Marketing


Marketing


New Business North


New Business South


Support Services


Spec Prod – Risk Alts


Spec Prod – Investment Alts


Spec Prod – Redemptions�
TEB


TMFL


Underwriting


Others


Call Centres North


Call Centres South


Legal�
Department Staff Member handling the complaint, works in�
�
Policy/Plan Number(s)�



�
�
�
Contract/Plan Type�
Annuity Supr Pension Cap Guar


Annuity Super Pension Unitised


Employer Superannuation


Employer Super – Capital


Employer Super – Corp Super


Employer Super – Corp FAI


Employer Super – Pref’d Choice


Employer Super – Essential S


Employer Super – First


Employer Super – FULS


Employer Super – Group Risk


Employer Super – Lifeforce


Emp Super – Long Service


 Employer Super – Master Trust


Emp Super – Old Funds Adriatic 


Employer Super – Staff FAI


Emp Super – Staff Fund Tower


Emp Super – Superb Master Tru


Employer Super – Unit Linked�
Endowment


Deferred Annuity Cap Guar


Deferred Annuity Unitised


Disability


Easycover


Immediate Annuity  Cap Guar


Immediate Annuity Unitised


Personal Super Capital Guar


Personal Super Unitised


FAI Deferred Annuity


FAI Disability


FAI Moneyback Term


FAI Quality Life


FAI Managed Invest Bond 


FAI Moneyback Trauma


FAI Personal Super Member


FAI Personal Super SGC


FAI Super Bond�
FAI Trauma


FAI Value Term YRT


Funeral Plan


Loss of Income


Managed Investments Schemes


Ord Investment Capital Guar


Ord Investment Unitised


Single Prem Invest Cap Guar


Single Premium Invest Unitised


Term Cover Level Premium


Term Cover Stepped Premium


Tower Man Bond Cap Assured


Tower Managed Bond Unitised


Tower Prestige Bond Cap Ass


Tower Prestige Bond Unitised


Trauma


Whole of Life Capital Guar


Whole of Life Unitised�
Circle appropriate category�
�
Class of Business�
Ordinary�
Personal Super�
Employer Sponsored Super�
Circle appropriate category�
�
Plan Name


(Group Only)�



�
Plan Name for Employer Super�
�
Register�
ACT


QLD�
NSW


NT�
SA


VIC�
WA�
Circle appropriate category�
�
Policy Start Date or 


Plan Start Date�
�
Date Policy commenced or �
Date Superannuation Plan  commenced�
�
Agency Details�
Agency Number�
Agent/Agency Name�
Agents Details, if agent related �
�
Sales Managers Name�
Surname�
First Name�
If agent related�
�
Report Requested from Sales Manager�
Date Report Requested�
Date Report Followed Up�
Date Report Received�
�
�
Date Finalised (Complaint)�
�
Internal – date response sent to client�
External – date advised by external body �
�
Resolution Type�
Internal Customer's Favour


Internal  Company's Favour


Internal Mutual Agreement


Internal Complaint Withdrawn�
Internal No Response from Client


Internal Complaint to FICS


External Same as Internal�
External Customer's Favour


External Company's Favour


External Mutual Agreement�
Circle appropriate category�
�
Payment Amount�
�
Additional  sum


 eg Ex-gratia�
�
Payment Type�
Ex-gratia


Interest�
Refund Bank Fee


Refund Fee�
Refund Premium


Waive Fee�
Circle appropriate category�
�
General Notes


Eg Action Taken


(Date letters sent)�












�
Notes to determine complaint status�
�






Complaints Worksheet











