
Managing agent or their 
representative reports 

complaint to Lloyd’s

Within 14 days of 
receipt

Issue regulatory 
communication giving 

escalation rights to 
AFCA / IFSO and date by 
which final response will 

be issued

Managing agent provides 
regulatory 

communication and 
original complaint to 

Lloyd’s and reports date 
by which final response 

will be issued

Lloyd’s extends final 
response deadline

Managing agent issues 
update with new date by 
which final response will 

be issued 

Managing agent issues 
final response giving 
escalation rights to 

AFCA / IFSO

Investigation completed 
within regulatory deadline?No

Investigation completed 
within extended deadline?

No

Managing agent reports 
new deadline to Lloyd’s 

Lloyd’s extends final 
response deadline

Yes

Managing agent reports 
resolution information 

and provides final 
response and original 
complaint to Lloyd’s

By regulatory 
deadline By regulatory / 

extended deadline

Yes

Lloyd’s records resolution 
information

Complaint received

Complaint Resolved

One Stage Complaint Handling Process – Australia and New Zealand

Complainant refers 
complaint to FOS?

Complainant refers 
complaint to AFCA / IFSO?

No

Complaint subject to 
additional oversight?

Complaint investigation 
by managing agent, draft 

response provided to 
Lloyd’s Australia for 

approval

Yes Lloyd’s approve response
Managing agent redrafts 

responses and shares 
with Lloyd’s Australia

No

Complaint investigated 
by managing agent or 
their representatived

No

Yes

No

Yes
Go to Page Two



FOS request submission 
from Lloyd’s via FOS portal

Managing agent provides 
requested information to 

Lloyd’s

Within 3 working days

Lloyd’s request file from 
managing agent

Lloyd’s reviews 
information provided and 
managing agent decision 

Lloyd’s agrees with 
managing agent decision

Lloyd’s submit information 
to FOS via FOS portal

Lloyd’s liaise with FOS and 
managing agent to resolve 

complaint

FOS issues decision and 
shares with Lloyd’s

Lloyd’s provides FOS 
decision to managing 
agent and monitors 

managing agents 
completion of any action

Managing agent takes 
necessary action and 

provides confirmation to 
Lloyd’s

Complaint Resolved

Lloyd’s negotiates with 
managing agent

Managing agent agrees with 
Lloyd’s recommendation?

Lloyd’s put proposal to 
FOS (under FOS proactive 

settlement process)

Policyholder accepts 
proposal?

Yes

Resolution mandated by 
Lloyd’s

If complainant rejects 
proposal, will not be 

recorded as a mandate

Within 1 week of 
decision

One Stage Complaint Handling Process – Australia and New Zealand

Complainant refers complaint 
to FOS?

Complainant refers complaint 
to AFCA / IFSO?

No

Yes

No

Yes

Coverholder / DCA 
receives notification of 

escalation 

Coverholder/ DCA reports 
escalation to Lloyd’s with 

copy of escalation and 
confirms EDR submission 

deadline

Coverholder/ DCA engages 
with managing agent, as 

required

Coverholder/ DCA liaises 
with AFCA / IFSO to 
resolve complaint 

AFCA / IFSO issues decision 
and shares with 

coverholder / DCA

Coverholder / DCA reports 
AFCA / IFSO  decision to 

Lloyd’s and managing 
agent and provide copies 

of decision

Coverholder/ DCA submits 
file & EDR response to 

AFCA / IFSO and confirms 
date sent to Lloyd’s 

Australia

Yes

From Page One

Complaint Resolved

Yes

Yes

No

No


