
Lloyd’s complaints process – Australian complaints

Expression of dissatisfaction by complainant to managing agent or 
their representative

Notify complaint and resolution to Lloyd’s using Lloyd’s Australian 
and New Zealand template within 7 days of response being issued

Managing agent or their representative sends acknowledgement 
within 2 business days and provides the name and contact, details of 

the person handling the complaint. 

Complaint is investigated and stage one response is issued within 15 
business days of complaint being received

Complainant requests 
review by AFCA

Complainant remains dissatisfied

Lloyd’s UK initiate a full stage 
2 review  

Lloyd’s UK issues final 
response within 15 business 

days providing escalation 
rights to Ombudsman

Complainant remains 
dissatisfied

Complaint eligible for Australian 
Financial Complaints Authority 

(AFCA)

Yes

Lloyd’s Australia initiate a 
full stage 2 review and send 
an acknowledgement within 

5 business days

Yes No

Lloyd’s Australia issues final 
written response within 15 
business days providing 

escalation rights to AFCA

Yes

No further action requiredNo

No further action requiredNo


