Lloyd’s Complaints Process — Canadian Complaints

Complaint received by
coverholder

~ ~

No

authority held?

\ 4

Send details of the complaint
and all related documents to
underwriters. This can be
done via the Lloyd’s broker.

\ 4

If agreed with underwriters,
acknowledge complaints
promptly and where possible
within two business days.

///Complaint handling S

Yes
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Complaint received by Lloyd’s
Canada

\ 4

Send details of complaint to
coverholder, copied to
underwriters.

\ 4

Notify details of the complaint
to Lloyd’s using the Lloyd’s
notification template within two
weeks of receipt of the
complaint.

Lloyd’s Canada will
acknowledge the complaint

h 4

Handle the complaint in
accordance with local law and
regulations. Complainants
should receive written
acknowledgement ideally
within two business days

\ 4

Send stage one response
issued to complainant within
10 business days of complaint
being received with a cc to
Lloyd’s Canada

>

Lloyd’'s Canada send out
“closing loop” email to
policyholder

\ 4

\ 4

Provide copy of original
complaint and stage one
response to Lloyd’s
Complaints team

Complainant requests further
review

\ 4

Lloyd’'s Complaints team initiate
a full stage 2 review

\ 4

Lloyd’s Complaints team Issues
final response letter providing
escalation rights to GIO, AMF,

FCAC or UK FOS

v

Complainant refers matter to
GIO, AMF, FCAC or UK FOS




