
Lloyd’s Australia Complaints Handling Process Flow (AFCA and Lloyd’s Referrals) 
 

 

Yes (Pre-Stage 2) No (Pre-Stage 1 or 2) 

Yes 
No 

 
 Expression of dissatisfaction by complainant to AFCA (Pre-Stage 1 or 2) or Lloyd’s (Pre-Stage 1) 

 

CH or DCA notifies Lloyd’s of 
resolution; Lloyd’s informs AFCA of 

resolution (if applicable) 

Lloyd’s conducts Stage 2 review in 
accordance with Standard Process; Informs 

AFCA of outcome and makes EDR 
submission (if applicable) 

Outcome resolves 
complaint? 

Stage 1 Review 
complete? 

Lloyd’s sends ‘Acknowledgement Letter 
(Pre-Stage 1)’ within 1BD, advising that a 

CH/DCA representative will be in touch, and 
the ‘What to do if you have a Complaint – 

Policyholder Leaflet’, including AFCA 
details; Lloyd’s retains record of referral for 

follow-up 
 

Lloyd’s sends ‘Acknowledgement Letter 
(Stage 2)’ within 1BD, providing the name 
and contact details of the person handling 
the complaint and the ‘What to do if you 

have a Complaint – Policyholder Leaflet’, 
including AFCA details; request full file from 

CH/DCA 
 

Lloyd’s refers to relevant CH or DCA, 
providing a due date for review in 

accordance with Standard Process 
 

Lloyd’s conducts Stage 2 review in 
accordance with Standard Process; 

Informs AFCA of outcome and 
makes EDR submission (if 

applicable) 


