
Lloyd’s Australia Complaints Handling Process Flow (Standard) 
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Expression of dissatisfaction by complainant to CH or DCA 
 

CH or DCA sends acknowledgement within 1 business day, providing the name and contact details of 
the person handling the complaint and the Complaints Process (including AFCA details), using the 

Acknowledgement Letter Template; submit Notification Spreadsheet 
 

Complaint is investigated 
 

Outcome reached 
within 10 BD? 

Auto-escalate to Stage 2, using     
Stage 2 Escalation Template, 

submit updated Notification 
Spreadsheet and close; full file to 

be provided within 2 business days 

Issue resolution 
confirmation, using  
Resolution Letter 
Template; submit 

updated Notification 
Spreadsheet and close 
 

Outcome resolves 
complaint? 

Lloyd’s sends acknowledgement within 1 business day, providing the name and contact details of the 
person handling the complaint, timeframes and AFCA details, using the  

Acknowledgement Letter (Stage 2) Template 
 

Complaint is investigated 
 

Issue decision, using Final 
Decision Letter (Stage 2) 

Template and close 
 

Auto-escalate, using Stage 2 
Escalation Template, or seek 
extension from Lloyd’s, using 
Review Extension Request 

Template; issue Day-10 update, 
using 10-Business Day Update 

and repeat every 10 BD; issue 30-
Calendar Day Notification, as 

appropriate; submit updated 
Notification Spreadsheet  

Outcome reached 
within 10 BD? 

Issue Day-10 update, using    
10-Business Day Update, and 
repeat every 10 BD; issue 30-
Calendar Day Notification, as 

appropriate 


