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Do you have a complainte

We'd like to hear about it — whether it's a complaint about our service or a claim.
We'll work with you to resolve it through the process below.

1. Letus know your concerns
Get in touch with one of our customer service consultants about your concerns, and they’ll do their best to
resolve them. When you make your complaint please provide as much information as possible. We aim to
resolve all complaints as soon as possible, however, where we can’t resolve your concern immediately we'll
resolve it within a reasonable period.

Call us on 1800 888 448 or +61 2 9979 8888 or visit www.aussietravelcover.com.au for more options to get
in touch.

2.  Escalate your complaint
If we haven’t resolved your complaint, or if you are not satisfied with how we’ve tried to resolve it, you can
ask for your complaint to be escalated for an Internal Dispute Resolution (IDR) review by a Dispute
Resolution Specialist.
Postal address: Aussietravelcover, Po Box 495, Mona Vale NSW 2103
Email: compliance@aussietravelcover.com.au
Phone: 1800 888 448 or 02 9979 8888
The Dispute Resolution Specialist will keep you informed of the progress of your complaint every 10 days and
provide in writing the final decision, unless they’ve requested an extension from you, and you’ve agreed to
give us more time.

3. Seek external review
If you are not happy with the final decision, or if we’ve taken more than 30 days to respond to you from the
date you first made your complaint, you may contact the Australian Financial Complaints Authority (AFCA)
at:
Phone: 1800 931 678
Postal address: GPO Box 3, Melbourne VIC 3001
Website: afca.org.au
Email: info@afca.org.au
The AFCA service is provided to you free of charge. A decision by AFCA is binding on us but is not binding on
you. You have the right to seek further legal assistance.

What if | need help?

Email compliance@aussietravelcover.com.au
Telephone 02 9979 8888 or 1800 888 448
Post Aussietravelcover, Po Box 495, Mona Vale NSW 2103

Aussietravelcover Pty Ltd ABN 32 002 517 740 AR# 269305 is an authorised representative of Tokio Marine & Nichido Fire Insurance Co., Ltd
ABN 80 000 438 291 AFSL 246 548. Terms, conditions, limits, sublimits and exclusions apply. Any advice provided is general in nature and has
not taken into consideration your individual objectives, financial situation or needs. Before making a decision please review the Combined
Financial Services Guide and Product Disclosure Statement and TMD. If you purchase a policy, we receive a commission which is a percentage
of your premium - ask us for more details before we provide you with any services on this product.
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