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Module 9 - Complaints

Module 9 Synopsis
This Module details the scope of the authority Insurers give to the Coverholder for handling any complaints received in relation to this Agreement.

9.1	Authority
9.1.1	The Coverholder has differing levels of complaints handling authority for the territories authorised in the Insurance Territory Table(s), therefore the Coverholder must adhere to the territory specific authority, definitions and process detailed in Territory Specific Complaints Handling Requirements.	Comment by Carla Wise: Will link to Territory Tables in M5.	Comment by Carla Wise: Will link to component 9.3 below.

9.1.2	The Coverholder should comply with General Provisions, regardless of their level of authority, for all complaints, irrespective of the territory from which they arise.

9.2	General Complaints Provisions
9.2.1	The Coverholder must establish, implement and maintain effective and transparent written procedures, which allow complaints to be made, acknowledged and handled in accordance with all applicable law and regulation.

9.2.2	The Coverholder will ensure that all members of staff that may receive complaints in relation to this Agreement are trained in complaint identification, and hold the qualifications where required, to a level appropriate to their position and role within their organization and are aware of these procedures.

9.2.3	If the Insurers request information at any time, or the appropriate complaints handling process requires the provision of such, the Coverholder must without undue delay provide full details of the complaint, any associated data recorded and any communications between complainant and Coverholder.

	9.2.3.1 If any Regulatory Body requests information in relation to a complaint directly from the Coverholder at any time, the Coverholder must inform the Insurers within 24 hours of receipt of such a request. The Insurers will provide guidance.

9.2.4	Communication of any complaint associated information must be treated as confidential and conform to all appropriate data privacy rules or regulations.  

9.2.5	If the Coverholder is in any doubt as to whether the communication is a complaint, it must be treated as a complaint.

9.2.6	The Insurers may at any time vary (withdraw, restrict, grant or extend) the Coverholder's complaints handling authority in respect of one or more complaints and in such circumstances the Insurers will be entitled to make any decisions or take any action with regard to the complaint which the Insurers consider appropriate.

9.2.8	Where the Coverholder has full or restricted complaints handling authority, as detailed in Territory Specific Complaints Handling Requirements, the Coverholder must investigate and respond to complaints competently, diligently and impartially; obtaining additional information as necessary and must assess fairly, consistently and promptly the subject matter of the complaint, whether the complaint should be upheld and what remedial action or Redress (or both) may be appropriate.

9.2.9	Where the Coverholder has full or restricted complaints handling authority, as detailed in Territory Specific Complaints Handling Requirements, the Coverholder must ensure the quality of the complaint response always meets the local regulatory requirements. In addition, the Coverholder must include the right to refer the complaint to an external dispute resolution service, or other applicable body, where the complainant is eligible to escalate the complaint to such a service or body.  If the Coverholder is in doubt about a complainant’s eligibility, they will include the escalation rights so as to protect the complainant’s rights.

9.2.10 Where the Coverholder has full or restricted complaints handling authority, as detailed in Territory Specific Complaints Handling Requirements, and the Coverholder is unsure of how to resolve a complaint, or the redress amount exceeds the authority granted then the Coverholder must refer the complaint promptly to Insurers.

Territory Specific Complaints Handling Requirements
9.4	All of the territories authorised in the Insurance Territory Table(s) have specific complaints regulation and requirements, and the Coverholder has varying levels of complaints handling authority across these territories, as such the Coverholder must adhere to the complaints authority, definitions and process detailed when handling a complaint arising from the territory specified:	Comment by Carla Wise: UK and US are links as they will be in the digital contract click to see the authority, definitions and process.

You can also view the territory specific details in the attached Excel ‘All Territories Definitions and Process (060726)’.

	UK
US
	
9.8	Record Keeping

9.8.1	The Coverholder must maintain a register of all complaints made in relation to policies issued or the services provided under the Agreement.

9.8.2	The register should include the following information:

a. Name of complainant and policyholder (if different)
b. Name of complainant’s representative (if applicable)
c. Address of complainant and policyholder (if different) 
d. Address of complainant’s representative (if applicable)
e. Customer classification 
f. Whether the complainant identified as vulnerable
g. Whether the complaint relates to the failure to consider or respond appropriately to a consumer’s vulnerability
h. Policy number 
i. Unique market reference 
j. Claim reference (if applicable)
k. Policyholder location
l. Product 
m. Date Complaint received 
n. Date acknowledgement issued
o. Date response issued 
p. Date notified to Insurers or Regulator 
q. Date referred to Insurers or Regulator 
r. Date resolved, if applicable;
s. FCA Complaints Code, if applicable; 
t. Root cause; 
u. Justified / Not justified
v. Grounds for Justification; 
w. Action taken; 
x. Redress paid (if any); 
y. Redress date

9.7.3	The Coverholder must provide a copy of the register to Insurers, their representatives, or any Regulatory Body without undue delay upon request.

9.8	Guidance
9.8.1	In the event additional guidance is required please contact the Lead Insurer at john.doe@insurer.com.

9.8.2	Further guidance can be obtained from the following sources:

a. USA - Lloyd's
b. UK Complaints Handling
c. https://www.handbook.fca.org.uk/handbook/DISP/1/3.htm
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