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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 No Authority to handle any complaint arising in relation to this Agreement.

9.1.2	The Coverholder has no authority to offer Redress in order to resolve complaints.


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.

9.6	Definitions
9.6.1	Complaint – Canada

			The definition of a reportable complaint is:

Any reproach or dissatisfaction expressed either in writing or verbally, in respect of a service or product offered by Insures related to a policy or claim issued by Insurers (including Lloyd's Underwriters Canada) and could not be resolved immediately, nor a plan agreed with the Complainant to resolve the matter at initial contact.  

Insurers must apply judgement when determining if a complaint is reportable. In a case when it is unclear or there is doubt, the complaint must be treated as a reportable complaint.

9.6.2	Complainant - Canada

			The definition of a complainant is:

All current and prospective customers of insurance products (known under Canadian law as a Consumer), who makes a complaint.

9.7	Process
9.7.1	Following receipt of a complaint in relation to this agreement from a complainant, the following steps should be adhered to:

9.7.2	Notification
The Coverholder must notify the Lead Insurer, using the Complaints Notification Template held at https://www.lloyds.com/complaintshandling, of the complaint within 1 business days of receipt, by email to john.doe@insurer.com.

9.7.3	Non-Qualifying Complaint
Upon receipt of a complaint which does not fall within the definition of a complaint the Coverholder must treat this as a non-qualifying complaint and adhere to the process detailed in the Non-Qualifying Complaints Annex.

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.

9.7.2	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. Policy number 
f. Unique market reference
g. Claim reference (if applicable)
h. Policyholder Location
i. Date Complaint received
j. Date acknowledgement issued
k. Date referred to Insurers or Regulator

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. Canada - Lloyd's
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