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Insurance Claim Delay

This fact sheet is for information only. 't on

Main ideas

* The insurer should process your claim within fixed timeframes (General Insurance Code
of Practice).

* You can complain if there are unreasonable delays to your claim — even within the
timeframes.

« If you are in urgent financial need, you can ask for the insurer to fast track your claim, or
for an advance payment.

* If your insurer’s complaints department won't help, you can go to the Australian Financial
Complaints Authority (AFCA) —which is free and independent.

In this fact sheet;:

Claim to first decision — 10 business days

How long does a claim take — 4 or 12 months

When the insurer has all the information they need — 10 business days

What hpppens widhiypus ¢laimy ppoi nts a | oss assessor — 5
* Report from an external expert - 12 weeks
e When you ask for information - 10 busines
e The insurer must keep you informed - ever

e Other timeframes by agreement

Fast-tracking urgent claims

Complgimip theydielay issugreasanablej nsur ance company
e Complain to the Australian Financial Comp
e Complain to the Australia Securities and

These timeframes are defined in the General Insurance Code of Practice.

Claim to first decision — 10 business days
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https://insurancecouncil.com.au/cop/?playlist=94ebe71&video=611a424
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For total |l oss c¢claims on home or contents p
Get legal advice if you think the insurer is acting unreasonably.

How long does a claim take — 4 or 12 months

The Code sets outt hneayx immuusm tdienceifdrea meos afcocre patn oirn
If no exceptional circumstances:

they must decide to accept
If there are exceptional circumstances:
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Yowdo not need to wait 4 (or 12) months to complain

When the insurer has all the information they need — 10

business days
When the insurer has all the information they

What happens with your claim?

There are some fixed timeframes for things the
The insurer appoints a loss assessor — 5 business days

Ubeal hgurehemtist stebtepousthbg hasaraeppwi ht ede
Report from an external expert — 12 weeks

Ybuanannaskefodeai depythbhéytheedeporexaadnahyer
When you ask for information — 10 business days

| f you ask for information about your claim, t
The insurer must keep you informed — every 20 business days

At least every 20 business days, the insurer
Other timeframes by agreement

I f the timeframes are not practical, you can ¢

Fast-tracking urgent claims

BheybhGCAbhwbhathowahhbohphhbypatdpahbabadmanambphyp
Complain if the delay is unreasonable

| hsuoar shmonkttheti haurky aesduneaasonabbyyt debhay
Complain to the insurance company
Dbompbabbbetapphonbdmpbebdughoahmpbaimakbhdedpmpine
Complain to the Australian Financial Complaints Authority (AFCA)
Dobmpflachhbhrgb l1AFEAOBEANEABaOMAREYthpr aopmMpEgHNE
Ask for interest to be added to your claim

ReatthAFCAsasrprobassuhoeaawaaldl ygdehagedsyour
Ask for compensation for non-financial losses

REEA ABCAawapdouopssof 86, a@rtiongeroaséi mancnat
Complain to the Australia Securities and Investments Commission (ASIC)
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https://insurancecouncil.com.au/consumers/help-in-disasters/
https://afca.org.au/make-a-complaint/findafinancialfirm/
https://financialrights.org.au/sample-letter/letter-to-insurer-raising-a-dispute/
https://financialrights.org.au/factsheet/insurance-complaints-to-afca/
https://afca.org.au/make-a-complaint/
https://financialrights.org.au/factsheet/insurance-complaints-to-afca/
https://www.afca.org.au/about-afca/rules-and-guidelines/application-of-interest/
https://www.afca.org.au/public/download.jsp?id=7229
https://aus01.safelinks.protection.outlook.com/?url=https://asic.gov.au/about-asic/contact-us/complaints-about-companies-organisations-or-people/&data=05|02|Annabel.McConnachie@financialrights.org.au|889ffd9c5e0c4af9c2d208dd18c1b09b|9bdfdfffc66846f8aaa455a085738662|0|0|638693942351084042|Unknown|TWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ==|0|||&sdata=mF3rtB+7YKVW8SziWy10aN7fqOTWCo8pTxSKREgNceA=&reserved=0
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Need more help?

For a |list of other helpful resources Vvisit ou
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https://financialrights.org.au/getting-help/more-help/

