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Insurance Complaints to AFCA

This fact sheet is for information only. You s

Main ideas
* Try to solve the problem with the company first.

« If you can’t resolve with the company, you can complain to the Australian Financial
Complaints Authority (AFCA). Complaining to AFCA is free.

* You can still go to court after AFCA, if you want to. Time limits apply.

* Financial counsellors can help. Their services are free.

In this fact sheet;:

AFCA is usually better than going to court

Try to resolve the complaint with the company first

If yog gambpresalvegvithh the cangpany, go to AFCA
* Consider the company’'s response
e Ask for an investigation

. Consider AFCA''s recommendati on
. Consider AFCA's determinati on
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AFCA is usually better than going to court
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Try 10 Fésoive the'contplaint withahe eompany firgte - check
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If you can’t resolve with the company, go to AFCA

I f you are not happy with the response from th
1. Complain to AFCA
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¢ | had a car accident. | was at fault. My insurer won't fix my car until | pay the whole
excess. | can't afford to do this, as I'm out of work right now. The other driver is
threatening to go to court against me.

Write how you want the complaint resolved. For
e | want the insurer to


https://financialrights.org.au/factsheet/financial-complaints-to-afca/
https://financialrights.org.au/factsheet/car-accident-when-uninsured/
https://www.afca.org.au/what-to-expect/outcomes-afca-provides
https://www.afca.org.au/make-a-complaint/findafinancialfirm
https://www.afca.org.au/make-a-complaint
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o go ahead with repairs on my car now

o take responsibility now for dealing with the other driver, and any court action

o let me pay my excess off in instalments of $50/week. This is all | can afford at the
moment.

Read our other fachkf sheetasr ¢ ocomoercnead fabomat |
The AFCA process may take time

: and get | egal advi ce
Time limits apply to lodging in AFCA. Don’t delay

2. Consider the company’s response
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You don’t have to settle.
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3. Ask for an investigation
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If you disagree with the insurer’s expert reports or opinions wr i t e a st at ut
If your complaint relies on your memory or wordohmgouti,h et he r you shou
If you are arguing about fault in a car accidegtp to $6, 300 for both
AFCA can award some compengaiofls i der wr i ting up a statem

If your diSpute is about delay, | f you have a | on g | i st ‘
Consider using lists or spreadsheets.
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4. Consider AFCA’s recommendation
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5. Consider AFCA’s determination

Kbdybeombhgpbhanbho8OAFEeRnmshbhtiddbt dbemghbbhaenptbe
Need more help?

For a | i st of ot her resources, visit our Usef u
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https://financialrights.org.au/getting-help/more-help/

