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How to provide feedback 

We intend to help you achieve your financial goals and provide you with the advice and support that can make a 
real difference to your life. We’re committed to acting in your best interests but, if for some reason you’re not 
satisfied with our service, or have suggestions about how it could be improved, then we want to hear from you.  

 

Who do I contact? 

Your first step should be to speak to your financial adviser and discuss what can be done.  They’ll try to resolve any 
concerns you may have but, even if they can’t, you can expect your complaint to be acknowledged in writing within 
24 hours (or 1 business day).   

 

What if I don’t want to speak to my financial adviser? 

Your financial adviser knows you, and your circumstances best, but you don’t need to speak with them if you would 
prefer not to. In these circumstances, contact our Responsible Manager on 0418 454 880 or 
sheila@wealthforum.com.au. The Responsible Manager will acknowledge your complaint within 24 hours (or 1 
business day) and then manage your complaint through to resolution.   

 
How do I contact the Responsible Manager?  

You can contact our Responsible Manager by telephone, email, post or via our website:  
Phone: 0418 454 880 (our office hours are between 8.30am - 5.30pm Monday to Friday AEST)  
Post: The Responsible Manager, PO Box 6027 Rouse Hill NSW 2155. 
Email or our website: sheila@wealthforum.com.au or by clicking this Link www.wealthforum.com.au 

 

Do I have to put my complaint in writing? 

You don’t have to fill out forms or submit additional paperwork simply to let us know that you’re unhappy with 
us, our staff or our services. You can lodge a complaint with us over the phone, via email, post.  

 
When can I expect the matter to be resolved?  

Where we can’t resolve your complaint within 5 business days, we’ll respond formally by providing you with a 
written response within 30 days. Although our response will depend on the specific nature of your complaint, you 
can expect that response will outline our findings and include information that may help you understand our 
position.  
 

What should I provide to you?  

We may require additional information to resolve your complaint so you’ll need to provide us with your current 
contact details and confirm your preferred contact method.  Please provide us with an explanation of your 
dissatisfaction to allow us to investigate the matter for you. To assist us in resolving your complaint in an efficient 
and fair manner, please try to clearly explain the problem to us and tell us how you believe your complaint could 
be fairly resolved. 
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What if my complaint isn’t resolved to my satisfaction, what can I do?  

We might not be able to resolve your complaint in the way you want, but if we can’t resolve the complaint to your 
satisfaction, the Australian Financial Complaints Authority (AFCA). AFCA provides fair and  

independent financial services complaint resolution that is free of charge to you.  

AFCA can be contacted:  
Phone: 1800 931 678 (free call)  

Post: Australian Financial Complaints Authority, GPO Box 3, Melbourne VIC 3001  

Email - info@afca.org.au  

Further information about their complaint handling process may be found on their website - www.afca.org.au  

 
What if I need additional assistance? 

We want to hear from you so if you have special needs, or if we need to make additional arrangements to make 
that possible, we’ll do so. Please let us know if you need:  

 Australian Sign Language (AUSLAN) video presentations of material;  

 Text telephone (TTY) and the National Relay Service (NRS); and  

 Translation services.  

 
What about my privacy?  

Our Privacy Policy extends to the management of complaints and covers the collection, use and disclosure of 
information in relation to a complaint. We respect the privacy and confidentiality of the information provided by 
you and adhere to the Australian Privacy Principles. A copy of our Privacy Policy will be made available upon 
request.  
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1. PURPOSE  

Fundamental to any effective compliance, governance and risk management system is a complaints management 
policy that: 
 Documents how we will record, manage and resolve complaints made by our retail clients; 

 Demonstrates that we have done “all things necessary to ensure our financial services are provided 

efficiently, honestly and fairly” (s912A(1)(a)) AND has “a dispute resolution system complying with the law 

(s912A(1)(g)); 

 Complies with ASIC Regulatory Guide 271 “Internal Dispute Resolution” and AS/NZ 1002/2014 “Guidelines 

for complaint management in organizations”;  

 Assists our representatives to understand their role in managing and resolving complaints; 

 Recognises, promotes and protects consumers’ rights, including the right to comment and complain. 

 Proves our commitment to a fair, visible, accessible and responsive dispute resolution process. 

 

1.1 Objectives of this document 

The objective of the document is to establish a consistent method for managing and accessing complaints that 
relate to advice or services provided by the Licensee or their Representatives. 

 

1.2 Definitions 

Client A person who makes a complaint in relation to the advice or services provided 
by a Financial Adviser or employee.  

Client File Includes fact finds, file notes, evidence of any research performed, insurance 
quotes, risk profile, statements of advice (including any other advice documents 
issued), and completed application form(s). 

Complaint Officer Owner of the dispute. Responsible for assessing the validity of allegations made 
and handling the complaint during the IDR process on behalf of the Licensee. 
Remains the subject matter expert during EDR process. 

Deed of release Agreement with the Client to settle a dispute. 
EDR External Dispute Resolution process. 
Australian Financial 
Services Licensee – 
AFSL 

Wealth Forum Pty Ltd  
AFSL No.389528 

IDR Internal Dispute Resolution process 
Complaints Handling 
Process 

Process for the Licensee to handle complaints. 

Reference Portfolio A hypothetical investment which the Client ought to have invested but for the 
act or omission that created the loss.  

Financial Adviser An Authorised Representative or Representative of the Licensee 
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2. BACKGROUND 

2.1 What is a complaint? 

ASIC Regulatory Guide 271 defines a complaint as: 

An expression of dissatisfaction made to or about an organisation, related to its products or services, staff 
or the handling of a complaint, where a response or resolution is explicitly or implicitly expected or legally 
required. (271.27) 

 

2.2 Resolving a Complaint Makes Good Business Sense 

Complaints provide an opportunity to both refine our internal processes and build stronger relationships with our 
Clients; this feedback improves the quality of the services we deliver.  

Client complaints can also help us identify weaknesses and inadequacies in our: 
 Service design; 

 Systems, processes, policies and procedures; 

 Staff training; and 

 Communications. 

As an organisation, we are committed to dealing with complaints efficiently, honestly, fairly and positively. We 
acknowledge that all of our Clients have the right to make a complaint and to have their complaints handled in a 
fair and responsive manner.  

 

2.3 Core principles 

Where possible, we’ll try to satisfy anyone with a legitimate complaint. Where their loss or damage is the result of 
our acts or omissions (or the acts or omissions of our Representatives) we’ll try to make good in a manner consistent 
with regulatory expectations ( RG 256 Client Review and Remediation Conducted by Advice Licensees.)  

In some cases, we may compensate a complainant directly or seek restitution from the party that benefitted. In 
other cases, we may make an ex-gratia or discretionary payment to appropriately resolve the complaint. In other 
cases, a non-monetary resolution may be the most appropriate solution.  

During the internal dispute resolution process, we will:  

 identify the problem as quickly as possible;  
 work to understand the client’s complaint;  
 establish facts by asking open-ended questions and confirming details;  
 confirm the client's expected outcome;  
 remember to respect complainants’ responses and engage in productive discussions;  
 try to reach an agreed solution; 
 ret an action plan and timetable for an agreed course of action, ensuring the client understands our process;  
 Maintain file notes of all conversations and actions taken; and 
 Keep the client informed of the progress of the complaint. 

 

To ensure complainants are respected and supported, we will: 

 listen and empathise; 
 keep communication channels open 
 allow complainants the time to explain themselves and their positions;   
 Acknowledge the complainants' feelings and answer their queries  
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 avoid offering empty excuses or appearing defensive; and 
 most importantly, keep any promises we made. 

 

3. PROCESS 

3.1 Complaint handling process and timeframes 

 

INTERNAL DISPUTE RESOLUTION PROCESS: 

Time: Key questions and actions: 

Day 1-4 

Does the complaint or the client’s situation involve hardship circumstances? 
Please note that for circumstances involving hardship, default notices and or postponement of 
enforceable proceeding, it is important to prioritise the client complaint, as a shorter internal 
dispute resolution will apply. 

Is the complaint against a Financial Adviser? 
If so, you should follow the following process:  

 Contact the Complaint Officer as soon as you know of a complaint. Your Complain Officer 
will help and guide you through the process. 

 Record the complaint in your complaint register within OpenAFSL 

 A complaint does not have to be in writing, we welcome a complaint via phone, email or in 
person.  Asking the client to document their complaint in writing will assist in addressing all 
noted concerns in our investigation of the matter.  The Financial Adviser should not wait for 
a complaint to be put into writing you should commence dealing with the complaint 
immediately.  

 If the client has special needs, or requires additional assistance ensure these are 
accommodated.  

 You must write to the client and confirm that you have received the complaint within 24 
hours or 1 business day. The acknowledgement letter must contain the External Dispute 
Resolution Options. You must forward a draft of the letter to our Complaint Officer for input 
prior to sending to the client.  

 In a meeting/discussion with the client, we would encourage you to: 

1. Confirm you understand their complaint. 

2. Ask the client what outcome they are looking for.   
3. Where applicable, remind the client of your original discussions and advice and re-

address the benefits of the product and/or advice. By doing this, you may be able to 
resolve the complaint in its early stage.  

 If you are unable to resolve the complaint within 5 days, you will need to inform the client of 
your intention to handover the complaint to our Complaints Officer for resolution.   

 At all times during this process, it is important the client is aware they are able to escalate 
their complaint with AFCA.  AFCA’s contact details should be included within all client 
correspondence. 
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 Please ensure the following information is provided to our Complaints Officer at handover:  
1. Client Name;  
2. Brief details of the complaint;  
3. The amount expected to be claimed by the client (if known); 
4. Confirmation of the exact nature of the complaint, detailed within client records and 

file notes within the client file; 
5. Provide the clients expectation for resolution (if known); and 
6. All correspondence sent to the client to date.  

Note: Our Pi Insurer will need to be notified prior to any admittance of liability on any claim.  Our 
Complaint Officer will liaise directly with our Insurer in this instance.  

Day 5  

Once you have provided our Complaint Officer with your handover, our Complaints Officer will draft 
a letter to the client advising that the complaint is currently unresolved and has been handed over 
to them for resolution.   This letter will include the Complaint Officer’s contact details and reaffirm 
the clients right to take their complaint to the Australian Financial Complaints Authority.  This letter 
will acknowledge the client will have a response/resolution in writing within 30 days from receiving 
their complaint.  

If the client accepts the way you intend to handle it, our Complaint Officer will need to consider:  

 Who will conduct a review of the client file; you may choose to complete this review 
internally or request an independent review by Assured Support; 

 Dependent on monetary value, a discussion with our PI Insurer may be needed, and if our 
Insurer believes they should be involved, they will forward the complaint and file through to 
their legal provider for response drafting.  

 A recommendation on whether or not independent legal advice is required to assist in 
drafting the internal response. 

 
At all times throughout this process, the financial adviser will need to make themselves available at 
to assist in resolving the matter. 

Before  

Day 30 

If the Complaint Officer believes that the investigation may exceed the maximum IDR response 
timeframe of 30 days, the Complaint Officer must provide the client with an IDR delay notification 
letter. 

This letter must include the reasons for the delay, reaffirming their right to proceed to AFCA, 
including AFCA contact details. and consistent with RG271.67-68), the reasons for the delay 
including, for example; 

 Waiting on medical appointment that the complainant is required to attend; or 

 Complainant is unable to respond due to illness or absence; or 

 Complaint is about a transaction that occurred more than six years ago and requires 
reconstruction of account information; or 

 Complaint is about superannuation death benefit distribution and involves multiple 
submissions. 
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Before  

Day 30 

The Complaint Officer will provide a summary of the file findings and their recommendation for 
resolution to the Responsible Manager for approval. 

Before  

Day 30 

The Complaint Officer will provide the client with a written response to their complaint, this 
response will detail the complexity of the complaint and the extent of the investigation conducted.   

The letter will ensure the complainant understands: 

 How we have addressed each issue raised; 

 Findings for the issue/s raised; 

 Supporting documents and information (where applicable) we relied on to support the 
findings; 

 Explanation and reasons behind the outcome of our response, i.e., full resolution, partially 
resolved or the rejection of the complaint; 

 Reaffirm the clients right to escalate the complaint to AFCA if they are not satisfied with the 
response, including the contact details for AFCA.  

The IDR response must provide enough detail to ensure the complainant understands both the basis 
for our decision and their right to escalate the complaint to AFCA. 

 

See ‘Complaint Handling’ sub-process map at Appendix A. 
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4. METHODOLOGY 

4.1 Overview 

Where a client’s complaint is substantiated and a restorative outcome is required, we will ensure we follow RG 256 
Client Review and Remediation Conducted by Advice Licensees. 

Once the Complaint Officer has assessed the claim made by the complainant the Complaint Officer will provide a 
written recommendation to the Responsible Manager addressing required actions and the basis of any amount 
proposed to be offered to the complainant as compensation, restitution or an ex-gratia (discretionary) payment.   

Once approved by the Responsible Manager, the outcome of the review will be communicated to the complainant 
and, where required, any settlement payments initiated.  

 

4.2 Client review process 

The initial Client review will be conducted by our Complaint Officer to ensure consistent application of our 
methodology.  

During this process, input may be sought from third parties such as Assured Support, or other Legal or Taxation 
Specialists.  

Where there are multiple possible resolution options (all of which are consistent with our core principles), the 
Complaint Officer will ensure these options are presented to the Responsible Manager with the recommended 
resolution.   

   

4.3 Approval of compensation offers and payments to Clients 

All offers to settle will be approved by Responsible Manager.  

All Settlement agreements and Deeds of Release must be reviewed by our Legal representative.  

All compensation payments will be funded by the Licensee. In some instances, we may seek to withhold or recover 
all or part of any compensation payment from the relevant adviser.   
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5. ASSESSMENT PRINCIPLES  

5.1 Advice appropriateness and service assessment 

The test for “appropriateness” is both objective and subjective. While the Corporations Act provides a series of 
steps and measures that are required to be present, there is also a contextual element based on the specific 
circumstances of the engagement and the specific needs and circumstances of the client. Ensuring the advice 
and/or strategies are in the Clients Best Interest.   

Key areas of focus for our Complaint Officer will depend on the specific claim made by the Client but may include 
consideration of: 

 The appropriateness of the risk profile recommended to the Client in view of experience, appetite and 
tolerance of investment risk; 

 The appropriateness of strategies recommended and implemented;  
 The appropriateness of actual portfolio exposures to asset classes (asset allocation) and underlying funds;  
 Whether the Clients are in a better position as a result of the advice provided; 
 Whether Clients have received appropriate levels of service; and 
 The appropriateness of insurances recommended and put in place. 

 
In addition to the specific claims made by the Client, the Complaint Officer will also assess whether the Client has 
incurred any other related loss from  
 the Financial Advisers actions or failure to act,  
 issues associated with the claim(s) made; or  
 by the issues raised by the claim. 

 
Main factors to be considered by Complaint 

Officer when assessing the appropriateness of 
the risk profile 

 
Example of Complaint Officer queries 

Did the Client depend on the funds to meet 
living expenses? 

 Did the Client have other income producing assets?  
 Were they employed? 
 Were they drawing down on the investment prior to 

the advice?  
 Did the recommended investment allow for the 

distribution of dividends/interest payments? 
 Did they commence drawing down funds after 

implementing the advice? 
 Is the income from the recommended funds 

sufficient to cover the income requirement? 
Did the Client have experience investing in 
growth assets? 

 Did the Client have experience in investing in growth 
assets? 

 How were the Client’s existing funds invested prior to 
the advice? 

What was the timeframe for the investment?  Age 
 Was the Client, for example, looking to purchase a 

house with the funds in the short term? 
 Did the Client have any short term and ongoing needs 

for access to cash? 
Does any information conflict with the risk 
profile completed at the time of the advice? 

 Is the investment timeframe consistently represented 
in the Fact Find? 

 Are the investment objectives consistently 
represented in the Fact Find?  
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5.2 Gearing assessment 

When assessing recommendations to borrow to invest or to invest borrowed funds (“gearing”), the Complaint 
Officer’s investigation will include reference to the relevant business rules/policies that applied at the time the 
advice was provided when determining whether the advice given was appropriate.  

If the gearing recommendation is deemed to have been inappropriate, the Client will be returned to the position 
they would have been in had they been given appropriate advice. This may include a partial or full unwind of the 
Client’s gearing position, as well as compensation for interest payments made. 

 

5.3 Assessing suitability for gearing 

Any assessment of the appropriateness of a gearing strategy will include consideration of the business 
rules/policies that applied at the time the advice was provided.  
 

5.4 Asset allocation assessment 

The purpose of the asset allocation assessment is to ensure that the investments made on the client’s behalf are 
likely to achieve the required outcome and appropriately reflect the client’s tolerance of investment risk.   
 
In determining whether the asset allocation is appropriate, the Complaint Officer will consider whether any 
exposure outside of the allowable variance had been adequately explained to the Complainant. 

6. CALCULATION GUIDELINES 

6.1 Calculating loss or damage 

Where it is assessed that the Client has suffered loss as a consequence of our acts or omissions, then we will try to 
restore the Complainant to the position they would have been in had our act or omission not occurred.  

The assessment will be completed in adherence with RG 256. 

Where negligence is asserted, we will engage with Legal representation to consider whether this assessment is 
consistent with the relevant laws and current case-law. 

7. CLIENT COMMUNICATIONS 

7.1 Acknowledgement.  

We will acknowledge any complaint within 24 hours of receipt. 
 
7.2 Response.  

Where possible, we will try to resolve complaints within five (5) days of receipt.  
 
Where this is not possible, we will send a letter of response, addressing all allegations made by the Client will be 
sent within 30 days of receiving a complaint.  
 
Where this is not possible a letter will be sent to the client explaining that there will be a delay.  
 
All our letters will explain that the Client is able to refer their dispute to AFCA, if they are unsatisfied with the 
outcome of IDR investigation.  
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7.3 Compensation.  

Where a Complainant needs to be compensated, we’ll provide them with a letter of response documenting the 
reasons for the compensation offer. We will also provide them with a Deed of Release setting out the terms of 
the offer on a “without prejudice” basis.   

If no compensation is required, our letter of response will confirm the reasons for that decision. 

7.4 Representation.  

Where Clients are represented by lawyers or other professionals, we will, only communicate with the 
complainant’s Representatives. 
 
7.5 Rejection of proposed resolution 

Where the proposed resolution is rejected by the client, or where an offer of compensation is rejected by the 
Client, the Complaint Officer will investigate the Client’s reasons further.  
 
If an error has been made or if new information comes to light which would change the recommendation and 
level of compensation then changes will be made and the case will go back to the Responsible Manager for 
approval.  
 
Where there is no clear way forward, discussion will continue with the Client in order to finalise a reasonable 
outcome for both parties. The preference is to resolve complaints at IDR in order to avoid any unnecessary delays 
or costs from referring the matter to AFCA.  
 
In order to maintain consistency, and in the absence of any error or further relevant information having been 
provided by the client, we will not change the basis upon which the recommendation was made simply as a result 
of the Client having rejected the proposed outcome.   
 
It may however be appropriate to offer an ex-gratia amount to the Client purely to avoid the expense of going to 
AFCA or entering legal action. Any such offer will progress through the documented approval process. 
 
7.6 Acceptance of proposed resolution 

When a Client accepts a compensation offer, they will be required to sign a Deed of Release releasing the relevant 
entities from any further liability. The Deed of Release must be accepted by us before any payment is made to the 
Complainant. 
 
7.7 Payment of compensation amounts 

Compensation payment will be triggered by the receipt of a signed Deed of Release from the Client.  Payments 
will be arranged on receipt of the following: 

 Client signed direction for payment of settlement amount 
 Client signed Deed of Release  
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8. REPORTING 

8.1 Complaint Register 

The Complaint Officer will input the complaint into the Complaints Register within OpenAFSL.  
 

8.2 Internal reporting  

The Complaint Officer will report on complaints received quarterly, or as required by Senior Management.    

Our internal reporting will include: 

 Number of complaints received 

 Number of complaints closed 

 Circumstances giving risk to complaints (e.g., product services, issues, reasons) 

 Time taken to acknowledge complaints 

 Time taken to resolve complaints 

 Number of complaints unresolved 

 Complaints that have been withdrawn 

 Amounts paid to resolve complaints 

 Any systemic issues, trends identified 

 Underlying cause of complaint 

 Number of complaints escalated to AFCA; and 

 Improvements and learnings from complaints to date. 

 

9. DOCUMENT CONTROL 

9.1 Policy information  

 

Date Issued 4 October 2021 

Version No. 1.0 

Status Draft 

Prepared By Sheila Cabacungan, Responsible Manager 

Security Classification Confidential and subject to legal privilege 
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APPENDIX A – COMPLAINTS HANDLING PROCESS 
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APPENDIX B – COMPLAINTS PROMPTS 

Legal 
Representation 
role  

 Ensure complaint is appropriately and independently assessed; sign off when 
necessary.  

 Provide an independent legal view that protects the interests of the Company entities 
and directors, looks to avenues to alleviate loss and exposure, while balancing the 
interests of complainants. 

 Provide legal advice where necessary – e.g., liability, terms of offers, Deeds of Release, 
recovery. 

 Provide file and allow 5 working days for legal to review and respond. 

Confirm 
Complaint 

 Work out what the client’s complaint is and the outcome they seek at the outset.  If 
needed you can request the client confirm further in writing or provide a summary to the 
client and request, they confirm your understanding of the complaint is correct.  

Investigation 
and Assessment  

 Attempt to speak to the adviser/former adviser involved to get his or her side of the 
story, and record statement. 

 Maintain confidentiality over internal findings, details revealed in the assessment, 
sensitive information, opinions. 

Liaising with 
Complainants 

 Maintain independence and avoid prejudicial comments or admissions of liability in 
correspondence with Complainants/representatives/AFCA.   

 Where possible communications should occur in writing.  If by phone, retain accurate 
records. 

Liability and 
Settlement 

 Consider whether other parties may be liable or should contribute – e.g., complainant, 
product issuer, accountant 

 Avoid any commitments re settlement amounts, liability, terms of settlement unless 
approved and in writing. 

Record Keeping  All records of any communications with Complainants, advisers or others need to be 
retained.  

  Communications to or from Legal should be marked “Confidential: Subject to Legal 
Professional Privilege”.   These include instructions or requests for legal advice, and 
responses/advice from legal.  If in doubt, include. 

 Note: Any matters put in writing/ email may be discoverable in court proceedings or by 
Subpoena to Produce. 

Deeds of Release  Complaints Officer to complete template Deed of Release, Legal to review/settle.  

Approval   All complaints must be approved by the Responsible Manager. 

PI Insurance 
considerations 

 Avoid jeopardising cover by admitting liability or anything else contrary to policy terms. 
 Notify PI insurer in accordance with Policy. 
 Comply with needs of PI insurer where subrogation applicable. 

 


