
Essential guide to your
regulatory obligations 
with RG 271
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The new complaints regulation applies if you hold an AFSL 
license, are a service provider and deal with General Insurance 
Products 
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The purpose of the new complaints regulation is to 
improve customer outcomes
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The new complaint process has broader complaint 
definitions and stricter rules 
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Complaint process3



Main changes to your formal obligations (1/2)

Your obligations4
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Main changes to your formal obligations (2/2)

Your obligations4
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What you need to get ready for the 5th of Oct

So what?5

Checklist

1 Description of your (IDR) complaints process with contact details of parties involved

2 Make sure that the (e.g. NSW) gov help hotlines are visible to support people with disabilities or 
who are experiencing vulnerability (GICOP requirement) 

3 Have your privacy policy accessible from the place (e.g. web address) where your complaints are

4 Prepare a fact sheet with contact details of AFCA 

5 Make sure that anyone can lodge a complaint and that it is free (e.g. publish a web form, provide a 
link to a web form, provide a phone number, email address) on a public website / other channels 
(e.g. in emails etc)

6 Train staff (front and other) to identify and handle complaints (e.g. inform them about the new 
timelines, vulnerability requirements, data capture)

7 Work out and agree on the process (timelines) with your partners – e.g. Underwriters, suppliers 
etc. Document the process & SLAs. 




