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3. Introduction 
 

Maintaining good complaints practice is an integral part of effective fund governance. A complaint provides 
vital feedback about our services and products and helps the Fund identify potential risks. Cbus benefits 
from having an Internal Dispute Resolution process, as it not only allows us to engage in meaningful 
dialogue with our members and stakeholders, but it also gives us visibility on how we can improve processes 
to better serve our customers. 

 
The Fund is legally bound to provide a complaints resolution process. An effective complaints management 
process is transparent, accessible and responsive. It provides Complainants with a fair and effective 
resolution of their complaints. 

 
The Trustee office is committed to playing an active, visible and effective role in complaints management. 
Complaints are managed in accordance with best practice standards through appropriate structures, 
delegation, resources, monitoring and reporting. In particular, the Trustee has ensured that the internal 
complaints management procedures contained in this policy are tailored to Cbus and meet the Australian 
Securities and Investment Commission’s (ASIC’s) requirements.  

 

3.1. Legislative Requirements 

There are a number of key legislative requirements relevant to superannuation fund complaints handling 
which have been collated into ASIC Regulatory Guide 271 Licensing: Internal dispute resolution, July 2020 
(RG 271).  RG 271 is effective from 5 October 2021 and includes enforceable paragraphs. RG 271 supersedes 
ASIC Regulatory Guide RG 165 Licensing: Internal and external dispute resolution, May 2018. 

 

3.2. Guiding Principles for Managing Complaints 
 
The Trustee’s complaints management procedure is consistent with the guiding principles as contained in 
AS/NZS 10002─2014 and reproduced in ASIC Regulatory Guide -271 Licensing: Internal and external dispute 
resolution, July 2020 (RG 271) 
 

1. Visibility 
That we take reasonable steps to ensure Complainants know about the existence of our Internal 
Dispute Resolution procedure in a convenient and accessible format. 

 
2. Accessibility 

That we have simple and accessible arrangements for making complaints so that Complainants can 
make a complaint by any reasonable means. 

 
3. Responsiveness 

We have clear response times for dealing with complaints and that Complainants are aware of 
these response times. 

 
4. Objectivity 

Complaints are addressed in an equitable, objective and unbiased manner through the Internal 
Dispute Resolution process.  This requires: 
• Adequate opportunity for each party to make their case 
• Other interested parties relevant to the complaint be notified and considered 
• Where possible, a complaint be investigated by staff not involved in the subject matter of the 

complaint; and 
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• Outline the reasons for reaching a decision and adequately address the issues raised in the 
initial complaint or dispute 

 
5. Charges 

That Internal Dispute Resolution procedure is provided free of charge and Complainants should not 
have to pay to access the complaints resolution process. 

 
6. Confidentiality 

Personally, identifiable information should not be disclosed unless otherwise required to address the 
complaint. 

 
7. Customer-focused approach 

We adhere to a customer-focused approach, be open to feedback and show commitment to 
resolving complaints. 

 
8. Accountability 

Complaints reporting should be prepared for senior managers, including details of the actions 
taken and decisions made in respect of complaints. 

 
9. Continual improvement 

A commitment to continual improvement of the complaints handling process and the quality of 
Cbus products and services. 

 
10. Commitment 

That we are actively committed to effective and efficient complaints handling processes, which can 
be demonstrated by: 
• Ensuring staff are aware of and educated about Cbus Internal Dispute Resolution and External 

Dispute Resolution procedures 
• Ensuring adequate resources are allocated to Internal Dispute Resolution and External Dispute 

Resolution; and 
• Implementing management systems and reporting procedures to ensure timely and effective 

complaints (or disputes) handling and monitoring 
 

11. Resources 
Ensure complaints handling process operates effectively and efficiently by assessing the needs for any 
additional resources and providing them without undue delay 
 

12. Collection of information 
A recording system has been established for managing and recording complaints while protecting 
personal information. 

 
13. Analysis and evaluation of complaints 

To classify and analysis all complaints and identify single incident problem, systemic and recurring 
trends. 
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4. Receiving Complaints 
Cbus receive complaints in different forms: 

 
• Written and telephone complaints.  
• Online via the complaint submission webform on the Cbus Website. 
• Via the Social media accounts that it manages. 
• Objections to a Trustees decision in respect to the distribution of a death benefit. 
• Via its reception, front counter and other business teams in both written and verbal form.  

 
All complaints are captured and acknowledged upon receipt. Where a complaint cannot be resolved 
quickly by front line teams, or where a written response is required under the legislative rules, the 
complaint is passed on to the Complaint Resolution Team for formal management and a response in 
writing to the complainant. 

 

5. Publicising the Internal and External Dispute Resolution Process 
Cbus is actively committed to effective and efficient complaints handling. The Complaint Resolutions 
Team ensures that adequate communication and training is provided, as well as making sure that all 
complaints related policies and procedures are accurate and reviewed regularly. 

 

5.1.  Disclosure to Complainants 

Cbus ensures all Complainants are advised of the complaints management process when joining the Fund 
through the Product Disclosure Statements and Financial Services Guide. The Product Disclosure Statements 
advises members how to make a complaint and incorporates information about the complaints 
management process by referring to the Cbus website. 

 
The Cbus website articulates the Fund’s complaints process and members are also informed of the Fund’s 
internal complaints process in the Annual Member Statement. 

 

5.2.  Training to Cbus staff 

To support staff awareness and the comprehensive understanding of complaint handling rules and 
processes, a Complaint Resolutions Team member will attend staff induction sessions to educate new 
staff on the complaints handling process. Refresher training is also conducted with internal Cbus teams 
as required.  

 

5.3.  Cbus definition of a complaint 

As an Australian Financial Service (AFS) Licensee, the Trustee is required to comply with ASIC Regulatory 
Guide 271 Licensing: Internal dispute resolution, July 2020 (RG 271).  

 
RG 271 provides that AFS Licensees are required to adopt the Australian Standard AS/NZS 10002–2014: 
Guidelines for Complaints Handling in Organisations definition of a complaint (Standard Definition) which is: 

 
“An expression of dissatisfaction made to or about an organization, related to its products, services, 
staff or the handling of a complaint, where a response or resolution is explicitly or implicitly expected 
or legally required.” 
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5.4. When is a complaint required to follow the Internal Dispute 
Resolution process? 

A complaint is identified if a person is dissatisfied and seeks a resolution whether implied or expressed. This 
is regardless of how or when it is resolved or in what form it is received. The Trustee’s Internal Dispute 
Resolution procedure deals with complaints made by members, other beneficiaries and interested parties. 

 
Definition of a Complaint 
Cbus adopts a broad view of what constitutes a complaint, which incorporates the definition of 
a complaint as per the Australian Standard AS/NZS 10002–2014: Guidelines for Complaints 
Handling in Organisations: 
 
“An expression of dissatisfaction made to or about an organization, related to its products, services, 
staff or the handling of a complaint, where a response or resolution is explicitly or implicitly expected 
or legally required” 

An expression of dissatisfaction is expected to be resolved at the first point of contact through 
various available escalation channels. Where a Complainant uses the word ‘complaint’ in a letter 
e-mail or telephone call, or where the Complainant reasonably expects a formal response or 
resolution, the matter is escalated to the Cbus Complaint Resolutions Team for review and a 
written response. Additionally, ASIC Regulatory Guide 271 states that in most cases, a member’s 
expression of dissatisfaction may not require a written response if the matter is resolved to the 
Complainants satisfaction by the end of the fifth business day from when the dissatisfaction was 
received.   Where Cbus is unable to resolve the matter within the five-day period, or where the 
matter requires a written response under RG 271 rules, the Complaint is escalated to the 
Complaint Resolutions Team for a formal review and written response. 

 
To facilitate its approach to complaint handling, the Fund has put in place escalation channels that attempt 
to promptly respond to ‘expressions of dissatisfaction’ by resolving these at the time of the call or within the 
five-day period. 

 

5.5.  Who can make a complaint?  

While anyone who is dissatisfied with the Fund can make a complaint, there are specific legislative 
requirements to respond to complaints made by eligible persons. 

This means that Cbus must accept and deal with complaints made by: 

• Members or former members of the Fund; 
• Beneficiaries or former beneficiaries to a benefit, or any other person with an interest in the 

Fund; 
• Any person with an interest in an Insurance contract where the premiums are paid from a Cbus 

account; 
• Beneficiaries with an interest in a death benefit; and 
• Parties (and intending parties) to an agreement under the Family Law Act 1975 or order affecting 

superannuation, including:  
(a) A member, beneficiary or Cbus account holder’s spouse or former spouse who is party to an 

agreement, or subject to an order about that person’s superannuation interest; and  
(b) Someone eligible to request information about that superannuation interest. 
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5.6.  Social Media Comments 

Cbus receives complaints from time to time via the Social Media accounts which it manages.  Where the 
Complainant is identifiable and contactable, Cbus will manage the complaint in accordance with the 
rules under ASIC RG 271 and the principles laid out in this Policy. 

 

6. Investigating Complaints 
The guiding principles allow the Complaint Resolutions Team to be objective in dealing with complaints 
and ensure complaints are resolved within legal timeframes. 

 
Where complaints cannot be resolved quickly at first contact, they are triaged to the Complaint Resolutions 
Team.  The complaint undergoes preliminary investigation to confirm or clarify the nature of the complaint. 
The Complaint Resolution Officer may call the Complainant to: 

 
• Discuss the issue; 
• Obtain any necessary clarification or detail; and 
• Discuss a mutually satisfactory solution. 

 
The Complaint Resolution Officer calls the Complainant when the problem and/or an acceptable resolution 
is unclear and if it is believed that calling the Complainant is deemed to be an activity that will diffuse the 
complaint. 

 
The Complaint Resolution Officer will conduct an investigation of the complaint, decide upon the 
resolution of the complaint and draft a response letter. 

 
Issues that are complex or involve an external party may take longer. Cbus aims to perform better 
than the regulatory requirements of responding to all Internal Dispute Resolution complaints within 
45 days by doing so in 30 days (average).  Outcomes are recorded in the Complaints Register. 

 
In conducting our investigations, the Complaint Resolutions Team are legally required to: 

 
• Allow adequate opportunity for each party to state their position; and 
• Allow for other persons, who may reasonably have an interest in the outcome of a complaint, to be 

identified, notified and have their views considered. 
 
 

7. Responding to Complaints within Appropriate Time Limits 
Cbus aims to acknowledge all complaints within 24 hours of receipt. In most cases, the acknowledgement is 
provided on the spot. Where a complaint cannot be acknowledged on the spot, a written acknowledgement 
is provided within 2 days of the complaint being received. The acknowledgement process clearly states the 
response times for dealing with a complaint and also outlines the Complaint Resolution Officer’s 
understanding of the complaint. 

 
Each complaint is triaged upon receipt, which enables Cbus to respond to complaints promptly in 
accordance with the urgency of each complaint.
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7.1. Complaint response letters 

The Complaint Resolution Officer prepares a Final Internal Dispute Resolution Decision in writing for all 
complaints that go through the full Internal Dispute Resolution process. The written response includes: 

 
• The decision date;   
• A summary of the complaint; 
• A summary of the complaint investigation;  
• The decision or corrective action to be undertaken; and 
• The reasons for the Trustees decision. 

 
The same process and response criteria apply to Death Objections which also follow the full Internal Dispute 
Resolution process.  

 
As outlined in ASIC Regulatory Guide RG 271.75, the response and resolution to a complaint may be verbal if 
the matter can be resolved within five business days from the date of receipt.  However, even where the 
complaint is resolved by the end of the fifth business day, a written Internal Dispute Resolution response is 
provided if:  
 
(a) the complainant requests a written response; or  
(b) the complaint is about:  

(i) hardship;  
(ii) a declined insurance claim;  
(iii) the value of an insurance claim; or  
(iv) a decision of a superannuation trustee. 
 

7.2. Progress Updates 

Process 
If a complaint reaches 20 days under management, an update on the progress of the complaint is provided to 
the Complainant. This is done either verbally or in writing.  

 

7.3. Delay Notifications (Internal Dispute Resolution Delay Notifications) 

Process 
Where a complaint is unable to be resolved within the legislative timeframe, the Complaint Resolution Officer 
will issue an ‘Internal Dispute Resolution delay notification’ before the expiry of the legislative timeframe. The 
‘Internal Dispute Resolution delay notification’ informs the complainant about:  

(a) the reasons for the delay;  

(b) their right to complain to AFCA if they are dissatisfied; and  

(c) the contact details for AFCA. 
 
As outlined in ASIC Regulatory Guide RG 271.65, there must be no reasonable opportunity for the Fund to 
provide the Internal Dispute Resolution response within the relevant maximum Internal Dispute Resolution 
timeframe because:  

(a) resolution of the individual complaint is particularly complex; and/or 
(b) circumstances beyond the financial firm’s control are causing complaint management delays  
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7.4. Timeframes for providing a final response to a Complaint 

• For general complaints, where a written response is required, the legislative timeframe for providing a 
final complaint response is 45 days 

• For complaints relating to Privacy, the legislative timeframe for providing a final complaint response is 
30 days 

• For complaints relating to Death Benefit Distributions, the legislative timeframe for providing a final 
complaint response is 90 days 

 

8. Referring unresolved Complaints to an External Dispute 
Resolution Scheme 

Complainants are entitled to pursue an External Dispute Resolution scheme if: 
 
• The Complainant is not satisfied with complaint response; and 
• The complaint has been in the Internal Dispute Resolution process for longer than the 

timeframes stipulated by a relevant body.  
 
The Australian Financial Complaints Authority (AFCA) and the Office of the Australian Information 
Commissioner (OAIC), are the two primary External Dispute Resolution schemes.    
 
The Complaint Resolutions Team makes Complainants aware of these schemes both verbally and in 
writing. 
 
AFCA information 
Complaint responses, and Internal Dispute Resolution Delay Notifications include the following 
details:  
 

• The existence of AFCA (e.g. ‘AFCA is an independent dispute resolution body set up by the Federal 
Government to provide a free, impartial and binding dispute resolution service for financial services’); 

• The contact details of AFCA  
• Time limits that apply to complaints  

 
OIAC information 
For privacy complaints, the complaint response informs Complainants of the following details: 

 
• The existence of the OAIC (e.g. ‘The Information Commissioner is an Australian Government 

agency who is responsible for freedom of information, privacy and information policy functions’); 
• The contact details of AFCA and OAIC  

 
 

8.1. About AFCA  

AFCA is the complaints resolution scheme for Superannuation Complaints made on or after 1 November 
2018. Superannuation providers are required by law to become members of AFCA so that complaints 
against them can be resolved under the AFCA rules.  
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AFCA is an independent dispute resolution body set up by the Federal Government to provide a free, 
impartial and binding dispute resolution service for financial services. If AFCA agrees to investigate a 
complaint, they work with the Complainant and the Trustee to help resolve the complaint as quickly as 
possible. 

AFCA’s role is to investigate a complaint and try to resolve it through conciliation. If the complaint cannot 
be resolved by conciliation, AFCA can review the decision of the Trustee, Insurer or other decision maker 
acting on behalf of the Trustee relating to the complaint. 

 

8.2. About OAIC  
The Office of the Australian Information Commissioner (OAIC).  The Information Commissioner is an 
Australian Government agency who is responsible for freedom of information, privacy and information 
policy functions.  
 
Where appropriate the Commissioner can make preliminary enquiries into privacy matters, investigate and/or 
attempt to resolve the complaint by conciliation. The Commissioner also has the power to decline to investigate 
a complaint (or not to investigate further) in several circumstances, including where:   
 

• it is clear there has not been an interference with privacy  
• the matter has been, or is being, adequately dealt with by the organisation /agency or a recognised 

External Dispute Resolution scheme, or  
• it has been more than 12 months since the complainant became aware of the issue that may be an 

interference with Privacy.  
 
If a complaint is not resolved, or is not finalised on some other basis, the Commissioner may make a 
determination about whether an interference with privacy has occurred.     
 
More information about OAIC can be found in OAIC’s Privacy Regulatory Action Policy and the Guide to OAIC 
Privacy Regulatory Action – Chapter 1: Privacy complaint handling process. Both documents are located at 
https://www.oaic.gov.au/ 
     
 

9. Recording Information 

Cbus records all complaints it received in its central Customer Relationship Management (CRM) system while 
protecting personal information and ensuring confidentiality. 

 

10. Identifying and Recording Systemic Issues 
To avoid identical or similar complaints in the future, the Complaint Resolutions Team utilise the functions 
of the Customer Relationship Management system to capture, review, and escalate any Possible Systemic 
Issues identified as part of a complaint investigation. After consultation with relevant parties, an effective 
action is implemented (where necessary) to prevent the recurrence of the issues.   

 
Other preventative actions may be implemented, including the use of advanced data analytics models 
and machine learning techniques to highlight, predict, and prevent customer pain points. This may 
include the analysis of patterns in complaints. 

 
The Fund also performs root cause analysis to work through trends and themes. 

https://www.oaic.gov.au/
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11. Death objection complaints 
A Death Objection is a complaint lodged by a beneficiary or an interested party regarding the Trustees’ 
recommendation to pay a death benefit claim. 
 
We comply with the following legislative requirements for decisions relating to death benefit complaints made 
by eligible persons: 

 
• Written reasons must accompany the Trustee’s decision when the person is given notice of the 

decision; or 
• Written reasons must be given within 28 days after a request for reasons for a non-decision 

where: 
o No decision in relation to a death benefit complaint has been made within 90-days; and 
o An eligible person requests reasons for the non-decision. 

 
If the beneficiary is dissatisfied with the Trustee’s decision, they can make a complaint to AFCA within 
legislative timeframes. 

 

12.   Total and Permanent Disablement (TPD) complaints 
Previously Declined TPD Claims – Request for Review of Decision 
If a TPD Claim has previously been declined by both the Insurer and Trustee, and a complaint is received 
requesting a review of the decision, the Complaint Resolutions Team must refer the complaint to the Fund’s 
Insurer for review. The Complaint Resolutions Team will investigate the complaint as per the Internal 
Dispute Resolution process. Should the Insurer maintain the decline of the claim, the Complaint Resolutions 
Team will investigate and make a final decision in line with Internal Dispute Resolution rules.  

 
Delay in Assessment 
If a complaint is received about a decision not being made within a reasonable amount of time, the 
Complaint Resolutions Team will refer the matter to the fund Insurer for review. The Complaint Resolutions 
Team will investigate the complaint as per the Internal Dispute Resolution process.  

 

13. Reporting 
 
Monthly Complaints reporting is prepared and submitted to Cbus Management.  The reporting provided 
focuses on trends and themes with the intention of preventing complaints in the future.  This include 
details of any Possible Systemic Issues and the actions required to correct them. 
 

14. Review 
 
The Complaints Management Policy will be reviewed annually and when there are changes to the 
Complaints process. 
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