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1. Purpose

AMAFA is committed to providing high quality financial services, credit services, and support to its
clients, authorised representatives, credit representatives, and other stakeholders.

AMAFA recognises that complaints provide important feedback and an opportunity to resolve
concerns, improve services, identify systemic issues, and maintain trust and confidence in the
business.

This policy sets out AMAFA's approach to receiving, acknowledging, assessing, investigating, and
resolving complaints in accordance with its obligations under applicable financial services, credit, and
dispute resolution laws and regulatory guidance, including ASIC Regulatory Guide 271 Internal dispute
resolution.

This policy explains:

o what AMAFA considers to be a complaint;

e how a complaint can be made;

o how AMAFA will acknowledge, assess, investigate, and respond to complaints;

e the timeframes that apply to AMAFA's complaint handling process;

e the support available to persons who need help to make or manage a complaint;

o theright to take a complaint to the Australian Financial Complaints Authority if not satisfied
with AMAFA's response; and

e how AMAFA records, monitors, and reports complaint information.

2. Scope

This policy applies to:

o all AMAFA staff, authorised representatives, credit representatives, contractors, and other
persons acting on behalf of AMAFA;

e all complaints received by or about AMAFA in connection with its financial services, credit
services, or business activities; and

e all complainants, including retail clients, credit consumers, small businesses, and other
eligible persons.

This policy is a public-facing document and is available on AMAFA's website. A separate internal
complaints procedure sets out staff responsibilities, complaint register requirements, ASIC IDR data
reporting codes, escalation triggers, and board reporting arrangements.

Version 2.2 | 24 June 2026 | Complaints Policy Page 1



Complaints Policy Australian Mortgage and Financial Advisers Pty Ltd

3. Key Requirements

Key obligations at a glance
Acknowledge complaints within 24 hours or one business day where practicable.

Provide an IDR response within 30 calendar days for standard complaints (shorter timeframes apply
to credit hardship, default, and certain other complaints — see Section 13).

Send an IDR delay notification before any timeframe expires if a response cannot be provided in
time.

The complaint handling service is free of charge.

Complainants who are not satisfied with AMAFA's IDR response may escalate to AFCA (membership
number 43774).

4. Our Commitment to Complaint Handling

AMAFA will handle complaints in a way that is:

accessible and easy to use;

free of charge;

fair, objective, and impartial;

timely and responsive;

confidential and respectful of privacy;

transparent about the steps AMAFA will take;

focused on early resolution where appropriate; and

designed to identify and address recurring or systemic issues.

AMAFA will not require a person to use the word 'complaint' or to put their complaint in writing before
treating their concern as a complaint.

AMAFA expects its staff and representatives to treat complainants with courtesy and respect. AMAFA
also asks that complainants treat its staff and representatives respectfully while their complaintis
being handled. Where a complainant's conduct becomes unreasonable, abusive, threatening, or
unsafe, AMAFA may manage communications in a way that protects staff while allowing the complaint
to continue to be handled fairly.

5. What is a Complaint?

A complaintis: an expression of dissatisfaction made to or about AMAFA, related to its products,
services, staff, representatives, or the handling of a complaint, where a response or resolution is
explicitly or implicitly expected or legally required.

A complaint may relate to, for example:

e financial advice services;

e credit assistance or mortgage broking services;

o the conduct of AMAFA staff, authorised representatives, credit representatives, or related
personnel;

e aproduct, service, document, communication, fee, charge, or process;

e delay, poor communication, or administrative error;

e the handling of a previous complaint;
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e aremediation program or the way a remediation matter is being handled;
e hardship, default, or enforcement concerns in relation to credit activities, where applicable; or
e anyother matter where AMAFA is required to provide a response or resolution.

A complaint may be made verbally or in writing. It may be made by phone, email, letter, online form, in
person, through a representative, or through a social media channel owned or controlled by AMAFA
where the person making the complaint is identifiable and contactable.

6. Who Can Make a Complaint?

A complaint may be made by:

e anindividual client or prospective client;

e aretail client;

e acredit consumer, borrower, guarantor, or prospective borrower;

e asmall business;

e abeneficiary or other person eligible to complain under applicable laws or external dispute
resolution rules;

e aperson acting on behalf of another person, where authorised; or

e another person where AMAFA is legally required to deal with the complaint.

For small business complaints, AMAFA will apply the relevant definition of small business used for IDR
and AFCA eligibility purposes.

7. How to Make a Complaint

A complaint can be made to AMAFA using any of the following methods:

et el

Phone (07) 3378 2056

Email compliance@amafa.com.au

Post AMAFA, PO Box 1006, Kenmore QLD 4069

Website www.amafa.com.au

In person Through your adviser, credit representative, or AMAFA contact person
Social media Through a social media account owned or controlled by AMAFA, where you

are identifiable and contactable

When making a complaint, the following information is helpful (but not required before AMAFA will treat
the concern as a complaint):

name and preferred contact details;

what the complaint is about;

the outcome being sought;

any relevant dates, documents, or communications; and
whether assistance is needed to make or manage the complaint.
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8. Assistance to Make or Manage a Complaint

If a person needs help to make or manage a complaint, AMAFA should be informed. AMAFA will take
reasonable steps to assist.

Assistance may be needed because of disability, illness, language, literacy, financial hardship,
domestic or family violence, mental health, age, cultural needs, technology access, or any other
reason.

Depending on the person's needs, AMAFA may assist by:
e helping to explain or document the complaint;
e accepting the complaint verbally;
e communicating in the preferred way where reasonably practicable;
o allowing extra time to provide information;
e using plain language;
e working with an authorised representative, support person, interpreter, or advocate;
e providing information in another format where reasonably practicable; or

e prioritising urgent matters where delay may cause hardship or other serious detriment.

A person may appoint another person to act on their behalf, such as a family member, friend, lawyer,
financial counsellor, adviser, or advocate. AMAFA may need authorisation before it can discuss
personal information or the complaint with that person.

9. Cost

There is no fee for making a complaint to AMAFA. AMAFA will provide information about its IDR process
free of charge.

10. Acknowledging Complaints

AMAFA will acknowledge complaints promptly.

Where practicable, AMAFA will acknowledge a complaint within 24 hours, or one business day, of
receiving it. If that is not practicable, AMAFA will acknowledge the complaint as soon as practicable
after that.

AMAFA may acknowledge a complaint verbally or in writing, depending on how the complaint was
made and any stated communication preference.

When acknowledging a complaint, AMAFA may:
e confirm receipt of the complaint;
e provide the name or contact details of the person or team handling the complaint;
o explain the next steps;
e askfor furtherinformation if needed; and

e confirm any urgent issues that require priority handling.
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11. Assessing and Investigating Complaints

After receiving a complaint, AMAFA will assess it and decide what steps are required.
This may include:
e confirming the issues raised;
e identifying the relevant product, service, adviser, representative, or staff member;
e reviewing relevant files, notes, documents, communications, advice records, or credit records;
e speaking with relevant staff, representatives, or service providers;
e asking the complainant or their authorised representative for further information;

e considering applicable laws, regulatory guidance, licence obligations, professional standards,
and AMAFA policies;

e considering whether the complaint raises a possible systemic issue or reportable matter; and

e considering appropriate remedies.

AMAFA will assess and prioritise complaints based on urgency and severity. A complaint may be
prioritised where, for example:

e the complainant is experiencing financial hardship;

e the complaintinvolves a default notice, hardship notice, or request to postpone enforcement
proceedings;

e delay may affect the complainant's basic living conditions;

e the complainant is experiencing vulnerability, family violence, serious illness, or other
significant personal circumstances;

e thereisrisk of financial loss or other detriment; or

e urgent action is needed to prevent further harm.

Where appropriate, AMAFA will attempt to resolve complaints at the first point of contact or as early as
reasonably possible.

12. Remedies
Where AMAFA identifies that something has gone wrong, it will consider an appropriate remedy. A
remedy may include one or more of the following:
e anexplanation;
e an apology;
e correction of an error;
e provision of information or assistance;
e review or correction of records;
o refund or waiver of a fee or charge;
e compensation where appropriate;
e agoodwill payment;
e changes to a process, service, or communication;
o referral to another party where appropriate; or

e other action reasonably required to resolve the complaint.

Any agreed remedy will be implemented in a timely manner.
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13. Internal Dispute Resolution Response
An IDR response is AMAFA's written response to a complaint.

Where an IDR response is required, it will include:

the final outcome of the complaint;

AMAFA's reasons for the outcome;

the issues considered;

findings on material questions of fact;

sufficient detail for the complainant to understand how the decision was reached;
any remedy or action AMAFA proposes to take;

the complainant's right to take the complaint to AFCA if not satisfied; and

AFCA's contact details.

If AMAFA rejects a complaintin full or in part, the IDR response will explain the reasons for that
decision.

Where AMAFA provides a final IDR response, the response will make clear that AMAFA's internal
dispute resolution process has finished and that the complainant may refer the complaint to AFCA if
they are not satisfied.

13.1 When an IDR response may not be required
AMAFA is not required to provide a written IDR response if:

e the complaintis resolved to the complainant's complete satisfaction within five business days
after AMAFA receives it; and

e the complainant has not requested a written response; and

e the complaintis not one where a written response is required by law or regulatory guidance.

Even where a complaint is resolved within five business days, AMAFA will provide a written IDR
response if:

the complainant requests one;

the complaint relates to hardship;

the complaint relates to a declined insurance claim;

the complaint relates to the value of an insurance claim;

the complaint relates to a decision of a superannuation trustee, where applicable; or
AMAFA is otherwise required to provide a written response.

14. Complaint Response Timeframes

AMAFA will provide its IDR response as soon as reasonably practicable and within the maximum
timeframe applicable to the complaint.

Complaint type Maximum timeframe for IDR response

Standard complaints No later than 30 calendar days after receiving the
complaint

Credit-related complaints involving default No later than 21 calendar days after receiving the

notices complaint

Credit-related complaints involving hardship No later than 21 calendar days after receiving the

notices or requests to postpone enforcement complaint. If further information is required to

proceedings assess a hardship notice, AMAFA or the relevant
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Complaint type Maximum timeframe for IDR response

Traditional trustee complaints, where applicable

Superannuation trustee complaints (other than
death benefit distributions), where applicable

Complaints about superannuation death benefit
distributions, where applicable

credit provider/lessor will request that
information within 21 calendar days. Once the
requested information is received, a further 21
calendar days applies to provide an IDR
response. If the requested information is not
received within 21 calendar days of the request,
an IDR response will be provided within 7
calendar days. If agreement is reached, the
agreed terms or conditions will be confirmed in
writing within 30 calendar days.

No later than 45 calendar days after receiving the
complaint

No later than 45 calendar days after receiving the
complaint

No later than 90 calendar days after the expiry of
the 28 calendar day period for objecting to a
proposed death benefit distribution

If a different legally required timeframe applies to a particular complaint, AMAFA will apply that legally

required timeframe.

15. Credit Hardship, Default, and Enforcement-Related Complaints

Where a complaint involves a credit-related default notice, hardship notice, or request to postpone
enforcement proceedings, AMAFA will treat the complaint as urgent.

Where applicable, AMAFA, its representatives, or relevant credit providers or lessors must not
commence or continue enforcement action while the complaint is being handled through IDR,
except where permitted by law (for example, where a limitation period is about to expire).

If further information is needed to consider a hardship notice, a request to postpone enforcement
proceedings, or a related complaint, AMAFA will inform the complainant of what information is needed

and the timeframe for providing it.

If agreement is reached about a hardship notice or request to postpone enforcement proceedings,
written confirmation of the agreed terms or conditions will be provided within the applicable legal

timeframe.

16. Delay in Providing an IDR Response

If AMAFA cannot provide its IDR response within the required timeframe, it will send an IDR delay
notification to the complainant before the timeframe expires.

The IDR delay notification will:

e explain the reasons for the delay;

e inform the complainant of their right to complain to AFCA; and

e provide AFCA's contact details.

AMAFA may only delay an IDR response where the complaint is particularly complex or where
circumstances beyond AMAFA's control are causing the delay.
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17. Escalating a Complaint to AFCA

If a complainant is not satisfied with AMAFA's IDR response, or if AMAFA does not respond within the
required timeframe, the complainant may take their complaint to the Australian Financial Complaints
Authority.

AFCA provides a free and independent external dispute resolution service for eligible financial
complaints by consumers and small businesses.

AMAFA is a member of AFCA. Membership number: 43774

Australian Financial Complaints Authority

Phone: 1800 931 678 | Email: info@afca.org.au | Website: www.afca.org.au
Post: GPO Box 3, Melbourne VIC 3001

Time limits may apply to complaints made to AFCA. Complainants should contact AFCA promptly or
refer to the AFCA website for more information.

18. Privacy and Confidentiality

AMAFA will handle personal information collected through the complaint process in accordance with
applicable privacy laws and AMAFA's Privacy Policy. AMAFA's Privacy Policy is available at
www.amafa.com.au.

AMAFA may collect, use, and disclose information where reasonably necessary to:
e assess and resolve the complaint;
e communicate with the complainant or their authorised representative;

e obtaininformation from relevant staff, representatives, service providers, product issuers,
lenders, insurers, or other parties;

e meet AMAFA's legal, regulatory, licence, and professional obligations;

e report complaint information to regulators or external dispute resolution bodies where
required;

e identify systemic issues; and

e improve AMAFA's products, services, systems, and processes.

When responding to complaints made through social media or public channels, AMAFA will take
reasonable steps to protect the complainant's privacy and avoid disclosing personal information
publicly.

19. Record Keeping

AMAFA records all complaints it receives. Complaint records may include:

e the complainant's details;

e the date the complaint was received;

e howthe complaint was received;

e the product, service, adviser, representative, or business area involved;
e theissues raised and key complaint categories;

e steps taken to assess and investigate the complaint;

e acknowledgement and response dates;

e the outcome;

e anyremedy provided;
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e any compensation paid;

e whether the complaint was resolved, withdrawn, abandoned, or escalated to AFCA;

o whetherthe complaint indicates a possible systemic issue; and

e any other information required for legal, regulatory, internal reporting, or ASIC IDR data
reporting purposes.

AMAFA will report IDR data to ASIC where required and in the form required by ASIC.

20. Systemic Issues and Continuous Improvement

AMAFA uses complaint information to identify trends, recurring issues, root causes, and possible
systemic issues.

Where a possible systemic issue is identified, AMAFA will assess and escalate it internally as
appropriate. This may include escalation to the Compliance Manager, senior management, or the
board or equivalent governing body.

Where required, AMAFA will take corrective action, which may include:

client remediation;

process changes;

changes to training or supervision;

changes to documents, templates, or communications;

additional monitoring or assurance work;

action in relation to staff, authorised representatives, or credit representatives;
reporting to ASIC or another regulator where required; and

other steps to prevent recurrence.

Complaint data will be reported regularly to senior management and, where appropriate, to the board
or equivalent governing body.

AMAFA will periodically review the effectiveness of its complaint handling framework, including this
policy and supporting procedures.

21. Representatives and Third Parties

AMAFA representatives must promptly identify and refer complaints to AMAFA in accordance with
AMAFA's internal complaints procedure.

This includes complaints received by authorised representatives, credit representatives, staff,
contractors, referral partners, or other persons acting on behalf of AMAFA.

Where a complaint involves another party, such as a product issuer, lender, insurer, platform provider,

service provider, or another licensee, AMAFA may refer the complaint or relevant parts of the complaint
to that party where appropriate. AMAFA will still consider its own role and responsibilities in relation to

the complaint.

22. Monitoring, Review and Assurance
AMAFA will monitor the effectiveness of its complaint handling processes on an ongoing basis.

This policy will be reviewed at least annually, or earlier if:

e required by changes to applicable laws or regulatory guidance;
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e abusiness change affects AMAFA's complaint handling obligations or processes;
e acompliance review identifies a gap or issue; or

o AMAFA determines that a review is otherwise warranted.

The Compliance Manager or their delegate is responsible for maintaining and reviewing this policy.

23. Availability of This Policy

This Complaints Policy is available free of charge. AMAFA will make this policy available on its website
in an accessible location and will provide a copy on request.

Where reasonably practicable, AMAFA will provide information about its complaint process in another
format or with assistance if required.

24. Contact

For questions about this Complaints Policy or to make a complaint:

N T

Team AMAFA Compliance

Phone (07) 3378 2056

Email compliance@amafa.com.au

Post AMAFA, PO Box 1006, Kenmore QLD 4069
Website www.amafa.com.au

25. Definitions

Complaint An expression of dissatisfaction made to or about AMAFA, related
to its products, services, staff, representatives, or the handling of a
complaint, where a response or resolution is explicitly or implicitly
expected or legally required.

IDR / Internal dispute AMAFA's internal process for receiving, assessing, and resolving

resolution complaints, as required by applicable financial services and credit
laws.

IDR response A written response provided by AMAFA following its investigation of

a complaint, setting out the outcome, reasons, and any remedy,
together with information about the complainant's right to escalate
to AFCA.

IDR delay notification A written notification sent to a complainant before the applicable
IDR response timeframe expires, informing them of the delay, the
reason for it, and their right to escalate to AFCA.

AFCA Australian Financial Complaints Authority, the approved external
dispute resolution scheme for financial services and credit
complaints.
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Authorised representative

Credit representative

Retail client

Small business

Systemic issue

A person authorised by AMAFA under its Australian Financial
Services Licence to provide financial services on its behalf.

A person appointed by AMAFA under its Australian Credit Licence
to engage in credit activities on its behalf.

Has the meaning given in the Corporations Act 2001 (Cth).

Has the meaning used for IDR and AFCA eligibility purposes under
applicable laws and AFCA rules.

Arecurring problem, root cause, or pattern identified across
multiple complaints or cases that may require corrective action
beyond individual complaint resolution.

26. References and Related Documents

26.1 Legislative and Regulatory References

Legislation

Legislation

Legislation
ASIC Regulatory Guide

ASIC Instrument

AFCA Rules

Licence condition

Licence condition

26.2 Related Documents

Corporations Act 2001 (Cth)

National Consumer Credit Protection Act 2009
(Cth)

Privacy Act 1988 (Cth)
RG 271 Internal dispute resolution

ASIC Corporations, Credit and Superannuation
(Internal Dispute Resolution) Instrument
2020/98

AFCA Complaint Resolution Scheme Rules
(current version)

AMAFA AFSL 389206 — IDR obligations

AMAFA ACL 389206 — IDR obligations

N I S

AMAFA Policy

AMAFA Policy

AMAFA Internal Document
AMAFA Internal Document

External Contact

Privacy Policy

Breach (Reportable Situation) and Events
Reporting Policy

Complaints Register
Internal Complaints Procedure (staff-facing)

AFCA —www.afca.org.au | 1800 931 678
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