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Purpose of the Policy
This document outlines the process for handling complaints within Allianz Global Assistance Canada (hereinafter “Allianz”). The main goal of this document is to ensure management and staff take appropriate steps to effectively address complaints and implement corrective actions if required, while upholding Allianz’s reputation as a top-tier service provider. 

Logging and reviewing complaints are essential to daily operations. By addressing complaints, we can enhance our processes for the benefit of all clients, both internal and external. 
The purpose of the Complaint Handling Policy (the “Policy”) is to ensure fair and free processing of complaints. The Policy will outline the process and responsibilities of Allianz in receiving complaints, acknowledging complaints, creating complaint records and sending records to the AMF when requested. 

1. Definition of a complaint

A complaint involves one of the following, persisting after being addressed at the operational level:

1. A reproach regarding the organization;
2. Identification of harm, real or potential, sustained by a consumer; or
3. A request for remedial action.
An initial expression of dissatisfaction is not a complaint if resolved during regular business activities. If unresolved, and the designated complaint officer intervenes, it becomes a complaint. 

Organizations must avoid delays in escalating complaints. With a multilevel complaint structure, dissatisfaction is considered a complaint if unresolved after reasonable attempts to settle. 

2. Filing a Complaint

Complainants shall have the right to submit a complaint either verbally or in writing to any department at Allianz. 

For residents of Québec Only: Complainants have the right to request assistance from Allianz in filing their complaint. Complainants shall have the right to validly file a complaint using the Complaint Form available on the AMF website. Complainants also have the right to request to involve the Allianz Complaint Officer in review of their complaint. 
3. On receipt of a complaint

On receipt of a complaint, the associate who received the complaint shall establish a complaint record and promptly enter the information set out in s.8 of this Policy, into the Customer Feedback Log. All clients who submit a complaint will receive an acknowledgement of receipt email within 2 business days.  
For residents of Québec: If Allianz determines that the complaint includes or may include, more than one institution, intermediary or agent, Allianz shall notify the complainant and inform them of their right to file a complaint with such other institution, intermediary or agent and provide them with any contact information in order to do so.

4. Assigning a Complaint 

Upon receipt, complaints will be reviewed and assigned to the relevant department to review and process. To ensure proper processing of all complaints, access to the complaint record shall be available, at all times, to employees who are involved in the complaint process and who have the necessary competence to review complaints. 

Once a claim’s complaint is assigned, the designated associate will review the complaint and file the complaint in the Customer Feedback Log, and engage the proper parties to generate the internal response and/or an offer to resolve the complaint. The assigned team/associate will then share the decision with the complainant in accordance with section 5 and/or section 6 of this Policy.
5. Offer to Resolve (For residents of Québec)
Should Allianz, upon reviewing the complaint, decide to present an offer to settle the complaint to the complainant, it shall do so within 20 calendar days after receipt of the complaint. Such offer to resolve may be done either verbally or in writing. Allianz shall provide the complainant with a reasonable amount of time to assess and respond to the offer. 
If Allianz’ offer to resolve is accepted by the complainant, the complaint shall be considered resolved to the satisfaction of the complainant. Allianz shall remit the agreed upon offer within 30 days of the complainant’s acceptance of the offer. 

 If the complainant does not accept Allianz’ offer to resolve the complaint, Allianz shall, on the 20th day following receipt of complaint, send the complainant an Acknowledgement of Complaint notice containing the following information: 

Acknowledgement of Complaint: Acknowledgement of receipt of the complaint shall include the following information:

· The complainants right to request to have the complaints record examined by the AMF (for residents of Québec); 
· Complaint record identification code (case number); 
· The date the complaint was received by Allianz; 
· Means by which the complainant may obtain information about Allianz’ processing of the complaint; 
· The expected timeframe for Allianz’ processing of the complaint;
· The date before which Allianz must provide a final response; and 
· Hypertext link of the Complaint Handling Policy.
. 
Allianz’ offer to resolve the complaint shall not be conditional upon the complainant withdrawing another complaint. 

For residents of Québec, the offer to resolve shall not be conditional on prohibiting the complainant from communicating with the AMF or exercising its right to have the AMF review the complaint. 
   6. Final Response 

Allianz shall provide the complainant with a final response within 60 days following receipt of the complaint. Where warranted by exceptional circumstances, Allianz shall have the right to provide a final response within 90 days following receipt of complaint (but must notify the complainant of such exceptional circumstances warranting a delayed final response as soon as possible).
The final response shall be detailed and indicate clearly to the complainant that it is the final response. It shall include the following information:

· Conclusion of the analysis;

· Reasons for conclusion and outcome of complaint process; 

· Statement that the complainant has the right to have the complaint examined by the AMF (for residents of Québec);

· Business contact information and signature of employee who processed the complaint. 

Allianz shall continue corresponding with the complainant after sending the final response should the complainant offer new relevant facts to substantiate its complaint or to answer any questions from the complainant.
7. Contents of a Complaint Record

The associate handling the complaint shall log complaints in the Customer Feedback Log, without delay. This information in the Customer Feedback Log will be used to triage the complaint to the appropriate team for input, and shall provide latest updates on the status of the complaint.  The Customer Feedback Log shall be retained in accordance with Allianz’ Data Retention Policy.
The following information shall be logged in the Customer Feedback Log:
· Copy of the acknowledgement of receipt to the complainant; 

· Document or information used in analyzing the complaint; 

· Copy of any offers to resolve the complaint;

· Copy of any correspondence from Allianz to the complainant notifying them of the involvement of another institution, intermediary or agent in the complaint;

· Copy of any correspondence from Allianz to the complainant explaining any exceptional circumstances which would delay the final response; 

· Copy of acknowledgement notice; 

· Copy of final response provided to the complainant; 

· All exchanges or a summary of the exchanges with the complainant. 
8. Description of the Complaint Process

There are 4 main steps in  Allianz’ complaint process:
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Step 1: Complaint is received and recorded in the Customer Feedback Log.

Step 2: Complaint is categorised and routed to the relevant owner for input.

Step 3: Complaint owner investigates and resolves complaint. Resolution is communicated and saved in the file.
Step 4: Complaints reporting and Analysis.

Complainants shall have the right to obtain information regarding Allianz’ processing of complaints.

A complaint must be “resolved” by Allianz within 60 calendar days of receipt from the complainant. Some exceptional circumstances may warrant a 90 calendar days resolution time, however in that case the complainant will be notified as soon a possible, but no later than 60 calendar days following receipt of a complaint, that the review will take longer than 60 days.  
9. Transferring a complaint record to the AMF (Autorité des marchés financiers) (For Residents of Québec)
For residents of Québec, complainants who are not satisfied with the outcome of their complaint may request that Allianz transfer the complaint record to the AMF. It is Allianz’ responsibility to transfer the documents and creating the AMF report using the online Form to Request the transfer of a File
Allianz shall have 10 days to respond to the AMF should they request the business contact information of the person officially designated to respond to the AMF.
10. Periodic Reporting to SLT 

The Complaints Officer shall periodically report to SLT on the following matters:
· Number of complaints received;
· Processes and common causes of complaints;
· Outcomes of complaints process;
· Issues related to implementation and dissemination of and compliance with the policy; and
· Issues identified when ascertaining common causes to the complaints processed 

Allianz review complaints on a quarterly basis in order to develop a comprehensive view of the complaints received for that quarter in order to identify common causes and address issues raised by the complaints in order to mitigate any future complaint related to such cause.

If it is determined that a complaint may have repercussions on other clients, the Complaints Officer shall notify our Regulatory Compliance department and all other necessary departments of the complaint and such possible repercussions on other clients.
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