
Australian Unity Complaints 
Management Policy (Public)

This policy outlines Australian Unity’s (“our”, “we” or “us”) complaint handling process 
for our Health, Wealth and Care products and services.

We adopt the Australian Standard - Guidelines for complaint management in organisations 
(“AS 10002:2022”) definition of a complaint, which is an ‘expression of dissatisfaction 
made to or about an organisation, 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’.

We care about helping you and your wellbeing.  To help us do this, and ensure we can 
continue to do this well, we want to hear from you if you have a complaint about us.

Our complaint management policy, procedures and system are supported by these guiding 
principles:



We provide the following ways for you to lodge a complaint.







Thank you for giving us the opportunity to resolve your complaint in the first instance.

If you believe that we have not made reasonable attempts to address your complaint, or you 
are not satisfied with our resolution, you can take your complaint to an independent,
external complaint handling body. 

The contact details of the external dispute handling bodies you can refer your complaint to



are listed below.  

Australian Financial Complaints Authority (AFCA) (afca.org.au) is an external dispute 
resolution body which provides fair and independent financial services complaint 
resolution.  It’s free to customers.

Please note: Australian Unity General Insurance Agency Pty Ltd is not a member of 
AFCA, however, you can make a complaint to AFCA. When registering your complaint 
with AFCA you will be required to select the entity that the policy your complaint belongs 
to. For complaints about:

Pet insurance choose PetSure (Australia) Pty Ltd,
Caravan & Trailer, Commercial & Farm, Home, Landord, Motor and Pleasure craft 
general insurance products choose Allianz Australia Insurance Limited (Allianz).
Travel Insurance choose:  AWP Australia Pty Ltd.

The Private Health Insurance Ombudsman (PHIO), a division of the Commonwealth 
Ombudsman (www.ombudsman.gov.au), is the independent office appointed by the Federal 
Government that provides free services to all health fund members. The Ombudsman 
handles enquiries, suggestions and complaints and will assist you in resolving a dispute.

The Aged Care Quality and Safety Commissioner (ACQSC) is the national end-to-end 
regulator of aged care services.  They also resolve complaints about these services.

The NDIS Quality and Safeguards Commission is an independent agency established to 



improve the quality and safety of NDIS support and services.

Each State and Territory has a free independent health service to help consumers with their 
health service concerns.  Please refer to their website for further details.

www.

Independent and external complaints about Retirement Communities can be referred to the 
relevant State’s external dispute handling bodies.  Please refer to their website for additional 
contact details and processes.

ebsite



State based tribunals manage external dispute resolution where the appointment is made by 
them.  Please refer to their website for relevant contact details and processes.

The Office of the Australian Information Commissioner (OAIC) is an independent statutory 
body whose purpose is to promote and uphold privacy and information access rights.

omplaint 

Please refer to the Australian Unity Privacy Policy for more detail on how we handle your 
personal information.


