Registered persons not required to
have DR procedure

Credit not required to
have their own IDR procedure

ACL holders

AFSL holders

AFSL holders will already have IDR
proceduresin place. You should
reviewthese procedures againstRG
165before you provide your self
certification to ASIC

Information about your
proposed IDR procedures
must be provided in your  to obtain an ACL, you must self certify that your
ACL application IDR procedures comply with ASIC's

ACL holders

details of the person within your business who will be
responsible for the operation of the IDR procedure must be
ted

should review their IDR procedures now!

Can maintain their exsting IDR
AFSL holders who provide margin ~_procedures until 1 January 2011

lending services

see Appendix 1 of RG 165
T

( Where creditlegislation refers to dispute,

ASIC considers this to have the same
meamng as complaint

organisation, related to its products or services,
or the complaints handiing process itself, where
a response or resolution is explicitly or implicitly
Adopt the delmmen of  expected
Complaint

‘ / An expression of dissatisfaction made to an

visibility

accessibility
| responsiveness
AS 150 10002-2006 | | objeciviy
Satisfy the Guiding Principles | charges

confidentiality

customer-focused approach

accountability

continual improvement
Follow section 5.1 - Commitment

Follow section 6.

Follow section 8. Callection of Information
{ @ What are the IDR requirements? F
8.2 - Analysis and Evaluation of Complaints

Immediate acknowledgement of
receipt of complaint

Resources

Final response within 45 days

Where the dispute relates to default

mum [OR timeframes. notices, final response within 21 days

Where dispute relates to an
‘application for hardship variation, final

response within 21 days

must have dedicated phone number,
and where possible, fax number,
postal address and email address to
‘accept and handle hardship
application

. Yy
(316 1% VAL Special requirements for ACL holders
DISPUTE RESOLUTION ‘and complaints about financial st eat disputes inuohing hardship
hardship applications as urgen
must have systems in place to easily
RG 165 issued May 2010 identify hardship disputes
roviders & crit assistance provilars | disputant st be informed of ight to
complain to EX
where dispute involves default notice,
disputant may lodge their dispute
directly with and EDR scheme
enable staf to understand procedure
DR procedure must be Lo | Promote accountabilty and
facilitate ease of and accessibilty
receiving complaints
r‘i ? Documenting IDR procedures \nwestiqating complaints

procedure and policy for _| responding to complaints

referring unresolved complaints

recording information about complaints
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Get free resources like this by subscribing to our blog:
neueynemercme com.auHN/AFSLBIog.aspx. You
ass this on, subject to a Creative Commons
Uicehce. ereatvecommons. orgllicenses/by-nd/2.5/au.
The author is Holley Nethercote Commercial Lawyers
hnlaw.com.au. This diagram is not legal advice, and Y
is current at June 2010. g Tailoring IDR procedures

number of authorised representatives
size of your business

number of credit representatives
When reviewing existing IDI
procedures, or estahl\smng hewIDR | range of financial products or services
procedures, take into account or credit products and services

the nature of your customer base

likely number and complexity of your
complaints and disputes

A credit provider or credit service provider that outsources its
IDR procedures to a third party service provider remains
responsible for ensuring that its procedures comply with ASIC's

| g Outsourcing ]—f




