Jewellers Loop Complaints and Dispute Resolution

Jewellers Loop Pty Limited, ABN 47 110 767 087 (“Jewellers Loop”), trading as Q Report, administers and
arranges jewellery insurance policies on behalf of the insurer, Chubb Insurance Australia Limited, ABN 23
001 642 020 (“Chubb”), AFS Licence No 239687. Jewellers Loop has been appointed as an Authorised

Representative of Chubb (AR number 295163).

General Insurance Code of Practice

Chubb is a signatory to the General Insurance
Code of Practice (the Code). The objectives of

the Code are to further raise standards of service
and promote consumer confidence in the general
insurance industry. Further information about the
Code and your rights under it is available at www.
codeofpractice.com.au and on request.

Complaints and Dispute Resolution

We take the concerns of our customers very
seriously and have detailed complaint handling
and internal dispute resolution procedures that you
can access. Please note that if we have resolved
your initial complaint to your satisfaction by the
end of the 5th business day after we have received
it, and you have not requested that we provide
you a response in writing, the following complaint
handling and internal dispute resolution process
does not apply. This exemption to the complaints
process does not apply to complaints regarding

a declined claim, the value of a claim, or about
financial hardship.

Stage 1 - Complaint Handling Procedure

If you are dissatisfied with any aspect of your
relationship with Chubb including our products or
services and wish to make a complaint, please

contact us at:
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The Complaints Officer

Chubb Insurance Australia Limited
GPO Box 4065

Sydney NSW 2001

O 1800 815 675

E Complaints. AU@chubb.com

The members of our complaint handling team are
trained to handle complaints fairly and efficiently.

Please provide us with your claim or policy number
(if applicable) and as much information as you can
about the reason for your complaint.

We will investigate your complaint and keep you
informed of the progress of our investigation. We
will respond to your complaint in writing within
fifteen (15) business days provided we have all
necessary information and have completed any
investigation required. In cases where further
information or investigation is required, we will
work with you to agree reasonable alternative
time frames and, if We cannot agree, you may
request that your complaint is taken to Stage 2 and
referred to Our internal dispute resolution team.
We will otherwise keep you informed about the
progress of our response at least every ten (10)
business days, unless you agree otherwise.

Please note if your complaint relates to Wholesale
Insurance (as defined in the General Insurance
Code of Practice), we may elect to refer it straight
to Stage 2 for review by our Internal Dispute
Resolution team.
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Stage 2 - Internal Dispute Resolution
Procedure

If you advise us that you wish to take your
complaint to Stage 2, your complaint will be
reviewed by members of our internal dispute
resolution team, who are independent to our
complaint handling team and are committed to
reviewing disputes objectively, fairly and efficiently.

You may contact our internal dispute resolution

team by phone, fax or post (as below), or email at:

Internal Dispute Resolution Service
Chubb Insurance Australia Limited
GPO Box 4065

Sydney NSW 2001

O +61 2 9335 3200

F+612 9335 3411

E DisputeResolution. AU@chubb.com

Please provide us with your claim or policy number
(if applicable) and as much information as you can
about the reason for your dispute.

We will keep you informed of the progress of
our review of your dispute at least every ten (10)
business days and will respond to your dispute
in writing within fifteen (15) business days,
provided we have all necessary information and
have completed any investigation required. In
cases where further information or investigation
is required, we will work with you to agree
reasonable alternative time frames. If we cannot
agree, you may refer your dispute to the Australian
Financial Complaints

Authority (AFCA) as detailed under Stage 3
below, subject to its Rules. If your complaint or
dispute falls outside the AFCA Rules, you can seek
independent legal advice or access any other
external dispute resolution options that may be
available to you.
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Stage 3 - External Dispute Resolution

If you are dissatisfied with our internal dispute
determination, or we are unable to resolve your
complaint or dispute to your satisfaction within
forty-five (45) days, you may refer your complaint or
dispute to AFCA, subject to its Rules.

AFCA is an independent external dispute resolution
scheme approved by the Australian Securities

and Investments Commission. We are a member
of this scheme and we agree to be bound by its
determinations about a dispute. AFCA provides
fair and independent financial services complaint
resolution that is free to consumers.

You may contact AFCA at any time at:

Australian Financial Complaints Authority
GPO Box 3

Melbourne VIC 3001

O 1800 931 678 (free call)

F+613 9613 6399

E info@afca.org.au

W www.afca.org.au

Time limits may apply to complain to AFCA and so
you should act promptly or otherwise consult the
AFCA website to find out if or when the time limit
relevant to your circumstances expires.

Request for Information

You may request copies of information we have
relied upon to arrive at our decision in the
Complaint Handling process. In some instances we
may not release the information as requested and
you may request a review of our decision not to
release such information. We will comply with Code
requirements regarding providing information you
request.
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General Insurance Code of Practice

Chubb is a signatory to the General Insurance
Code of Practice (the Code). The objectives of

the Code are to further raise standards of service
and promote consumer confidence in the general
insurance industry. Further information about the
Code and your rights under it is available at www.
codeofpractice.com.au and on request.

Complaints and Dispute Resolution

We take the concerns of our customers very
seriously and have detailed complaint handling
and internal dispute resolution procedures that you
can access. Please note that if we have resolved
your initial complaint to your satisfaction by the
end of the 5th business day after we have received
it, and you have not requested that we provide
you a response in writing, the following complaint
handling and internal dispute resolution process
does not apply. This exemption to the complaints
process does not apply to complaints regarding

a declined claim, the value of a claim, or about
financial hardship.

Stage 1 - Complaint Handling Procedure

If you are dissatisfied with any aspect of your
relationship with Chubb including our products or
services and wish to make a complaint, please
contact us at:

The Complaints Officer

Chubb Insurance Australia Limited
GPO Box 4065

Sydney NSW 2001

O 1800 815 675

E Complaints. AU@chubb.com

The members of our complaint handling team are
trained to handle complaints fairly and efficiently.

Please provide us with your claim or policy number
(if applicable) and as much information as you can
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about the reason for your complaint.

We will investigate your complaint and keep you
informed of the progress of our investigation. We
will respond to your complaint in writing within
fifteen (15) business days provided we have all
necessary information and have completed any
investigation required. In cases where further
information or investigation is required, we will
work with you to agree reasonable alternative
time frames and, if We cannot agree, you may
request that your complaint is taken to Stage 2 and
referred to Our internal dispute resolution team.
We will otherwise keep you informed about the
progress of our response at least every ten (10)
business days, unless you agree otherwise.

Please note if your complaint relates to Wholesale
Insurance (as defined in the General Insurance
Code of Practice), we may elect to refer it straight
to Stage 2 for review by our Internal Dispute
Resolution team.

Stage 2 - Internal Dispute Resolution
Procedure

If you advise us that you wish to take your
complaint to Stage 2, your complaint will be
reviewed by members of our internal dispute
resolution team, who are independent to our
complaint handling team and are committed to
reviewing disputes objectively, fairly and efficiently.

You may contact our internal dispute resolution
team by phone, fax or post (as below), or email at:

Internal Dispute Resolution Service
Chubb Insurance Australia Limited
GPO Box 4065

Sydney NSW 2001

O +61 2 9335 3200

F+612 9335 3411

E DisputeResolution. AU@chubb.com

Please provide us with your claim or policy number
(if applicable) and as much information as you can
about the reason for your dispute.
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We will keep you informed of the progress of
our review of your dispute at least every ten (10)
business days and will respond to your dispute
in writing within fifteen (15) business days,
provided we have all necessary information and
have completed any investigation required. In
cases where further information or investigation
is required, we will work with you to agree
reasonable alternative time frames. If we cannot
agree, you may refer your dispute to the Australian
Financial Complaints

Authority (AFCA) as detailed under Stage 3
below, subject to its Rules. If your complaint or
dispute falls outside the AFCA Rules, you can seek
independent legal advice or access any other
external dispute resolution options that may be
available to you.

Stage 3 - External Dispute Resolution

If you are dissatisfied with our internal dispute
determination, or we are unable to resolve your
complaint or dispute to your satisfaction within
forty-five (45) days, you may refer your complaint or
dispute to AFCA, subject to its Rules.

AFCA is an independent external dispute resolution
scheme approved by the Australian Securities

and Investments Commission. We are a member
of this scheme and we agree to be bound by its
determinations about a dispute. AFCA provides
fair and independent financial services complaint
resolution that is free to consumers.

You may contact AFCA at any time at:

Australian Financial Complaints Authority
GPO Box 3

Melbourne VIC 3001

O 1800 931 678 (free call)

F+613 9613 6399

E info@afca.org.au

W www.afca.org.au
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Time limits may apply to complain to AFCA and so
you should act promptly or otherwise consult the
AFCA website to find out if or when the time limit
relevant to your circumstances expires.

Request for Information

You may request copies of information we have
relied upon to arrive at our decision in the
Complaint Handling process. In some instances we
may not release the information as requested and
you may request a review of our decision not to
release such information. We will comply with Code
requirements regarding providing information you
request.

Contact Us

Jewellers Loop can be contacted at:
Level 10, 61-63 Market Street, Sydney NSW 2000

Phone: 1300 882 018
Email: info@areport.com.au

Website: www.qgreport.com.au
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