TravelCard Real-Time Travel Insurance
Complaints Management Framework
Feedback
As a valued customer, we actively encourage your
feedback and the raising of any concerns where our
services or products have not met your expectations.
If one of our team has done a great job we would ask
that you share your experiences so that we can
recognise that individual or team. However, if your
experience, the product, our service or how we have
managed your personal information has not met your
expectations we want to hear about it so that we can
resolve the matter and make sure we can improve
our services. Please contact your broker or our team
as soon as you become aware of an issue as this will
gives us every chance to address your concerns.

Making A Complaint
If we are unable to resolve your issue or you are
dissatisfied with the response, you can contact the
Complaints Manager using the following details:
Telephone
Email

timeframe, either because we require further
information, assessment or investigation is required,
we will advise how long we expect this to take. We
will also be in contact with you, at a minimum, every
10 business days throughout the complaint process.

Step
2
Internal
Resolution Stage 2

Disputes

If You are not satisfied with the Stage 1 response
You have the opportunity to request that the
Complaint be independently reviewed by the Internal
Disputes Resolution Committee who have the full
authority to deal with the complaint. The Internal
Disputes Resolution Committee will be guided by the
principles of good faith, equity and merit in the
consideration of the complaint
Email Complaints@travelcard.com.au
Mail
Level 47, 19 Martin Place,
Sydney, NSW, 2000

1300 123 413
Complaints@travelcard.com.au

By providing as much information as possible
regarding your complaint, we can ensure that we
have every opportunity to resolve the matter swiftly.

Step
1
Internal
Resolution Stage 1

Disputes

We will take your complaint seriously and will ensure
that you have an independent review of the matter as
part of the Internal Dispute Resolution Process. You
will receive an acknowledgement of the complaint
lodgment within 1 working day, and we will confirm
within 5 working days if we require any further
information. We will endeavour to resolve your
complaint within 15 days of your notification,
providing that we have received all of the necessary
information from you. If we cannot meet that

Step
3
External
Resolution Process

Disputes

If you are not satisfied with the final response or your
complaint has not been resolved in 45 days you may
be able to refer the matter to the Financial
Ombudsman Service (FOS). If the dispute falls within
the FOS Terms of Reference, they will be able to
review the case and provide a resolution which is
aimed at a fair outcome for all parties. The contact
details for FOS are:
Tel
Fax
Website
Email
Post

1300 78 08 08
(03) 9613 6399
www.fos.org.au
info@fos.org.au
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