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1. Awareness

2. Parameters

3. Options

Objectives



" “Changing the way an institution manages 
customer complaints requires real action. A 
considerable first step is realizing that 
satisfying customers and satisfying 
regulators are not two mutually exclusive 
propositions.” 

- Deloitte Center for Regulatory Strategies (2015)



When

RG 271
Internal Dispute Resolution

• Issued on 31 July 2020

• Enforceable from 5 October 2021



Who

• AFSL holders

• Unlicensed product issuers and secondary sellers

• Australian credit licensees

• Credit service providers (brokers)

• Trustees of regulated superannuation funds (other than SMSFs)

• Trustees of approved deposit funds

• Fintech companies

RG 271
Internal Dispute Resolution



What

• Enforceable Regulatory Guidance 

• Tighter compliance obligations

• A customer-centric approach

• Civil penalty consequences

RG 271
Internal Dispute Resolution



The Customer Experience (CX)

1.MINDSET

2.EARLY

3.RESPONSE

4.VALUE

Negative

Standard

Ad hoc

Low

Feedback

Accelerated

Proactive

High

➔

➔

➔

➔



" “Financial supervision is increasingly driven 
by data, with regulators requiring data of 
greater granularity and at a greater 
frequency” 

- Institute of International Finance, March 2016



How many complaints have you received in the past 12 months?

A.   0

B.   1-3

C.   4-7

D.   8-15

E.   15+

Poll



COMPLAINTS = ‘EXPRESSIONS OF DISSATISFACTION’"
Made to or about your:

• Products

• Services

• Staff

• Handling 

…and your customer is not expected to state the word ‘complaint’ or 

‘dispute’ nor are they required to put it in writing to trigger 

obligations.



…”posts on a social media channel or account owned or controlled 

by the financial firm that is the subject of the post, where the 

author is both identifiable and contactable” (.32)

"



" Whether you have one complaint a year or 
one thousand, RG 271 is about enabling 
complaints, being proactive, resourcing up 
and gathering data… 



A STRAIGHT LINE TO THE CEO/BOARD"
“Staff expected to play a role...include the chief executive (or 

equivalent) and senior management” (.144 a)

“...having board and/or senior management oversight of the IDR 
process” (.128)



RESPONSIBILITY RESOURCING

RECORDING REPORTING RESPONDING

Key 
Parameters



RESOURCING

RECORDING

REPORTING

RESPONDING

The 
Enforceable 
4Rs 

Fair, effective and efficient & volume spikes 

Effective system to record and track progress

Data reports to senior management & Board

Written communication (outcome/actions/why)



" “Leading complaints management practices 
can help improve customer service, 
strengthen underlying compliance controls 
and avoid the growing potential for 
regulatory fines or damage to an 
institution’s reputation”. 

- Deloitte Center for Regulatory Strategies (2015)



Are you confident that your licensee is ready for 

RG 271?

• Yes

• No

• Unsure

Poll



1. Knuckle down and be distracted

2. Pay someone in your team to deal with it

3. Wait and see – hope ASIC doesn’t serve a notice

4. Use a service(s) already created

Options



IDR TECHOLOGY

Enquiries: Link
Appointments: Link

T: 1300 370 453
team@guidedresolution.com

CONTACTS

COMPLIANCE SUPPORT

Enquiries: Link

T: +61 498 127383
admin@assuredsupport.com.au

https://guided-compliance.com.au/asic-enforceable-regulatory-guidance/
https://calendly.com/guided-resolution/30min-au
https://www.assuredsupport.com.au/


Access to webinar content
• Today’s webinar recording, presentation slides and a CPD 

assessment quiz will be uploaded to afa.asn.au 

• All registrants will receive an email confirming when 
available

• Get in touch at info@afa.asn.au if you have any questions

Thank you for joining us today

mailto:info@afa.asn.au


APPENDIX

Key Paragraphs - RG 271



“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” (.27)

Definition



“Staff expected to play a role...include the 

chief executive (or equivalent) and senior 
management” (.144 a)

“...having board and/or senior management 
oversight of the IDR process” (.128)

Responsibility



The Enforceable 4Rs



“The IDR process must be resourced so that it 

operates fairly, effectively and efficiently” (.142) 

“…includes resourcing…to deal with intermittent 

spikes in complaint volumes” (.143 – Staff Numbers)

Resourcing



“Firms must have an effective system for 

recording information about complaints. The 
system must enable firms to keep track of the 

progress of each complaint” (.179)

Recording



“Firms must provide reports about complaints 

data regularly to senior management and the 

firm’s board (or equivalent)” (.183)

Reporting



“An ‘IDR response’ is a written communication from a 

financial firm to the complainant, informing them of:

(a) the final outcome of their complaint at IDR (either 

confirmation of actions taken by the firm to fully resolve the 

complaint or reasons for rejection or partial rejection …);

(b) their right to take the complaint to AFCA if they are not 

satisfied with the IDR response; and

(c) the contact details for AFCA.” (.53)

Responding



A financial firm must provide an IDR response to 

a complainant no later than 30 calendar days 

after receiving the complaint.” (.56 - Standard)

Shortened
Response 
Times



Tightened Standards



“Financial firms should manage complaints 

objectively and without actual or perceived bias. 

This requires that:” (.167)

“IDR processes allow adequate opportunity for 

each party to make their case” (.167 a.)

Unbiased



“Firms should encourage complaints and make 

it easy for people to voice their concerns by 
developing an IDR system that is readily 

accessible and easy to use.” (.131)

Enabling



“increasing the capture, tracking, analysis and 

reporting of complaint data.” (.17 (b))

“leveraging the power of technology and data 

analytics to improve both the IDR process” 

(.17(g))

Technology



“Outsourcing should also be done in a way 

that ensures accessibility for consumers and 

maintains a consumer-centric approach” (.47)

Accessible



Disclaimer 
© This presentation has been prepared by Guided Resolution Pty Ltd ABN 15 164 011 803 

Changes in circumstances may occur at any time and may impact on the accuracy, reliability 

or completeness of the information and we exclude liability for any decision taken on the 

basis of the information shown in or omitted from this presentation. We have taken 

reasonable care in producing the information found in this presentation at the time of 

writing. 


