
Lloyd’s complaints process – New zealand complaints

Complainant requests 
review by IFSO

Complainant remains 
dissatisfied

Yes

Lloyd’s Australia initiate a full stage two 
review  and send an acknowledgement 

within 5 business days

Lloyd’s Australia issues final response 
within 10 business days providing 
escalation rights to Ombudsman

No further action requiredNo

No further action requiredNo

If Lloyd’s Australia is unable to issues final 
response within two months they will issue 

a ‘deadlock’ letter

Complaint received by managing agent or 
their representative

Managing agent or their representative 
acknowledge complaints within five 

business days and provide name and 
contact details of person handling the 

complaint.

Notify details of the complaint and 
resolution to Lloyd’s using the Lloyd’s 

notification template within seven days of 
response being issued

Complaint is investigated by managing 
agent or their representative and they 

issue the stage one response within 10 
business days of the complaint being 

received

Complainant remains 
dissatisfied

Yes




