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1. Purpose 

Retail Employees Superannuation Pty Limited (Rest) listens and responds to members through its 
dispute resolution framework. Improving its products and services, based on real-time feedback from 
members, helping Rest to operate in the best financial interests of its members. 

Our dispute resolution framework includes: 

• An internal dispute resolution (IDR) procedure in accordance with ASIC Regulatory Guide 
271– Internal dispute resolution (RG 271) effective from 5 October 2021; and  

• Membership for the Australian Financial Complaints Authority (AFCA), an independent 
external dispute resolution (EDR) body. 1 

This Complaints Management Policy (Policy) assists Rest to satisfy legislative requirements, 
standards and responsibilities as an Australian Financial Services Licensee (AFSL) and regulated 
superannuation trustee, in line with: 

• The relevant provisions of the Superannuation Industry (Supervision) Act 1993. 

• The relevant provisions of the Corporations Act 2001 and Corporations Regulations 2001.  

• The Superannuation (Resolution of Complaints) Act 1993. 

•  RG 271. 

• ASIC Regulatory Guide 267 Oversight of the Australian Financi.al Complaints Authority (RG 
267), and 

• The requirements of Australian Standard AS/NZS 10002 – 2014 (the Standard). 

The Policy is a key component of our dispute resolution framework and outlines: 

• How members can lodge a complaint with Rest. 

• Options available to members needing additional support when lodging a complaint. 

• The key steps in the complaint process with Rest. 

• Our timeframes to provide a response. 

• Details of accessing AFCA if the complaint is not resolved, and 

• How systemic issues are identified using data and information.  

Privacy related complaints are not covered under this policy. The Privacy Act 1988 and Australian 
Privacy Principles (APPs) require that personal member information be used only for certain purposes 
and contain obligations for Rest to have a process for dealing with privacy related complaints. 
Information on how to make a complaint about a breach of privacy can be located at 
rest.com.au/privacy-policy.  

Rest and its service providers will not disclose any Personal Information of the complainant or their 
representative to any other party, unless:  

• Disclosure is required for the purpose of addressing the complaint, or  

• The complainant or their representative has provided their consent.  

 
1 The internal dispute resolutions procedures under ASIC Regulatory Guide 165 will continue to apply in relation to complaints 

received before 5 October 2021.This will apply until it is withdrawn by ASIC on 5 October 2022 
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2. Scope 

Retail Employees Superannuation Pty Limited ABN 39 001 987 739 (Rest) is the trustee of the Retail 
Employees Superannuation Trust ABN 62 653 671 394 (Fund).  

Rest holds an AFSL 240003 and is an RSE licensee.  The IDR requirements outlined in the 
Corporations Act and RG 271 cover complaints against Rest made by “retail clients” in connection 
with the provision of all financial services covered by Rest’s AFSL. Any complaints outside of these 
services are not covered by this policy. 

This Policy applies to Rest, including Rest’s Directors, employees and where specified, Rest’s service 
providers.  

This Policy does not relate to any complaints regarding the provision of personal financial advice by 
Rest Advice. Rest has an arrangement for Link Advice (AFSL 258145) to provide financial product 
advice to Fund members. As the holder of the AFSL licence for the provision of advice, any 
complaints of this nature will be handled by Link Advice. 

3. Objectives for complaint handling by Rest 

Rest is committed to providing the highest standard of service and maintaining our reputation for 
honesty and integrity.  We aim to deal with complaints in a people-focused, pro-active and timely 
manner. Objectives of complaints management at Rest include: 

• Provide complainants with access to an open, responsive and customer focused complaints 
handling process. 

• Resolve complaints fairly and objectively, in a consistent and systematic manner. 

• Identify trends and possible systemic issues to eliminate causes of complaints and improve 
operations. 

• Ensuring our complaints process is easy to understand. 

• Ensure compliance with Rest’s regulatory and legal obligations. 

• Resolve whenever possible at first point of contact, and  

• Ensure that all staff who handle complaints are fully informed about the dispute resolution 
procedures and requirements. 

4. Guiding principles 

In applying this Policy, Rest staff are guided by the following principles:  

Guiding principle What this means  

Visibility Rest makes it easy for people to understand our approach to complaints, 
including through information published on our website, in our product 
disclosure documents and welcome packs, and through training provided 
to relevant staff. Rest explains clearly how a complaint can be made, will 
be handled, the likely response timeframes, the possible outcomes of the 
complaint, how those involved will be informed of the progress of the 
complaint and the reasons for any decisions. 

Accessibility Rest’s complaints processes are accessible and understandable for all 
members and others who may have concerns. Everyone should be able to 
lodge complaints and access the relevant processes. Rest takes steps to 
promote equitable access to Rest’s complaints processes for all 
customers, including vulnerable people and groups, and provides advice 

http://www5.austlii.edu.au/au/legis/cth/consol_act/ca2001172/s1371.html#made
http://www5.austlii.edu.au/au/legis/cth/consol_act/ca2001172/s761a.html#retail_client
http://www5.austlii.edu.au/au/legis/cth/consol_act/ca2001172/s9.html#provision
http://www5.austlii.edu.au/au/legis/cth/consol_act/ca2001172/s9.html#financial_service
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Guiding principle What this means  

and guidance on the handling of complaints to service providers and Rest 
business units. 

Rest takes steps to proactively identify people who may need additional 
assistance in accordance with its vulnerable customer policy. For example, 
an employee may require a language interpreter to understand and 
engage with the complainant, or a person with a disability may need 
information provided in a specific format.  

Objectivity and 
fairness 

Complainants are treated fairly, equitably, and with respect particularly if 
the complainant is facing difficulties that may result in an interaction that is 
challenging. Rest has procedures and training in place to help deal with 
such situations while supporting our staff and our members.  

Both the complainant and Rest have the opportunity to present their 
version of events, provide supporting information and respond to any 
potential negative decisions. Staff investigating and/or making decisions 
about the complaint should be impartial and not involved in the subject 
matter of the complaint.  

Confidentiality and 
privacy 

Rest provides information about a complaint to those people who need to 
know about it, in order for the complaint to be actioned properly and 
remain compliant with privacy laws. 

Where responding to complaints received by social media, privacy is 
paramount (ie Rest will not post a public response). 

Responsiveness Rest will take steps to ensure that we respond quickly and efficiently to 
complaints, in accordance with the timeframes set out in this Procedure. 
Exceptions may occur due to factors such as member circumstances, 
complexity or delays in receiving information. However, key dates will be 
tracked to monitor compliance with the Procedure.  

Cost effectiveness Rest acknowledges that people have a right to complain and will not 
charge a fee to those making complaints.  

Preventing 
reoccurrence 

Rest takes steps to identify the causes of complaints and any underlying 
issues. Key complaint drivers are identified, reported to Management and 
the Board, and actions taken to reduce numbers over time. 

5. Key Roles and Responsibilities 

Key roles and responsibilities that handle complaints and directly relate to this Policy, include the 
following:  
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Role Responsibilities  

Rest Board • The Rest Board instils a positive complaints management culture, 
where complaints are welcomed, thoroughly reviewed, valued to 
provide opportunities to enhance our member experience, product 
offering and also ensure are appropriately managed. 

• The Rest Board is accountable for the effective management of 
complaints handling functions including the management of 
systemic issues identified through the complaints process at Rest. 

Rest Member and 
Employer Services 
Committee (MESC) 

• MESC will receive regular reporting on complaints and will use this 
to monitor trends and develop insights into the member experience 
as well as any risks or issues that may have a material impact on 
the Fund’s strategy, reputation, brand or culture and report these to 
the Board. 

• MESC is also responsible for reviewing and monitoring the 
effectiveness of controls related to the complaints management 
framework. 

• MESC is responsible for the review and approval of changes to this 
Policy. 

Rest Complaints 
Management Governance 
Forum 

• The Rest Complaints Management Governance Forum regularly 
reviews the complaints management framework to ensure 
opportunities for service improvement and the need for changes to 
general operations are assessed and prioritised.  

• The Rest Complaints Management Governance Forum identifies 
and addresses instances of non-conformity with regulatory and 
other legal requirements while also identifying and correcting 
deficiencies in Rest operations which give rise to complaints.   

Rest Complaints 
Management Team 

• The Rest Complaints Management team is responsible for 
reviewing performance of quality checks of all complaint activities, 
and monitoring and reporting of data for management and trustee 
reports. 

• The Rest Complaints Management team is responsible for handling 
and resolving complaints lodged with the external dispute 
resolutions body. 

Frontline Rest Staff • Rest’s frontline staff are responsible for identifying complaints as 
defined in this Policy and maintaining related complaints records.  

• Rest and Rest’s service provider’s frontline staff are responsible for 
aiding the complaints management team to investigate and resolve 
complaints 

Service Providers • Service providers that provide administration services and contact 
centre support have the relevant channels to receive complaints 
from Rest members.  

• Service providers are also responsible for identifying and handling 
complaints as defined in this Policy. 
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6. Understanding Complaints 

6.1 What is a complaint?  

Rest defines a complaint as 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.” 

In some cases, a complaint may lead to a dispute. If this arises, Rest treats the dispute in 
accordance with the principles and steps outlined in this Policy. Therefore, a reference to a 
“complaint” in this Policy includes a reference to a dispute.  

Rest staff and service providers understand how to identify a complaint and will:  

• Listen carefully for any expressions of dissatisfaction. Members do not need to expressly use 
the word ‘complaint’ or ‘dispute’, or put their complaint in writing, for a matter to be dealt with 
in line with our complaints management process. 

• Recognise and treat an expression of dissatisfaction as a complaint, even if it can be quickly 
resolved.  

Examples of complaints include: 

• Posts on Rest’s social media channels or accounts which meet the definition of a complaint 
as set out above, where the author is both identifiable and contactable.  

• An objection to a proposed decision about the payment of a death benefit (ie how and to 
whom the death benefit will be paid).  

• Complaints relating to a matter that is the subject of a Rest remediation program or about the 
remediation program itself (eg delays or lack of communication), or  

• Dissatisfaction about the handling of an insurance claim (eg excessive delays or 
unreasonable information requests). 

6.2 What is not a complaint?  

This Policy does not cover matters which are not considered complaints such as: 

• Simple requests for information, and  

• Comments made about Rest or its service providers where a response is not expected, such 
as reports intended solely to bring a matter to Rest’s attention. 

6.3 Who can make a complaint (‘the complainant’)? 

Complaints can be made by: 

• Product holders of Rest, including:  

o members or former members of Rest  

o beneficiaries or former beneficiaries of Rest  

o people with an interest in an insurance contract where the premiums are paid from Rest; 

• Beneficiaries with an interest in a death benefit. 

• Parties (and intending parties) to an agreement under the Family Law Act 1975 or order 
affecting superannuation, including:  

o a member or beneficiary’s spouse or former spouse, who is party to an agreement, or 
subject to an order about that person’s superannuation interest; and 

o someone eligible to request information about that superannuation interest. 
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7. The complaint process 

Rest is committed to implementing a transparent and consistent complaint process. This involves the 
following steps or stages:  

Key steps in managing a complaint  

 

` 
 
 

 
 
7.1 Identify/receive and record 

7.1.1 Lodging a complaint with Rest 
Rest is committed to making it easy for our members to make a complaint. A complaint can be made 
in the following ways:  

Phone: Customer Service Agents are available 8am – 10pm AEST Monday to Friday. The contact 
number to call is 1300 300 778. 

Live Chat: Customer Service Agents are available 8am – 10pm Monday to Friday, 9am – 6pm 

Saturdays and 10am – 6pm Sundays AEST. Live Chat can be accessed from the Rest website 

rest.com.au 

Rest app: In app messaging is available 24/7. 

Social media: Rest is contactable via Facebook, Twitter, Instagram and LinkedIn at the following 
links:  

Twitter  

Facebook  

LinkedIn  

Instagram  

If a complaint is initiated through one of these public channels, the complainant will be contacted via 
private messaging and the complaint will be handled offline to ensure no private information is shared. 

Email: An email with the subject line 'Complaint' can be sent to the email contact@rest.com.au. 

Useful information to provide Rest by the complainant to assess and resolve the complaint includes: 

Rest member number. 

• Full name as it appears on the account. 

• Full name (if lodging a complaint on a member's behalf).  

• Contact details including contact number and email. 

• Details of the complaint. 

• What outcome is being sought to resolve the complaint. 

Letter: A complaint may be lodged in writing to: 

The Trustee Services Officer 
Rest 

1. Receive, 
identify & 
Record

2. 
Acknowledge

3. Triage & 
Prioritise 

4. Assess & 
Investigate

5. Resolve & 
Respond

6. Close

Complaint Resolution 
Frontline and/or Complaints Management team 

 

https://rest.creativevirtual.com/bot.htm?isJSEnabled=1&entry=is%20rest%20on%20social%20media&businessArea=Root&channel=Root.Web
https://rest.creativevirtual.com/bot.htm?isJSEnabled=1&entry=is%20rest%20on%20social%20media&businessArea=Root&channel=Root.Web
https://rest.creativevirtual.com/bot.htm?isJSEnabled=1&entry=is%20rest%20on%20social%20media&businessArea=Root&channel=Root.Web
https://rest.creativevirtual.com/bot.htm?isJSEnabled=1&entry=is%20rest%20on%20social%20media&businessArea=Root&channel=Root.Web
mailto:An
mailto:contact@rest.com.au
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PO Box 350 
Parramatta NSW 2124 

Further information and links to lodging an online complaint can be accessed on the Rest website at 
rest.com.au/complaint 

7.1.2 Complaint identification 
Rest takes steps to ensure that all staff and service providers have an understanding of the definition 
of ‘complaint’ in line with this Policy (See section 6 above) and are able to identify expressions of 
dissatisfaction as complaints.  

Once a complaint is identified, Rest is obligated to treat the matter in accordance with our IDR 
requirements, regardless of where the complaint is handled (ie by the frontline teams or by the 
specialist complaint team). Staff are encouraged to, where possible, resolve the issue at first contact. 
Regardless of whether the complaint is resolved at first contact or not, staff must register the 
complaint, ensuring all appropriate and required data is captured. 

7.2 Acknowledgement  

Rest will acknowledge receipt of a complaint within 24 hours (or one business day) of receiving it or 
as soon as practicable.  

Rest may acknowledge the complaint verbally or in writing, depending on the method used by the 
complainant to lodge their complaint and preferences the complainant may have expressed in relation 
to their preferred communication method.  

7.3 Triage 

After a complaint has been identified and acknowledged, Rest staff will triage and prioritise the 
complaint according to urgency, complexity and severity of the issues raised.  

Examples of complaints that should be prioritised include where the complainant is experiencing 
domestic or financial abuse, serious or terminal illness, financial hardship or  

a situation whereby a delay in addressing the complaint could adversely affect the complainant’s 
basic living conditions. 

7.4  Assessing, resolving and responding to complaints 

Rest will make every reasonable effort to ensure a complaint is fully understood and to investigate all 
the circumstances and information surrounding it. The level of investigation will be commensurate with 
the seriousness of the complaint. When assessing complaints Rest will examine all issues raised by 
the complainant and ensure the complaint response addresses all issues raised.  

Complaint assessments are guided by the principles of objectivity and fairness. Additionally, the 
person handling the complaint will not be the staff member whose service or conduct is the subject of 
the complaint. Conflicts of interests, whether actual or perceived, will be managed responsibly.  

After assessing a complaint Rest will respond to the issues raised. The type and complexity of the 
response will depend upon the timeliness of the resolution as outlined below. 

7.5 Timeframes to resolve and provide an IDR response 

Rest is required to resolve complaints and provide an IDR response to the complainants within set 
timeframes. The following maximum timeframes apply to complaints. 

Type of Complaint Maximum Resolution Timeframe 
(calendar days) 

Note 

Standard 
superannuation 
complaints (excludes 
complaints about death 
benefit distributions) 

45 days If Rest resolves the complaint 
within 5 days, a written 
response is not required in 
certain cases, however this 
will be dependent on the type 
of complaint. 
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Type of Complaint Maximum Resolution Timeframe 
(calendar days) 

Note 

Complaints about 
superannuation death 
benefit distributions 

90 days after the expiry of the 28 day 
period for objecting to the proposed 
death benefit distribution.   

 

7.6 Exceptions to timeframes 

In the event where the complaint timeframe goes beyond the expected standard, Rest will need to 
update the complainant on the reasons for the delay. This should only occur when there is no 
reasonable opportunity for Rest to provide the IDR response within the maximum timeframe. For 
example, this may occur because: 

• Resolution of the individual complaint is particularly complex, and/or  

• Circumstances beyond Rest’s control are causing complaint management delays. 

• The complainant, Rest or the insurer is waiting on a medical appointment that the 
complainant is reasonably required to attend. 

• The complainant is unable to respond to the financial firm due to illness or absence. 

• Where a TPD (Total Permanent Disability) or IP (Income Protection) benefit complaint 
requires further financial or medical information. 

• Death benefit decision delayed waiting for beneficiary information, or  

• Waiting for information from third parties. 

In these circumstances Rest will write to the complainant before the maximum timeframe expires to 
inform them about:  

• The reasons for the delay. 

• Their right to complain to AFCA if they are dissatisfied, and 

• Contact details for AFCA.  

Furthermore, Rest must satisfy the requirement to provide written reasons for the failure by a trustee 
to make a decision on a complaint when they provide an IDR delay notification. 

7.7 Complaints that do not require a written IDR response 

Complaints resolved to the satisfaction of the complainant within five business days of receipt do not 
require a written response, unless the complainant requests a written response or the complaint 
relates to: 

• Hardship. 

• Declined insurance claim. 

• The value of an insurance claim, or 

• a decision made by Rest (or failure by Rest to make a decision) relating to a complaint. 

7.8 What is contained in an IDR response? 

The level of detail contained in an IDR response will reflect the complexity of the complaint and the 
nature and extent of any investigation conducted by Rest. Rest will ensure any IDR response informs 
the complainant of: 

• The final outcome of their complaint including confirmation of actions taken to resolve the 
matter or reasons for rejection or partial rejection of the complaint. 
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• The findings on material questions of fact and referring to the evidence/ information that 
supports those findings.  

• The reasons for the decision by identifying and addressing the issues raised in the complaint, 

• Enough detail for the complainant to understand the basis of our decision so they can be fully 
informed when deciding whether to escalate the matter to AFCA. 

• The rights of the complainant to take the matter to AFCA if they are still not satisfied with the 
response, and  

• For complaints about a death benefit decision, information on the 28 calendar day time limit 
for lodging a complaint with AFCA. 

• Contact details for AFCA. 

7.9 Closure 

Before the complaint can be considered closed, Rest will ensure the matter is resolved and that 
reasons for the decision have been provided where required. Rest endeavours to resolve complaints 
to the satisfaction of the complainant. However, in some instances, no further action can be taken to 
reasonably address the complaint. Rest will provide an explanation to the complainant where this is 
appropriate and required. Before Rest closes a complaint, it will ensure that complaint resolution 
outcomes are implemented in a timely manner. Rest will record the complaint outcome, complaint 
remedy and financial compensation amount (if any) in accordance with ASIC’s prescribed data 
collection fields.  

8.  Assistance available  

We aim to make it easy for members to voice their concerns by having an IDR system that is readily 
accessible and easy to use. Where possible we will proactively identify members who might need 
additional assistance to lodge their complaint, such as:   

• Enabling members to adjust the font size of information on the website.  

• Availability of cross-culturally trained staff. 

• Referrals to support agencies. 

• Complainants needing translation services.  

Additionally, front line staff receive training to proactively identify support and assist people who need 
help to make a complaint. We also allow representatives such as lawyers, financial counsellors, family 
and friends to lodge complaints on behalf of a complainant. 

9. Training 

Each person involved in handling the complaints must meet the training requirements which Rest 
considers appropriate or necessary. These include:  

• An understanding of relevant legislation and regulatory guidance; 

• An understanding of their role as well as Rest’s relevant principles and policies, such as Rest 
Vulnerable Consumers Policy; 

• An understanding of Rest’s products and services;  

• Empathy, respect and courtesy;  

• Awareness of cultural differences and the ability to identify and assist complainants who need 
additional assistance; and  

• Strong verbal and written communication skills. 
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10. Record keeping 

Rest collects, holds and retains complaints information in accordance with our Privacy Policy and 
Records management process. Rest is required to collect and hold the following information for every 
complaint:  

• Complainant’s name and contact details. 

• Description of complaint from Complainant’s perspective. 

• Complainant type. 

• Complainant gender. 

• Complainant age. 

• Complainant postcode. 

• Complaint status. 

• Complaint channel. 

• Date received. 

• Date reopened (if related to a previous complaint). 

• Reason for re-opening. 

• If referred back from AFCA: 

o EDR Status 

o EDR Reference or case id code 

o EDR date 

• Product or Service line. 

• Product or service category. 

• Complaint issue. 

• Complaint outcome. 

• Complaint remedy. 

• Financial compensation (if any). 

• Possible systemic issue or regulatory breach (if applicable). 

• Date closed. 

• Number of days taken to resolve the complaint. 

11. Complaints monitoring 

Rest has monitoring and reporting processes to ensure adequate oversight over complaints handling, 
identification of any systemic issues and the ability to improve practices (if required), through:   

• Regular and ongoing quality assurance of complaint management activity by Rest and 
service provider teams, frontline and complaints teams. 

• Identifying trends, emerging risks and systemic issues. 

• Identifying what information needs to be reported, and 

• Making recommendations when required on process improvements.   
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12. Systemic Issues 

In some cases, an individual complaint might indicate a problem with wider implications, or may 
impact a larger group of members. Any systemic issues identified by the complaints process, either by 
Rest or AFCA, will be appropriately investigated and actioned. 

The ongoing status of any systemic issues will be included in relevant internal reporting to maintain 
visibility of actions being completed in a timely manner.  

13. Review of this policy 

Rest will review this Policy every two years, or earlier where it is considered appropriate in response 
to:  

• A change in the relevant law.  

• A change to the Australian Standard or to ASIC’s requirements, and/or  

• An amendment to the Trust Deed.  

The review is to ensure its continuing suitability, adequacy, effectiveness, efficiency and compliance 
with the relevant legislation and regulatory guidance.  

14. More information  

If you are uncertain about whether or how this Policy applies to you, please contact a Customer 
Service Agent on 1300 300 778 


