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Here is how the AAMI Consumer Appeals Service
helps you if you are dissatisfied with the results of
your dealings with AAMI.

1. Who do you talk to?

If you are unhappy with anything we have told you
or done for you, please tell us. You can phone us on
13 22 44 or call into an AAMI branch. Most times we
will be able to sort the matter out to your satisfaction.

2. The AAMI Customer Ombudsman

However, if you are not satisfied with our response,
you can ring, write to or email the AAMI Customer
Ombudsman with the details. The Customer
Ombudsman acts with the authority of AAMI's
General Manager in dealing with disputes.

This folder includes a form you can use, but if you
need help, please contact us. Please complete the
form in English.

Our Customer Ombudsman will respond in detail to
you within five working days of receiving your letter
or email.

3. Appedaling to the independent dispute
resolution scheme

If you disagree with our Customer Ombudsman’s
decision, you can appeal to the Financial

Ombudsman Service. (FOS)

The Financial Ombudsman Service administers the
independent industry dispute resolution scheme.
You can contact the Service on 1300 780 808
(local call cost) or by email to info@fos.org.au

You can visit the Service's web site at
www.fos.org.au

There is no charge for using this service.



4. Are any decisions binding on you?

You do not have to accept any decision AAMI or the
Financial Ombudsman Service makes. You always
have the option of seeking remedies elsewhere.

Any decision AAMI makes or the Financial
Ombudsman Service makes is binding on AAMI,
provided you also accept the decision.

How to contact AAMI

Telephone: Call 13 22 44
(24 hours a day, seven days a week)

How to contact AAMI Consumer Appeals
Telephone: 1300 130 794
9 am to 5 pm EST Monday to Friday

Write to: The AAMI Customer Ombudsman
AAMI Limited, PO Box 14180
Melbourne City Mail Centre
Victoria 8001

Email: consumerappeals@aami.com.au

How to contact the FOS
Telephone: 1300 780 808 (local call cost)

Email: info@fos.org.au
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Av Sgv €(0TE IKAVOTIOINMEVOL LIE TA ATTOTEAECUATA TWV
SoocoAnYwv oag pe Tnv AAMI, va nwg oag BonBdet n
Ynnpeoia Evotdoswv MeAatwv tng AAMI.

1. Z& MOIOV UMOPEITE Va UIANOCETE;

Av eV €i0Te IKAVOTIOINMEVOL E O, TIBATIOTE TTOU OAC €XOUUE
TIEL 1] 0AG £XOUME KAVEL, TTAPAKOAW TIEITE TO Yag. Mmopeite
Va Hag TNAEQWVAOETE 0To 13 22 44 1y va pag eMOKePOeite
o€ omolodnmote umokatdotnua Tng AAMI. Tig TEPLOCOTEPEC
POpPEC Ba UMTOPETOUIE VA TAKTOTIOIOOUE TO B€pa oag Ye
évav Tpomo ou Ba 0ag IKAVOTIOINOEL

2. uvipyopog Mehatwv tng AAMI

Av, dpwc, Sev IkavomolBeite Ye TNV anmdvtnon pag,
MTTOPEITE VA TNAEQPWVIOETE, va YPAYETE 1} va OTEINETE éva
NAEKTPOVIKO UAVUHA 0TOV/OTNV Zuvhyopo Medatwv tng
AAMI pe ta ototxeia cag. O/n Zuvriyopog Melatwv evepyei
pe v e§ouctoddtnon tou MevikoL AleuBuvtr tng AAMI yia
v SlevBétnon Twv Slagopwv.

O @pakeog autog mepAapPAvel €éva EVTUTIO TTOU UITOPEITE va
XPNOIUOTIOINOETE, AANA av XpeldleoTte BonOela, TapaKakw
EMKOWVWVAOTE padi pag. MapakaAw CUUTANPWOTE TO
€vtumio ota ayyhikd.

O/n Zuvryopog MNehatwv pag Ba cag anavtioel
AEMTOUEPEIOKA HEOA OF TIEVTE EPYAOIHES PEPEC ATTO
v mapalafr TNG EMOTOANG 1} TOU NAEKTPOVIKOU 00G
pNvOpaToG.

3. YnmoBoAn Evotaong oto aveaptnto
THARMa emiduong Stagpopwv

Av Slapwveite PE TNV amd@acn Tou/TnG Zuvnydpou
Melatwv pag, urmopeite va umoBAleTe évotaon otnv
Ynnpeoia Owovopikou Zuvnyodpou (FOS).

H Ynnpeoia Owovopikol Xuvnydpou Siaxelpiletal To
ave&dptnto mpdypappa emAuong S1aPopwv AoPANCTIKWY
ETTIXEIPNOEWV. MTTOPEITE VA EMKOIVWVAOETE UE TNV
Yrnpeoia otov aptOud 1300 780 808 (xpéwaon TOTKOU
TNAEQWVHRHATOG) i NAeKTPOVIKA 01N Slevbuvon
info@fos.org.au

Mmopeite va emoKe@Teite TNV I0TOCENISA TNG YTINpEaiag
www.fos.org.au

H unnpeoia auth mpoo@épetal Swpeav.



4. Eival omoleod\MoTE amo@Aacelg
SeopeVTIKEG YIa oag;

Aev gioTe unoxpewpévol va dexTeite omoladnmote andgaon
miou maipvel n AAMI A n Yrnpeaoia OikovouikoU Zuvnyopou.
Mavtote éxete TNV emAoyn va {nTrioete eniluon tng
S1aQopdg oag AmOTEVOEVOL AANOU.

Onoladnmote amod@acn mou maipvel n AAMI j Yrnpeoia
OiKovouIKoU Zuvnyopou deopelel tnv AAMI apkei va tnv
éxete amodexTei Kal O€IG.

MNwg va amotavOeite otnv AAMI

TnAépwvo: 132244
(24 wpeC 10 24WPO, ENTA NUEPEG TNV
eBoopdada)

MNwg va anotavOeite oto Tpfipa Evotacswv
NeAatwv tng AAMI

TnAépwvo: 1300 130 794
9 1Y pE 5 P EST (Wwpa avatoAIKWV TTOATEIWY)
amd Asutepa péxpt kat Mapaokeun

Mpdyte oto: The AAMI Customer Ombudsman
AAMI Limited, PO Box 14180
Melbourne City Mail Centre
Victoria 8001

Email: consumerappeals@aami.com.au

Nwc¢ va amotavOsite oto FOS

TnAépwvo: 1300 780 808
(xp€won TOTKOU TNAEPWVIHATOC)

Email: info@fos.org.au



Ecco come 'AAMI Consumer Appeals Service (Servizio
di appello per utenti di AAMI) pud esservi di aiuto se
non siete soddisfati dei risultati avuti trattando con AAMI.

1. A chi rivolgersi?

Se non siete contenti di quello che vi abbiamo detto o
fatto per voi, siete cortesemente pregati di telefonarci.
Potete telefonarci al 13 22 44 oppure venire a qualsiasi
filiale di AAMI. Nella maggioranza dei casi potremo
chiarire la questione a vostra soddisfazione.

2. 'AAMI Customer Ombudsman (Difensore
civico per gli utenti di AAMI)

Tuttavia, se non siete soddisfatti della nostra risposta,
potete telefonare, scrivere oppure inviare un’e-mail
allAAMI Customer Ombudsman spiegando i dettagli
della questione. Nella trattazione di dispute il Customer
Ombudsman agisce con l'autoritd di Direttore Generale

(Executive General Manager) dellAAMI.

Questa cartella include un modulo che potete usare, ma,
se avete bisogno di assistenza, mettetevi liberamente in

contatto con noi. Siete pregati di compilare il modulo in

inglese.

Il nostro Customer Ombudsman vi rispondera in dettaglio
entro cinque giorni lavorativi dopo aver ricevuto la vostra
lettera o e-mail.

3. Come fare appello allo schema
indipendente per la risoluzione di dispute

Se non siete d'accordo con la decisione del nostro
Customer Ombudsman, potete sporgere appello al
Financial Ombudsman Service (FOS - Servizio
Ombudsman finanziario).

Il Financial Ombudsman Service gestisce lo schema
indipendente per la risoluzione di dispute in questa
industria. Potete mettervi in contatto con il Servizio al
1300 780 808 (al costo di una telefonata urbana)
oppure tramite e-mail indirizzata a info@fos.org.au

Potete anche visitare il sito web del Servizio al
www.fos.org.au

Questo servizio & gratuito.



4, Siete obbligati ad attenervi dlle
decisioni?

Non siete obbligati ad accettare qualsiasi decisione
presa da AAMI o dal Financial Ombudsman Service.
Rimanete sempre liberi di cercare rimedio in altra sede.

Qualsiasi decisione presa da AAMI o dal Financial
Ombudsman Service deve essere implementata da
AAMI, purché voi accettiate detta decisione.

Come mettervi in contatto con AAMI
Telefono:  Chiamate il 13 22 44
(24 ore su 24, sette giorni la settimana)

Come mettervi in contatto con 'AAMI Consumer
Appeals

Telefono: 1300 130 794
Dalle 9.00 alle17.00 (orario costa orientale
dell’Australia) da lunedi a venerdi

Per iscritto: The AAMI Customer Ombudsman
AAMI Limited, PO Box 14180
Melbourne City Mail Centre
Victoria 8001

Email: consumerappeals@aami.com.au

Come mettervi in contatto con I'FOS

Telefono: 1300 780 808
(al costo di una telefonata urbana)

Email: info@fos.org.au



Dugi day la cach thic Dich Vu Khi€u Nai ctia Khach Hang
AAMI (AAMI Consumer Appeals Service) giip qui vi néu
qui vi thay khéng hai long véi nhiing két qua giao dich vai
AAMI.

1. Qui vi néi chuyén véi ai?

Néu qui vi thay khéng hai long véi bat ky diéu nao chidng
tdi n6i hodc lam cho qui vi, xin vui ldng cho ching téi biét.
Qui vi c6 thé goi dién thoai cho ching t6i qua s6 13 22 44
hodc ghé t6i mét chi nhanh ctia AAMI. Trong hau hét moi
trudng hop, ching t6i sé cé thé gidi quyét van dé téi mic
hai long cda qui vi.

2. Van Phong Tdng Thanh Tra cda
Khach Hang AAMI (AAMI Customer
Ombudsman)

Tuy nhién, néu thay khéng hai long véi cach giadi quyét ca
chiing t6i, qui vi c6 thé goi dién thoai, viét thu hodc gdi
email dén Van Phong Téng Thanh Tra clia Khach Hang AAMI
VvGi cac chi tiét khiéu nai. Van Phong Téng Thanh Tra cla
Khéach Hang hanh déng véi tham quyén cia Téng Giam Déc
AAMI trong viéc giai quyét nhing tranh chap.
Tap hé sa nay c6 mot mau don dé qui vi st dung, nhung
néu qui vi can dugc giup da, xin lién lac vai ching téi. Xin
vui long dién vao mau don bang tiéng Anh.
Van Phong Téng Thanh Tra cia Khach Hang AAMI sé viét thu
tra |6i cho qui vi véi day du chi tiét trong vong 5 ngay lam
viéc tinh tU ngay nhan dugc thu hodc email cta qui vi.
3. Khiéu nai téi chuong trinh giai quyét
tranh chap déc lap

Néu khéng déng y vai quyét dinh clia Van Phong Téng
Thanh Tra clia Khach Hang AAMI, qui vi c6 thé khiéu nai lén
Dich Vu Téng Thanh Tra Tai Chanh (Financial Ombudsman
Service) (FOS).

Dich Vu Téng Thanh Tra Tai Chanh quan ly chuang trinh giai
quyét tranh chdp doc 1ap trong nganh kinh doanh. Qui vi
c6 thé lién lac véi Dich Vu qua s 1300 780 808 (cudc phi cu
goi dia phuong) hoac géi email t6i info@fos.org.au.

Qui vi c6 thé truy cap trang mang ctia Dich Vu tai
www.fos.org.au

Qui vi khdng phai tra 1é phi khi s&t dung dich vu nay.



4. C6 quyét dinh nao rang buédc qui vi
khong?

Qui vi c6 quyén khdng chdp nhan bat ky quyét dinh nao do

AAMI hodc Dich Vu Téng Thanh Tra Tai Chanh dua ra. Qui vi

luén c6 thé lua chon tim cac bién phap gidi quyét ti nhiing

noi khac.

Moi quyét dinh do AAMI hodc Dich Vu Téng Thanh Tra Tai
Chanh dua ra déu rang budc AAMI, mién la qui vi cling chap
nhan cac quyét dinh do.

Cach lién lac véi AAMI
Pién thoai: Goisé 132244
(24 gi® moi ngay, 7 ngay mdi tuan)

Cach lién lac véi Dich Vu Khiéu Nai cia Khach Hang
AAMI

pién thoai: 1300 130 794

Viét thu dén: The AAMI Customer Ombudsman
AAMI Limited, PO Box 14180
Melbourne City Mail Centre
Victoria 8001

Email: consumerappeals@aami.com.au
Cach lién lac véi dich vu FOS
bién thoai: 1300 780 808 (cudc phi cu goi dia phuong)

Email: info@fos.org.au



At AAMI, we only make promises
we can keep

We have a unique ‘Customer Charter’ — our written

commitment fo always provide you with the highest

standards of service. In fact, it's reinforced with our

promise to pay you a $30 penalty if we breach any
of these promises.

This commitment helped us win the 2004 General
Insurance Company of the Year, as well as the
2004-05 Customer Service Institute of Australia’s
Victorian Customer Charter Award and their
2005-06 National Australian Service Excellence
(Large Business) Award.

Promises are easily made and just as easily forgotten.
At AAMI, we believe that you should only ever make
promises you can keep. We are the only insurer to
make these commitments through the service promises
contained in this Charter. Please call 13 22 44 if you
would like more information or a copy.

Customer Comment Line: 1300 360 361

AAM|

Our commitment to always provide you with
the highest standards of service.

+



To the AAMI Customer Ombudsman

Family name

First name

Address

State Postcode

Telephone

Private

Business

Mobile

Email address

Are you insured with AAMI? [_|Yes [ |No

If no, please give name of AAMI policyholder

Policy number

Claim number



MOISTEN AND SEAL

Details of dispute

(if insufficient space, please attach additional pages)

Note: If you have any questions about the AAMI dispute
resolution process, or need assistance in completing the form,
please contact your local AAMI office. Address to:

The AAMI Customer Ombudsman,

Australian Associated Motor Insurers Ltd, PO Box 14180,
Melbourne City Mail Centre, Victoria 8001.

MOISTEN AND SEAL

MOISTEN AND SEAL
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No stamp required
if posted in Australia

Delivery Address:
PO Box 14180
MELBOURNE VIC 8001

AAMI Customer Ombudsman

Australian Associated Motor Insurers Ltd
Reply Paid 14180

MELBOURNE VIC 8001



We're here to help you
24 hours a day
every day of the year

13 22 44

aami.com.au

Customer Comment Line: 1300 360 361
Australian Associated Motor Insurers Limited
ABN 92 004 791 744 ©AAMI®

AFSL 238173
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