


WELCOME TO THE COMPLAINTS RESOLUTION SYSTEM
OF THE INSTITUTE OF LOSS ADJUSTERS OF SOUTHERN AFRICA.
COMPLAINTS PROCEDURE

As a professional body we maintain a strict code of conduct within our membership and for this reason we have established and maintain an official Complaints Policy and procedure.
Any person wishing to lodge a complaint against any member of the Institute is requested to provide as much information as possible in order for us to resolve the complaint as expeditiously as possible.
The following procedure will be followed to expedite a resolution of the complaint:-
1. Lodging a Complaint 
The Complaints Lodgement Form must be completed by any company or person wishing to lodge a complaint against an ILA member;  or in the absence of access to the Internet, a written complaint must be addressed to the ILA, P O Box 1036 Cresta 2118.

2. Allocation to responsible person
On receipt of the complaint by the ILA, the Administrator will acknowledge receipt  of the complaint within two working days by means of an email, or fax where no electronic reply address is available; and will confirm with the complainant that the complainant wishes to retain the complaint in the form presented bearing in mind that it will be sent in the form presented to the member for a response.

3. The Administrator will log the complaint on a Complaints spreadsheet  Databank for the current year indicating the name of the complainant, the name of the loss adjuster, the name of the insurer, the date of receipt, the nature of the complaint .

4. The Administrator will refer the complaint to the Chairman of the Membership Committee, who will  consider the complaint and advise the Administrator to obtain further information from any of the parties involved (subject to 5 below), and request receipt of such information within a period of 10 working days of request for further information

5. After receipt of the complainant’s confirmation that the complaint in the form presented can be presented to the member for response, the Administrator will send the complaint to the member and request a response to the complaint within 10 working days of receipt of the complaint by the member.

6. The member who is the subject of the complaint will be advised that non receipt of any requested information within the required period will result in the complaint being considered on the available evidence.

7. The Administrator will diarise the complaint and follow up with any party where there are outstanding issues so that the information is obtained timeously and the Administrator will advise the complainant of all developments.

8. Every attempt will be made to resolve the complaint in a fair and effective manner within 30 working days of receipt of the requested information by the Membership Committee. 

9.  Following a decision being reached, the Administrator will advise the parties concerned of such decision as soon as practicable. 

10. Escalation of Complaint to National President
If a decision cannot be reached by the Membership Committee, the Administrator will advise the Complainant that the complaint is being escalated to the National President for resolution. 

11. The National President will have a further 30 working days from receipt of the complaint to resolve the matter in a fair and appropriate manner.

12. Complaints may be recorded as being complete once an acceptable resolution has been reached.

13. On resolution of a complaint the complainant and member will be advised by email or fax or mail of the outcome as soon as reasonably possible. This advice and date will be recorded on the Complaints Databank by the Administrator.

14. In the event that the outcome is favourable to the complainant, appropriate action as determined by the Institute’s Constitution and Bylaws will be implemented against the member in question without delay

15. In the event that the outcome is not favourable to the complainant, full reasons for the outcome will be furnished to the complainant.

16. All correspondence in relation to the complaint  will be kept confidential and appropriately filed.
