
 

 

 

 

 

 

 

25 November 2020 

 

 

Ms Afsaneh Cooper 

elearning@ewindfly.net 

 

Dear Ms Cooper 

Complainant Ms Afsaneh Cooper 

Financial firm Insurance Australia Limited  (IAL) 

Case number 743652 

I refer to your complaint with IAL. The Australian Financial Complaints Authority (AFCA) 

has considered your complaint and I have enclosed our determination for your 

information. 

Also attached are some frequently asked questions about determinations that may help 

you.   

Our determination is final 

The determination outlines the details of your complaint, and the determination made by 

AFCA on the issues you raised. 

All material supplied by both parties was considered in arriving at the determination. 

Please note that our decision is final. 

We have now closed our file. You retain whatever rights you might otherwise have, to 

pursue your complaint in another place such as the courts. 

The determination will be published  

We publish our decisions on our website and this determination will be published after 

30 days. IAL will be identified but not the other parties.  

If you think that it would be possible to identify parties other than IAL in the 

determination, or there are other compelling reasons not to publish the determination, 

please contact us immediately.  
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Any questions? 

If you have any additional questions or want more information about our process please 

quote the case number when you:  

• call: 1800 931 678  

• email: info@afca.org.au. 

Yours sincerely 

 
Denis Nikoloski 

Team Manager 

Australian Financial Complaints Authority 



 

 A guide to determinations 

A guide to determinations 

This fact sheet provides answers to questions that many people ask once a 

determination has been issued. If you can’t find what you are looking for then 

please call us on 1800 931 678 (free call), 9am-5pm AEST/AEDT Monday - Friday. 

Can I provide information after the determination has been issued? 

Ombudsman, panel and adjudicator decisions are the final step in the AFCA process. 

You do not have to accept the determination. If you do not accept it, then the financial 

firm is not bound by the determination and you can choose to take the matter to 

another forum, such as a court.  

If you accept the determination, but for some reason become dissatisfied with the 

outcome and wish to take your matter to another forum, you should seek legal advice. 

When will AFCA re-issue a determination? 

AFCA may re-issue a determination if it contains: 

• a clerical mistake; or an error arising from an accidental slip or omission; or 

• a miscalculation of figures or a mistake in the description of any person, thing or 

matter that affects the outcome of the determination; or 

• a defect of form such as an error in formatting or style which does not affect the 

substance of the document. 

If a determination needs to be corrected to address an issue listed above, you can 

write to us and explain what needs to be corrected.   

What if the determination does not answer all my questions? 

AFCA decides which issues we can consider, are relevant to the complaint and need 

investigation. This may be different to what you expected. As part of our investigation 

we consider all the information provided and all the issues raised, even if we do not 

list them all in the determination.  

If you have additional questions or concerns you want the financial firm to answer, 

you should contact them directly.      
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Can I talk to my financial firm about the determination after I have accepted it?  

Yes. Contact the External Dispute Resolution Manager at your financial firm. If you 

are unsure of who this is, you can search for member contact details on the AFCA 

website. www.afca.org.au/members/search-for-members/    

What can I do if the financial firm has not paid me what was awarded or done 

what it was meant to do? 

A financial firm generally has 30 days to make the payment. If more than 21 days has 

passed since you accepted the determination, and the financial firm has not made 

arrangements to make payment with you, or it has not done what it was instructed to 

do, then email us at info@afca.org.au. We will then look into the issue and contact the 

financial firm.  

Can the financial firm ask for a deed of release to be signed? 

Yes. As long as the deed covers the same issues as the determination, the financial 

firm can ask you to sign one. It is usual for the deed to refer to being in full and final 

settlement of the issues in complaint.   

If you do not sign an appropriately worded deed, then the financial firm is not bound 

by the determination.  

The AFCA Approach to terms of settlement is on our website at 

www.afca.org.au/approach. If you do not think the deed is appropriate, or includes 

items that are not covered in the determination, then you should contact us and 

provide a copy.
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