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Complaints Policy 
 
At EKA Wealth, we are commi�ed to providing the highest standards of financial advice and service. We 
value our clients and are dedicated to addressing any concerns or complaints in a professional, efficient, and 
fair manner. 
 

1. What is a Complaint? 
A complaint is:  

“An expression of dissaࢼsfacࢼon made to or about us; related to our products, services, staff or our 
handling of a complaint, where a response or resoluࢼon is explicitly or implicitly expected or legally 
required”. 

2. How to Make a Complaint 
If you have a concern or are dissaঞsfied with any aspect of our service, please let us know so we can resolve 
it as quickly as possible. You can submit a complaint by: 

 Phone: 0400 118334 
 Email: hello@ekawealth.com.au 
 Mail: PO Box 1613 Noosaville Qld 4566 

 

3. What to Include in Your Complaint 
To help us address your complaint promptly, please include: 

 Your full name and contact details 
 How you wish us to contact you 
 A clear descripঞon of your complaint, including relevant details; and 
 What you are seeking to resolve your complaint. 

 

4. Our Complaint Handling Process 
Acknowledgement 
We will acknowledge receipt of your complaint and try to resolve it as quickly as possible. 
Generally, where your complaint is made: 

 verbally – we will acknowledge your complaint in the same manner and, in wriঞng, within one 
business day, or as soon as pracঞcable; 

 in wriঞng – by email or via our website, we will acknowledge your complaint, in wriঞng, within one 
business day or as soon as pracঞcable therea[er. 

When acknowledging your complaint, we will also have regard to any preferences you have 
communicated to us in relaঞon to the way in which you wish for us to communicate with you. 
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Invesࢼgaࢼon of your complaint 
If we cannot resolve your complaint immediately, we will need some ঞme to invesঞgate your concerns. 
We may also request that you provide us with further informaঞon to assist with our invesঞgaঞon. 
 
IDR Response 
We will provide you with our wri�en reasons for the outcome of your complaint (“IDR Response”) within 
the following ঞmeframes where: 

 your complaint is not resolved within 5 business days of us receiving your complaint; 
 if you request a wri�en response; or 
 if your complaint is about a declined insurance claim; the value of an insurance claim or if your 

complaint is about a decision of a superannuaঞon trustee. 
 

Standard complaints No later than 30 calendar days a[er receiving your complaint 

Tradiঞonal trustee complaints No later than 45 calendar days a[er receiving your complaint1 

Superannuaঞon trustee complaints, 
except for complaints about death 
benefit distribuঞons 

No later than 45 calendar days a[er receiving your complaint 

Complaints about superannuaঞon 
death benefits 

No later than 90 calendar days a[er the expiry of the 28- calendar 
day period for objecঞng to a proposed death benefit distribuঞon 
referred to in secঞon 1056(2)(a) of the Act2 

 
Our IDR Response will also inform you of your right to escalate your complaint the Australian Financial 
Complaints Authority (AFCA). AFCA offers a free and independent dispute resoluঞon for financial 
complaints to individuals and small businesses. 
 
If we reject your complaint (whether in full or in part), our IDR Response will: 

 idenঞfy and address the issues you raised in your complaint; 
 set out our findings on the material quesঞons of fact raised in your complaint, making reference 

to the relevant supporঞng informaঞon; and 
 provide a sufficient level of detail in order for you to understand the reasons for our decision so 

that you can decide whether to escalate the complaint to AFCA or another forum. 
 
We are not required to provide you with an IDR Response if: 

 your complaint is resolved to your complete saঞsfacঞon within 5 business days and you have 
 not requested an IDR Response; or 
 within 5 business days of receiving your complaint, we have given you an explanaঞon and/or 

apology in circumstances where we cannot take any further acঞon to reasonably address your 
complaint. 

 
Delay in providing an IDR Response 
If we are not able to provide our IDR Response to you on ঞme because your complaint is complex or 
because of circumstances beyond our control, we will write to you to explain the reasons for the delay, 
and inform you of your right to complain to AFCA and provide you with AFCA’s contact details. 
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5. Escalating Your Complaint 
If you are not saঞsfied with our response, you can escalate your complaint to the Australian Financial 
Complaints Authority (AFCA), an independent external dispute resoluঞon scheme. 
 
Australian Financial Complaints Authority (AFCA) 
Website: h�ps://www.afca.org.au 
Phone: 1800 931 678 
Mail: GPO Box 3, Melbourne VIC 3001 

6. Continuous Improvement 
At EKA Wealth, we use feedback to conঞnually improve our services. We appreciate the opportunity to 
address any concerns you may have and are commi�ed to resolving complaints in a fair and transparent 
manner. 
 
 
 
 
Endnotes 
1 Time stops running when (a) another person commences legal proceedings to be included as a beneficiary and the 
outcome would affect the handling of the complaint at IDR; or (b) the tradiঞonal trustee applies for an opinion, 
advice or direcঞon from a court to reasonably handle the complaint at IDR. Time will start to run again once the 
court determines whether the other person should be included as a beneficiary, or provides an opinion, advice or 
otherwise gives a direcঞon, and the ঞme to lodge an appeal (if relevant) has passed. 
2 Any objecঞon to a proposed death benefit distribuঞon will trigger the start of the IDR process. When an objecঞon 
is made, the 90-calendar day maximum IDR ঞmeframe begins from the end of the 28-calendar day objecঞon period. 

 


