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Dear SOCAP Australia,
{Applicant} has worked in the role of {title} for x years and {title2} for the x years prior to that. He
has reported directly to me for the past year.

In his current role, {Applicant} manages a team of complaints management professionals who
resolve complex and highly sensitive complaints about the {Company}'s financial advice licensees.
During all of his time with {Company}, {Applicant} has been managing customer feedback
including complaints, compliments, enquiries and suggestions. {Applicant} previously invested and
conciliated complaints during his six years working with the {Company} from 2006 to 2012.
Based on my experience supervising {Applicant} and my understanding of the Australian
Competency and Ethical Framework For Complaint Professionals, I consider him to be a
competent Complaint Professional.

{Applicant} is a valuable member of our team and has a bright future with The Company. Please
do not hesitate to call me on {number} if you wish to discuss this application in more detail.

Sincerely,

Email : certification@socap.org.au
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The principles, stages and functions of the complaint process
The roles and functions of a complaint professional
How to begin, conduct and terminate a complaint process
The internal rules, products and systems of the professional’s
organisation and how the complaint process relates to internal
structures
Case management, reporting and data capture techniques that
track complainants, complaints and systemic issues of the
organisation
Issues diagnosis and identifying ‘root’ causes and interests
Problem solving
Analysis and systems thinking
Resourcefulness
Negotiation
Flexibility with process
The legislative, regulatory and industry frameworks that govern
complaints
Legal ramifications and other risk factors that may be present in
the complaint process
Confidentiality, privacy and reporting obligations
Anonymous complaints
Procedural fairness
Power imbalance and its effect on negotiations
Neutrality and impartiality
Transparency and fairness
Conflicts of interest and bias
Balancing the needs of the customer with those of the organisation
Recognising when the complainant or the organisation is acting in
bad faith
Unethical or illegal conduct of the professional’s organisation
Withdrawal from and termination of the complaint process

Email : certification@socap.org.au
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{Applicant} demonstrates all of these skills on a
daily basis in his role as a {title}with a team of
complaints management professionals reporting
to him.
He consistently achieves outstanding, creative
and customer focused outcomes on the
complaints he and his team manage.
He also expertly conducts root cause analysis,
with a recent example where he arranged
changes to the Licensee Standard governing
how financial advisers provide insurance advice
after noticing an increase in the number of
complaints about advisers allegedly failing to
properly explain the insured's duty of disclosure.
There has since been a reduction in complaints
about this issue.
{Applicant} also recently wrote an operational
procedure for management of financial advice
complaints. Through his work on this valuable
internal document, {Applicant} has
demonstrated his expertise in the end-to-end
complaints process. This document has
improved clarity on roles, responsibilities and
actions
management.
Workinginincomplaints
the financial
services industry, ASIC
Regulatory Guide 165 is the most relevant
regulation to {Applicant}'s work. {Applicant}
actively monitors his teams portfolio of
complaints to ensure this is compliant with
regulatory requirements. {Applicant} is also
conversant with sections of the Corporations
Act 2001 setting out the responsibilities of
financial advisers and the sections of the
Privacy Act governing the way organisations
must manage personal information.
{Applicant} has conducted negotiations on
behalf of the Group on many occasions and
always considers procedural fairness, power
imbalance, conflict of interest and bias. An
example of this is a complaint he recently
managed from an elderly person who spoke
English as a second language. While standard
process is to conduct negotiation by phone,
{Applicant} agreed to meet with this customer
and arranged for him to bring a support person
and translator so we could ensure a fair
outcome. {Applicant} ended up offering the
customer an ex gratia payment for
inconvenience and distress in addition to the
outcome the customer had sought as he
thought it was fair in the circumstances.
In his most recent performance review, he
achieved the highest possible rating of 'Role
Models' for the values of Customer Focus and
Integrity.
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Communication styles and negotiation techniques, particularly in {Applicant} has attended a range of relevant
training including the {training courses}. He has
the context of complaints
Communication, including listening, questioning, reflecting and
summarising
Tone of voice and demeanour
Language and cultural differences that may affect the complaint
process
Cultural differences and the vulnerable and disadvantaged
Responding appropriately to those who speak different
languages, the disadvantaged and the vulnerable
Connecting with customers and colleagues

also delivered professional development sessions
nation-wide to the {Company} Group's network of
1,000 financial advisers on the effective
management of complaints and techniques for
de-escalating challenging complaint interactions.
{Applicant} is a role model at {Company} for
connecting with customers, building empathy and
adjusting his tone and language to address
customers' emotional concerns and to work with
them to achieve solutions. He is frequently called
upon to advise others on customer care techniques
and was recently rates as 'Role Models' for the
value of Customer Focus.

Patience

{Applicant} has completed internal training on
managing distressing customer interactions and
responding to people who may have mental illness.

The needs of disadvantaged or vulnerable persons
Mental distress and its effect on behaviour

In a complaint he managed from a customer in

Identifying when a complainant may intend harm to self or others financial hardship who stated he was experiencing
Referral options, pathways and process alternatives
Matching a complainant with effective referrals and pathway
options
Self-awareness and self-management; social awareness and
social management (i.e. emotional intelligence)
Resilience and self-care

depression, {Applicant} arranged for the customer
to contact Lifeline. He also arranged with the
Group's credit team for interest to stop accruing on
the customer's loans and arranged an immediate
ex gratia payment so the customer could meet
urgent expenses. In a subsequent interaction, the
customer expressed suicidal ideation and with the
{Applicant}
recently
attended
{Company}
permission has
of the
customer,
{Applicant}
arranged
Group's
internal
Empathy
Training to
and
has his
for the police
to visit
the customer
confirm
previously
participated in empathy and self-care
safety.
training including {training}.

{Applicant} possesses a high degree of
self-awareness and emotional intelligence and I
frequently receive compliments about {Applicant}s
skills in this area from his internal stakeholders and
from his direct reports.

Respect for self and others

He respects himself and others and demonstrates
this through his involvement in charitable and
not-for-profit causes. Examples include working
through UNITY, the {Company} Group's LGBTIQ
support group, to raise money for The Gender
Centre and taking on a graduate mentee to assist
on his development journey.
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