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If you wish to express some dissatisfaction with our claims decision or have any issue in respect of your 
insurance or your relationship with us we would like the opportunity to resolve this with you.

To access our internal complaints process please contact us via the contact details below. Your complaint will 
be assigned to an appropriately qualified internal reviewer, who will acknowledge receipt of your complaint 
within 1 business day and complete an independent review of the complaint. When acknowledging your 
complaint, we will provide you with the contact details for the internal complaint reviewer and will commit to 
keep you informed around the progress of your complaint at least every 10 business days, whilst only asking 
for and relying upon information that is relevant to our decision.  

If we can resolve your complaint within 5 business days, we will not respond in writing unless you request us 
to do so, or your claim is declined or if your complaint is related to Financial Hardship. We can confirm that 
we will make a decision about your complaint within 30 calendar days, with our written response setting out 
the reason(s) for our decision. If you are not satisfied with our decision or if it is not possible, prior to this 
deadline to resolve your complaint, we will document the reasons for the decision or for the delay and inform 
you of your right to lodge a complaint with the Australian Financial Complaints Authority (AFCA).  

Berkshire Hathaway Specialty Insurance Company 
Mail: GPO Box 650 Sydney NSW 2001 
Email: complaints.australia@bhspecialty.com 

If we cannot resolve your complaint or you are dissatisfied with the response, you can contact the Australian 
Financial Complaints Authority (AFCA) for an independent external review at no cost to you, subject to its 
terms of reference. We are bound by any determination by AFCA but the decision is not binding on you. 

Review with the Australian Financial Complaints Authority
Online: www.afca.org.au
Email: info@afca.org.au
Tel: 1800 931 678
Mail: Australian Financial Complaints Authority, GPO Box 3, Melbourne VIC 3001

If the complaint is not covered by the AFCA scheme, we will advise you of other options for resolution that 
may be available to you.

BHSI Complaints Review Process 

REVIEW BY THE AUSTRALIAN FINANCIAL COMPLAINTS AUTHORITY
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Berkshire Hathaway Specialty Insurance Company (incorporated in Nebraska, USA) ABN 84 600 643 034, AFS License No. 466713 (www.bhspecialty.com) provides commercial property, casualty, healthcare professional liability, 
executive and professional lines, transactional liability, surety, marine, travel, programs, accident & health, medical stop loss, homeowners, and multinational insurance. The actual and final terms of coverage for all product lines 
may vary. Berkshire Hathaway Specialty Insurance Company holds financial strength ratings of A++ from AM Best and AA+ from Standard & Poor’s.  Based in Boston, Berkshire Hathaway Specialty Insurance has offices in Atlanta, 
Boston, Chicago, Columbia, Dallas, Houston, Indianapolis, Irvine, Los Angeles, New York, Plymouth Meeting, San Francisco, San Ramon, Seattle, Stevens Point, Adelaide, Auckland, Barcelona, Brisbane, Brussels, Calgary, Cologne, 
Dubai, Dublin, Frankfurt, Hamburg, Hong Kong, Kuala Lumpur, London, Lyon, Macau, Madrid, Manchester, Melbourne, Milan, Munich, Paris, Perth, Singapore, Stockholm, Sydney, Toronto, and Zurich.

For more information, contact info@bhspecialty.com.

The information contained herein is for general informational purposes only and does not constitute an offer to sell or a solicitation of an offer to buy any product or service. Any description set forth herein does not include all 
policy terms, conditions and exclusions. Please refer to the actual policy for complete details of coverage  
and exclusions.
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