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Client Service 

River X is committed to providing quality advice and exceptional customer service. We take your 
feedback seriously and have procedures in place to resolve any complaint fairly and promptly. 

 
 
What is a Complaint 

A complaint has been defined by ASIC as “an expression of dissatisfaction made to or about an organisation, 
related to its products, services, staff or the handling of a complaint, where a response or resolution is 
explicitly or implicitly or legally required.” 

 
 
How Do I Make a Compliant 

You can choose to submit your complaint directly with your Adviser, either in person, in writing, by 
telephone or email. Your Adviser will try to resolve your complaint fairly and quickly. 

 
If you require assistance lodging your complaint, please contact you Adviser or reach out to us using the 
details below. Alternately, you may choose to lodge your complaint with our compliance team, 
the team can be reached by: 

Email at: info@riverx.com.au or, 

Write to:    River X Pty Ltd 
Complaints Handling Officer 
Level 31 | 123 Pitt Street 
Sydney NSW 2000 

 
What Are My Rights When Making a Complaint 

You have the right to: 
 

 Be provided with assistance to submit a complaint if requested; 
 Have your complaint dealt with in a fair and reasonable manner; 
 Have your complaint acknowledged and be advised as to how your complaint will be dealt 

with; 
 Have your privacy respected; 
 Be informed on the progress of your complaint and the reasons for the response. 
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How Will My Complaint Be Handled (Internal Dispute Resolution): 

We will acknowledge your complaint within 24 hours (or 1 business day) upon receipt of your complaint, 
or as soon as practicable. We will respond to your complaint in the same format that it was received 
unless you have requested otherwise. 

 
When making your complaint please provide us with the following information: 

 
 Your full name and how you want to be contacted; 
 Your Advisers name; 
 The nature of the complaint; 
 Any supporting documentation or correspondence; 
 What resolution you are seeking. 

 
If your complaint cannot be resolved to your satisfaction within 5 business days we will investigate 
further. Within 30 days you will receive a written response to your complaint as part of the internal dispute 
resolution process informing you of the following - 

 
 Outcome of your complaint and the resolution or reasons why the complaint was rejected 

in part or full; 
 Your rights if you are not satisfied with the Internal Dispute Response; 
 Contact details to access Australian Financial Complaints Authority (AFCA). 

 
We will treat your complaint with respect and we will handle your personal information in accordance 
with our Privacy Policy. Standard complaints will be responded to within 30 days of receipt. If the 
complaint is particularly complex or if we are unable to provide a resolution within 30 days we will advise 
you of the reasons for the delay. 

 
 
What If I Am Not Satisfied (External Dispute Resolution): 

If your issue has not been resolved to your satisfaction, or within 30 days, you may have the right to lodge a 
complaint with the Australian Financial Complaints Authority (AFCA), an independent complaints 
resolution body. 

 
AFCA is free to consumers and provides a fair and independent complaint resolution. You can contact 
them at: 

 
Australian Financial Complaints Authority Limited GPO 
Box 3, Melbourne VIC 3001 info@afca.org.au 
www.afca.org.au 
1800 631 678 (free Call) or +61 1800 631 678 if calling from overseas 
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