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Initial Complaint

Administrator
Takes details recording date and 
time - does not make comment

Manager unable to deal with 
complaint/dispute

Written record with all material 
particulars filed in Complaints/

Disputes Register

Manager deals with 
complaint/dispute

Written record with all material 
particulars filed at office

NOTICE TO CONSUMERS

1 The above in-house procedures 
of the Agent is for dealing with 
complaints and dispute resolution.

2 Consumers may access the Real 
Estate Agents Authority’s complaint 
process in the event of a complaint, 
without first using the above 
in-house procedures of the Agent.

3 Any use of the above in-house 
procedures of the Agent by 
consumers will not preclude them 
from making a complaint to the Real 
Estate Agents Authority.

Complaint/dispute dealt with by 
Principal Agent and/or General 

Manager in accordance with 
company insurer’s guidelines

Manager passes complaint/
dispute and all material 

particulars to Principal Agent  
and/or General Manager

File opened in Complaints/
Disputes Register held at Principal 

Office,  Christchurch

Branch/Sales Manager
Assesses complaint/dispute,

acknowledges complaint in writing 
with standard letter


