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Complaints & Disputes Handling and Privacy Statement 
 
Complaints and Disputes: 
 
If you wish to lodge any problems or complaints, we recommend contacting us by phone, in person, by letter, or by email. 
Please provide us with as much detail as possible about your complaint, including your desired outcome, so that we can 
best resolve the situation.  
 
We will work with you and other relevant parties to ensure that the issues you raise are fully examined and that your 
complaint is handled appropriately. We will treat the process, and all the details of your complaint, in strict confidence. If 
we need to discuss any issues arising from your complaint with someone outside of the agency, we will obtain your 
consent first. 
 
If you feel that the outcome of your complaint has not been handled correctly, or if you are unhappy with the outcome, or 
if we are unable to come to a resolution, the complaint can be made to the Director, Consumer Affairs Victoria (CAV) GPO 
Box 4567, Melbourne VIC 3001 or by telephoning 1300 73 70 30. Unless there are exceptional circumstances Consumer 
Affairs Victoria cannot deal with any dispute concerning commissions or outgoings unless it is given notice of the dispute 
within 28 days of the client receiving an account for, or notice that, the agent has taken the amount in dispute whichever is 
the later. 
 

Privacy Statement: 
 
In accordance with the Privacy Act 1988 & the Australian Privacy Principles, if you are an individual (or in appropriate 
circumstances on your attorney under power or other person acting as your agent), upon you signing this authority you 
consent to us collecting, holding, using and disclosing your personal information for the primary purpose and secondary 
purposes as set out below. Your consent will continue until you (or in appropriate circumstances on your attorney under 
power or other person acting as your agent) inform us your consent is terminated and this is so even though this authority 
has come to an end. 
 
The kinds of personal information we will collect and hold are your name, address, contact information, bank account 
details, credit or debit card details or both, and landlord and other relevant insurance details, and if appropriate or 
required, your power of attorney details or person acting as your agent details. 
 
We will collect your personal information from you (or in appropriate circumstances on your attorney under power or 
another person acting as your agent). We will hold your personal information in hard copy or in electronic form, or both. 
 
The primary purpose is: acting for you in connection with letting of which includes sub-letting and assignments and also in 
connection with and in relation to the management and upkeep of your property including its fixtures and fittings.  

 
The secondary purposes are: to enable us to promote our services or seek out potential clients or both, responding to 
enquiries from Consumer Affairs Victoria in connection with the letting and management of your property, you also 
consent to us using your personal information for direct marketing and telemarketing (complying with the law), the 
assignment of this authority. 
 
We can be contacted between 9am and 5pm Monday to Friday (except public holidays) to provide access to you (or in 
appropriate circumstances on your attorney under power or other person acting as your agent) to update or seek 
correction of your personal information. Our contact details are on the first page of this authority. 
 
If you consider we have breached the Australian Privacy Principles you (or in appropriate circumstances on your attorney 
under power or other person acting as your agent) may complain to us by letter or email. We will promptly consider your 
complaint and attempt to resolve it in a timely manner. If we are unable to resolve your complaint you may refer it to the 
Office of the Australian Information Commissioner GPO Box 5218, Sydney NSW 2001 or enquiries@oaic.gov.au. 
 
We are unlikely to disclose your personal information to overseas recipients. 
 
The main consequences for you if all or part of your personal information is not provided is that we may not be able to act 
for you or effectively perform our role as your estate agent.  
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