
In-House Complaints Process
(Real Estate Agents Act 2008 - Professional Conduct & Client Care Rules)

Customer/Client to raise concerns (either verbally or in writing)with Agent Licensee

Agent Licensee to review issues raised by Customer/Client and respond to within 5 working days 

with proposal for resolution

Resolution accepted by Customer/Client Resolution not accepted by Customer/Client

Agent Licensee to review concerns in writing from Customer/Client

Formal written acknowlegdement of receipt of complaint to be sent from Agent within 2 working days 

advising that formal written response will be provided within 5 working days

Resolution accepted by Customer/Client Resolution not accepted by Customer/Client

Customer/Client to be sent link to download Complaints Procedure 

from REAA and follow the next step from there.

Clients and Customers should be aware that in seeking to resolve a complaint through our in-house 

process, they are not precluded from exercising their statutory rights under the 

Real Estate Agents Act 2008 and can claim direct to the Authority at any time.
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