Complaints Handling Procedure

Offices within the Harveys Group are licensed under the Real Estate Agents Act 2008 and bound by the Real
Estate Agents Act (Professional Conduct and Client Care) Rules 2012. As required under the rules, Harveys
has an in-house Complaints Procedure (see below).

Client/Customer raises concern with us.
They may be asked to provide the complaint in writing.
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Client/Customer file established.
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The complaint may need to be escalated to an appropriate member of
our Executive Management team. We will come back to the
complainant within two business days, if we think that the complaint
may take longer than two business days to investigate, we will advise
the complainant of an expected time frame.
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After investigation, we will attempt to resolve the complaint directly
with the Harveys member involved and the Client/Customer.
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If the complaint is resolved, no further If the issue is not resolved to the
action is required, and we will mark satisfaction of the Client/Customer,
the issue as resolved in our the complaint will be escalated for
Complaints Register. further review.
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After a review, the Client/Customer will be contacted within two
business days.
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The complaint is marked as closed-unresolved on the Complaints
Register.

Please contact our National Manager directly who will personally investigate your complaint. We appreciate
the opportunity to resolve the problem and take all matters seriously.

Barry Grieve
nzops@harveys.co.nz
Ph: 09 526 5590

PO Box 99720
Newmarket 1149

You do not have to use our Complaints Procedure and can make a complaint direct to the Real Estate

Authority at any time.
Ph: 0800 367732 | E: complaints@rea.govt.nz | PO BOX 25 371, Wellington 6140
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