Clublinks

Clublinks Complaint Handling Policy

1. Purpose
This policy sets out how Clublinks Communities (“Clublinks”) manages complaints relating to its services and conduct as a
licensed strata and community managing agent. The purpose of this policy is to:

e Provide a clear, fair and accessible process for lodging and handling complaints;

e  Ensure complaints are dealt with promptly, consistently and transparently;

e  Comply with obligations under the Property and Stock Agents Act 2002 (NSW) and associated supervision guidelines;

and
e Support continuous improvement in service delivery.

2. Scope
This policy applies to all complaints made to Clublinks concerning:
e The conduct, services or decisions of Clublinks as managing agent;
e The actions of employees, contractors or officers of Clublinks;
e Financial transactions managed by Clublinks.
This policy does not replace or limit statutory rights of owners, occupiers or other parties to pursue remedies under the:
e  Strata Schemes Management Act 2015 (NSW) (SSMA), or
e Community Land Management Act 2021 (NSW) (CLMA), including access to NSW Fair Trading or the NSW Civil and
Administrative Tribunal (NCAT).

3. Legislative Framework
This policy is informed by and operates in accordance with:
e Property and Stock Agents Act 2002 (NSW);
e Property and Stock Agents Regulation 2022 (NSW);
e Secretary’s Guidelines for the Proper Supervision of the Business of a Licensee;
e  Strata Schemes Management Act 2015 (NSW);
e Community Land Management Act 2021 (NSW).

4. What Is a Complaint?
A complaint is an expression of dissatisfaction about Clublinks’ services, conduct, actions or decisions, where a response or
resolution is expected.

A single delay or isolated service issue may not constitute a complaint. However, repeated issues, unmet obligations, or
allegations of poor conduct will be treated as formal complaints, regardless of whether Clublinks agrees with the validity of the
concerns raised.

5. Responsibilities
All Staff
e  Must treat complaints seriously and professionally.
e  Must immediately refer all complaints to the Licensee in Charge.
e  Must escalate complaints involving financial transactions without delay.

Licensee in Charge / Delegate

The Licensee in Charge is responsible for ensuring complaints are:
e  Properly registered;

Investigated impartially;

Resolved in a timely and documented manner;

e Supervised in accordance with statutory obligations.

6. How Complaints Are Managed

Lodging a Complaint

Complaints may be lodged in writing by email to:
nswcommunities@clublinks.com.au
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A complaint may relate to:
e Aservice or matter managed by Clublinks;
e Astaff member;
e The Licensee in Charge.
Complaints about a staff member will not be handled by that person.

7. Complaint Management Process
7.1 Registering the Complaint
The Licensee in Charge or delegate will:
e Record the complaint in the appropriate complaints register;
e Acknowledge receipt of the complaint;
e Advise the complainant of the process and expected timeframes;
e Record relevant facts, findings, actions and outcomes.
7.2 Investigating the Complaint
e Investigation will commence within 5 business days of receipt;
e The complainant will be advised within 10 business days of progress and anticipated resolution time;
Complaints will generally be resolved within 20 business days, where practicable;
e Where additional time is required, reasons and revised timeframes will be communicated.
7.3 Resolving the Complaint
Resolution may include:
e Explanation or clarification;
e Apology;
e  (Corrective action;
e Adjustment of fees (if appropriate);
e  Procedural or training improvements.
The outcome, reasons and any further options will be communicated to the complainant in writing.

8. Escalation and External Avenues

If a complainant is dissatisfied with the outcome, they may pursue external options, including:
e NSW Fair Trading (Property Services Commissioner);
e NSW Civil and Administrative Tribunal (NCAT), where jurisdictionally appropriate.

9. Records and Retention
e All complaint records must be retained for a minimum of 7 years from the date of receipt or final resolution
(whichever is later);
e  Registers must be maintained securely and be available for inspection by an authorised officer under section 105 of
the Property and Stock Agents Act 2002 (NSW).

10. Continuous Improvement
e Complaints and trends will be reviewed at management meetings;
e The Licensee in Charge must consider whether policy, training, procedure or supervision changes are required;
e Compliance reviews of this policy must be documented.

11. Penalties and Compliance

Failure to comply with this policy may constitute a failure to properly supervise the business under section 32 of the Property
and Stock Agents Act 2002 (NSW) and the Secretary’s Guidelines and may expose the business and licensees to regulatory
action.
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