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Complaints & Dispute Resolution

1. Policy Statement

At Planfinder Pty Ltd ("Planfinder"), we are committed to delivering the highest standards of service
and ensuring that customer needs are our top priority. We view customer feedback as an essential
part of our continuous improvement process, helping us enhance and refine our services.

This policy outlines our commitment to handling complaints fairly, efficiently and effectively. Our goal
is to ensure that our complaints procedure is properly implemented and that those who raise
concerns feel confident their issues will be addressed promptly and fairly. We expect all Planfinder
staff to be dedicated to delivering fair, effective and efficient complaint resolution.

Our Complaints and Dispute Resolution procedure is designed to:

a Allow us to respond to complaints and enquiries in a timely manner.

b Increase customer confidence in our services and processes.

c Provide insights that help us improve the quality of our products (if applicable) and services.

2. How to Make a Complaint

If you wish to file a complaint, please:

a Contact us as soon as possible with your concern. You can reach us by phone or in writing, and
please include any relevant documentation.

b Email: compliance@planfinder.com.au

c Phone: 03 7037 0817

d Post: Customer Complaints, Planfinder, 16 Tamborine Avenue, Point Cook VIC 3030

e We will acknowledge your complaint by telephone or in writing within three business days.

f If your complaint is not resolved within three business days, it will be escalated to our Compliance
Manager, who will contact you as soon as possible.

g We will keep you informed about the progress of your complaint, proposed actions and the
expected timeframe for resolution.

h Complex complaints may take longer to resolve, but we will regularly update you on the status and
likely timeframe.

3. Additional Assistance for Making a Complaint

Please let us know if you need any additional assistance in making a complaint, and we will provide
you with the available options. We aim to make it as easy as possible for you to lodge a complaint.

If you are deaf or have a hearing or speech impairment, you may use the National Relay Service
(NRS) at 1300 555 727. If you do not speak English, the Translating and Interpreting Service (TIS
National) is available at 13 14 50.

4. Complaints and Dispute Resolution
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At Planfinder, we put our customers at the centre of everything we do, especially when it comes to
managing privacy-related complaints. We aim to address these concerns promptly and fairly.

For more information on complaints or dispute resolution, please email us at
compliance@planfinder.com.au.

Complaints will only be closed once you have expressed satisfaction with the resolution, or when all
reasonable steps have been taken to address the issue to both your and Planfinder’s satisfaction. We
will provide evidence of the actions taken to resolve the issue. If your complaint involves a product or
service provided by one of our partners, we can assist you in lodging a complaint with them.

5. If We Can’t Resolve Your Complaint

Planfinder is committed to resolving complaints in a timely and satisfactory manner. If you are still not
satisfied with the resolution or the way we handled your complaint, you may contact the relevant
regulatory body. These bodies independently and impartially resolve disputes between consumers
and service providers.

Please note that before a regulatory body can investigate your complaint, they generally require that
you first provide us with the opportunity to address the issue. Below are the relevant ombudsmen for
different services:

5.1 Energy

Victoria
Email: ewovinfo@ewov.com.au
Phone: 1800 500 509
Post: GPO Box 469, Melbourne VIC 3001
Website: www.ewov.com.au

New South Wales
Email: omb@ewon.com.au
Phone: 1800 246 545
Post: Reply Paid 86550, Sydney South NSW 1234
Website: www.ewon.com.au

Queensland
Email: complaints@ewoq.com.au
Phone: 1800 662 837
Post: PO Box 3640, South Brisbane QLD 4101
Website: www.ewoq.com.au

South Australia
Phone: 1800 665 565
Post: GPO Box 2947, Adelaide SA 5001
Website: www.ewosa.com.au

Australian Capital Territory
Email: tribunal@act.gov.au
Phone: (02) 6207 1740
Post: GPO Box 370, Canberra ACT 2601
Website: www.acat.act.gov.au

5.2 Internet

Telecommunications Industry Ombudsman
Phone: 1800 062 058
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Post: PO Box 276, Collins Street West VIC 8007
Website: www.tio.com.au

5.3 Health Insurance

Private Health Insurance Ombudsman
Email: phi@ombudsman.gov.au
Phone: 1300 362 072
Post: Commonwealth Ombudsman, GPO Box 442, Canberra ACT 2601
Website: www.ombudsman.gov.au

5.4 All Other Insurance or Credit-Related Companies

Australian Financial Complaints Authority (AFCA)
Email: info@afca.org.au
Phone: 1800 931 678
Post: Australian Financial Complaints Authority, GPO Box 3, Melbourne VIC 3001
Website: www.afca.org.au



