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In-house complaints
procedure

Lodge Real Estate (Hamilton) Ltd

(Real Estate Agents Act 2008
 Professional Conduct and Client Care Rules)

Client/Customer raises concern with the Branch Manager

Resolution accepted by client/customerResolution not accepted by client/
customer

Complaint in writing from the client/customer to be 
forwarded to Managing Director.

Written acknowledgement of receipt of complaint from 
Managing Director to client/customer within 2 working days 

advising that formal response will be provided within 10 
working days.

Branch Manager and Salesperson detail in writing to the 
Managing Director within 5 working days the details of the 

case and the resolution offered to date.

Formal written response from Managing Director to client/
customer advising of action/outcome

Branch Manager reviews the concern and responds to the client/customer within 
5 working days with the proposed resolution.


