1) Hooker

Complaints Handling Procedure

All LJ Hooker offices are independently owned and operated and licensed under the Real

Estate Agents Act 2008. We are bound by the Real Estate Agents Act 2008 (Professionall

Code of Conduct and Client Care) Rules 2012. As required under the rules, LJ Hooker has
an in-house complaints Procedure (see below)

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

Agent Licensee to review issues raised by Customer/Client and respond
within five working days with proposal for resolution

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

Agent Licensee to review concerns in writing from
Customer/Client

Formal written acknowledgement of receipt of complaint to be sent from Agent within two
working days, advising that formal written response will be provided within five working
days.

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

Customer/Client to be sent link to download Complaints
Procedure from REA and follow the next step from there.

Note: This process does not eliminate the client/customers rights to refer
this matter to the Real Estate Authority. www.rea.govt.nz/make-a-complaint/
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