
Client/Customer raises concerns with a member of the Ray White Ponsonby management team. 

Manager to review  issues raised and contact the Client/Customer  

within 2 hours verbally and 72 hours in writing. 

No further action required Resolution of issue accepted by the Client/Customer 

Complaint  and response in writing is given to a second    

nominated member of the Ray White Ponsonby               

Management team.  

Full file opened.  

Complaint details recorded in Compliances Register 

Property details downloaded and 

added to file.  

Formal written acknowledgement of receipt of complaint from 

General Manager to client/customer within 2 working days      

advising that formal response will be provided within  

7 working days 

Licensee Salesperson identified 

Nominated manager compiles written relevant        

information and documentation provided by the    

initial member of the management team  

(who dealt with the complaint), the salesperson  

and the complainant.  

Nominated manager reviews and makes                     

recommendations on appropriate course of action/

outcome in accordance with Real Estate Agents Act 

2008 & the Professional Conduct and Client Care Rules 

Formal written response from Management 

team  to client/customer advising of their      

response. 

Copy of  

response to  

Licensee Salesperson 

Details of the process, outcome 

and appropriate documentation 

is all recorded in the Ray White 

Ponsonby Compliance Register.  

YES 

NO 

Ray White Ponsonby Complaints & Dispute  

Resolution Procedures. 


