
 

 

 
 

IN HOUSE COMPLAINTS PROCESS 
 

Real Estate Agents Act 2008 
Professional Conduct – Client Care Rules 2012 

 
 

 
 
 
 
 
 
 
 
 
 

 

Meeting within 2 working days of all parties with 
intention to resolve the problem 
All parties review issues raised 

Not accepted by Client/Customer 

Client/Customer asked to forward complaint in 
writing to Licensee/Business Owner 

Proposal for resolution 

Client/Customer raises concerns with Licensee/Business Owner 

Client/Customer file established 

Accepted by Client/Customer 

Formal written response 

Written acknowledgement by Licensee/Business Owner 
of receipt of complaint from Client /Customer (within 3 

working days) advising formal response, will be 
provided within 10 working days Seek outside advice 

Further meeting of parties to resolve 

Accepted by Client/Customer 
Not accepted by Client/Customer 

Formal written response within  
3 working days 

Licensee/Business Owner to do full review of 
situation. Seek advice or make recommendation 

of next step 

This procedure does not preclude the matter from being referred to the Real Estate 
Authority, PO Box 25 063, Wellington 6146 – www.rea.govt.nz 

Formal written response within  
5 working days 

All documentation filed 

Mediation 

Residential Commercial  Rural Land Sections Coastal

www.ljhooker.co.nz


