
Complaints Handling Procedure 

 

Harveys Baath Real Estate Ltd., Licensed Agent REA 2008 
Ph: 09 278 7010 | E: enquiries@harveys.co.nz 

Harveys Baath Real Estate Ltd. is licensed under the Real Estate Agents Act 2008 and bound by the 
Real Estate Agents Act (Professional Conduct and Client Care) Rules 2012.  As required under the rules, 
Harveys Baath Real Estate Ltd. has an in-house Complaints Procedure (see below). 

 

 

Complaint Received. 
The following details should be provided: 
• Name of all parties involved 
• Contact details 
• Nature and description of complaint 
• Any supporting documents of evidence 
• Complaint logged into the office 

complaints handling register (same day 
as receipt) 

 

 

Complaint escalated to appropriate Manager. 
Additional information for investigation to be 

requested, if required 

 

Post investigation.  Attempt to resolve the 
complaint directly with Harveys team member 

involved and client (within 2 business days) 

 

Issue resolved 
No further action required. 

Marked as resolved on the complaints register. 

 Issue not resolved to the satisfaction of the client/ 
customer.  Complaint escalated to the 

Supervising Agent for further review.  (Within same 
business day). 

 

Post review, Licensee to contact client/customer 
to resolve (within 2 business days) 

 

Issue resolved 
No further action required. 

Marked as resolved on the complaints register. 

 Issue not resolved to the satisfaction of the client/ 
customer.  Client/customer provided with option 

to escalate to the Real Estate Authority. 
 

Complaint marked as closed-unresolved on the 
complaints register. 

 

 

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/ 

http://www.rea.govt.nz/make-a-complaint/

