
 
 

COMPLAINTS PROCEDURE  
In the event of any dispute or claim arising out of, or relating to any inspections or reports, You 
must notify Us as soon as possible of the dispute or claim by email, fax or mail. You must allow Us 
(which includes persons nominated by Us) to visit the property (which visit must occur within 
twenty eight (28) days of your notification to Us) and give Us full access in order that We may fully 
investigate the complaint. You will be provided with a written response to your dispute or claim 
within twenty eight (28) days of the date of the inspection. 
If You are not satisfied with our response You must within twenty one (21) days of Your receipt of 
Our written response refer the matter to a Mediator nominated by Us from the Institute of 
Arbitrators and Mediators of Australia. The cost of the Mediator will be borne equally by both 
parties or as agreed as part of the mediated settlement.  
Should the dispute or claim not be resolved by mediation then the dispute or claim will proceed to 
arbitration. The Institute of Arbitrators and Mediators of Australia will appoint an Arbitrator who 
will hear and resolve the dispute. The arbitration, subject to any directions of the Arbitrator, will 
proceed in the following manner: 
(a)The parties must submit all written submissions and evidence to the Arbitrator within twenty one 
(21) days of the appointment of the Arbitrator; and 
(b)The arbitration will be held within twenty one (21) days of the Arbitrator receiving the written 
submissions. 
The Arbitrator will make a decision determining the dispute or claim within twenty one (21) of the 
final day of the arbitration. The Arbitrator may, as part of his determination, determine what costs, 
if any, each of the parties are to pay and the time by which the parties must be paid any settlement 
or costs. 
The decision of the Arbitrator is final and binding on both parties. Should the Arbitrator order either 
party to pay any settlement amount or costs to the other party but not specify a time for payment 
then such payment shall be made within twenty one (21) days of the order. 
In the event You do not comply with the above Complaints Procedure and commence litigation 
against Us then You agree to fully indemnify Us against any awards, costs, legal fees and expenses 
incurred by Us in having your litigation set aside or adjourned to permit the foregoing Complaints 
Procedure to complete.  
 


