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2.1

Purpose

The purpose of this document is to set our policy and procedures for complaints handling and
internal and external dispute resolution.

Our obligations
Internal dispute resolution

Under the National Credit Act, we must have an internal dispute resolution (IDR) procedure
that complies with standards and requirements made or approved by ASIC in accordance with
the regulations, and which covers disputes in relation to the credit activities engaged in by us
or our representatives.

ASIC requirements
ASIC's requirements for IDR procedures are that we:

e adopt the definition of ‘complaint’ in the Australian Standard for complaints handling
(AS ISO 10002-2006);

e satisfy the Guiding Principles at Section 4 and follow Section 5.1 —Commitment,
Section 6.4—Resources, Section 8.1—Collection of Information, and Section 8.2—
Analysis and evaluation of complaints in AS ISO 10002-2006; and

¢ have a system for informing complainants about the availability and accessibility of
the relevant external dispute resolution (EDR) scheme.

The definition of “complaint” in the Australian Standard is: “An expression of dissatisfaction
made to an organisation, related to its products or services, or the complaints handling
process itself, where a response or resolution is explicitly or implicitly expected.”

The National Credit Act talks about “disputes” rather than “complaints”. Where the Act refers
to a dispute, ASIC considers this to have the same meaning as complaint.

Timeframes

Where the complaint or dispute is resolved to the customer’s satisfaction by the end of the
next business day, we don't have to follow the full IDR process (but ASIC encourages us to
do so where possible).

ASIC says we should immediately acknowledge receipt of complaints or disputes and address
them promptly.

The final IDR response must be provided within a maximum of 45 days. This timeframe does
not apply in the case of a dispute about a default notice - instead, a 21 day limit applies here.

Hardship and default matters

It should be noted that while the default notice dispute is being handled at IDR by us or the
relevant lender with our assistance, and for a reasonable time after that (at least 14 days),
the lessor cannot commence or continue legal proceedings or any other enforcement action,
unless the statute of limitations is about to expire.

The lessor as a credit provider must have a dedicated telephone number and where possible
fax number where clients can call with their complaints or hardship matters. Clients can also
use the lessor’s postal address and email address, if relevant for sending hardship and
dispute applications. Emo Investments Pty Ltd is a small consumer leasing business.
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Accordingly, our general telephone number is the dedicated number for discussing complaints
and hardship matters.

Disputes involving hardship applications or postponement of enforcement proceedings must
be treated as urgent matters and we will deal with these accordingly.

Other matters

IDR procedures must be documented. This must cover procedures and policies, remedies
available and internal structures and reporting requirements.

If we outsource IDR procedures, we are still responsible for them.
External dispute resolution

Under the National Credit Act, we must also be a member of an ASIC approved EDR scheme.

Some words explained
In this document:

Board means our board of directors. If we have a sole director, it means the sole director. If
we are not a company, it means the owner or owners of our business.

IDR means internal dispute resolution.
EDR means external dispute resolution.
National Credit Act means the National Consumer Credit Protection Act 2009 (Cth).

We, us and ours refers to the licensee named on the cover page of this compliance plan.

Our IDR policy and procedures

We have an internal process for handling customer complaints and disputes. This is set out
in Appendix 1.

Our EDR scheme

We are a member of the:

Financial Ombudsman Service Limited
GPO Box 3

Melbourne VIC 3001

www.fos.org.au

Ph: 1300 780 808

is an EDR scheme approved by ASIC.

This external and impartial service is available to customers free of charge. It has jurisdiction
to hear and resolve any dispute that is not resolved by our IDR process.

The external and impartial process will apply the law and may take into account what is fair
in all the circumstances to both the customer and us.

We have a guide for customers (see Appendix 2) which includes reference to the availability
of this external dispute resolution mechanism.


http://www.fos.org.au/

How we administer this document

The Board is ultimately responsible for this document.

This plan was adopted by the Board on the date specified below.
Any changes to this document must be approved by the Board.

The Responsible Managers being the proprietor, Peter Emerson is responsible for day-to-day
administration of the policies and procedures in this document.

The table below is a record of changes made to this document. The table will be updated
when changes are made. Each updated version of this document will replace the earlier
version.

DOCUMENT VERSION CONTROL TABLE

Version Description of change Date Effective
approved date
by Board

1 Original version

Review and audit

We review this document every year. After the review, if we think that changes should be
made to the document, we will amend the document.

We can also review and amend the document at other times — for example, in response to
audits or comments from ASIC.

Other policies and documents

This document is part of our compliance plan to comply with the credit legislation, our
general conduct obligations under section 47 of the National Credit Act, and the conditions of
our Australian Credit Licence. Our Compliance Plan document sets out the overall structure of
this compliance plan.

This document is also part of our risk management system. Our Risk Management System
document sets out the overall structure of our risk management system.

Appendices

Appendix 1 — Our complaints handling and dispute resolution policy and procedures
Appendix 2 — Complaints and dispute resolution guide

Appendix 3 — Complaints form

Appendix 4 — Complaints Register



Appendix 1
Our complaints handling and dispute resolution
policy and procedures

What is a dispute?
We define a dispute as:

An expression of dissatisfaction made to us, related to our products, or the complaints-handling
process itself, where a response or resolution is explicitly or implicitly expected.

This definition is the definition used in AS ISO 10002-2006.

A dispute includes a complaint. In this document, where we refer to a ‘complaint’ it also means a
dispute.

Commitment

We are committed to dealing with complaints in an effective and efficient manner.

We will ensure that our register of complaints and disputes is regularly reviewed by our Board and
that systemic and recurring problems will be identified and remedied.

We undertake to use our complaints and disputes recording system to assist in continuing to improve
our customer services and training requirements.

Guiding principles in complaints handling
In order to effectively handle customer complaints, we seek to follow these guiding principles:

e Visibility — information about how and where to complain should be well publicised to our
customers.

e Accessibility — our complaints handling process should be easily accessible to all complainants.

¢ Responsiveness — complaints should be acknowledged immediately when received, and
addressed promptly, with customers kept informed of the progress of the complaint through the
process.

e Objectivity — complaints should be addressed in an equitable, objective and unbiased manner.
e Charges — access to our complaints handling process should be free.

¢ Confidentiality — personally identifiable information about complainants should only be available
for the purpose of addressing the complaint and (unless the customer consents) actively
protected from disclosure.

Visibility
Our Complaints and Disputes Resolution Guide sets out:
e what a customer must do to lodge a complaint;

e how we undertake to deal with the complaint; and



e our external dispute resolution scheme.
The guide will also be given to all new customers.

Customers will be offered a copy of the guide when registering telephone complaints or disputes.
The guide may be faxed, posted or emailed.

Our credit guide will also contain information about our internal dispute resolution processes,
including access to the process.

Accessibility
We will not restrict the way in which customers may lodge a complaint or dispute.

When we receive a verbal complaint or dispute, we will offer the customer an opportunity to have
their dispute or complaint recorded in our Complaints Register. We will complete the detail of the
complaint in the register on behalf of the customer if so required. We will then read the register of
complaint to the customer to confirm its accuracy.

A complaint can be made by:

o telephone;

o letter;
e email;
e fax; or

e in person.

We will ensure that during business hours a senior employee is available to deal with complaints and
disputes.

Lessors/credit providers must have a dedicated telephone number and where possible fax humber
where clients can call with their complaints or hardship matters. Clients can also use the Lessor’s
postal address and email address, if relevant for sending hardship and dispute applications. Emo
Investments Pty Ltd is a small consumer leasing business. Accordingly, our general telephone
number is the dedicated number for discussing complaints and hardship matters.

When required, we will assist customers wishing to register a complaint or dispute. Where a
customer has limited English and wishes to enlist the assistance of a third party to register the
complaint/dispute, we will accommodate them in doing this and make arrangements for a meeting to
include the third party.

Wherever customers have difficulties accessing our dispute resolution system for any other reason,
for example, physical disability, every effort will be made to ensure that the customer is assisted to
ensure that they can have their complaint or dispute dealt with fairly.



Responsiveness
Wherever possible we will settle a customer’s complaint/dispute at the time it is registered.

Where we cannot immediately settle the complaint/dispute, it will advise the customer within 2
working days of receipt of the complaint/dispute, in writing, of the procedures for investigating and
handling the complaint/dispute.

We will meet our established times for responses to customers and record all responses and dates in
the Complaints Register.

Decision required in 21 — 45 days

A dispute must be dealt with within 21 days. The investigating officer which in our case is Peter
Emerson should report to the complainant within 14 days of receiving the complaint/dispute to ensure
that the notification is received within 21 days.

If the investigating officer is unable to make a decision within 14 days and requires additional time,
he/she must write to the complainant advising that a further period, not exceeding 24 days, will be
required for investigation. This will extend the complaint/dispute handling time to a total of 45 days
from the initial date of lodgement.

Disputes continuing beyond 45 days

Where unresolved disputes exceed 45 days, the investigating officer must advise the complainant in
writing and specify a date when a decision can be expected. Monthly updates are to be provided to
the complainant including a date when a decision can be reasonably expected.

Disputes continuing beyond 60 days

If a resolution is not available beyond 60 days, the investigating officer must advise the complainant
in writing and specify a date when a decision can be expected. Updates every two months must be
provided to the complainant including the date when a decision can be reasonably expected.

Special provisions for hardship and default matters

Disputes involving hardship applications or postponement of enforcement proceedings will be treated
as urgent matters. Accordingly, we will deal with such hardship request with the appropriate priority.

A customer may lodge their dispute directly with the EDR, however, it is likely that if the customer did
not attempt to resolve the dispute with us at first instance, the EDR will refer them to us for a dispute
resolution.

Notice of outcome
The investigating officer must advise the complainant in writing of the following:
e outcome of the investigation;

e reasons for the outcome including reference to relevant applicable statutory or code
provisions; and

o further action the complainant can take in respect of the complaint, including the contact
details of our external dispute resolution scheme or the Privacy Commissioner.

Objectivity
We will deal with complaints and disputes promptly in an equitable, objective and unbiased manner.

We recognise the need to be fair to:



e the customer reporting the complaint or dispute;
e all our customers; and
e the member of staff against whom the complaint is made (where relevant).

Parties to a dispute or complaint will be provided with an opportunity to make their case. All disputes
and those complaints requiring investigation will be investigated diligently and expeditiously.

Where a complaint or dispute is not resolved immediately, we provide the customer with a written
notice of the outcome. The written notice will include:

e the reasons for the outcome; and

e any further action the customer may take, such as referral to the relevant external dispute
resolution scheme, COSL, or the Privacy Commissioner.

Charges

There is no charge to a customer for lodgement or determination of a complaint or dispute in our
internal dispute resolution process.

However, standard charges may apply if we are asked to provide copied of documents or retrieve
documents from archives.

Confidentiality

We will respect the privacy of our customers and ensure that complaints are dealt with in a
confidential manner to the extent practicable.

Personally identifiable information about complainants should only be available for the purpose of
addressing the complaint and (unless the customer consents) actively protected from disclosure.

Resources
Staffing

Peter Emerson is the proprietor and Responsible Managers and will act as Complaints Officers. Peter
will have responsibility for ensuring that complaints and disputes are dealt with in accordance with
this policy and procedures.

Complaints Register
We will provide a system for recording and tracking of complaints and disputes.

All complaint reports must be lodged with the Complaints Officer, who will compile and record all
reports in a Complaints Register (see Appendix 4 for the form of the Complaints Register).

The Complaints Register will be submitted to the Board twice a year, or upon request as required.
Remedies

The remedy of the dispute will largely depend on the nature of the complaint and the complexity of
the matter. We will handle all disputes and complaints fairly with the view to find a mutually
beneficial resolution.

Data collection and analysis

Complaints and disputes will be properly categorised and prioritised. We will undertake regular
analysis of the Complaints Register by category and by priority.



We must determine the minimum information to be collected to register a complaint/dispute. Where
a customer has not provided the minimum required information we will follow up with the customer
to obtain that information.

Personal information will be collected only to the extent necessary to deal with the complaint or
dispute, and will be kept confidential by any staff who have access to the Complaints Register.

Where there are electronic records (e.g. emails) pertaining to the dispute, we will preserve these (or
a hard copy of them) so that they are not lost before the matter is resolved.

Details of complaints will be kept on the Complaints Register.

The register will be readily accessible to staff who are dealing with a complaint/dispute, so that the
customer can be kept informed as to the progress of the complaint/dispute.

The Complaints Register will also be available for inspection by members of the Board, by senior
management, and by ASIC or other regulators.

Data from the complaints register will not be disclosed externally, unless requested by our EDR
scheme or regulators. Information disclosed will be non-personally identifiable unless otherwise
required by law.

Systemic and recurring problems in the Complaints Register will be regularly identified by the
Responsible Manager for remedial action by way of staff training, re-documentation, review of
procedures, redesign of products and services, reassessment of customers’ information needs, or
staff disciplinary action.



Appendix 2
Complaints and dispute resolution guide

We do our best to provide a high level of service, but sometimes you may feel an issue has not been
resolved to your satisfaction.

We have a free complaints and dispute resolution procedure that you can use.

What is a complaint?

A complaint is an expression of dissatisfaction made to us, related to our products, or the complaints-
handling process itself, where a response or resolution is expected.

How the procedure works

Step 1

Step 2

Step 3

How to make a complaint

In most cases your complaint can be settled to your satisfaction simply by making us
aware of it. You can raise these complaints with our staff in person or by telephone
or in writing by letter, fax, memo, e-mail etc.

Recording your complaint

All complaints and disputes will be recorded in our Complaints Register. Where a
complaint cannot be resolved to your satisfaction immediately, you might have to
answer some questions and complete a complaint form so that our management can
properly investigate the complaint. If you need assistance completing the form, our
staff can help you. When receiving a verbal complaint, we will complete the details of
the complaint in the register on your behalf. We will then read the entry in the
register to you and ask you to confirm that it is accurate.

Notification
Where we cannot immediately settle the complaint we will acknowledge receipt of it

to you in writing within 2 working days. We will also advise you in writing of the
procedures for investigating and handling your complaint.



Step 4

Step 5

Step 6

Investigation

Your dispute will then be fully investigated by us and a decision made on the matter.
You can contact our complaints officer as follows:

Name: Peter Emerson
Address: P.O. Box 552W
Ballarat West Vic 3350
Phone: 1300 791 799
Fax:
Mobile 0407 325 346
Email: hello@clickonrentals.com.au

How you will be informed of the outcome

In most cases we will tell you the outcome in writing within [ 21 ] working days.
Should there be exceptional circumstances causing a delay we will advise you. But,
even in the most complex matters, the dispute should be resolved in @ maximum of
[ 45 ] working days.

External dispute resolution

If you are still not satisfied, you can go to our free external dispute resolution
scheme. We are a member of the Financial Ombudsman Service, Member number
35347, which is an external dispute resolution scheme approved by ASIC.

Here are the contact details for:

Financial Ombudsman Service Limited
GPO Box 3

Melbourne VIC 3001

www.fos.org.au

Ph: 1300 780 808

If your dispute involves privacy issues and has not been resolved to your satisfaction,
you will be referred to the Privacy Commissioner.

Here are the contact details for the Privacy Commissioner:

Privacy Commissioner

Phone: 1300 363 992

TTY: 1800 620 241 (this number is dedicated for the hearing impaired
only, no voice calls)

TIS: Translating and Interpreting Service: 131 450

Post: GPO Box 5218 Sydney NSW 2001

Fax: +61 2 9284 9666

Email: privacy@privacy.gov.au

Details of how you can access these services will also be given to you when you are
advised of the outcome of our investigation.

10


mailto:hello@clickonrentals.com.au
http://www.fos.org.au/
mailto:privacy@privacy.gov.au

Step 7 After we respond
Our Complaints Register will be updated showing the result. Wherever appropriate,

our policies, systems and procedures will be adjusted and staff counselled or
provided with additional training.

Things you should know

You are not obliged to pursue a dispute with us using our internal complaints and dispute resolution
procedure. If you use the procedure, you may commence legal proceedings before, after or at the
same time.

Our participation in the procedure is not a waiver of any rights we may have under the law, or under
any contract between you and us, and this guide is not a contract between you and us.

Charge

There is no charge for this guide or for you using our internal or external complaints and dispute
resolution procedure.

However, our standard fees and charges may apply for making copies of documents or for retrieval of
documents from archives, where requested by you.
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Appendix 3
Complaint form

Complaint form

Please complete all the details below to assist us to deal with your complaint. If you need
assistance completing this form, please ask us for help. We can assist you.

Information about you

Your name

Your address

Your phone number

Your email address

If someone is acting on your behalf in
this matter, please provide their name
and contact details here

Your account number

Tell us about the problem

What happened?

When did it happen?

What do you want done to resolve this?

If there are any relevant documents, please attach them to this form

Your signature

Date:



Appendix 4
Form of Complaints Register

[This is a form of the register only. We recommend that the actual Complaints Register be kept as a
separate document. If you use landscape format for the page, you can widen the columns].

Number Date Customer Account Details of Complaint Action Date of Status
received name number complaint category* taken response

[*We suggest you develop a short list of common complaint types (e.g. no more than 10) to
categorise each complaint, This will assist in classifying complaints and analysing complaints data.]
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