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What is a complaint?

A complaint is an expression of
dissatisfaction conveyed about a
product, advice or service offered or
provided.

Khiéu nai la gi?

Khiéu nai la Viéc thé hién sw khéng hai long duoc
truyén dat vé mét san pham tw van hay dich vu
dwoc dé xuét hay cung cap

Making a complaint

This brochure guides you in how to raise
a complaint, how it will be resolved and
what to do if you're still not satisfied.

Pua ra khiéu nai

Quyén théng tin nay hwéng dan quy vi cach dé
néu Ién khi€u nai, cach thirc giai quyét khiéu nai
va diéu phai lam néu nhw quy vi van chuwa thda
man.

Compliments and complaints

At Newcastle Permanent Building
Society (NPBS) we strive to provide
excellent customer support and service.
Our team is highly motivated and we love
to hear your feedback. If you've had a
great experience and would like to share
it, please let us know so we can pass it
on.

If you are unhappy with a product or
service, or if we do not meet your
expectations, we want to know.
Concerns or complaints raised provide
NPBS with information to enable us to
improve on our commitment to our
customers and the community.

L&i khen va khiéu nai

Tai Hiép Ho6i Xay Dung Bén Virng Newcastle
(NPBS), chiing t6i phan dau dé cung cép dich vu
va hé tro khach hang xuét sac. D6i ngii cua
chung t6i co dong lwe cao va rat mudn nghe y
kién phan héi cta quy Vi. Néu quy vi ¢é nhirng trai
nghiém tuyét v&i va mudn chia sé diéu do thi vui
Iong cho chung t6i biét dé chung t6i co thé
chuyén tiép y kién dé.

Chung t6i mudn biét, néu nhw quy vi khéng hai
ldng v&i mét san pham hay dich vu nao, hoéc la
chung t6i khéng co6 dat dwoc ky vong cuia quy vi.
Viéc dwa ra nhirng lo ngai hay khiéu nai giup
cung cap théng tin cho NPBS dé cho phép chung
t6i cai thién sw cam két clia ching t6i ddi voi
khach hang va cong déng.

How to contact us

You can contact us to raise your
complaint or concern using any of the
following methods:

Internet Banking/mobile app: log in and
send us a secure message

Phwong thitre li€n hé chung toi

Quy vi co thé lién hé va&i ching t6i dé néu 1én
khiéu nai hay lo ngai bang cach st dung bat cr
phwong thirc nao dudi day:

Ung dung di déng/ Ngan hang truc tuyén: dang
nhap va guwi tin nhan bao dam.
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Phone: 13 19 87 Open 8am — 6pm
Monday to Friday, 9am — 2pm Saturday
From overseas: +61 2 4907 6501

Post: PO Box 5001 HRMC NSW 2310
In person: to locate your nearest branch
visit newcastlepermanent.com.au/locate-

us or call 13 19 87.

Email:
feedback@newcastlepermanent.com.au

Or visit the website:
newcastlepermanent.com.au/contact-us

Pién thoai: 13: 19 87 M& ctra 8h sang — 6h phiéu
tlr Thir Hai dén Thr Sau, 9h sang — 2h chiéu Thy
Bay.

Goi tr nwéc ngoai +61 2 4907 6501

Guwi bwu dién: PO Box 5001 HRMC NSW 2310
Truc tiép: dé dinh vi chi nhanh gan quy vi nhét,
hay vao newcastlepermanent.com.au/locate-us

hodc goi vao sé 131987

Email: feedback@newcastlepermanent.com.au

Hoac |én trang web:
newcastlepermanent.com.au/contact-us

Making a complaint — what information
will help us?

Please provide your address, phone
number and email address so that we
can easily contact you

Please provide any relevant documents
and other supporting information

Let us know how you would like your
complaint resolved

Néu ra khiéu nai —
cho chung t6i

Nhirng théng tin gi sé& giup ich

Vui long cung cap dia chi, s6 dién thoai va dia chi
email ctia quy vi dé chung t6i co thé dé dang lién
lac v&i quy vi

Vui long cung cép bat ctr cac tai ligu lién quan va
théng tin ho trg khac

Hay cho chung toi biét quy vi mudn giai quyét
khiéu nai ctia minh nhw thé nao

Would you like additional assistance to
make your complaint?

NPBS is dedicated to providing any help
you may need with lodging and
managing your complaint.

Examples may include:

Assistance completing forms

If you do not speak English you can call
us and ask for an interpreter

The National Relay Service for
customers who are deaf or find it hard
hearing

AUSLAN instruction services are
available on our website

Quy vi c6 muén dwoc hd tro thém cho khiéu nai
ctia minh khéng?

NPBS tan tam cung cép tre' gitip quy vi co thé can
trong viéc ndép don va quan ly khiéu nai cta quy
Vi.

Nhirng vi du c6 thé bao gém:

Hé tro trong viéc hoan thanh cac méau don

Néu quy vi khéng noi Tleng Anh, quy vi c6 thé goi
cho chung téi va yéu cau co théng dich vién

Dich Vu Tiép Am Quéc Gia la dich vu danh cho
khach hang bi cdm hoac khé nghe

Cac dich vu hwéng dan AUSLAN c6 san trén
trang mang cua chung toi
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Working with anyone you appointto help  Lam viéc véi pét clr ai ma quy vi chi dinh giup quy
you manage your complaint, such as a vi quan ly khiéu nai ctia minh, nhw 1a ban be,

friend, family member or legal nguoi than gia dinh hay la dai dién phap ly —
representative — we can talk to them chuing t6i c6 thé noi chuyén véi ho néu quy vi Gy
where we have your authority to do so quyén cho chung t6i lam vay

How long does it take? Sé mét bao lau cho viéc khiéu nai?

We aim to resolve complaints on the spot Chung téi tap trung gidi quyét cac khiéu nai ngay

wherever we can. If we can’t, we will aim  tai ché bat ctr lic nao cé thé. Néu chung téi

to acknowledge receipt of your complaint khong thé thi chung t6i sé cb gang xac nhan da

within one business day. tiép nhan khiéu nai ctia quy vi trong véng mét
ngay lam viéc.

In most cases, we aim to resolve Trong hau hét’céc trwong hop, ching toi tap
complaints within seven days. In the trung giai quyét cac khiéu nai trong vong bay
event it takes us longer than seven days  ngay. Trong trwdng hop lau hon bay ngay dé giai
to resolve or investigate your complaint,  quyét hay dié iéu tra khiéu nai ctia quy vi, chung t6i

we will ensure that you’re regularly s& dam bao rang quy vi sé dwoc cap nhat thuwdng
updated. Xuyén.

When you make a complaint to us we Khi quy vi dwa ra khiéu nai cho ching téi, ching
will: téi sé:

Acknowledge your complaint Xac nhan khiéu nai cia quy vi

Investigate, considering all relevant Diéu tra, xem xét tat ca cac thong tin c6 lién quan
information

Aim to find a fair resolution Tap trung tim ra gidi phap cong bang

Keep you informed of our progress, and  Théng bao cho quy vi tién do cla chung t6i, va sé

advise you if there will be a delay cho quy vi biét néu c6 cham tré

Keep your information confidential Gilr bao mat théng tin cta quy vi

Respond to your complaint, either in Tra 1&i cho [(hiéu nai cGa quy vi, hodc la bang van
writing or verbally ban hoac bang miéng

Advise you what to do if you are not Théng bao cho quy vi biét diéu can lam néu nhw
satisfied with our response quy vi khdng théa man véi phan hoi ctiia ching toi

Not charge a fee for making a complaint  Khéng tinh phi cho viéc dwa ra khiéu nai

What if I'm not satisfied? Néu t6i khéng thda man thi sao?

If you are unhappy with our response, Néu quy vi khong hai Iong v&i phan héi ctia chung
you can ask for your complaint to be t6i, quy vi co thé yéu cau dé khiéu nai cia minh
reviewed by our Dispute Review duwoc Dispute Review Committee (‘Committee’) -
Committee (‘the Committee’). This is a Uy Ban Tai Xét Tranh Chép (‘Uy Ban’) clia chung
free service. Once all relevant tdi xem xét lai. Pay la dich vu mién phi. Khi tat ca

information has been received the
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Committee will consider the complaint
within 30 days.

If we are unable to provide a final
response within 30 days, we will advise
you of the reasons for the delay, the
potential next steps, and provide you
with AFCA'’s contact details.

If you wish to have your complaint
reviewed by the Committee, please just
let us know.

Post: Dispute Review Committee,
Newcastle Permanent Building Society
Limited PO Box 5001, HRMC NSW 2310

Email: Subject: Dispute Review
Committee
feedback@newcastlepermanent.com.au

cac thong tin lién quan da dwoc nhan, Uy Ban sé&
xem xét khiéu nai trong vong 30 ngay.

Néu ching t6i khéng thé cung cap phan héi cudi
cung trong vong 30 ngay, chung téi sé théng bao
cho quy vi ly do cua sw cham Ché dé, nhirng
bwdc cé thé tiép theo, va cung cap cho quy vi chi
tiét lién hé cta AFCA.

Néu quy vi muén khiéu nai ctia minh dwoc Uy
Ban xem xét lai, vui Idng cho chung tdi biét.

GUi bwu dién téi: Dispute Review Committee - Uy
Ban Tai Xét Tranh Chép, Newcastle Permanent
Building Society Limited PO Box 5001, HRMC
NSW 2310

Email: Nguwdi nhan: Dispute Review Committee
feedback@newcastlepermanent.com.au

If an issue has not been resolved to your
satisfaction, you can lodge a complaint
with the Australian Financial Complaints
Authority (AFCA). AFCA provides fair
and independent financial services
complaint resolution that is free to
consumers.

Website: www.afca.org.au

Email: info@afca.org.au
Phone: 1800 931 678 (free call)

Post: Australian Financial Complaints
Authority GPO Box 3, Melbourne VIC
3001

Néu quy vi chwa thda man véi cach mot van dé
da dwoc giai quyét, quy vi co thé ndp don khiéu
nai véi Co Quan Khieu Nai Tai Chinh Uc (AFCA).
AFCA cung cép giai quyét khiéu nai mién phi cho
cac khach hang vé cac dich vu tai chinh céng
béng va doc lap.

Trang mang: www.afca.org.au

Email: info@afca.org.au
Pién thoai: 1800 931 678 (goi mién phi)

GUri bwu dién toi: Australian Financial Complaints
Authority — Co Quan Khiéu Nai Hanh Chinh Uc
GPO Box 3, Melbourne VIC 3001

Need this guide in another language?

To support our customers this brochure
is available in a range of different
languages

Can hwdng dan nay bang ngén ngir khac?

Dé hé tro khach hang clia chung t6i, quyén théng
tin nay cé san & nhiéu ngdén ngit khac nhau
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