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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.

TL onpaivel mapamnovo;

«Mapanovo» onuaivel n ékdpaon
SUCOPETKELAG YLOL KATIOLO TTPOLOV, KAToLal
SUMPBOUAR 1 KATIOLOL UTTNPEGLOL TTIOU GOLG
npoodEpOnke N mou cag §60nKe.

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.

YriofoAn napamnovou

To napov puAradio cag kabBodnyst nwg va
KAVETE KATOLO Iaparnovo, weg Ba AuBstl kat Tt
VOl KAVETE AV SEV HEVETE LKOLVOTIOLN LEVOG.

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.

D\odpovnoeLg kat Ttaparnova

Ztn Newcastle Permanent Building Society
(NPBS) npoomaBoU e va TtapEXOUpE EEQUPETIKN
urntootnpLén Kat §untnpetnon nelatwy. H
opada pag EXsl LEYAAO KIVNTPO KOl HLOlG APECEL
VoL aKOUWE Ta 6XOALd oag. Eav siyate pia
peyaAn gpneipia kat Ba BAate va Tthv
LOLPOLOTELTE, EVILEPWOTE LAG YLOL VAl
UOPEGOUE Va Th HETASWoOUV.

Edv 8gv £lOTE LKAVOTIOLNHEVOG LE EVA TIPOTIOV )
Hia urtnpeoia n av 8gv avtanokplBou e oTLg
npoodokieg cag, BEAoupe va to yvwpiloupe. O
QVvNoUXLEG N Ta aparova rtou urtofaAlovrat
ntapexouv otnv NPBS nAnpodopieg mou Ba pag
srutpePouv va BeATlwoou e Tt SEGUEVOT HaG
TPOG TOUG TEAATEG LA KAL THV KOWOTNTAL.
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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

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

Mwg va emkowwvnoete padl pag

Mropeite Vo EMKOWWVNOETE Hall Hag yla va
HOG TIELTE TO TAPATTOVO GaG 1) TNV AVHoUXLa GoG
XPNOLHLOTIOLWVTOG OTIOLASATIOTE Ao TLG
akolouBeg pebodoug:

Awadiktuaxkn Tparel(ikn ZuvaAlayn/sdappoyn
yla Kwntd: cuvSeBeite kat oteilte pag va
acdalEG HAvU AL,

TnAfdwvo: 13 19 87 Avoyta 8mp — 6up
Asutépa £wg Mapaokeun, 9 — 2pp Zapparo.
Ano efwtepko: +61 2 4907 6501

Taxudpopka: PO Box 5001 HRMC NSW 2310

Avutonpoocwnwg: MNa va Bpeite to MANCLECTEPO
UTTOKQTACTNHA oG eTlokedBeite
newcastlepermanent.com.au/locate-us
tAsdwvnote 13 19 87.

Email: feedback@newcastlepermanent.com.au

'H erokedBeite tnv LotooeAida:
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

YriofoAn napamnovou — noteg nAnpodopisg Ba
pag BonBnoouy;

Napakaleiote va napacyete ) StevBuvon, Tov
apBuo tnAedwvou kat tn StevBuvon email
00§, WOTE VOl UITOPECOUHE EUKOAQ val
ETUKOLVWVA GOUHE pall oag

Mapakalelobe vo MOPACKETE TUXOV CXETLKA
gyypada kot AAAEG SIKALOAOYNTIKEG

niAnpodopieg
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Let us know how you would like your complaint
resolved

Evnuepwote pag nwg Ba BAate va emthuBel to
TP ATIOVO GG

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

Working with anyone you appoint to help you
manage your complaint, such as a friend, family
member or legal representative — we can talk
to them where we have your authority to do so

Oé\ete MpocBetn PonBeLa yLa va KAVETE TO
TLAPATIOVO GaG;

H NPBS sivat adocLwpevn oTnv napoxn
onolacdnrnote BonBsLag puropel va Xpelacteite
yta TRV urtoBoAn Ko Th Slaxeipion Tou
TLAPATIOVOU GaG.

Napadsiypata propel va nepthapfavouy:

BonBsLa yia tn GUUIARPWGH EVTUTIWY

Edv 8ev pddte ayyAlka, UOpELTe val pag
KaAéoste Kat va {ntnoste Steppunvea

H EBvikn Yrinpeoia Avapetadoong sivat yla
nieAaTeg Tou sivat kwdol | SuckoAsvovtal pe
TNV 0KON TOUG

O ekmtatSeuTikeEG uTtnpeoieg tng AUSLAN eivat
SlaBgopeg otny WotoosAida pag

Suvepyalopaocte pe ontolovénmote Slopiloste
yla va oag BonBnost va SLaxelploTelte To
TLAPATIOVO GG, OTIWE KATIOLO PLALKO TPOCWTIO,
HEAOG TNG OLKOYEVELAG 1 VOULLOG EKTIPOCWTTOG -
UOPOULE VA TOUG HANGOULE EPOGOV EXOULE
™ cuykatabeon cag

How long does it take?

We aim to resolve complaints on the spot
wherever we can. If we can’t, we will aim to
acknowledge receipt of your complaint within
one business day.

Nooeg puepeg Ba apst;

ZTOX0G Hag elval va eETUAUOULE TO Taparnova
£TL TOTTOU OTIOU UTtOPOUHE. Eav Sev prmopoups,
Ba erubwéoupe va emiPeBatwocoups tn Andn
TOU TIOPOTIOVOU GOLG EVTOG HLOG EPYAGLUNG
nHépag.
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In most cases, we aim to resolve complaints
within seven days. In the event it takes us
longer than seven days to resolve or investigate
your complaint, we will ensure that you're
regularly updated.

ZTLG LEPLOCOTEPEG TIEPLITTWOELG, CTOXEVOULE
otV eMAUGH TTAPATIOVWY EVTOG ETTTA NUEPWV.
I MEPUTTWON TIOU LG TIAPEL TIEPLOCOTEPO ATIO
ETTTA NUEPEG yLa Vo ETAUGOULE ) val
Siepeuvnooupe To tapamnovo cag, Ha
S1a0paAicoUpE OTL EVIHEPWVECTE TAKTIKA.

When you make a complaint to us we will:

Acknowledge your complaint

Investigate, considering all relevant information

Aim to find a fair resolution

Keep you informed of our progress, and advise
you if there will be a delay

Keep your information confidential

Respond to your complaint, either in writing or
verbally

Advise you what to do if you are not satisfied
with our response

Not charge a fee for making a complaint

‘Otav oG KAVETE TOPATIOVO:

Oa avayVWPLoOULE TO OPATIOVO GG

Oa gpgUVNCOUE TO TTapArnovo, Aappavovrag
untodn OAEG TIG OXETIKEG TAnpodopleg

ZToXEVOUNE va Bpoupe pia Sikaun Avon

Qo oag KPATAME EVAHEPO yia TNV EENEN pag
Kat Ba oag evnuepwooupe av Ba urtapéet
kaBuotépnon

Oa Siatnpnooupe Tig MAnpodopieg cag
EMUTILOTEUTIKEG

Oa avtanokplBoUpe 6TO TAPATTOVO Gag, ELTE
yparmta eite mpodopLka

Oa cag CUUBOUAEUOUE TL TTPETIEL VAL KAVETE
£av SgvV £LOTE LKAVOTIOLNEVOG LLE TNV QITAVTNON

Hag

Agv Ba cog XpEWGOUHE yia ThV UTtoBOAR Tou
TLALPATIOVOU GOLG

What if I'm not satisfied?

If you are unhappy with our response, you can
ask for your complaint to be reviewed by our
Dispute Review Committee (‘the Committee’).
This is a free service. Once all relevant

Kt av 8gv lpat LKAVOTIOLNHEVOG;

EAv 8ev £l0TE LKAVOTIOLNUEVOG UE TNV QIAvVTnon
MO, UITOPELTE VO {NTAOETE vVa EMAVEEETACTEL TO
Tapanovo cag ano tnv Dispute Review
Committee 8nA. Emtponi EE€taong Atadopwv
(«n Ermutpomt»). Auth sivat pia Swpeav
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information has been received the 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

unnpeoia. MoAg mapaindBoulv oAeg ot
oXETIKEG MAnpodopleg, n emitponn Ba e€etaosl
To Ttaparnovo evtog 30 nuepwv.

Edv 8ev sipaocte og B£on va MOPACYOUHE L
ek aravtnon eviog 30 nuepwy, Ba cag
EVNUEPWOOULE YL TOUG AGyouG NG
kaBuotépnong, Ta mbava emopeva BApota Kot
Ba coG TAPEYOUE TA CTOLXELD EMLKOLVWVLOG
tng AFCA.

Eav emiBupelte va emavefeTaoTEL TO TOPATIOVO
oag arnod tnv Emtpornn, eVhUEPWOTE Hag.

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

Email: ©¢pa: Dispute Review Committee
(Erutporn E€€taong Atadopwv)
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

Eav éva {ntnua Sev £xetL emluBetl
LKOVOTTOLNTLKQ, HUITOPELTE va uTtoBAaAeTE
naparnovo otnv Auctpaliavi Apxn
Owovopkwv MNapamnovwy (AFCA). H AFCA
ntapexet Sikain Kot avefaptntn eniluon
TLALPATIOVWY XPNHOTOTILOTWTLKWY UTNPECLWY
ToU glvatl SWPEAV YLa TOUG KATOVAAWTEG.

lotoceAiSa: www.afca.org.au

Email: info@afca.org.au

TnAédwvo: 1800 931 678 (Swpeav kAnon)

Taxudpopwka: Australian Financial Complaints
Authority GPO Box 3, Melbourne VIC 3001
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Need this guide in another language?

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

Xpelaleote autov Tov 0dnyo og aAAn yAwooa;

Mo tnv utooTRPLEn TWV MEAQTWY HaG AUTO TO
duMadio SiatiBstal o Stadopeg yAwooeg,.
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