COMPLAINTS
HANDLING

PROCEDURE

Seminara & Co Properties

At Seminara & Co Properties, we are committed to providing professional, transparent,
and responsive service. We recognise that from time to time concerns may arise, and
we welcome the opportunity to address them promptly and fairly.

What is a complaint

A complaint is an expression of dissatisfaction relating to our services, staff, or the way a matter
has been handled, where a response or resolution is expected.

e Property management services
¢ Communication or service delivery
e Actions or decisions made by our agency

How to Lodge a Complaint Our Complaint Handling Process

To ensure your complaint is handled
efficiently and fairly, we ask that it be
submitted in writing and include the
following:

Acknowledgement: Within 2 business
days.

Assessment & Investigation: Reviewed

by a senior team member.
Your full name

e Property address (if applicable)
Details of the issue
e Any relevant supporting information

Response: Written response provided
within 10 business days.

Further Review: Timeframes
communicated if additional
investigation is required.

Submit your complaint via:
Email: lou@seminaraandco.com.au
Or in writing to our office.

If You Are Not Satisfied

If you remain dissatisfied, you may request an internal escalation. External options may be
available if the matter cannot be resolved internally.

Our Commitment

Fair and respectful handling of all complaints
Confidential and impartial assessment
Continuous improvement through feedback
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