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PO Box 6945, Victoria Street West  

Auckland 1142 

 

 
 
Vital Healthcare Properties Management Limited 

 Licensed Real Estate Agent under the Real Estate Agents Act 2008 

 Registered Financial Service Provider under the Financial Service Providers (Registration and Dispute Resolution) 

Act 2008 

Internal Complaints Handling Policy – New Zealand 

1. Purpose 

Vital Healthcare Properties Management Limited (the Vital Manager) is:  

a) a licensed real estate agent under the Real Estate Agents Act 2008;  

b) licensed by the Financial Markets Authority as the manager of a managed investment scheme;  

c) registered on the Financial Service Providers’ Register (FSPR) as providing certain financial services under 

FSP1011243; and 

d) a member of the Insurance & Financial Services Ombudsman Scheme (IFSO), which provides a free 

complaints resolution scheme.   

This policy outlines how the Vital Manager manages client and customer complaints.  

If clients or customers are dissatisfied, we encourage them to raise concerns so we can address them promptly 

and fairly. 

2. Lodging a Complaint 

Complaints can be made by email to our company secretary cosec@vhpt.co.nz or by letter addressed as 

follows:  

Company Secretary  

Vital Healthcare Properties Management Limited  

PO Box 6945, Victoria Street West,  

Auckland 1142 

 

Please include: 

 Your name and contact details 

 Details of the issue 

 The property address (if applicable) 

 The agent or staff member involved 
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 The resolution you are seeking 

3. Complaint Handling Procedure 

On receiving a complaint, we will follow these steps: 

3.1. Acknowledgement 

We will acknowledge your complaint in writing within 2 working days. 

3.2. Investigation 

A senior staff member or manager not involved in the matter will investigate your complaint. This may involve 

interviews, reviewing documentation, or requesting more information. 

3.3. Response 

We aim to provide a written response within 10 working days of acknowledgment. If the complaint is complex 

or requires more time, we will notify you of the delay and expected timeframe. 

3.4. Resolution 

We will propose a resolution or outcome. If you are not satisfied, we are open to further discussions or 

mediation.  

4. Unresolved Complaints 

4.1. Conduct as a licensed real estate agent 

If your complaint relates to the Vital Manager’s conduct as a licensed real estate agent and your complaint is 

not resolved to your satisfaction or at any time without using this complaints procedure, you have the right to 

refer your complaint to the Real Estate Authority (REA).  

The REA website contains details about how you can make a complaint. 

https://www.rea.govt.nz/make-a-complaint/  

The Real Estate Authority can be contacted as follows: 

 Phone 0800 367 732 

 Email  complaints@rea.govt.nz    

You may access the REA’s complaints process without first using our Complaint Handling Procedure set out 

above.  Any use of our Complaint Handling Procedure does not preclude you from making a complaint to the 

REA.   

  

https://www.rea.govt.nz/make-a-complaint/
mailto:complaints@rea.govt.nz
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4.2. Other complaints  

If your complaint relates to any matter concerning the Vital Manager’s conduct other than its conduct as a 

licensed real estate agent, and we consider that we have fully considered your complaint through the 

Complaint Handling Procedure above and reached a deadlock, we will issue you a Deadlock Letter.   

You may make a complaint to IFSO if: 

a) we have not provided you with a Deadlock Letter within 2 months from when the complaint was made; or 

b) we have provided you with a Deadlock Letter within 2 months from when the complaint was made and 

the complaint is not resolved to your satisfaction.  You must make your complaint to IFSO within 3 months 

of receiving the Deadlock Letter1.  

IFSO will not consider a complaint where it is more than 6 years after you became aware of (or should have 

reasonably been aware of) the facts or events giving rise to the complaint. 

It is free to make a complaint to IFSO.  The IFSO website contains details about how you can make a 

complaint. 

https://www.ifso.nz/complaints  

IFSO can be contacted as follows: 

 Phone 0800 888 202 

 Email  info@ifso.nz  

 Post:  Insurance & Financial Services Ombudsman Scheme 

PO Box 10-845 

Wellington 6143 

New Zealand 

 

 

 

1 IFSO may extend the three month period for making the complaint for a period of up to 9 months, if IFSO is satisfied that the extension is 

justified by exceptional circumstances. 

https://www.ifso.nz/complaints
mailto:info@ifso.nz

