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Complaints Policy

1. Introduction

At Locality Planning Energy (LPE), we value customer
feedback and recognise the importance of complaints
as a tool for improving our services. We are committed
to handling complaints in a manner that is fair,
transparent, and in line with best practices. Our
complaints management process is designed to ensure
compliance with the Australian Standard AS ISO 10002-
2018 'Customer Satisfaction — Guidelines for complaints
handling in organisations.

2. Complaints Handling Principles

e Fairness and Objectivity: Each complaint is
dealt with in an equitable, objective, and
unbiased manner, ensuring fairness to both the
complainant, any staff members involved and
LPE.

e  Competence: LPE has deployed competent
staff to manage the complaints process
effectively and efficiently.

e Timely Resolution:

o  Acknowledgement of complaints will
occur within 1 business day of receipt.

o Complaints will be resolved within 5
business days of acknowledgement.

o Incases of complex complaints,
resolution may take up to 20 business
days.

o If aresolution requires involvement of
a third party or more detailed
investigation, updates will be provided
at least every 5 business days until
resolution.

3. Confidentiality and Privacy

LPE treats all complaints with the utmost confidentiality.
Personal information provided by the complainant is
accessed only as necessary and solely for the purpose
of resolving the complaint. We ensure that all personal
information is handled in accordance with the Privacy
Act 1988 and LPE's Privacy Policy
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4. What happens When a Complaint is
Made?

e Recording: LPE accurately records the
complaint details as part of our complaints
management process.

e Assessment: A complaints officer will be
assigned to ensure the complaint is addressed
fairly and thoroughly.

e Communication: The complainant will be kept
informed of the progress of their complaint at
least every 5 business days.

e Outcome: Upon review, necessary changes will
be made to business operations to prevent
future complaints.

5. Escalation of Complaints

If a complainant is dissatisfied with the outcome of their
complaint, they can request a review by an LPE
representative at a higher level than the original handling
staff member.

If the matter remains unresolved to the complainant’s
satisfaction, they may escalate the issue to an external
dispute resolution body, such as the Energy and Water
Ombudsman in their respective state.

6. Communication Expectations

LPE is committed to respectful and constructive
communication. We treat all customers with courtesy
and expect the same in return. While we will make every
effort to resolve complaints fairly and professionally, we
do not tolerate abusive, threatening, or aggressive
behaviour towards our staff.

LPE staff are empowered to end interactions where they
feel unsafe, harassed, or disrespected. In such cases,
the complaint will be acknowledged and, if appropriate,
continued through written communication.

7. Ombudsman Contact Information

Customers are encouraged to contact the relevant
Energy and Water Ombudsman if they feel their
complaint has not been adequately resolved:

e Energy & Water Ombudsman Queensland
(EW0Q)
Mail: PO 3640, South Brisbane BC, QLD 4101



Phone: 1800 662 837

Fax: (07) 3087 9477

Email: complaints@ewog.com.au or
info@ewog.com.au

Website: www.ewoq.com.au

e  Energy & Water Ombudsman NSW (EWON)
Mail: Reply Paid 86550, Sydney South NSW
1234
Phone: 1800 246 545
Fax: 1800 812 291
Email: complaints@ewon.com.au
Website: www.ewon.com.au

8. Contact Us

To make a complaint or dispute, please contact us at:
Phone: 1300 443 735
Email: complaints@localityenergy.com.au
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http://www.ewoq.com.au/
https://www.ewon.com.au/
mailto:complaints@localityenergy.com.au

How to contact us

@ Web localityenergy.com.au

@ Enquiries 1300 443 735
Monday to Friday
8:30am — 5:00pm

&l Postal address PO Box 5737,
Maroochydore BC QLD 4558

@ LPE

localityenergy.com.au
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