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Procedure for Valuation Clients

All Knight Frank New Zealand (KFNZ) valuation reports are signed off
by a Registered Valuer. The following complaint and dispute resolution
procedure is provided to assist our clients should they have a complaint
about the service or report they have received. KFNZ complaint and
dispute resolution procedure is designed to provide our clients with
a simple and personalised process for resolving any issue they might
have. That procedure is set out below:

STEP 1: Call and speak to the valuer who has undertaken your valuation.
Please inform the valuer about your complaint. Let the valuer know what
you would like done about your complaint.

STEP 2: If the valuer has not resolved your complaint to your satisfaction
please speak to the Director of Valuation. This person manages the
valuer and you will most likely find that the Director has been briefed
on your complaint as our valuers take all complaints seriously. The
Director of Valuation may ask you to put your complaint in writing
so that it can be investigated and will then come back to you within
5 working days with a response to your complaint. That response may
be in writing. If the complaint is with the Director of Valuation please
contact KFNZ’s Licensed Principal.

STEP 3: If KFNZ are unable to come to an agreed resolution after
a meeting, or if you don’t wish to meet with us, then we will provide
you with a written proposal to resolve your complaint and confirm our
position.

STEP 4: If you do not accept our proposal/position please advise us in
writing within 5 working days. You can, of course, suggest another way
of resolving your complaint.

STEP 5: If we accept your preferred resolution we will attempt to
implement that resolution as soon as possible. If we decline your
preferred resolution we may invite you to mediate the dispute.

STEP 6: If we agree to mediate the complaint but don’t settle the
complaint at mediation, or we do not agree to mediate the dispute then
that will be the end of our process.

STEP 7: However, at any time if you do not reach satisfaction
regarding this procedure you can escalate your concerns to the Valuers
Registration Board (VRB). The VRB is an independent statutory body
administered by LINZ. The VRB regulates registered valuers and
investigates complaints about them.

Procedure for Real Estate Clients

The following complaint and dispute resolution procedure is provided
in accordance with Rule 12 of the Real Estate Agents Act (Professional
Conduct and Client Care) Rules 2012. Al licensed real estate agents
are required under the Act to provide client’s with a written in-house
complaint and dispute resolution procedure. KFNZ's complaint and
dispute resolution procedure is designed to provide our clients with a
simple and personalised process for resolving any issue they might have
about the service or information our staff have provided. That procedure
is set out below:

STEP 1: Call and speak to the salesperson who has undertaken your
work. Tell the salesperson what you are complaining about and let the
salesperson know what you would like done about your complaint.

STEP 2: If the salesperson has not resolved your complaint to your
satisfaction please speak to the Director of Agency. This person
manages the saleperson and you will most likely find that the Director has
been briefed on your complaint as our salespeople take all complaints
seriously. The Director of Agency may ask you to put your complaint in
writing so that it can be investigated and will come back to you within
5 working days with a response to your complaint. That response may
be in writing. If the complaint is with the Director of Agency please
contact KFNZ’s Licensed Principal.

STEP 3: If KFNZ are unable to come to an agreed resolution after
a meeting, or if you don’t wish to meet with us, then we will provide
you with a written proposal to resolve your complaint and confirm our
position.

STEP 4: If you do not accept our proposal/position please advise us in
writing within 5 working days. You can, of course, suggest another way
of resolving your complaint.

STEP 5: If we accept your preferred resolution we will attempt to
implement that resolution as soon as possible. If we decline your
preferred resolution we may invite you to mediate the dispute.

STEP 6: If we agree to mediate the complaint but don’t settle the
complaint at mediation, or we do not agree to mediate the dispute then
that will be the end of our process.

STEP 7: However, at any time if you do not reach satisfaction regarding
this procedure you can escalate your concerns to the Real Estate
Agents Authority (REAA). The REAA is an independent statutory body
and regulates licensed salespeople and investigates complaints about
them.
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Contacts for Valution Clients

William Blake

Director - Valuation Christchurch
william.blake@nz.knightfrank.com
+64 27 229 7427

Tim Gemmell

Director - Valuation South Auckland
tim.gemmell@nz.knightfrank.com
+64 21 987 955

Layne Harwood

Licensed Principal
layne.harwood@nz.knightfrank.com
+64 24 630 136

Valuers Registration Board
PO Box 5501

Wellington

+64 4 460 0110

+64 4 498 9699

www.linz.govt.nz/valuation/valuers-registration-board

Knight Frank Offices

Christchurch
Level 1, 145 Victoria Street, Christchurch 8013
+64 3 377 3700

South Auckland

Level 1, 381 Great South Road, Ellerslie, Auckland 1051

+64 9 377 3700

Auckland CBD
Level 13, 34 Shortland Street, Auckland City 1010
+64 9 377 3700

KFNZ Ltd t/a Knight Frank (KFNZ) is licensed under the Real Estate

Agents Act 2008.

KnightFrank.co.nz

Contacts for Real Estate Clients

Campbell Taylor

Director - Agency Christchurch
campbell.taylor@nz.knightfrank.com
+64 27 433 4703

David Arlidge

Director - Agency South Auckland
david.arlidge@nz.knightfrank.com
+64 21 463 878

Gary Noland

Director - Auckland CBD
gary.noland@nz.knightfrank.com
+64 21 767 810

Layne Harwood

Licensed Principal
layne.harwood@nz.knightfrank.com
+64 24 630 136

The Real Estate Agents Authority
C/- PO Box 25-371

Wellington 6146

0800 for REAA or 0800 367 7322
www.reaa.govt.nz
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