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1. INTRODUCTION 

1.1 Extended Dealer Services Pty Ltd (“EDS, we or us”) is committed to effective and efficient 
complaints management and to fair and transparent dealings in the financial marketplace  

1.2 A complaint is an expression of dissatisfaction made to or about an organisation, related to its 
products, services, staff or the handling of a complaint, where a response or resolution is 
explicitly or implicitly expected or legally required.  

2. OUR COMPLAINTS MANAGEMENT PROCESS 

2.1 We take your feedback seriously and will work proactively to investigate and resolve your 
complaint. If you have a complaint, please contact us by any of the following methods: 

(a) Email: idr@iwarranty.com.au;  

(b) Toll-free telephone: 1800 357 227; or 

(c) Post: PO Box 2122, Traralgon VIC 3844;  

2.2 Any material relating to EDS’s Internal Dispute Resolution (“IDR”) process will be provided to 
you free of charge. 

2.3 We will collect certain information from you, including: 

(a) Your name; 

(b) Your contact details; 

(c) How you would prefer to be contacted;  

(d) A description of your complaint; and 

(e) How you would like the complaint resolved.  

2.4 We will acknowledge your complaint, generally within one (1) business day, and give you the 
contact details of the person/department responsible for dealing with your complaint. 

2.5 The person/department responsible for dealing with your complaint will commence their 
investigation and may require further details from you. Upon completion of their investigation, 
the person/department responsible for dealing with your complaint will contact you with an IDR 
response. This will provide you with information about: 

(a) the final outcome of your complaint at IDR; and 

(b) your right to take the complaint to the Department or Office of Fair Trading (“Fair 
Trading”) in your State or Territory if you are not satisfied with the IDR response and 
how to contact Fair Trading. 

2.6 An IDR response is not required to be provided to you when a complaint is resolved by the 
end of the fifth (5th) business day of receipt of the complaint, where we have: 

(a) resolved the complaint to your satisfaction; or 
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(b) given you an explanation and/or apology when no further action to reasonably address 
the complaint can be taken. 

2.7 A written response will be provided if:  

(a) you request a written response; or 

(b) the complaint is about hardship. 

3. TIMEFRAME FOR RESOLVING COMPLAINTS 

3.1 We endeavour to resolve all complaints as quickly as practicable. Many complaints can be 
resolved within days or on the spot. We will keep you informed in relation to your dispute and 
will provide you with an IDR response within thirty (30) calendar days of receiving your 
complaint.   

4. IF YOU ARE UNHAPPY WITH OUR RESPONSE 

4.1 If your complaint is not resolved to your satisfaction through our IDR process, you have the 
right to refer your complaint to Fair Trading. Fair Trading is an independent and external 
dispute resolution scheme, of which Integrity is a member. 

4.2 You can lodge your complaint with Fair Trading by sending the relevant information and 
documents to: 

Consumer Affairs Victoria 
GPO Box 123 
Melbourne VIC 3001 
Phone: 1300 55 81 81 
Phone: 132 842 
Website: https://www.consumer.vic.gov.au/ 
 

NSW Fair Trading 
PO Box 972 
Parramatta NSW 2124 
Phone: 13 32 20 
Website: https://www.fairtrading.nsw.gov.au/ 
 

QLD Fair Trading 
GPO Box 3111 
Brisbane QLD 4001 
Phone: 13 74 68 
Website: https://www.qld.gov.au/law/fair-trading 
 

Department of Energy, Mines, Industry Regulation and Safety (WA) 
Locked Bag 100 
East Perth WA 6892 
Phone: 1300 30 40 54 
Website: https://www.consumerprotection.wa.gov.au/contact-consumer-protection 

https://www.consumer.vic.gov.au/
https://www.fairtrading.nsw.gov.au/
https://www.qld.gov.au/law/fair-trading
https://www.consumerprotection.wa.gov.au/contact-consumer-protection
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Access Canberra (ACT) 
GPO Box 158 
Canberra ACT 2601 
Phone: 13 22 81 
Website: https://www.accesscanberra.act.gov.au/consumer-rights/fair-trading-and-consumer-rights 
 

Consumer, Building and Occupational Services (TAS) 
PO Box 56 
Rosny Park TAS 7018 
Phone: 1300 654 499 
Website: https://cbos.tas.gov.au/ 
 

Northern Territory Consumer Affairs 
PO Box 40946 
Casuarina NT 0811 
Phone: 1800 019 319 
Website: https://consumeraffairs.nt.gov.au/ 
 

5. CONTACT US 

5.1 If you have any questions or would like further information about our complaints handling 
process, please contact us by: 

(a) Email: idr@iwarranty.com.au;  

(b) Toll-free telephone: 1800 357 227; or 

(c) Post: PO Box 2122, Traralgon VIC 3844 

https://www.accesscanberra.act.gov.au/consumer-rights/fair-trading-and-consumer-rights
https://cbos.tas.gov.au/
https://consumeraffairs.nt.gov.au/
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