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                            Guardian Living Australia Centrepay Complaints Procedure 

1. Purpose
Guardian Living Australia Pty Ltd, is committed to providing a fair and transparent Centrepay service. Guardian aim to resolve all complaints quickly and fairly, ensuring compliance with Services Australia’s Centrepay Policy and Terms. 

2. How to Make a Complaint
Tenants can lodge a complaint regarding Centrepay deductions by contacting Guardian via:
· Phone: 1300 452 732 (Mon-Fri, 9am-5pm)
· Email: info@guardianliving.com.au
· In-Person: Guardian Living Australia Pty Ltd, United Co., 425 Smith Street, Fitzroy 3065

3. Information we will ask for and record when a complaint is made
1. Date and Time of Complaint
2. Tenant’s Name
3. Tenant’s Centrepay Customer Reference Number (CRN)
4. Tenant’s Address
5. Reason for the complaint 
6. Any additional information which may be useful in solving the complaint
7. Guardian Living Australia team member’s name recording the complaint
This information will be recorded on a secure Guardian’s Centrepay complaints register, together with actions and time taken to resolve the complaint. The outcome of the investigation will also be recorded.
This information will be held for a period of 7 years in accordance with Centrepay requirements for businesses offering this service.
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4. Our Process
1. Acknowledgment: Guardian will acknowledge your complaint within 2 business days via written correspondence.
2. Investigation: Guardian will investigate the issue, which may involve reviewing your deduction authority and payment history.
3. Resolution: Guardian aim to resolve all complaints within 10 business days. If the matter is complex, Guardian will inform you of the need for more time (up to 20 business days).
4. Outcome: Guardian will provide a written response outlining our findings and any actions taken (e.g., refunding overpayments, stopping deductions). 

5. If You Are Not Satisfied
If you are not satisfied with Guardian Living’s response, you may escalate the complaint to: 
· Services Australia – Centrepay - 1800 132 468
· Commonwealth Ombudsman – 1300 362 072

6. Privacy
All complaints are handled in accordance with the Privacy Act 1988 and Guardian’s Privacy Policy. 

7. Access to Complaints Policy 
Guardian’s complaints policy will be provided with each new Centrepay deduction established as well as on the Guardian Living Australia website.
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