Complaint Guide.



At Hume Bank, we value our community in more
ways than one. Our purpose and value remain the
same, we are still customer owned and exist to
support the people in their communities.

We are committed to supporting you with you
feedback. We promise to try and resolve your
complaint in a timely manner and to provide the
best solution that is both fair and reasonable.

Our Commitment.

1. We take each complaint seriously and will work with you to
find an outcome that is fair and which meets our obligations
under the law.

. We aim to resolve your complaint as quickly as possible
and will ensure we stay in contact during all stages of the
complaint. We may do this by contacting you by phone or
providing a written update.

. We will provide information about our complaint handling
process, the timeframes that apply and the progress of your
complaint.

. If we have not been able to resolve your complaint within 21
days, we will write to you and advise of the reason for delay,
andprovide the contact details to escalate your concern to
an external dispute resolution scheme (if you choose).

On the rare occasion that the complaint can’t be resolved by
45 days, we will write to you again.

For any complaint that is resolved after 5 days (or if you
request it), we will provide to you in writing the outcome
andresolution of the complaint for your records. We wiill
always provide a written response if your complaint relates
to hardship.

. If you are hearing impaired, we can use the National Relay
Service to relay your conversation with a member of our
team.

. If English is not your first language and you do not feel
comfortable using English to chat with us, you can call
131 450 to arrange to speak to a translator who can be
provided by the Department of Immigration and Multicultural
and Indigenous Affairs. There is a fee for this government
service. Refer to the Translating and Interpreting Service
(TIS) website: https://www.tisnational.gov.au/






http://www.humebank.com.au/online-forms/complaints-form
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