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We welcome feedback and complaints
Metro Building Surveying Pty Ltd is committed to handling complaints fairly, respectfully and promptly.
Complaints help us identify issues and improve our services.

How to make a complaint
You can make a complaint by:

e Email: info@metrobs.com.au
e Phone: 9497 4522
e Post: Suite 3, 234 Lower Heidelberg Road, lvanhoe East VIC 3079

What to include

Please provide your name and contact details, the property address, details of the issue, relevant dates,
supporting documents or photographs, and the outcome you are seeking. You do not need to have every piece
of information before contacting us.

What happens next?

1. We acknowledge complaints within five business days. Potential life-safety matters are prioritised
immediately.

2. Our Admin Team is generally the first point of contact and will record and initially triage your complaint.

3. Technical, statutory, compliance or complex matters are escalated to the Director or an appropriately
qualified senior building surveyor.

4. We assess the information provided and, where appropriate, review relevant permits, plans, inspection
records and other evidence. A site inspection may be arranged where necessary.

5. We will keep you informed about the progress of your complaint and provide an outcome in writing.
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How long will it take?
We aim to resolve straightforward complaints within 10-15 business days. More complex matters may take
longer, and we will provide an indicative timeframe and updates where appropriate.

Concerns about building work

If you are concerned that building work may not comply with approved plans, the Building Act, Building
Regulations or a building permit, please raise the concern with us. We will consider the matter within the
scope of our statutory role and take appropriate action where required.

Matters outside our role

As a Relevant Building Surveyor, our role is primarily concerned with statutory building surveying functions.
Some matters fall outside our role, including many private contractual, workmanship and building dispute
matters. Where appropriate, we will explain the limits of our role and direct you to the relevant authority or
dispute resolution pathway.

Fairness, privacy and respectful conduct

We assess complaints fairly and impartially and protect personal information in accordance with applicable
privacy obligations. We expect all parties to communicate respectfully. Abusive, threatening, excessively
repetitive or otherwise unreasonable conduct may result in reasonable communication limits.

If you are dissatisfied with our response

We will provide clear reasons for our outcome. Where appropriate, we will also provide information about
available external avenues for review or dispute resolution, which may include the Building and Plumbing
Commission, Building Appeals Board, local council, Consumer Affairs Victoria, WorkSafe Victoria or another
relevant authority, depending on the nature of the matter.

Full Complaints Management Procedure

We recommend linking this page to the full Complaints Management Procedure as a PDF. The full procedure
sets out our detailed approach to complaint handling, including escalation, privacy, record-keeping, concerns
about non-compliant building work and unreasonable conduct.

Contact our office for a full version of this policy.

Contact us: info@metrobs.com.au | 9497 4522
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