 Fair Trading Act complaints register (sample)

	Complainant
	Contact details
	Date
	Product/service
	Complaint details
	Received by
	Escalated (Y/N)
	Action taken to resolve complaint
	Date resolved/closed

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	


Recording, storing and responding to Fair Trading Act complaints

Complaint information helps management identify problems and deal with them before they become big issues.  

The information that should be recorded might include the complainant’s contact details, the goods or service that they are complaining about, details of their specific complaint and the action that the business took in response to the complaint - including when the action was taken. 

There is no requirement that your complaints recording system be exactly like the one in the table above, so long as it is capable of recording all the necessary information.

Supporting documentation should also be kept. This might include copies of receipts, copies of letters and copies of purchase orders. Effective record-keeping practices are essential to demonstrate that the complaints handling system works. 

Effective record-keeping practices may also serve to protect your business and make it quicker and easier to provide evidence of a satisfactory resolution.  

Responding to complaints can be done by all staff members. If the complaint is of a more serious nature, it may be escalated to a specific responsible person. 

Disclaimer

These compliance resources are guides only and reflect the Commerce Commission’s view. Use of these compliance resources does not in itself guarantee compliance with the Fair Trading Act. However, an effective compliance programme, properly implemented, should mitigate the risk of contravening the Act.

Only the courts can make an authoritative ruling on breaches of the Fair Trading Act.  These compliance resources are not intended to be definitive and should not be used instead of legal advice.
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