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1. Introduction
This is a summary of Switch Connect’s complaint handling process for customers and former customers who are
covered by the Telecommunications ConsumerProtections Code (TCPCode).ltoutlineshowwehandlecomplaints,andis

intended especially for our past, current and prospective customers, our own staff and other interested parties.

2. Our ComplaintsGoal
As our customer or former customer, you have the right to make a complaint. Our goal is to keep our customers satisfied,
and that means as few complaints as possible, and that any complaints that do arise are dealt with openly, fairly and

promptly.

To support that goal, our complaints process is approved by our Chief Executive Officer, who is responsible for ensuring

itsimplementation,operationandcomplianceinaccordancewithChapter8oftheTCPCode. In
dealingwithyouaboutcomplaints,wewilluseeverydaylanguage.

3. ContactDetails
A complete list of contact details referenced in this summary appears at the end of it, in the Details Table.

4. Resolving Complaints
A complaintis resolved when it is brought to a conclusion in accordance with the TCP Code (whether or not in your favour).

When we propose a ‘resolution’ to you, we are suggesting how to solve your complaint.

Wearen’trequiredtoactionthatproposedresolutionunless anduntilyou acceptit. [fyoudoacceptourproposed

resolution,we areallowed aperiodoftimetoactionit(seebelow).
When your complaint is resolved, we must advise you accordingly.

5. ActioningaResolution
We will action an agreed resolution within ten working days unless:
a. weagreeotherwisewithyou;or

b. youhavenotdonesomethingthatisnecessaryforustodoourpart.
6. Accessing our Complaints Process

6.1. CustomerCare
You can call our Customer Care number (see below). This is a free, or low cost, number if you callit using a service we provide to

you.

6.2. Making a Complaint
You can make a complaint by letter, telephone, fax, online or email. The numbers and addresses are in the Details Table.

6.3. IfYouNeedAssistance

We will assist you to formulate, lodge and progress a complaint if you need help, especially including because of
disability, hardshipanddifficultieswith English.Justletour CustomerCarestaffknowyouwanthelpand,ifyoucan’ttell us
inthatway:

* writeoremailyourrequesttoanaddressintheDetailsTable;or

. contact us through your Authorised Representative or Advocate; or

o contactusviathe National Relay Serviceon133677; or

. contact us via the Translating & Interpreting Service on 131 450.

6.4. AuthorisedRepresentativesandAdvocates
An ‘Authorised Representative’ is a person you have appointed and delegated to deal with us, on your behalf, with some

authority over your account.
An‘Advocate’isapersonyouhaveappointedtodealwithus, onyourbehalf, butwithoutanyauthority overyour account.

You can make a complaint through an Authorised Representative or an Advocate.
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7. ResponseTimes

7.1. Acknowledgement
a. Ifyoumakeacomplaintinpersonorbytelephonetoa‘live’staffmember,wewillacknowledgeitimmediately.
b. If you make a complaint by email, or through our website or another customer service website we approve, or by
paper post, or by a telephone message recording system, we will acknowledge it within two working days.
c. Whenwe acknowledge your complaint, we will give you:
. a unique Case Reference that you can use to identify the complaint in later contacts with us;
. anindicativetimeframetoresolvethecomplaint;and

. informationonhowtoobtainthisComplaintHandlingProcessSummary.

7.2. FirstContactResolution

Whenever possible, we will strive to resolve your complaint on first contact.

7.3. Proposing a Resolution

If we do not believe we can resolve your complaint within 15 working days (or two working days for an urgent complaint) we

will advise you within those periods:

a. whythereis adelay;

b. thetimeframethatwillapply;and

c. ifweexpectresolutiontorequire morethan9 moreworkingdays, ofyouroptionsforexternaldisputeresolution
(exceptifthedelayisbecauseofadeclaredmassservicedisruption).

Otherwise, we will propose a resolution within 15 working days (or two working days for an urgent complaint).
8. Dealing with You and Your Complaint

8.1. Standards
a. Your complaint must be resolved objectively, efficiently and fairly and our staff must treat you courteously.
b. Clauses 8.2t0 8.5 of the TCP Code contain minimum performance standards of complaint management, complaint

analysis, resourcing and record keeping, and we will comply with those standards.

8.2. Internal Investigations
a. We may resolve a complaint on goodwill or commercial grounds, without a detailed investigation.
b. Otherwise,wewillinvestigateyourcomplaintinawaythatisproportionatetoits seriousness.

8.3. Internal Prioritisation

We are flexible in the way we prioritise complaint processing, because special circumstances can apply. But in normal

circumstances:

a. Urgentcomplaints have highest priority.

b. Complaints involving services to customers with significant health problems, or the care of young children or who
are in remote locations or who are aged are prioritised next.

c. Complaints that are approaching, or have exceeded maximum response times are prioritised next.

We canoftenonly knowaboutthese, orotherimportantfactors, ifyoutellus. Youcanalertusbyanyofthecontact channels
throughwhichyoucanlodgeacomplaint.

8.4. Internal Escalation

a. Wehave aninternal escalation process, and your complaint will be escalated and managed accordingly if you
request it.

b. Foryourinformation,internalescalationand managementmaynotaccelerateresolutionifthe complaintis not
urgentanditsprocessingalreadymeetstheapplicablestandardsandiswithinthe permitted maximumresponse
time/s.

c. Acomplaint will be automatically escalatedif:

. a maximum response time has been exceeded;

. it becomes urgent—see paragraph 9) UrgentComplaints;

* younotifyusofanotherfactorthatincreasesthe seriousnessofyourcomplaintorthe needforexpedited
resolution.

d. Youcanrequestescalation through any of the contact channels through which you can lodge a complaint.
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8.5. Appropriate Resolution

We will resolve your complaint appropriately and:

a. weensurethatourCustomerCarestaffaretrainedtounderstandthepotentialremediesavailabletoresolve
complaints;

b. anyremedy we offer will be tailored to the root cause of the complaint, and to your circumstances (if you have told
us about them);

c. our Customer Care staff and management will monitor complaints to assess if they indicate wider issues, and, if so,
address the root cause;

d. wewillresolvebillingerrorsincurrentbills.

8.6. Advising You of Resolution

As soon as practicable after we finish investigating your complaint, we will advise you of the resolution.

8.7. CreditManagementAction Suspended

We will not take credit management action over a disputed amount if you have made a complaint and we know:
a. ithasnotbeen resolved to your satisfaction; and

b. itis beinginvestigated by us or the TIO or some other recognised third party.

8.8. LegalActionDelayed
We will not start legal proceedings over a matter that has been subject to a complaint:
a. whilewearehandlingthecomplaintinternally; or

b. withinsevenworkingdays afterwe adviseyouofthe outcome ofthe complaint.
9. UrgentComplaints

9.1. When We Treat a Complaint asUrgent
A complaint you make is treated as urgent if:
* you have applied for or have been accepted as being in financial hardship under our Financial Hardship Policy and
the subject matter of your complaint can reasonably be presumed to directly contribute to or aggravate your
financial hardship; or
. disconnection of a service is imminent or has occurred and where due process has not been followed; or
* you are aPriority Assistance Customer (under the Priority Assistance for Life Threatening Medical Conditions Code) and

the complaint relates to the service for which you receive Priority Assistance.

OurCustomerCare staffaretrainedtowatchforthesefactorsand mustflagacomplaintasurgentifanyofthemare seento

apply. Afterthat, thecomplaintwillbe managed underparagraph9.2) HowUrgentComplaintsare Treated Differently.

9.2. How Urgent Complaints are Treated Differently

Within two working days of acknowledging your urgent complaint, we will either propose a resolution or advise you why there
will be a delay and how long it is likely to be. If you accept a resolution that we propose, we will action the urgent aspects of it
within those two working days if possible.

10. Delays

We will advise you of any delays to promised timeframes.

11. Monitoring the Progress of Your Complaint

You can monitor the progress of your complaint by calling Customer Care and quoting your Case Reference.

12. Closing Your Complaint
We only close a complaint if you agree, or if the TCP Code otherwise allows us to.

13. Customer Focus

We strive to keep our Complaints Process easy to use and focused on you. Please let us know how we’re doing.

You can leave feedback:
. with the Customer Care staff who assistyou;
. orwiththeirsupervisor—justasktobetransferred;

. or by any of the contact numbers and addresses in the Details Table.
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ChargesforUsingourComplaintsProcess

Mainly, our complaints process is free. The only charges may be:

There may be a low cost for calls to our customer care number.

. Butplease notethatifyoucallournumberfromaservice provided byanotherprovider(e.g.amobile servicethat we
donotprovidetoyou)the other provider may charge you atits normalratesfor callingournumber.

* Theremaybeacostsrecoverychargeforprovidinginformationthatwe collected aboutyoumorethantwoyears
earlier. Butbeforewe charge that, we willtellyou aboutitand give you the option of continuingthe complaint (and
payingthe charge) ordiscontinuingthe complaint,and we willtellyou aboutoptions forexternalresolution ofyour
complaint.

* Theremaybeacostsrecoverychargeforprovidinginformationinaform orquantitythatourStandard Customer
TermsorourCriticalInformationSummary statewillnotbe providedatnocharge. Butbeforewe chargethat, we will
tellyouaboutitand giveyouthe option of continuingthe complaint (and payingthe charge) ordiscontinuing the

complaint,andwe willtellyou about optionsfor externalresolution of your complaint.

Copiesofthissummaryareavailablefree of charge bydownloadfromourwebsiteandifyoudonothave easyinternet access,

wewillgiveyouonehardcopy,alsofree.
External DisputeResolution

15.1. Options

The following external dispute resolution bodies may be able to assist with your complaint, but may require that you

first attempt to resolve it directly with us:

* the Telecommunications Industry Ombudsman (TIO) —www.tio.com.au;

* the Office of Fair Trading in Your State or Territory — visit your State or Territory consumer website;

*  forAustralian Consumer Law matters, the Australian Consumer and Competition Commission (ACCC)—www.accc.
gov.au;

. for Telecommunications Consumer Protections Code matters, the Australian Communications & Media Authority
(ACMA) — www.acma.gov.au;

* forprivacyissues, the Office of the Australian Information Commissioner (OAIC) —www.oaic.gov.au.

15.2. LimitonCancellingService

If:

* you make a complaint; and

. ithasn’tbeenresolvedwithus;and

* youpursueexternaldisputeresolution;then

we must not cancel your service for those reasons alone.

Customer Care ContactDetails

Contact Hours

Phone: 1300032010 8:30am - 5:00pm AEST

Email: complaints@switchconnect.com.au au All hours: processed

during business hours

Postal Switch Connect All hours: processed

Address: Suite 17 2-4 Cross St during business hours
Hurstville NSW 2220

Web: http://www.switchconnect.com.au/ All hours: processed
Select Contact Us (top- right of all pages) during business hours
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