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ADAMS AUTO GROUP’S 
COMPLAINTS HANDLING POLICY 
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1 Introduction 

 

1.1 Objectives and purposes of Complaints Handling Policy. 

Adams Auto Group Pty Ltd ACN 111 100 237 trading as Sunspares Parts Plus and 

Sunshine Coast 4wd Wreckers (“Adams Auto Group”) is committed to delivering 

high quality products and services to those who deal with it. Adams Auto Group 

is committed to understanding and responding to the needs and concerns of 

our customers and clients. 

The aim of this policy is to provide guidance as to the manner in which Adams 

Auto Group receives and handles complaints made to Adams Auto Group in 

respect of Adams Auto Group’s business activities and dealings with its 

customers and clients. 

The objective of this policy is to assist Adams Auto Group in dealing with and 

resolving complaints in an efficient, effective and professional manner. 

1.2 Background 

In creating this policy, Adams Auto Group has sought to ensure that our 

procedures accord with relevant legal requirements and best practice.  In 

particular, this policy has been created to satisfy the requirements of AS ISO 

10002-2006 Customer Satisfaction – Guidelines for complaints handling in 

organisations. 

1.3 What is a Complaint? 

AS ISO 10002-2006, defines a complaint as follows: 

“An expression of dissatisfaction made to an organisation, related to its 

products, or the complaints–handling process itself, where a response or 

resolution is explicitly or implicitly expected.” 

Adams Auto Group adopts that definition of “complaint” for the purposes of this 

policy. 

Any person or entity who is dissatisfied with a product or service provided by 

Adams Auto Group for any reason, may contact us to complain.  A complaint 

may be made in writing or verbally.  Certain types of “complaints” may be by 
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way of negative feedback, which may not require a resolution or any response.  

Whilst we acknowledge this type of feedback can be useful and valuable, this 

policy does not apply to such feedback as such feedback does not fall under 

the definition of a complaint as set out above. 

2 Guiding principles for effective handling of complaints. 

Adams Auto Group abides by the guiding principles as set out section 4 of AS ISO 10002-

2006 for effective handling of complaints.  The guiding principles set out at section 4 of 

AS ISO 10002-2006 are as follows: 

Principle Explanation of Principle 

Visibility Information about how and where to complain should be well 
publicised to customers, clients, Adams Auto Group’s 
personnel and other interested parties.  This policy is available 
on Adams Auto Group’s website and also internally. 

  

Accessibility The complaints-handling process as outlined in this policy 
should be easily accessible to complainants and all relevant 
representatives of Adams Auto Group.  This policy is drawn in 
a manner that is easy to understand and sets out simply the 
process of making and resolving of complaints. 

  

Responsiveness Receipt of each complaint is acknowledged to the 
complainant immediately.  Complaints will be addressed 
promptly in accordance with their urgency.  Complaints will be 
handled in an efficient and effective manner and complainants 
will be treated courteously and kept informed of the progress 
of the complaint through the complaints-handling process.  

  

Objectivity  Each complaint will be addressed in an equitable, objective 
and unbiased manner through the complaints-handling 
process. 

  

Charges The complaints-handling process is free of charge to the 
complainant. 

  

Confidentiality Personally identifiable information concerning the 
complainant is actively protected from disclosure unless the 
complainant expressly consents to its disclosure. 

  

Customer-focused 
approach 

Adams Auto Group is committed to adopting a customer-
focused approach to dealing with complaints.  We are open to 
feedback, including in respect of the form of complaints and 
we acknowledge the right of our customers and clients to 
complain. 
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Accountability Adams Auto Group and its employees accept responsibility for 
effective complaints handling procedures, including being 
accountable for and reporting on the actions and decisions of 
Adams Auto Group in respect to complaints handling. 

  

Continual 
improvement 

Adams Auto Group is committed to continually improving its 
complaints-handling processes. 

 
 

3 Complaints Handling 

 

3.1 How may a complaint be made 

Where possible, complaints should be made in writing so that the details of the 

complaint are clear and complete and so that we may more effectively deal with 

the complaint. 

Complaints should be directed to: 

Adams Auto Group’s Privacy Officer 
9 Pioneer Road  
Yandina, QLD 4561 

 
Telephone: 07 5472 7222 
Email: privacy@sunspares.com.au  

 

3.2 Information to be provided when making a complaint 

When making a complaint, please provide the following information: 

❖ Your Name, the organisation you are from (if applicable), your position 
and contact details; 

❖ Your relationship with Adams Auto Group; 

❖ The name of any contact person at Adams Auto Group; 

❖ Details of the complaint (including when the conduct giving rise to the 
complaint occurred); 

❖ Details of any persons or persons of Adams Auto Group involved (if 
applicable); 

❖ Copies of any documentation that supports the complaint. 

 

 

mailto:privacy@sunspares.com.au


 

5 
 

 

3.3 Help with making a complaint 

If you require any assistance in formulating or lodging a complaint, please 

contact the Complaints (Privacy) Officer at the contact details set out above. 

3.4 Acknowledgment of complaint 

We will acknowledge receipt of a complaint immediately upon receipt. 

We will endeavor to resolve complaints within four (4) weeks of receiving the 

complaint.  However, this may not be possible in all instances.  Where time to 

deal with a complaint will exceed four (4) weeks, we will contact the complainant 

to inform of the reasons for the delay and indicate when we expect to be in a 

position to complete our review of the complaint. 

3.5 Your rights in the complaints process. 

Complainants have the right to enquire as to the status of their complaint by 

contacting the Complaints Officer (the Privacy Officer) or any other employee 

or representative of Adams Auto Group who has been identified to the 

complainant as handling the complaint. 

3.6 Responding to a complaint 

Once we have reviewed a complaint, we will provide the complainant with a 

written response.  If the complainant is dissatisfied with our response, the 

complainant has a right to ask for the response to be re-considered by the 

Complaints Officer.  Such a request should be made in writing to the Complaints 

Officer and forwarded by post or email to the addresses provided above. 

3.7 Further action 

If a complainant remains dissatisfied with the manner in which the complaint 

has been handled, the complainant may have a right to refer the complaint to 

some other external resolution body. 
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4 Quality Assurance 

Complaints will be analysed by our Complaints Officer at regular intervals to identify any 

recurring or systemic problems.  If any such problems are identified, we will consider what 

actions we need to take to address any such problems. 

Our complaints handling process will be reviewed periodically in order to enhance our 

delivery of efficient and effective outcomes in respect of complaints received. 


