
 

 

Complaints Policy  

 

New Money Lender Pty Ltd trading as Mybond Money is a customer focused business.  

We want to provide the highest standards of products and service to our customers.  

While we always try to get it right, if you’re dissatisfied with something to do with our 

products or service, we will do all that we can to sort out the issue.  

Mybond Money has a process for resolving complaints about our products and service. This 

process is provided free of charge. 

This document explains how we deal with complaints step by step.  

Step 1 – How to make a complaint.  

If you have a complaint, please talk to us first. We’re here to listen.  

You can let us know of your complaint in any of these ways:  

• through our website    www.mybondmoney.au by using Contact Us  

• send an email to  recoveries@newml.com.au  

• in writing to  Mybond Money Complaints, PO Box Q543, Queen Victoria Building, NSW, 

1230 

[If you send us a complaint by email or in writing, we will confirm receipt of your complaint 

within 1 business day of receiving it or as soon as practicable].  

If your complaint is about a credit default notice, hardship notice or a request to postpone 

enforcement proceedings, we recommend that you email recoveries@newml.com.au to 

speak to a Customer Service Representative as soon as possible.  

Need help?  

If you need help with making a complaint, please email us at recoveries@newml.com.au.  

Step 2 – Quick resolution  

We try to resolve complaints at the first point of contact. If we can resolve the issue to your 

satisfaction, we will do so immediately. 
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Step 3 – Investigation  

Our aim is to resolve complaints by the end of the 5th business day after receiving the 

complaint.  

If we cannot resolve the issue to your satisfaction by the end of the 5th business day, the 

complaint will be referred to our Head of Customer Service who will be responsible for 

investigating your complaint.  

The Head of Customer Service will write to you letting you know the name of the staff 

member who is dealing with your complaint, and any additional information we may need to 

consider the complaint.  

You will be kept informed of the progress of the complaint while the investigation is ongoing.  

Step 4 – Informing you of the outcome.  

Within 30 days of receiving your complaint we will provide a written response to you which 

sets out:  

• the outcome of your complaint, either:  

• confirming the actions taken to resolve the complaint; or  

• that we have not accepted or only partially accepted the complaint.  

• if we have not accepted or only partially accepted your complaint, the reasons for 

our decision; and  

• your rights to take the decision to the Australian Financial Complaints Authority 

(AFCA) and its contact details.  

If you are not satisfied with the outcome, we would appreciate discussing the matter with 

you.  

Credit-related complaints involving default notices, hardship notices or requests to 

postpone enforcement proceedings.  

Credit-related complaints involving default notices, hardship notices or requests to postpone 

enforcement proceedings are considered urgent matters. We will provide a written response 

to you on the outcome of the complaint:  

• within 21 days of receiving the complaint; or  

• if further information is requested, within 21 days of receiving the information: or  

• if no information requested is received, 7 days from the date the information was 

due. 



 

 

  

Unauthorised transactions involving a PIN or access code.  

For complaints about unauthorised transactions involving a PIN or access code we will 

advise you of the outcome of your complaint in writing within 21 days of receiving the 

complaint.  

Complaints resolved within 5 working days of receipt.  

If your complaint is resolved within 5 working days of receipt, you will not receive a written 

response advising you of the outcome unless:  

• you ask us for a written response; or  

• the complaint is about hardship.  

Step 5 – Informing you of any delays.  

If there is no reasonable opportunity for us to prepare a written response to you within the 30 

(or 21) days because the complaint is very complex or circumstances beyond our control are 

causing delays, we will advise you of the delay before the 30 (or 21) days have expired. We 

will tell you:  

• the reasons for the delay; and  

• your right to complain to the Australian Financial Complaints Authority (AFCA) and 

its contact details.  

Australian Financial Complaints Authority  

If your complaint is not resolved to your satisfaction, you can lodge a complaint with the 

Australian Financial Complaints Authority (AFCA) https://www.afca.org.au/.  

New Money Lender Pty Ltd is a member of AFCA. It provides consumers and small 

businesses with fair, free and independent dispute resolution for financial complaints. 

AFCA’s contact details are:  

Website: www.afca.org.au  

Telephone: 1800 931 678 (free call)  

Email: info@afca.org.au  

In writing to: Australian Financial Complaints Authority, GPO Box 3, Melbourne VIC 3001  
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Office of the Australian Information Commissioner (OAIC)  

If your complaint is about how we have handled your personal information, and we don’t 

respond to your complaint within 30 days or you’re not happy with our response, you can 

lodge a complaint with the Office of the Australian Information Commissioner (OAIC). The 

complaint must be in writing and can be lodged online. For further details please see the 

OAIC website:  

https://www.oaic.gov.au/privacy/privacy-complaints/lodge-a-privacy-complaint-with-us/  

Further information or assistance  

If you have any questions or need further information or assistance in making a complaint, or 

our complaints process, please email us via recoveries@newml.com.au.  

If you are dissatisfied with something we have done, or not done, we hope we can resolve 

the issue quickly through our complaints process. However, you do not have to use this 

process and you may contact AFCA or take other action to resolve your complaint. 
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