LEASEXPRESS DISPUTE POLICY
Version 2026
1. PurposeLeasexpress is committed to recognising, recording, investigating and resolving disputes promptly, and fairly, and to use all disputes to improve our products, services and controls.

2. ScopeThis Policy applies to all Leasexpress employees, stakeholders, contractors and representatives involved in customer interactions or the delivery of leasing, salary packaging, fleet, finance-related or administrative services.

3. What is a DisputeAny expression of dissatisfaction made to or about Leasexpress, related to our products, services, or staff, where a response or resolution is expected.

4. Our Commitment· Fairness: Treat all customers fairly and impartially, ensuring that every complaint is considered on its individual merits.

· Transparency: Provide clear communication throughout the dispute resolution process, including updates on progress and outcomes.

· Timely Resolution: Acknowledge and investigate complaints promptly and work towards resolving disputes within reasonable timeframes.

· Confidentiality: Protect customers' personal information and handle all complaints in accordance with applicable privacy requirements.

· Accountability: Take responsibility for investigating complaints, addressing identified issues and providing clear explanations of decisions.

· Continuous Improvement: Use customer feedback and dispute outcomes to identify areas for improvement in our services, processes and procedures.

· Accessibility: Ensure customers can raise complaints easily and without unnecessary barriers or additional costs.

5. How to Lodge a DisputeDisputes may be lodged by:
· Phone:		1300 36 36 30
· Email:		dispute@leasexpress.com.au
· Letter:		Leasexpress Disputes
Level 3
461 Bourke Street 
MELBOURNE  VIC  3000
· Website:	www.leasexpress.com.au

Please provide your contact details, a description of the issue and the outcome you are seeking.
Our preferred option is via email dispute@leasexpress.com.au

6. Our Process FlowReceive → Record → Acknowledge → Assess → Investigate → Decide & Respond in Writing → Implement, Close & Record Lessons Learnt.

7. Response Timeframes

Leasexpress is committed to finalising disputes within two business days, where the complexities may result in a longer that usual period, ten business days is our deadline.

8. Escalation & External Dispute ResolutionWhere a complaint remains unresolved, you can escalate the dispute to the Australian Financial Complaints Authority (AFCA) of which Leasexpress is a member, their contact details are:

Website:		www.afca.org.au
Phone:		1800 931 678

9. Record Keeping & ReviewAll disputes are logged in our disputes register and retained for the required statutory period. This policy is reviewed at least annually.

