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DISPUTE RESOLUTION PROCEDURE

Under the Credit Union Code of Practice and the Financial Services Reform Act, the Society is required to offer its members both an 
internal dispute resolution procedure and an impartial external dispute resolution process that are:

Readily accessible to members; and•	

Free of charge to members•	

What is a dispute?

A dispute arises if you make a complaint to the society about a product or service and your are not satisfied with the response that 
you receive.

Things you should be aware of about the internal dispute resolution procedure

You should be aware of the following about the internal dispute resolution procedure:

You are not obliged to pursue a dispute with the Society using its internal dispute resolution procedure. If you do use the •	
internal dispute resolution procedure, you may commence legal proceedings before, after or at the same time as using the 
internal dispute resolution procedure;

The Society’s participation in the internal dispute resolution procedure is not a waiver of any rights it may have under the •	
law, or under any contract between you and the Society. An example of a contract between you and the Society may be a loan 
contract, a guarantee, the Terms & Conditions of an account or the Terms & Conditions of a VISA card or Redicard.

Things you should be aware of about the external dispute resolution procedure

You should be aware of the following about the external dispute resolution procedure:

The Society is a member of the following external dispute resolution procedure•	

		             Financial Ombudsman Service Ltd (FOS)

	 Mail: 	            GPO Box 3
		             Melbourne VIC 3001

	 Phone:	            1300 780 808*
		             9am to 5pm AEST

	 Fax:	            (03) 9613 6399

	 Email:	            info@fos.org.au

	 Website:	            www.fos.org.au

Access to the Financial Ombudsman Service Ltd (FOS) is free of charge to you.•	

You must first try to resolve your complaint through the Society’s internal dispute resolution procedure before FOS are able •	
to investigate the matter

Further information regarding FOS including their Terms of Reference are available from their office or on their website at •	
www.fos.org.au 

	



How do you request resolution of a dispute

You should address a letter, email or fax detailing the dispute to: 

		             ‘The Member Representative’

	 Mail:	             Police & Nurses Credit Society Limited
		              PO Box 8609
		              Perth BC Western Australia 6849

	 Phone:	             13 25 77

	 Fax:	             (08) 9219 7660

	 Email:	             pncs@pncs.com.au

You will usually receive acknowledgement of receipt of your letter within one working day. The Member Representative will  
usually respond to your letter within 5 working days. 

(Except an EFT Dispute - refer below) 

NOTIFICATION OF THE OUTCOME

If the Officer is able to resolve the dispute, he or she will promptly notify you in writing of, and give reasons for, the outcome. The 
Officer will normally deal with a dispute within one month of receiving a written complaint. If you are still not satisfied with the 
outcome of a dispute you are able to refer the matter to our external dispute resolution scheme.

ELECTRONIC FUNDS TRANSFER (EFT) DISPUTES

Whenever you:

get money out of an ATM;•	

buy goods or services on EFTPOS;•	

do telephone or internet banking;•	

use your credit card over the phone or internet;•	

buy goods or services with a credit card when you don’t need to sign for them•	

you are using electronic means of transferring money. These are known as “electronic funds transfers” (EFT). These types of  
transactions are covered by the EFT Code of Practice. The Code sets out what the business must do, what your rights and  
responsibilities are and what happens if something goes wrong.

If you have a dispute regarding an EFT transaction you are required to complete an EFT Transaction Dispute form. This form is  
available at any of our offices or you can contact us to have the form sent out. The timeframes for dealing with an EFT dispute are 
set out in the EFT Code. If you are not satisfied with the outcome of an EFT dispute you are able to refer the matter to our external 
dispute resolution scheme (refer above). 

More consumer information regarding the EFT Code of Practice is available from the Australian Securities and Investments  
Commission website at http://www.fido.asic.gov.au


