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Client Complaints Guide 

 
 

Our Aim 
 
Plus500AU Pty Ltd aims to provide a high level of service to all customers, at all times. We value feedback 
from our clients and use it to improve the quality of our products and services. We appreciate that from 
time to time there can be misunderstandings and we endeavour to deal with your queries and complaints 
sympathetically and in a timely manner. Complaints will be handled at no charge to the complainant, 
subject to statutory requirements. 
 
 

Account Queries 
 
If you have a query regarding your account or your dealings with Plus500AU Pty Ltd, you should initially 
notify our Customer Support Team as soon as reasonably practicable by: 
 

● Contacting us through our "Contact Us" page on our Website.  
● Writing to Plus500AU Pty Ltd, P.O. Box H339, Australia Square, Sydney, NSW 1215, AUSTRALIA 

 
To help us investigate and resolve your query quickly and efficiently, we ask that you provide as much 
information as possible, including the following: 
 

● Your name, trading account number and contact details; 
● A clear description of your query; and  
● Copies of relevant documents.  

 
 

Complaints Procedure  
 
Where the initial query is not resolved to your satisfaction or if you wish to make a complaint, you should 
notify our Customer Support Team by: 
 

● Contacting us through our "Contact Us" page on our Website.  
● Writing to Plus500AU Pty Ltd, P.O. Box H339, Australia Square, Sydney, NSW 1215, AUSTRALIA 

 
 
To help us investigate and resolve your complaint quickly and efficiently, we ask that you provide as much 
information as possible, ideally in writing, about the nature of your complaint, including the following: 
 

● Your name, trading account number and contact details; 
● Copies of relevant documents; and 
● Details of what you would like us to do to resolve the matter to your satisfaction. 

 
Following the registration of your complaint, a written acknowledgement of receipt will be sent to you 
immediately or as soon as practicable. We will attempt to resolve your complaint within 40 days. 
 

http://www.plus500.com.au/Help/ContactUs.aspx
http://www.plus500.com.au/Help/ContactUs.aspx
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Our response will outline our dispute resolution process and the availability of the external dispute 
resolution schemes of which we have membership, including relevant contact and membership details, 
should the matter not be resolved to your satisfaction. 
 
Each complaint received by Plus500AU is handled on a case-by-case basis and the applicable actions or 
remedies will vary due to the unique circumstances of each case.  
 
A full written response will be provided within 40 days of receiving the complaint. If circumstances occur 
which prevent us from providing a response within this timeframe, you will be advised accordingly. 

 
If you remain dissatisfied with our response to your complaint, or if a response has not been provided to 
you within 20 days of our acknowledgement, then you may lodge your complaint with Financial Services 
Complaints Limited (FSCL) - A Financial Ombudsman Service. FSCL provides a fair and independent financial 
services complaint resolution service, free to all New Zealand resident clients of Plus500AU.  
 
Online: www.fscl.org.nz 
Email: complaints@fscl.org.nz 
Phone: 0800 347 257 
Mail: FSCL - A Financial Ombudsman Service, PO Box 5967, Wellington 6140 
 
 

Our Contact Details : 
 

●  "Contact Us" page on our Website.  
●  Plus500AU Pty Ltd, P.O. Box H339, Australia Square, Sydney, NSW 1215, AUSTRALIA 
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