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The Mutual Banking Code of Practice is the code of practice for Australia's
credit unions and mutual building societies. The Code has been developed in
close consultation with the community, government, consumer groups and
our members, and applies from 1 July 20009.

Credit unions and mutual building societies are a vital competitive force in
Australia, offering fair and responsible ®nancial solutions. Our Code is an
important public expression of the value we place on improving the ®nancial
wellbeing of our individual members and their communities.

Mutual banking delivers member-focused, competitive services. Credit unions
and mutual building societies are customer-owned ®nancial institutions
committed to putting their members ®rst. Credit unions and mutual building
societies are also committed to responsible lending practices and to helping
their members gain ®nancial independence.

Over four million Australians are members of credit unions and mutual
building societies. We meet the same regulatory standards as the banks and
are prudent and strong ®nancial service providers. The difference between
credit unions and mutual building societies and the banks is our guarantee
to serve our members ®rst.

Abacus - Australian Mutualsand its members believe that this code of
practice establishes a strong benchmark for industry and is a clear statement
of the commitment credit unions and mutual building societies make to their
members.

Louise Petschler

Chief Executive Of®cer
Abacus - Australian Mutuals
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Mutual Banking Code of Practice

Part A = Introduction

This Mutual Banking Code of Practice is the industry code of Abacus - Australian Mutuals the association of
mutual building societies and credit unions. ! Credit unions and mutual building societies are owned by our
members D this is what being a mutual means. 2 As such, we are focused on member-bene®t, community
involvement, fairer fees and customer service.

Credit unions and mutual building societies already comply with a range of regulatory requirements

including:

UEEBAiA«e A LiEW >V ">«E“>">}i“i"1EAi Blrikkng'Aci 2069 &nd duk Eegulatibn
by the Australian Prudential Regulation Authority)

UEEVeA«eASTIE>" Ew >"V " >+EAIAU VIA%BE«"Vi"A""}]E> U VIE>"EIA>""""}]E>""F
Corporations Act 2001 and our regulation by the Australian Securities and Investments Commission)

UEVe "AO“IAEVAI "TE+>UAE>""1EvAxe“E O«PEOALA]EVAI "IE+"Vi"A""}E®L+"}>1"ce
UE«A"U>VP]EV>"AEIA>"""}E>"Ecel..iAE e““e"Ui>e«l...1E-1>1iE>"E/iAA T APE-i)

This Code establishes higher standards than the law requires in a range of areas, and addresses issues not
addressed by the law. In adopting this Code, mutual building societies and credit unions agree to abide
by the higher standards and additional requirements set out in the Code.

Who subscribes to the Code?

Most credit unions and mutual building societies subscribe to the Code b that is, they formally agree to be
bound by the Code in their dealings with their members and customers. To ®nd out if your credit union
or mutual building society is a Code Subscriber, refer to the Abacus website or visit www.mutualscode.org.au.

Structure of the Code

UE*>AIE EqE "1Ae OVi“e”

UE*>AIE EqE UiA>}i]E e““ 1“i"1EleEVe“«sP]E,i*>1"e " EleEcwl..iAE«>UAE>""E
UE*>AIE EqE"OAEEL4E iPE*A®e“ AiAEIcEP®O

UE*>AIE EqE i«"UiA""}Ee"ExcOAE*Ax“"AiA

UE*>AIE EqQE ®UEI...iE e iE"AE>"“"""AliAI"

UE ««i” "Y\E iw""1"ce”A

We can also provide you with a booklet that summarises our promises to you.

! More information about Abacus, and a list of Abacus member ®nancial institutions, is available at: www.abacus.org.au
2 In some cases an Abacus member institution may be a wholly owned subsidiary of a mutual ®nancial institution. In such cases,
this Code applies to the Abacus member, if it subscribes to the Code, with necessary variations to re ect its status.



Mutual Banking Code of Practice

Part B =+ Coverage, Commitment to comply,
Relation to other laws and regulation

Coverage of Code

This Code applies to our dealings with:

UEeOAE"""0"" &>+E>"2 mefmberstor CUAtDMgkA

UEE " "U " 0O>¢AE>"E-“>eeE OA " iAAIAEU..2E} " UIE}O>A>"TiiAEAE " i“""1"iAEA
to our members or customers
UE""EIl..iEV>AiEceVvEVe““ 1“iI"TAE>LeOIEl...iIEcAeU A" EceVE""veeA“>1"e"]E«A

UE>"PEcel..iAEeVE®OAE“i“LIAAEAEVOAIe“iIAAEIcEU..cc“EUIE“>PEU®R-0"1>/

For the purposes of this Code, an entity is a 2Small Business® if the entity comes within the de®nition of a
Small Business set out inAppendix: De®nitionswhen it applies for, or guarantees, a product or facility with us.

The Code covers:

UEE i«eA TE>VV®e O IAJE«iAA®™>Eee>"AlE.. ®“iEee>"A]JEVAI""IE>""E IiLTIEV>/
and facilities that we issue

UEE<A® OVIAE>""Ev>V « " 1"iAE"AAQIELPE>"I..iAE®A}>""A>I"e"E>""E""1Am (
by us, but only in relation to our selection and distribution of the product or facility *

UEeOAEi“«sebiiAlE>""EOAE>}I"IAE>"EAi«AiAi"I>1"0iAEU..i"El...iPE>AIE>VI

3 See Appendix: De®nitionsfor a de®nition of Small Business for the purposes of this Code.

4 For example, we may distribute insurance products on behalf of another organisation; in which case, this Code does not apply
to the terms of policies, product documentation, claims handling etc. Part D, section 13 ( Third party products) sets out our
positive commitments in relation to these products.



Mutual Banking Code of Practice

Commitment to comply with Code

We undertake to comply with this Code in our dealings with you. We will incorporate this Code by reference
in our written Terms and Conditions for products and facilities to which the Code applies. We will ensure we
do this within six months of the commencement date of this Code; or, if we subscribe to this Code after its
commencement, within six months of the date on which we ®rst subscribe.

Relationship to law

We will comply with this Code to the extent that applicable Commonwealth and State and Territory laws
permit. If we would have to breach our statutory or common law obligations to comply with an aspect
of the Code, we will not be able to comply with it. This Code cannot, and does not purport to, limit any
statutory or common law obligation we may have.

Relationship to EFT Code of Conduct

We subscribe to the Electronic Funds Transfer (EFT) Code of Condugiadministered by the Australian Securities
and Investments Commission, which also deals with banking and payment issues. To the extent of any
inconsistency, this Code should be read subject to the EFT Code of Conduct,as revised from time to time.

Credit Union Code of Practice replaced
From the date this Code commences it replaces the Credit Union Code of Practice.
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Mutual Banking Code of Practice

Part D £ Delivering on our Promises

1. Advertising

(1.1) We will ensure our advertising and promotional material is not misleading or deceptive.
We will not mislead or deceive you either by what we say or represent, or by omission
(what we falil to say or represent).

2. Information about our products

(2.1) We will make general information about our products and facilities readily available to anyone
who wants it. This information will be:
UEV«i>A]JEVe"V AIE>""E>VVOA>Ii
UEUA"TTI"E""E«e>""E«>"}0>}iE
UE}i"iA>eePEAOVWV i"IEIeE>eeccUEP®OEI®RE“>ZIE>"E""VveeA“i'E" iV A ®e"E
UEVe A ATI"TEU T ...E>"PE>««s " V>LeiEsi}>+EAIinO Ai“i"1A°

(2.2) We will make a copy of the standard Terms and Conditions applying to a product or facility
depending on our product range and systems, we may need to ascertain the features or characteristics
of the product you are considering before we are able to generate a copy of standard Terms and
Conditions for that product.

(2.3) We will answer any questions you have about the features of our products and facilities
and how they work.

3. Information on interest rates, fees and charges

(3.1) Interest rates and fees and charges applying to our products and facilities will be readily available
to anyone who wants this information. The information will be clear, concise and up-to-date.

(3.2) In the case of products with variable interest rates, we will tell you what the current rate is when
you apply for the product. We will also use a range of methods to publicise our rates. We will answer
any questions you have about our interest rates and how they are calculated and applied.

(3.3) Our information about fees and charges will cover all applicable fees and charges, including non-
standard fees that only apply in particular situations (e.g. fees if you overdraw your account or are late

in making your payments). We will also provide general information to our members and customers on
how to avoid or minimise fees and charges. We will answer any questions you have about the fees applying
to a product or facility. We will regularly review the effectiveness of our disclosure of fees and charges to
members and customers.

(3.4) We will inform you of any fee for a one-off service (e.g. issue of a bank cheque), before you become
liable to pay it.

10
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4. Fair terms and conditions

(4.1) The standard Terms and Conditions applying to our products and facilities will be:
UEV+i>AJEO">“L"}0 e OAJE>""E " @IE“"A«i>"""}
UE "AI""VIEVA®“EeOAE>"UiAI"A""}E>""E«A®“ el e ">«E“>[iA >«
UEUA TTI"E""E>E«e>""E+>"}O0>}iEAIP«i]E>""Eci} " LePE«AiAi"li"°

(4.2) Our standard Terms and Conditions will be consistent with this Code and will strike a fair balance be tween:
UEP®OAE«i} 1"“>1ETiIi"AE>""E""1iAIATAE>AE®OAE“i“LIAEAEVOAI®“IA]E:
UEeOAE ""TiAIATAE>""Ex®L"}>1"e"A]JE""V:O ""}E®OAE«AQD i"I">«Em®L+"}>I"

(4.3) We will not adopt standard Terms and Conditions that you are unlikely to be able to comply with.

(4.4) This section:
UEEAE @IE " TiI" I "EleeE+"“" 1EOAEA"}...IEIE iIliIA“"IiEl...iIE<A"V ""}EeVEoQ
on a commercial basis
UEE® " +PE>««s iAEI®EAI>">AE/IA“AE>""E ™ "1"e"AEIi"liAI"E""TeE>VIiAl
of this Code (see Part A - Introduction).

5. Reviewing fees and charges

(5.1) We will regularly review any fees and charges on our products and services, including their level.

(5.2) We will make sure any exception fees we charge (including credit card late payment fees, account
overdrawn or dishonour fees, direct debit dishonour fees, cheque dishonour fees, and ATM failed
transaction fees) are reasonable having regard to our costs. Our costs include charges imposed by

our service providers, where applicable.

6. Responsible lending practices

(6.1) We will always act as a responsible lender.

(6.2) We will base our lending decisions, including decisions to extend existing credit facilities,
on a careful and prudent assessment of your ®nancial position. We will periodically review our credit
assessment procedures and criteria for the products we issue.

(6.3) We will generally only lend amounts to you that we believe, on the information available to us, you
V>"EAi>Ae™>L+PE>vve A EleEAi«>P°E ccUiUIA]JE "VVIAI"TEVA ' TIA>EU e E>««
bridging ®nance arrangements and reverse mortgage loans (if we offer these).

(6.4) We expect you to provide honest and accurate information to us when applying for a loan or
1..iEiYIi"TA"@"EceVE>EVAI "IEv>V "« IP°E cUIiUIA]JEU...iAIE"TE"AE«AQ i"lEleE"
independent checks.

(6.5) We will promote the responsible use of credit to our members and customers using
a range of approaches.

11
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7. Credit limit increase offers

(7.1) If we issue a credit card or other revolving credit facility, we will act responsibly in setting and
increasing the amount of credit we make available to you. We will not send you an unsolicited offer
to increase your credit limit if you have a recent poor repayment history, or we are aware of other
circumstances that make it imprudent for us to extend further credit to you.

(7.2) We will ensure any unsolicited offer we make to you to increase your credit limit on a credit card
or other revolving credit facility that we issue includes information on:

UET...iETIUE“" " “O0*“E«>P"“i"TEAIiuO Ai"

UEe«i"e"AEveeAE.cUiA""}EIY AI""}EAETIUEVAI "IE-"“"TAE

UEE ®IE>VVi«I""}EI...iEevVIAE"VEP®O\EV>""IE>vve A EVOAI..iAEVAI "I
meeting your repayments; or your ®nancial circumstances are likely to deteriorate in the near

future, and

UE..eUEIcElie EOAE"VEP®eOE rE"®IEU"A...EiccEAiViIi"UiEcevVvVIiAAEIieE"™

8. Reverse mortgage loans °

(8.1) We are committed to responsible lending practices in relation to reverse mortgage loans
(if we issue or distribute these products).

(8.2) We will only introduce or arrange the reverse mortgage loans of product issuers that:
UELiece"}EleE- +1 E>"E>" ..iAIEI®E"TAE @ iEe®VE " OVIE->AE>"“i""i Ev
UE> e«lE«ee"VIAE>""E«A>VI"VIiAEI..>IE>AIEVe~"A"AIlI"IEU"T...El..iE- +1
(8.3) If we issue a reverse mortgage loan product ourselves, we will:
UELiee " }ElE- +1 E>"E> ..iAiEI®E"IAE o iEceVvE " OVIE->AE>"i""i"Ev
UE> e«lE«ee"VIAE>""E«A>VI"VIAEI..>IE>AIEVe~"A"AII"IEU"T...El..iE- +1
(8.4) We will ensure that our staff and agents who introduce, explain, arrange, ®nalise or otherwise deal
with reverse mortgage loans are properly trained to undertake the functions or role they perform in
relation to these products. This training will be consistent with generally accepted industry standards.

This training will comprehensively address the steps prospective borrowers should take to ensure they
make a fully informed decision about a reverse mortgage loan.

9. Joint accounts

(9.1) If you are opening a joint account, we will make general information about your rights and
responsibilities as a joint account holder available to you. This will include information on how to change
the authorisations to operate a joint account. We will explain this information if you ask us.

5 See Appendix: De®nitionsfor a de®nition of reverse mortgage loan. B B
SE eAE“AIE""veA“>1"e " E>LedIE- +1 E}eEIcEUUUAipb>e°Ve >0

12
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10. Subsidiary cards

(10.1) When issuing a subsidiary credit or debit card at your (the primary cardholder's) request, we will
provide you with general information on your liability for debts incurred by the subsidiary cardholder
when using their card. This information will also set out our procedures for stopping or cancelling a
subsidiary card.

(10.2) If you instruct us to cancel a subsidiary card, you will not be liable for any losses resulting from
continuing (unauthorised) use of the subsidiary card following cancellation, provided you:

UEI>ZiE>++EAi>Ae™>L+iEAIi«cAEIEI"AQOAIEI..iEV>A"E"AE iAlAePi'EcAE.

UE cE " IE>VIEVA>0 O+i"l*PE®cAE®I..iIAUTAIEV>0AIEl...iEccAA"

11. Safeguards for co-borrowers

(11.1) We will not accept you as a co-borrower if we are aware, or ought to be aware, that you will not
receive a bene®t from the loan or other credit facility.

(11.2) Before we accept you as a co-borrower under a loan or other credit facility, we will provide you
with general information on your liability to repay the full amount of the debt.

(11.3) If you are jointly and severally liable for a loan or other credit facility, we will allow you to
1iA“">TIEPeOAEs" >L " IPEveeAEVOIOAIEW™> "V >+E>VVe“‘e >I"e"E"VEP®eOE
right only applies when we can terminate any obligation we have to provide further credit to another

borrower under the same credit facility.

12. Safeguards for loan guarantors
Application of this section

(12.1) In this section only, 2you® refers to an individual or Small Business’ that gives a guarantee that
secures a loan or other credit facility that we provide to our member or customer. So, in this section,
ayou® may not be our member or customer.

(12.2) We may require a director of a Small Business to provide a personal guarantee for a proposed
or existing loan facility. Only paragraphs (12.3), (12.4), (12.12), and (12.15) of this section apply in this
situation. Where we obtain a new guarantee from such a director we will follow the procedures in
(12.3), (12.4), (12.12) and (12.15).

No unlimited liability

(12.3) Subject to (12.12), we will only accept a guarantee from you if your liability under the guarantee

is limited to:
UE>EA«iV'WVE>"O I]E«+OAE ""TIAIAIE>""Ei"veeAVi“i"IEVeAIA]E>""E®AE
UET..iEU><0iEceVE>EA«iV Wi EAIVOA“IPE>IEI..iEI""iEevEAiIVeUiAb
UEE ..iEA«iV'WVE>" O 1EevEPeOAE">L "« IPEO" iAEI...iE}O>A>"1iiE“>b
consent, subject to law.

" See Appendix: De®nitionsfor a de®nition of Small Business for the purposes of this Code.

13
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Before we obtain a guarantee from you

(12.4) Before we obtain a guarantee from you, we will give you a prominent notice that:
UEPeOEV>"EAiVOAIEIEI"IIAE " I®eEI..iE}O>A>"1ii
UEP®eOE..>UIiE>EA"}...1ElE« “" IEP®EOAE+">L "« IPE""E>VV®A >"VIiEU"I..|
UET...IAIE>AIEW >V ">+EAAZAE""Ucm- Ui
UEEPeOEA.. O« EVe A iAET..iE""veeA“>1"e"E>""E VO i"IAEUIE«AeU"
information or clari®cation if required
UEEPeOEA.. O« EAIIZE " i«i" i"lE«i}>eE>"Ew™">"V ">«E> U ViELivoe AiEi"I
(in some circumstances, we may require that you obtain such advice as a condition of accepting
your guarantee).

(12.5) We will give you a copy of:
UET..iEVAI""IEVe IA>VIE®eAE«Ar«eAi"EVAI""IEVe IA>VIEIeEU.. V... EI.
UE il>"+AE®VE>"PEAIVOA IPEI®ELIE«AU " i"ELPEI..iELeAA®cUIAE""EA(

(12.6) In addition, we will provide you with all the information available to us that, in our reasonable

view, a careful and prudent prospective guarantor might wish to consider regarding:

UET..IEwW™>"V ">eE«eA 1" EeVvEI..iELeAA®RUIAIE>""E

UEE ..iELeAA®UIAAEVAI""IE.."AlecAPEVEAEI...IE<AIU " OAEIUIi-UiE“e"
of demand, defaults, overdrawn accounts or other evidence of borrower distress known to us)
UEE.."AEVe““ 1“i"lIE  eiAE " ®IE""VeO iE«AeU""""}EAiVeA"AEcevE®ROAE®

the proposed loan or related matters. We will also provide you with copies of relevant account
statements and other documents on request.

(12.7) We will tell you if any existing loan or other facility we have given the borrower will be cancelled,
or if the loan or other facility will not be provided, if the guarantee is not provided.

(12.8) We will not accept a guarantee from you unless the borrower agrees to the release of the
information and documents referred to in this section to you. 8

(12.9) We will not ask you to sign a guarantee, or accept it, unless we have:
UE«A®eU"i"EPeOEU"T...EIl...IE""veeA“>1"e"EAiVIAAI " ElIcE""E«>A>}A>«... AE
UEE}"UI"EP®eOEQ"I"«E>IE«i>AIEI..iE"IYIELOA "iAAE >PEIeEV® A" IiAEI..

obliged to do this if you have previously obtained independent legal advice about the guarantee,
having received the information referred to in paragraphs (12.4) to (12.7).

Execution of guarantee

(12.10) We will not give the guarantee to the borrower, or someone acting on behalf of the borrower,
to arrange the signing, unless the person acting on behalf of the borrower is also your solicitor. In this
case, we may give the guarantee to that person to arrange the signing.

8 Where security is provided by a third party who is not the borrower, we will give you full details of any security if the third
party agrees to our doing so.

14
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(12.11) Where we attend the signing of the guarantee, we will ensure that you sign the guarantee in the
absence of the borrower.

Extensions of guarantees and new guarantees

(12.12) A guarantee may contain a provision allowing the gu arantee to be extended to cover another loan
""El..iEVOIOAI°E ®®UIUIA]JEUIEU +«E"®IE“>ZIEP®OE+">LciEVeAE>"PE>"“O"II
UE} ' Ui"EP®eOE>EVe«PE®VEI..IEVAI'"TEVe " TIA>VIEcAE«<A«eAi"EVAI "Il
UEE«AeU "V i'EPeOEU"T..E>"PEO« >1I"E""veeA“>1"e"E>U>"e>L+iEIcEOAE®
borrower, being information that a careful and prudent guarantor may wish to consider before
allowing a guarantee to be extended, and

UEeLI>""i"EPeOAEUA"ITI"E>VVi«i>"ViEceVvEI..iEiYIi"TA"e“"EceVEI..iE}O>A:

We will not accept an extension of a guarantee from you unless the borrower agrees to the release of
information and documents referred to in this paragraph to you.

(12.13) We will follow the procedures set out in paragraphs (12.4) to (12.11) above before we obtain
new guarantees from you.

Ongoing information
(12.14) After entering into a guarantee agreement with you, we will send you a copy of:
UE>"PEVveA“>«E i“>" " EAE iv>0+IE"®I"VIEUIEAIi" EleEl...iELeAA®UIAIE
UE"VEP®eOE>AZEOA]E>EVe«PE®VEI..iE>liAIE>VVEeO-IEAI>TI“i"IE-"VE>"
Extinguishing liability under a guarantee
(12.15) You may at any time extinguish your liability to us under a guarantee by:
UE«>P " "}EIl...iEOIAI>""""}Ee">L "« " IPEceVEI..iIELeAA®UIAE-""V:O ""}E>"F

UEE«>bP " "}E>"PE-iAAIAE>*® O IEIEU.."V...EIl...iE*">L"«"IPE®VEI..iE}O>A
of the guarantee, or

UE“>Z""}Ecel..iAE>AA>"}i“i"TAEA>I"Av>VIiceeAPEIcEOAEVeAEI...iEAi«i>AiE
Enforcement of judgement

(12.16) We will not enforce a judgement against you under a guarantee unless we have obtained
judgement against the borrower, and the judgement debt remains unpaid 30 days after we demand

«>p“i"TEVA®@“El...iELeeAAUIAE""EUA"1""}°E cUiUIiA]EI..."AEVe““ " 1“i"1E eiAE
UE>"PE'ie>PE""Ei"voeAVi“i"IE>}>""AIEPeOE "AE+"Zi*PEIlE«Ai«O "ViEccOA
UEUIE..>0iE“> iEAi>Ace™>LeiE>Ili“«IAEIleEeeV>IiEl..iELeeAAUIAEU ] ...

UET..iELeAAUIAE"AE""Ace-Ui"l]ExAE

UEAiVeeUiAPE®VE]..iE iLIEVA®e“El...iELeAARUIAE"AE®I..iAUAIED"Ti">L
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13. Third party products °

(13.1) We may introduce, arrange or otherwise distribute products and facilities issued by other
organisations. We will take steps to ensure that the third party products and facilities we distribute are
useful, reliable and of value to our members and customers. We will regularly review the third party
products and facilities we distribute.

(13.2) We will only distribute ®nancial products and facilities (including credit products) of issuers that
belong to an External Dispute Resolution scheme, approved by the Australian Securities and Investments
Commission (ASIC), that covers the product in question.

14. Use of ®nance brokers

(14.1) If we engage mortgage or ®nance brokers to distribute our products, we will require that these
brokers:

p>2

UEELiee"}EI®EI...iE cAl}>}iE>""E "">"VIiE
association, and

AV >1"e"EcevE OAIA>«">E e,

UE>AIE“i“LIAAE®VE>"E - f>««AeUi'E YIIA">«E "A«OIliE,iAe<OI"e"EAV ..

15. Timely, clear and effective communication

(15.1) We are committed to timely communication with our members and customers. We will generally
respond to telephone and electronic messages within 3 business days. If you write to or fax us, we will
generally respond within 7 business days of receipt of your communication. (Timeframes for responding
to complaints are set out in section 28 below 1°).

(15.2) We will adopt the same timeframes when communicating with a person who is acting as your
duly authorised representative.

(15.3) We are committed to clear and effective communication with our members and customers.
We will write our letters, notices, brochures, telephone scripts, website messages and other
communications in plain language, avoiding legal and technical jargon as far as possible.

16. Account statements and balances

(16.1) We will provide you with regular account statements clearly setting out all transactions relating
to your deposit and loan accounts with us. We will send these account statements to the last address
you have given us. (The provision of account statements electronically is considered in section 18).

(16.2) Account statements will be sent or made available at least every 6 months. We will provide you
with more frequent periodic account statements if you request these. We will also comply with our
obligations in relation to account statements under consumer credit and other applicable laws.

(16.3) Account statements will include clear information a bout our fees and charges incurred on your account
during the statement period. Fee amounts will not be bundled, but will be broken down by transaction
type and channel. The impact of any applicable fee-free limit or rebate scheme will also be indicated.

® See Coverage of Code, Part B, on this Code's coverage of products and facilities issued by another organisation and
introduced, arranged or otherwise distributed by us.

10 Separate timeframes also apply for our commitments under section 19 (in relation to provision of documents) and section 22
(in relation to provision of payout ®gures).
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(16.4) We will provide a simple method(s) of access for you to ®nd out the balance on your account.
We will not impose any fees for using this access method.

(16.5) This section does not apply to:
UE«>AALe®ZE>VVeO IAJE>™
UE>VVeO-IAEI..>IE>AIE eA“>"]°

17. Notifying changes to your account

(17.1) We will give you at least 20 days advance notice before we do any of the following in relation
to your account:

UE"" 1A OVIiE>E IUEVIIERAEV .. >A}]

UE""VAI>AIE>EVIiE®AEV..>A}i

UEAIi"OVIiEI..iE"O“LIiAEeVEVIitVAIIETA>"A>VI"e“"AE«iA“ 11i'Ece"EI...iE>VV(
UEU>APEI...IiE*"""“O“EL>+>"VIiEI®eEU.."V..E>"E>VV@®O"IEZii« " }EVIIE>««e’
UEU>APEI..iE“il...ceELPEU.."V..E""1iAIAIE®"EPeOAE>VVEO IE"AEV>.V
UEU>APEI..iEVAVO“AI>"VIAEU...i"E~"TiAiATE"AEVAI "li ' EcAE IL"li"EleE!

(17.2) We will notify you of an increase in the interest w e charge on your loan or credit facility no later t han
the day on which the change takes effect. We will also advise you of any new minimum repayment amount.

(17.3) We will notify you of other changes to your account when we next communicate with you
(subject to any applicable laws).

(17.4) We may use various methods to notify you of changes to your account referred to in this section.
Subject to applicable laws, these may include one or more of: noti®cation on or with your account
statement; noti®cation by letter or other direct communication; announcement via our newsletter or
website; or advertisement in the local media or national media. In deciding the method of noti®cation,
we will consider the nature and extent of the account change, as well as the cost and effectiveness of
different methods of noti®cation.

(17.5) Any commitment we may make to notify you at your address of changes to your account
is subject to your keeping us informed of your current contact address.

18. Provision of statements and notices electronically

(18.1) We may have a facility for making account statements, notices or other prescribed account
information available by electronic means. If so, and if the law permits us to do so, we may invite you

to consider accessing this information electronically rather than receiving it in paper form. In the case of
existing accounts, we will always give you the option of continuing to receive your account statements,
notices and other account information in paper form.

(18.2) If we offer a product on the basis that statements and other account information will only be
available electronically, we will:

UEVesi>AepE "AVexAiEl.."AEIlcEP®eO]E>""E
UEeLI>"EPeOAEA«iIV'WVE«®eA I"UIE>VZ Ui }i“i"lIEceVEI..iE>AA>"}i*i"]

before we issue or distribute the product to you.
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(18.3) We will only make your account statements, notices and other prescribed account information
available via a secure electronic method requiring a pre-arranged and secure access method. (Also see
section 23.)

(18.4) We will provide prescribed information to you electronically in a form that allows you to retain the
information (for example by printing and saving it). Our electronic communications will be comparable
with equivalent paper documents in terms of the clarity and content of the information provided.

19. Copies of documents, statements and other information

(19.1) At your request, we will send you a copy of any of the following documents relating to a product
or facility you have, or have had, with us:

UE>Eem®m>"E>««e V> "™

UEEB>EV@e IA>VIE-""V.0 ""}EAI>">A E/iA“AE>""E e~ "1"e~A]E>""E il>"-AE
charges)

UE>E“cAl}>}iEcAE®R]...iIAEAIVOA IPE ceVO“i~l

UE>"E>VV@eOTIEAI>TI*i"I]E>™

a notice issued more than two years before the discharge or termination of the contract to which
the notice is related).

This section does not apply to documents we are no longer legally required to retain.
(19.2) If a copy of a document is requested, we will provide it to you:
UEEU 1. "EE£{E >PA]JE"VEI..iEA"} ">«EV>“iE " leEiY Ali"VIEEEPIi>AE®AE

V
UEEU"1...""ETAE >PA]JE"VEI..iE®eA"}"">«EV>“IE""1eEiIiY AliI"VIE*AIE]..>"E{
make the request.

If for some reason we are unable to provide a document within these timeframes, we will advise you in
writing, together with the expected timeframe for providing the document.

(19.3) Documents may be provided in the form of a computer-generated record.
(19.4) We may charge a reasonable fee, re ecting our costs, for providing a document.

(19.5) Access to your personal information is considered more generally in section 23.

20. Stopping direct debit and recurring payment arrangements

18

(20.1) We will promptly stop a direct debit facility linked to your transaction account with us whenever
you ask us to do so.

(20.2) We will accept and process your complaint that a direct debit facility was not authorised or is
el...iIAUAIE"AAiI}O«>A°E cUiUIAJEVUIE“>PEAInOIiAIET..>1EPeOEI"i>UeOAEIC
merchant or supplier ®rst.

(20.3) Where possible, we will assist you to seek a chargeback of any unauthorised payments debited to

your scheme credit or debit card account (e.g. MasterCard, AMEX or VISA card) pursuant to a recurring

payment arrangement. The situation may occur, for instance, where payments continue to be debited to
your account even though you have cancelled the recurring payment arrangement (also see section 21:
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Seeking a Chargeback on your behalf.

21. Seeking a chargeback on your behalf

(21.1) If you have a scheme credit or debit card (e.g. a MasterCard, AMEX or VISA card) issued by us, we
may be able to claim a chargeback on your behalf if a problem (such as unauthorised use, or non-delivery
of goods ordered) arises.

(21.2) If you dispute a transaction with us within the required timeframe and we can seek a chargeback
on your behalf, we will do so without delay. We will also:

UEi"ADAIEUIEVe>"“El...iEV..>A}iL>VZEveAEI..iE“AIE>««Ar«A">TIEAI>A
UEE eIE>VVIi«IE>EAiVOA>«ElEV..>A}IL>VZELPEI...iE“IAV..>"1%AEW ™ >"V
with the relevant card scheme rules.

(21.3) We will make general information about the chargeback mechanism readily available to our
members or customers, emphasising the need to promptly report problems to ensure a claim can be
made within relevant chargeback periods. We will make this general information on the chargeback
mechanism available in our product information and on our website (if we have one).

(21.4) Whether through our standard Terms and Conditions or otherwise, we will not seek to reduce the
period or circumstances in which we can seek a chargeback on your behalf under the card scheme rules
applying to your scheme credit or debit card.

22. Closing your account

(22.1) If you ask us to close your account, we will do so as long as you have discharged all of your
obligations under the applicable Terms and Conditions and any mortgage or other similar arrangements
relating to the account. We may require that you put your request in writing.

(22.2) We will provide you with a payout ®gure for your loan or credit facility within 7 business days,
if you request this.

(22.3) Unless there are exceptional circumstances, we will give you at least 14 days advance notice
before closing your account when the standard Terms and Conditions of the account permit us to do so
(i.e. in circumstances where you have not sought to close the account yourself).* We will notify you at
the last address you have given us, or by other legally permissible means.

23. Information privacy and security

(23.1) We will comply with the Privacy Act 1988and the National Privacy Principles and any succeeding
legislation or Privacy Principles, including with respect to credit reporting and the collection, storage, use
and disclosure of your personal and ®nancial information.

(23.2) We will treat your personal and ®nancial information as private and con®dential. We will not
disclose that information to any other organisation unless:

UEUIE>AIEAIiNO Ai ETeELPE>UE-VeAEiIY>“«*i]EQ " IAE>"1"t“"iPE>0""i,
UETI..iIAiFE"AE>E OIPEIeEl...iIE«OL*"VEIE "AVeeAiEl..iE""veeA“>]"e"
UEeOAE""TiAIATAEAInO AIE " "AVe e AOAIE-veeAEiIY>"«+i]ETE«AIUI"TEVA>0

11 agxceptional circumstances® would include circumstances where we reasonably suspect fraud or criminal activity involving
the account.
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UEUIE..>0iEPeOAE«iA“"AA"e"EleeE cEA®"®
(23.3) We will take reasonable steps to protect your personal and ®nancial information from misuse or

loss, and from unauthorised access, modi®cation or disclosure. We will regularly review the security and
reliability of our banking and payment services.

(23.4) We will give you access to the information we hold on you if you ask us to, subject to certain
exceptions. These are set out in our Privacy Policy and are consistent with the National Privacy Principles,
or other Privacy Principles that may replace these. We will correct any error that you bring to our

attention. If your details change, tell us as soon as possibleBwe will update our records promptly.

(23.5) We will make a copy of our Privacy Policy available to you on request and will publish it on our
website, if we have one. We will tell you about our Privacy Policy if you ask us.

(23.6) Subject to applicable laws, the commitments made in this section do not prevent us from
disclosing personal and ®nancial information to other companies in a group of companies that we
belong to (where applicable).

(23.7) We will comply with all applicable laws relating to the retention of your personal and ®nancial
information.
Raising awareness of security issues

(23.8) We will actively seek to promote awareness of security issues, including Internet security,
to our members and customers, using a range of approaches.

(23.9) We will provide information on topics including:

UEE«A®IiVI""}EP®eOAE«>P“i"1E“il...ce "AE-i°}°E«>P"“i"IEV>A"AE>""EV..ip0i
your computer if you bank online) from unauthorised use

UEEU..>1EleE " ®E"VEP®OELi«"iUIE>EAIVOA ' IPELAI>V..EevVEP®eOAE>VVc
has occurred, and

UEEl...iE«eAA L iEVe "Aipn0i"ViAEeVE " ®IEAi«eAI""}EAIVOA"IPELAI>V...i/

(23.10) We will avoid communications practices that are inconsistent with our messages about avoiding
fraud. For instance, we will not:

UEEOAIEO A"V Ii Ei“>"+E®eAElivi«...e"iEVe I>VIEIE>AZEP®eOEIcE" "/
information or secure code or password to us, or
UEAiI" EPeOEO A"V Ii Ei“>"«AEI...>IE""V.D iE>Ii>V..“i"TA°

(23.11) If you receive such communications, delete them im mediately or hang up on the caller. If a message

includes our brand or name or makes reference to your banking details, contact us to report the incident.

(23.12) We will provide you with options to report security breaches at any time.

24. If you are in ®nancial dif®culties

(24.1) We will work with you in a constructive way if you experience genuine dif®culties meeting

your ®nancial commitments to us. With your agreement and commitment, we will try to assist you to
overcome those dif®culties. We will do this whether or not you have a right to seek a hardship variation
or change under consumer credit laws.
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(24.2) Without limiting (24.1), we will have procedures in place to ensure we:
UE>" ...iAiEl®eE..>AA.."«EU>A">1"e"E®AEV..>"}iEcAeU " A"e"AE®eVEV®E"/
UEEAiA«e " E«Ae“«l*PEIE>"PEAINOIAIERAE>««"V>I"®"E“> IEIEOAE-
to discuss your ®nancial situation)
UEE}i"O "i+PEVe A iAEP®OAE>««s"V>I"e ERAEAINOIAIIEI>Z"}E>VV®ED
only be able to do this if you provide us with the ®nancial information and documents we may
reasonably need to assess your situation for ourselves

C:
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experiencing longer term dif®culties, we will try to develop an appropriate solution with you to
allow you to meet your obligations
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buy-out business while we are still considering the application or request
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application or request
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25. Working with your representative

(25.1) You may choose to be represented or assisted by another person whom you authorise to act
on your behalf in negotiations with us. For instance, you may be represented by a ®nancial counsellor,
community worker, solicitor, family member or carer. We respect your right to be represented, and will
work with your duly authorised representative if you have one.

26. Debt collection and legal action

(26.1) We and our agents will comply with Debt collection guideline: for collectors and creditors
(October 2005) of the Australian Competition and Consumer Commission and the Australian Securities
and Investments Commission (as amended from time to time). 12

(26.2) If you fall behind with your payments, we will contact you and seek to negotiate a mutually
acceptable repayment arrangement with you, having regard to your ®nancial circumstances as a whole
as well as your obligations to us. If you cooperate with us and commit to dealing with the debt, we will
work with you (or your representative if you have one). Where relevant, we will draw your attention to
our procedures covering members or customers in ®nancial dif®culties (see section 24).

12 Copies of the Debt collection guideline and related consumer publications can be obtained from either ASIC or the ACCC
(available at www.asic.gov.au and www.accc.gov.au).
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(26.3) We will send a written default notice to the last address you have given us, and will give you an
opportunity to pay any amount outstanding on an account with us, before we commence legal action
against you.®® The default notice will specify the date after which we are lawfully entitled to commence
legal proceedings to recover the debt. The notice, or an accompanying letter, will invite you to contact
us to discuss your options.

(26.4) Should we exercise our right to combine your accounts, we will inform you promptly after doing
s0. We will also comply with any applicable requirements of the Code of Operation for Centrelink Direct
Credit Payments

(26.5) We will not seek recovery of, nor will we sell, statute-barred debts. We will only sell debts to debt
buy-out businesses that belong to an External Dispute Resolution scheme approved by the Australian
Securities and Investments Commission.

27. Prompt, fair resolution of complaints

(27.1) The terms 2complaint® and 2dispute® as used in this Code are de®ned in Appendix: De®nitions.

(27.2) We have an internal process for handling complaints of our members or customers in relation

to the products and facilities we issue. We also bdong to one or more External Dispute Resolution
Schemes, approved by the Australian Securities andnvestments Commission, to which you can take any
unresolved complaint against us (if the dispute is within the scheme's terms of reference). Complaints and
disputes about products or facilities distributed by us that other ®nancial institutions have issued should

institution.
(27.3) We are committed to responding to complaints and disputes in a way that is:

UE«Ae“«TE>""EivwV" i~l

UEEVEe "AATI"TEU T ...El...iE+>U]E>««e"V>L+iE"""OAIAPEV® IiAE-""V.0 ""}EI
practice, and

UEv>"AEI®EiUiAPe iE""Ue-Ui’°

(27.4) We will only be able to deal effectively with your complaint if you continue to communicate with
us, and respond to our reasonable requests for information, while we are considering the complaint.

28. Our complaints handling process

(28.1) Our complaints-handling process is consistent with the Guiding Principles and sections 5.1, 6.4,
8.1 and 8.2 of the Australian Standard, Customer satisfactionbGuidelines for complaints handling
in organisations (AS ISO 10 002:2004, MOD).

1 In some cases, we are required to provide such notice by law.
1 Under the law, a ®nancial institution may have a right to combine two or more of its customer's accounts, or in effect to treat
the accounts as a single sum. This right may exist when one of the accounts is in arrears.

22



Mutual Banking Code of Practice

(28.2) Features of our complaints-handling process include:

UEEUIE«A®U IE""veA“>1"e"Ee™E...ceUEUIE i>«EU"T..EVe“«e>""TA]JE""V.C
complaints to an External Dispute Resolution scheme, in our product information, through our
branches and on our website (if we have one). We will give or send you a copy of this information
if you ask us, or if you raise a concern that we are not able to resolve immediately. We will also
explain how the process works

UEEeOAE ""1iA">+E«A®VIAAEVEUIAAE>++EVOAI®“IAEV®E“«s>""TA]JE""V.0"’
Code (See section 30 for further information about breaches of this code). We will ensure our
complaints handling process is adequately resourced

UEEI...iE«AeVIAAE " AEVAIIEIEP®OE>""E>VVIiAA " Lei°E7IiEU e«ELIEyiY Lei
and will not require that initial complaints be made in writing (however, some complaints may
subsequently need to be put in written form to be progressed)

UEEUIEU +«EIAPEIEAIA-UIEP®OAEVRE ‘«*>""TE>AEAe " E>AE«AA L.
possible, we will adhere to timeframes set out in clauses (28.3) and (28.4) in dealing with the
complaint

UEEVEP®eOAEV®E“«e>""IE"AE " ®IEAiA®-Ui"E"“*i"">lieP]EUIEU ««E}"UiEP
a person in our organisation nominated as responsible for dealing with your complaint. As far as
possible, this person will not be someone to whom your complaint relates (however, if we are
a small organisation, this may not be possible)

UEEUIEU ++«E..>UIE>EATA>"}..IveAU>A E«A®@VIAAEVEAE iliA*""""}EPxeOA
go through multiple internal complaints-handling personnel or processes

UEEVEUIE>AIE " eIE>LeiEIcEAIA+UIEP®OAEVE ‘«*>""TEIcEPeOAEA>I"A
writing, giving our reasons. ** Our letter will also tell you how to contact our External Dispute

Resolution scheme, should you wish to take the complaint further. We will take this action within
the time frames set out below.

(28.3) We will do our best to ensure that our investigation is completed, and a decision on your
complaint is communicated to you, within 21 days of our being advised of the complaint. We will inform
you if we need more time.

(28.4) If we are not able to resolve your complaint to your satisfaction within 45 days you may take the
complaint to our External Dispute Resolution scheme, even if we are still considering it (assuming the
complaint is within the scheme's terms of reference). We will inform you that you have this right within
5 business days after the end of the 45-day period.

29. External Dispute Resolution (EDR) schemes

(29.1) Financial services EDR schemes are independent bodies with the power to investigate disputes
against scheme members, and to make decisions that are binding on their members (including requiring
us to make a monetary payment to the person bringing the dispute). They must act in a way that is fair
to all the parties. The schemes are free to our members and customers.

15 The requirement to provide reasons does not apply in the case of immediately resolved complaints.
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(29.2) We belong to one or more EDR schemes approved by the Australian Securities and Investments
Commission. We will tell you which scheme(s) we belong to if you ask us, and we will prominently
disclose this in our information about complaints and disputes, and on our website (if we have one).

(29.3) Our EDR scheme(s) cannot deal with your dispute unless you have attempted to resolve the
problem with us ®rst; and either:

UEEUIE..>UIiE“> iE>EveeA“>+E«cAcr«®A>EIcEAIAc-UIiEl...iEVe“«s>""1]E>"
is not acceptable to you; or
UEE>TE«i>AIE{XxE >PAE..>AEi*>«Ai ' EA""VIEP®eOE“> iEPeOAEV®E“«s>""]

whichever occurs sooner®

30. Complaints about breaches of this Code

(30.1) If you believe we have breached the Code, you can make a complaint to us. If we are not able
to resolve the complaint to your satisfaction and the complaint involves a claim that you have suffered
loss or detriment, you may then refer the matter to the External Dispute Resolution scheme to which we
belong (see sections 27 - 29). If the complaint does not involve a claim that you have suffered loss or
detriment, you can report it to the Compliance Manager (details below). *7

16 There are also various limits on EDR scheme jurisdictions (e.g. monetary and time limits on claims)DPEDR scheme staff will be
able to tell you about these. . o o
7" Alsosee Part EEqQE @ UEI...iE @ [E"AE> "“"""A[iAi °
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Part E =+ How the Code is administered

Publicising the Code

1. In conjunction with Abacus, we will publicise this Code and promote our adoption of it, including in our
branches. We will make copies of the Code available in our branches and will give or post you a copy on
request. We will publish the Code (or a link to it) on our website, if we have one.

Training our staff

2. We will ensure that our employees, agents and representatives receive training on the Code, and that they
apply it in their dealings with you.

Role of Code Compliance Committee and Compliance Manager

3. The Code Compliance Committee is an independent committee established by the Mutual Banking Code
Compliance Committee Association (MBCCCA). It consists of: an industry representative (appointed
by the MBCCCA); a consumer representative (appointed by the MBCCCA on the nomination of
the Consumers Federation of Australia); and an independent Chair (appointed by the MBCCCA in
consultation with ASIC).

4. The responsibilities of the Code Compliance Committee are set out in the Constitution of the MBCCCA 18,
In summary, these responsibilities include monitoring and reporting on compliance with the Code, and
determining Code breach issues that have been referred to it. The Committee will publish an Annual
Report on Code Subscribers' compliance with the Code and the Committee's compliance activities.

5. The Code Compliance Committee may appoint a Compliance Manager to undertake compliance
functions on behalf of the Committee. The Compliance Manager will report to and be directed by the
Committee. Functions of the Compliance Manager may include: receiving compliance reports from Code
Subscribers; receiving and investigating Code breach allegations; undertaking own motion compliance
inquiries; preparing reports and recommendations; and supporting the Committee.

6. Any person may make a complaint about an alleged breach of the Code to the Compliance Manager. This
includes: representatives of government and consumer organisations; representatives of credit unions and
mutual building societies; members and customers of credit unions and mutual building societies; and
other interested organisations and individuals.

7.EE e“«e>""TAE>LeOIE>««i}i ' ELAI>V..iAEeVEI...iE e iE“>PEAi*>IiEIE>"E""" "
or to an individual Code Subscriber (subject to the limitation set out in Part D, section 30 of this Code).
®“«e>""TAE“>PE>«AcEAi*>IiEIEU " itA>"}""}EcAEAPAII“"VE"AAOIAE>""EccA
or many Code Subscribers.

18 The Constitution of the MBCCCA is available at: www.mutualscode.org.au
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Code administration procedures

8. Consistent with the MBCCCA Constitution, the Compl iance Manager and the Code Compliance Committee
will ensure that all parties to a complaint are accorded procedural fairness. As part of this, all patties will
be given a reasonable opportunity to make submissions about the complaint, and a further opportunity
to make submissions before any proposed or draft determination is ®nalised.

9. Consistent with the MBCCCA Constitution, all determinations of the Code Compliance Committee will
be in writing, and will include a description of the complaint, a summary of the Committee's ®ndings and
conclusions, the Committee's decision, and a brief statement of the Committee's reasons.

10. The Code Compliance Committee may (but is not required to) impose one or more of the following
Sanctions on a Code Subscriber:
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course of action.
11. Consistent with the MBCCCA Constitution, the Code Compliance Committee may only impose
a Sanction on a Code Subscriber if it is satis®ed that the Code Subscriber:
UE"AE}O "+ IPEeVEAIA"®OAE®xAEAPAII“"VE " ®"tVe“«s " >"VIEU"I..EI..iE o
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to remedy that breach within a reasonable time, or
UE..>AELAI>V ... i E>"EO iAI>2""1E} Ui"EleEl..iE e*“ llii]EcA

UEE...>AE"®IEI>Zi"EAiIi>Ae™">L+iEAli«cAEIE«AIUI"IE>ELAiI>V..EeVEI..IiE
reoccurring after having been warned by the Committee that a Sanction might be imposed.

Relation to External Dispute Resolution

12. The Code Compliance Committee will establish referral protocols with the External Dispute Resolution
AV ..i“iAETeEU.."V..E @ iE-OLAVA"LiAAELise"}°E/...iAiE«AclieVae«AEU «+Ei
alleged breaches of the Code are directed to the appropriate body in an ef®cient and timely manner.
Consistent with Part D, section 30 of this Code, complaints received by the Compliance Manager
or Code Compliance Committee that relate to claims of loss or detriment will be forwarded to the
applicable External Dispute Resolution scheme for resolution.

13. The Code Compliance Committee will also establish reporting protocols with the External Dispute
Resolution schemes to which Code Subscribers belong. Through these protocols, the Committee will
facilitate the regular provision to the Compliance Manager of aggregated and de-identi®ed information
>LeOIE @ itAie>li'EVe“«e>""TAEE "A«OIiIAEVe@ A" iAi " ELPEI...iE YIiA">«E "/
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Our compliance responsibilities as Code Subscribers

14.

15.

16.

17.

18.

We will be in breach of this Code if our employees, agents, or representatives fail to comply with the
Code when acting on our behalf.

We will cooperate fully with the Code Compliance Committee and the Compliance Manager in the
discharge of their functions, including the undertaking of own motion compliance inquiries and the
investigation of alleged breaches of the Code by us.

Without limiting clause 15, we will comply with any reasonable request to provide access to information,
documents and systems, which the Code Compliance Committee considers necessary to discharge its
functions. We will comply with any such reasonable request except if we certify that to comply with a
request would constitute a breach of either the law or our duty of con®dentiality to a third party, or if
legal professional privilege attaches to the information requested by the Committee. Where the law or
our duty of con®dentiality prevents us from disclosing information without ®rst obtaining the consent

of a third party, we will take reasonable steps to obtain that consent.

We accept that Code breach determinations made, and Sanctions imposed, in accordance with this
Code and the MBCCCA Constitution are binding on us, and will comply with those determinations
>""EceAE->"VI"e"A°E

We will complete an annual compliance report in the required form on our compliance with the Code.
We will submit that report within 3 months of the end of the annual reporting period, or other period
determined by the Code Compliance Committee.

Amending the Code

19.

As Code owner, Abacus may amend the Code from time to time. Before doing so, Abacus will consult
with Code subscribers, ASIC, the Chair of the MBCCCA, the Code Compliance Committee, and other
industry and external stakeholders as Abacus determines.

Reviewing the Code

20.

In consultation with the MBCCCA and the Code Compl iance Committee, Abacus will arrange for an initial
review of the Code, to be undertaken by an independent reviewer. This will begin within 3 years of the
commencement of this Code. Subsequent reviews of the Code will be undertaken at least every 5 years.
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Appendix: De®nitions

For the purposes of this Code, the words and phrases set out in this Appendix are understood as follows.

°/..iE ® i»]E°/..."AE e i»EIilVEQE,iviAAEIeEIl..iE OIO>«E >"Z2""}E @ iEceVE*A>\

°© ®iE ®“«*s">"VIE ““ 1lii»EqE,iviAAEI®EI...iE OI0>+E >"Z2""}E @ IiE e“«e">"Vi
by the Mutual Banking Code Compliance Committee Association, pursuant to the Association's Constitution.

complaints handling process, where a response or resolution is explicitly or implicitly expected.
© "A«OIli»EqQE EVe“«e>""1EI..>IEUIE..>UIiE"eIELIi"E>L*iElEAiAx-UiEicEP®eO

o O>A>"TiinEqE @AE].. iE«OAcce AiAE B EM: OB &S TEESBIOHAIEIVVicIE "EAie>I"c
D12.16.

° »EqE,ivViIAAEI®EI..iE OIO>«E >"Z""}E ®iE ®“«e">"VIiE @““"1liiE AAeV~">I1"
© OIO>+E >"Z2""}E ®iE ®“«+*">"ViE ““"I1iiE AAeV ">1"e"»EqE "E "VeeA«eA>Ii E
under the Associations Incorporation Act 1984 (NSW).

° iUIAAiE“ccAl}>}iEe>"»EqE Eee>"EAiVOAI " EccUiAEPeOAE. . e“iEl...>1E eiAE"

while you remain living in the home. Your debt is r epaid when you vacate the property. This may occur,
for instance, when you move into care, sell your home, or die.

°0-“>eeE OA""iAA»EQqE ELOA "IAAE.. >0 "}EVIiUIAEI..>"\E>®E£44EvOesti"“iE-cAE
manufacture of goods; or, b) in any other case, 20 full time (or equivalent) people.

°"OA»EQE,ivViIAAEIEPeOAE“OIO>+ELO "+ ""}EA®V IiIPE®RAEVAI"TIEO""e"E"VE"I
Practice.
°1A»EQqE,ivViIAAEIEP®eOAE“OIO>+ELDO "« ""}EA®RV ilIPEAEVAI'"TEO""e"E"VE"IE
Practice.
°7i»EQE,iVIAAETIeEP®eOAE“OIO>«ELO "« ""}EA®eV iIPEAEVAI "IEQO""®e"E"VE"IE/
Practice.

°9e O»]E°9 OA»EQE,ivViAAEIeEPeO]EI...iEAI> iA]JE"VEPeOE>AIEOAE"" 00
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