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Information Statement 1. DEFINITIONS

The Credit Card is offered to you on the terms set out in these

Conditions of Use and in the Letter of Offer. Together, these

documents govern the use of the card and all transactions on
the account. In the event of any inconsistency between these

Conditions of Use and the Letter of Offer, the Letter of Offer
will prevail.

Please read the Letter of Offer and these Conditions of Use
carefully. You should also read the information statement
“Things you should know about your proposed credit
contract” which appears at the end of these Conditions of
Use.

If you have any questions concerning these documents,
please contact us.

(NB. This document does not contain all the information we
are required by law to give you before the contract is made.
Further information is contained in the Letter of Offer.)

These Conditions of Use take effect 30 September 2024,

except as otherwise advised in writing and replace all VISA
Credit Card Conditions of Use previously issued.

Visa Credit Card Conditions of Use - Effective 30 September 2024

Australian Mutual Bank Ltd ABN 93 087 650 726, Australian credit licence 236476, AFSL 236476

In these Conditions of Use and the Letter of Offer:

account means the account we set up to record
transactions under the contract.

additional cardholder means a person you nominate and
to whom we issue an additional card.

annual percentage rate means the annual percentage
rate or rates set out in the Letter of Offer and, if varied, the
rate as varied.

ATM (Automatic Teller Machine) is an electronic terminal
which we advise can be used to obtain a cash advance
with the use of the card and PIN.

available credit amount means the amount obtained by
subtracting from the credit limit:

(a)  the negative (debit) balance (if any) of the account
at that time;

any uncleared funds that have been applied to the
account (if any); and

(c)  the amount of all authorised transactions not yet

debited to the account (if any).

(b)
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balance transfer means a transfer to the account, in
accordance with clause 11, of an amount from a credit
or charge account held by you or any other person with
another credit provider in Australia.

biller means an organisation which tells you that you can
make payments to it using BPAY®.

BPAY® means the electronic payment scheme called
BPAY® operated in co-operation between Australian
financial institutions, which enables you to effect bill
payments to billers who participate in BPAY®, either via
internet access or by any other method approved by us
from time to time.

BPAY® payment means a payment transacted by us on
your behalf using BPAY®.

BPAY® processing day means any day on which banks
in Melbourne or Sydney are able to effect settlement
through the Reserve Bank of Australia.

business day means a day that is not Saturday or
Sunday or a public holiday or bank holiday in the place
concerned.

card means a credit card we issue to you or to any
additional cardholder for use on the account.

card details means the information provided on the card
and includes, but is not limited to, the card number and
expiry date.

cardholder means you or any additional cardholder.

cash advance means a transaction on the account which
results in you receiving actual cash (whether at a branch
or via an electronic terminal or by other means) and
includes:

(a)  apurchase of “quasi-cash” items such as gambling
chips or travellers cheques;

(b)  the payment of a bill at a bank or agent of the biller,
which is nominated by the biller (for example, the
payment of tertiary fees or utility bills);

(c)  afunds transfer to another account held by you or a
third party with us or another financial institution; or

(d) aBPAY® payment.

charge means an amount debited to the account,
including a cash advance, purchase, balance transfer,
fee, interest charge, tax and any other amount you have
agreed to pay us or be liable for under the contract.

contract means the credit contract between you and
us, comprising these Conditions of Use and the Letter of
Offer.

credit limit means the credit limit for the account
set out in the Letter of Offer and, if varied, the credit limit
as varied.

cut off time means the time advised to you, prior to

you confirming the payment instructions, by which your
payment instructions must be received by us in order
for those instructions to be processed that business day
by BPAY® or by us for any other payment or transfer
instructions.

delinquent account means the status of the account
when you have not met the payment conditions under
the contract.
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digital channels means the Australian Mutual Bank
mobile banking application or internet banking.

digital wallet means an electronic device or an online
service that securely stores payment information and
allows for electronic transactions to be made.

EFTPOS (Electronic Funds Transfer Point of Sale terminal)
is an electronic terminal which we advise can be used to
make purchases with the use of the card.

electronic equipment includes, but is not limited to, an
electronic terminal, computer, television and telephone.

electronic terminal means the electronic equipment,
electronic system, communications system or software
controlled or provided by or on behalf of us or any other
third party for use with the card and PIN to conduct an
electronic transaction and includes, but is not limited to,
an ATM and EFTPOS.

electronic transaction means a payment, funds transfer
or cash withdrawal transaction initiated using electronic
equipment that is not intended to be authenticated

by comparing a manual signature with a specimen
signature.

identifier means information that a cardholder must
provide to perform a transaction and which the
cardholder knows but is not required to keep confidential,
such as an account number or a serial number.

inactive account means a credit card account that has
not been operated on either by deposit or withdrawal for
a period of 24 months.

Letter of Offer means the Letter of Offer, including the
Financial Information Table, which we send you advising
of our approval of your application for the card. It forms
part of your contract with us.

merchant means a business which accepts the card as
payment for goods and services.

minimum monthly payment means the amount
determined in accordance with clause 17.2. It will be
included in the "Minimum Payment” amount in your
statement of account.

National Credit Code means the National Credit Code
set out in Schedule 1to the National Consumer Credit
Protection Act 2009 (Cth).

pass code means a PIN or any other password or code
that the user must keep confidential and which may be
required to authenticate an electronic transaction or the
user. It does not include a security number printed on a
card.

PIN means the Personal Identification Number which is
issued to a cardholder by us for use with a card at an
ATM or EFTPOS.

purchase means any transaction (other than a cash
advance) with a merchant, the payment for which is
authorised by a cardholder to be made on the account
and includes an order made for goods or services which
are not taken.

regular payment arrangement means either a recurring
or an instalment payment agreement between you

(the cardholder) and a merchant in which you have
preauthorised the merchant to bill your Linked Account at
predetermined intervals (e.g. monthly or quarterly) or at
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intervals agreed by you. The amount may differ or be the
same for each transaction.

transaction means a transaction on your account,
including withdrawing cash from an ATM, purchasing
goods and/or services at VISA outlets, and making a
payment via the internet or telephone using the card
number.

unauthorised means without the knowledge or consent
of a user.

unpaid daily balance means the unpaid balance of the
account (being the excess of all amounts debited over all
amounts credited to the account) at the end of each day.
user means you, any additional cardholder and any
other individual authorised by you and us to perform
transactions.

Visa Direct means the funds transfer service which allows
funds to be transferred (and received immediately) from
one Visa Card to another.

we, us, our or Australian Mutual Bank Limited (AMBL)
means Financial Institution that issued you with the card.

you, your means the account holder. If there is more than
one account holder, each is liable jointly and severally
under the contract.

THE CREDIT CARD CONTRACT

You will accept our offer and be bound by the credit
contract and these Conditions of Use when you first use
your card or activate the account.

3. ACCOUNT ACTIVATION, CARD SECURITY AND

LIABILITY

3.1 All cards issued remain our property and must be
returned or destroyed if we ask you to do so.

3.2A card can only be used if the account to which it
relates has been activated and the card has been
signed by the cardholder. A card is only valid for
the period printed on it. It cannot be used before its
commencement date or after its expiry date.

3.3 The account is a single account for all cards which
may be issued under the contract.

3.4 The new account will be activated when you do one
of the following:

() telephone us to activate the account;

(b)  tell us to activate the account when we
telephone you or you telephone us; or

(c)  give us your written instruction to activate the
account.

3.5  You must sign the card as soon as you receive it and
before you use it. You must also ensure that each
additional cardholder signs his or her card as soon
as it is received and before it is used.

3.6 Subject to these Conditions of Use, you are liable
for all charges on the account including charges
incurred by an additional cardholder. You must
ensure that all cards are used in accordance with
these Conditions of Use.

Visa Credit Card Conditions of Use - Effective 30 September 2024

Australian Mutual Bank Ltd ABN 93 087 650 726, Australian credit licence 236476, AFSL 236476

3.7 We will provide a PIN to use the card with certain
electronic equipment. You agree to protect
this PIN as a means of preventing fraudulent or
unauthorised use of the card. We may also give
you or allow you to select another pass code
for transactions. You must keep any pass code
confidential. Please refer to clause 32 for more
requirements and guidelines in relation to security.

3.8 A user must notify us immediately on becoming
aware that a card is lost, stolen or used without your
authority, or that a pass code has become known
to someone else (or the user suspects that it has
become known to someone else) by:

(a)  telephoning the Card Service Centre 24 hour
toll free hotline in Australia on the numbers
listed below; or

(b)  advising any financial institution that displays
the VISA logo.

VISA CARD HOTLINE
Australia wide toll free
1800 648 027
From overseas
+61 2 8299 9101

39 If the loss, theft or misuse occurs OUTSIDE
AUSTRALIA, a user must notify an organisation
displaying the VISA sign and also then confirm the
loss, theft or misuse of the card or breach of pass
code security:

(@) with us by telephone or priority paid mail as
soon as possible; or

(b) by telephoning the VISA Card Hotline number
for the country the user(s) is/are in, which
must be obtained from us prior to departure
(see clause 15.5).

310 We will acknowledge the notification by giving a
reference number that verifies the date and time
we were contacted. Please retain this number as
evidence of the time of contacting us.

311 If for any reason the hotline is unavailable and
this prevents notification, you will not be liable for
any unauthorised transaction during this period
which could have been prevented had the hotline
been available, provided we are notified within a
reasonable time of the hotline becoming available
again.

3.12  Delay in notifying us may increase your liability.
313 You are not liable for losses arising from an

unauthorised electronic transaction:

(@) whereitis clear that a user has not
contributed to the loss

(b)  caused by the fraud or negligence of:
i employees or agents of us;
ii any third party involved in networking
arrangements; or
iii any merchant or their employee or
agent;

(c)  caused by the same transaction being
incorrectly debited more than once to the
same account;
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314

315

3.16

3.7

(d)  caused by a forged, faulty, expired or
cancelled card, identifier or pass code;

(e)  caused by an electronic transaction which
does not require pass code authorisation that
occurred before receipt of the card;

() caused by an electronic transaction which
requires pass code authorisation that
occurred before receipt of the pass code;

(g)  arising from an unauthorised electronic
transaction that can be made using an
identifier without the card or pass code; or

(h)  arising from an unauthorised electronic
transaction that can be made using the card,
or the card and an identifier, but without a
pass code, if you do not unreasonably delay
reporting the loss or theft of the card.

If there is a dispute about whether a user received a
card or pass code:

(a) it is presumed that the user did not receive it,
unless we can prove that the user did
receive it;

(b)  we can prove that the user did receive it by
obtaining an acknowledgment of receipt from
the user; and

(c)  we may not rely on proof of delivery to the
correct mailing address or electronic address
of the user to prove that the user did
receive it.

Where we can prove on the balance of probability
that a user contributed to a lossfrom an
unauthorised electronic transaction through fraud,
or breaching the pass code security requirements,
then you are liable in full for the actual losses that
occur before the loss, theft or misuse of the card or
breach of pass code security is reported to us or the
VISA Card Hotline. However, you are

not liable for the portion of losses:

(a)  incurred on any one day that exceeds any
applicable daily transaction limit on your
account;

(b)  incurred in any period that exceeds any
applicable periodic transaction limit on your
account;

(c) that exceeds the balance on your account,
including any pre-arranged credit; or

(d)  incurred on any account that you and we had
not agreed could be accessed using the card
or identifier and/or pass code used to perform
the electronic transaction.

You are liable for losses arising from unauthorised
electronic transactions that occur because a
cardholder contributed to losses by leaving a card in
an ATM, as long as the ATM incorporates reasonable
safety standards that mitigate the risk of a card
being left in the ATM.

Where we can prove, on the balance of probability,
that a user contributed to losses resulting from

an unauthorised electronic transaction by
unreasonably delaying reporting the misuse, loss or
theft of a card, or that the pass code security has
been breached, you are liable for the actual losses
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3.18

3.9

3.20

3.21

3.22

that occur between when you became aware of
the security compromise (or should reasonably have
become aware in the case of a lost or stolen card),
and when the security compromise was reported

to us or the VISA Card Hotline. However, you are not
liable for the portion of losses:

(a)  incurred on any one day that exceeds any
applicable daily transaction limit on your
account;

(b)  incurred in any period that exceeds any
applicable periodic transaction limit on your
account;

(c)  that exceeds the balance on your account,
including any pre-arranged credit; or

(d)  incurred on any account that you and we
had not agreed could be accessed using the
card and/or pass code used to perform the
electronic transaction.

Where a pass code was required to perform an
unauthorised electronic transaction and clauses 3.15,
3.16 and 3.17 do not apply, your liability is the

lesser of:

(@)  AU$150;

(b)  the actual loss at the time of notification to
us or the VISA Card Hotline of the misuse, loss
or theft of the card, or of the breach of pass
code security (except that portion of the loss
that exceeds any daily or periodic transaction
limits applicable to the use of your card or your
account); or

(c)  the balance of your account.

If a user reports an unauthorised electronic
transaction, we will not hold you liable for losses
under this clause 3 for an amount greater than your
liability if we exercised any rights under the rules of
the VISA credit card scheme at the time the report
was made against other parties to the scheme (for
example, charge-back rights).

You will not be liable for any loss caused by the
failure of a system or equipment provided by any
party to a shared electronic network to complete
an electronic transaction which has been accepted
by the system or equipment in accordance with a
user's instructions. If a user should reasonably have
been aware that a system or equipment provided
by any party to a shared electronic network was
unavailable or malfunctioning, our liability in
relation to an electronic transaction will be limited
to correcting any errors and refunding any fees or
charges imposed on you.

Notwithstanding any of the above provisions,

your liability will not exceed your liability under the
provisions of the ePayments Code, where that code
applies.

For a transaction that is not an unauthorised
electronic transaction, if a card or pass code is
used without authority, you are liable for that use
before notification to us or the VISA Card Hotline of
the unauthorised use, up to the credit limit less any
amount recovered by us by exercising our rights (if
any) under the operating rules applicable to the
VISA credit card scheme against other parties to
that scheme.
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4. ADDITIONAL CARDHOLDERS

4.1

4.2

4.3

L

4.5

We may issue a card to any person you hominate,
provided that person is at least 18 years of age and
satisfies the identity verification requirements of
the Anti-Money Laundering and Counter-Terrorism
Financing Act 2006.

All transactions effected or authorised by an
additional cardholder will be treated as having
been authorised by you and you will be responsible
for them.

You must ensure that each additional cardholder
receives a copy of the contract, reads it and
protects their card and PIN and any other pass
code in the same way as the contract requires you
to protect your card and PIN and any other pass
code. If an additional cardholder does not comply
with the contract, you will be liable to us.

You acknowledge and agree that any additional
cardholder can:

(a) operate the credit card account in the same
way that you can (however, an additional
cardholder cannot ask us to increase the
credit limit or nominate another person to
receive a card); and

(b) access financial information about the
account including information relating to
transactions, the account balance, the
available credit amount and the minimum
monthly payment.

You can at any time revoke the authority of an
additional cardholder to operate the account by
telling us in writing and by returning the additional
card to us. We will then cancel the additional card.
Except for transactions which were processed and
approved before we received your instructions
and transactions we are otherwise unable to stop,
you will not be liable for transactions effected by
the additional cardholder after we receive your
instructions to revoke their authority.

5. CREDIT LIMIT

51

5.2

5.3

S.4

Your credit limit is set out in the Letter of Offer.

You can ask us to increase the credit limit at any
time but we are not required to agree. It will be
increased only at your request, subject to our
assessment consistent with clauses 5.2 and 5.3, and
with your consent.

Any request from you to increase your credit card
limit will be assessed using our lending criteria, and
your request can and will be declined for reasons
including compliance with Responsible Lending
laws.

As part of our assessment for any credit limit
increases, we will take into consideration your ability
to repay your credit limit over a period prescribed
by regulation. Failure to meet this requirement can
and will lead to your request for a credit card limit
increase being declined.

The credit limit is the maximum amount of credit
you may obtain on the account. The account
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5.5

5.6

5.7

5.8

balance must not exceed the credit limit. Any
amount in excess of the credit limit must be paid to
us immediately.

We can reduce the credit limit at any time, whether
or not you are in default under the contract and
without prior notice to you. We will advise you as
soon as possible if we do so.

We will debit transactions on the account against
any positive (CR) balance before reducing the
available credit amount.

The credit limit does not change simply because we
debit an amount to the account that causes the
account balance to exceed the credit limit.

Where you wish to either reduce your credit card
limit or close your credit card account by repaying
all amounts, interest, fees and charges, you will be
able to do so through our website. At all times we
will honour your request, and act upon as soon as
possible.

CODES OF PRACTICE

6.1

6.2

We warrant that we will comply with the
requirements of the ePayments Code and the
Customer Owned Banking Code of Practice, where
those requirements apply to your dealings with

us, and where we have subscribed to any industry
codes, including mandatory codes.

You may obtain general descriptive information
about our products and services from us on request.

USING THE CARD

71

7.2

7.3

T4

7.5

7.6

77

The account must not be used for any unlawful
purpose, including the purchase of goods or
services prohibited by the laws of the jurisdiction of
purchase.

The account cannot be used for, and authorisation
will be declined for, any online gambling
transactions including but not limited to: betting
(including Sportsbet), lotteries, casinos, racing and
overseds binary companies.

Some merchants and financial institutions may
impose a lower maximum and/or a minimum
amount on electronic transactions.

The maximum daily ATM cash advance amount for
the account is AU$2,000 or as we advise you from
time to time in accordance with clause 24.

Cash advances from ATMs will only be available
upon entry of the correct PIN in conjunction with the
use of the card.

You may request a balance transfer in accordance
with clause 11.
You agree that we can debit the account with

all transactions authorised by a cardholder.
Transactions can be authorised by:

(a)  using a card, alone or together with your PIN,
at any electronic terminal;
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(b)  using a card, alone or together with your PIN,

at any electronic terminal;

(c)  for aninternational transaction, presenting a
card to a merchant and signing a voucher or

other documentation acceptable to us
authorising the transaction; or

(d) providing the card details to a merchant or
to any other party to whom payment is to be
made, either directly or via a third party, in a
manner acceptable to us, for example, over
the phone or on-line.

78 A transaction can be authorised for a particular
amount or for particular goods or services. For
example, if you hire a car, you may authorise a
transaction for both the rental and any additional
costs, such as the cost of any damage to the
vehicle.

79 When a transaction is authorised by a cardholder:

() the cardholder is confirming the validity of
the amount of the transaction, that is, the

transaction correctly represents the purchase
price of the goods or services obtained, or the

amount of the cash advance;
(b) you agree that we are providing you with

credit equal to the amount of the transaction
on the date on which the transaction is made;

and

(c) you agree to pay (in Australian dollars) the
amount of that transaction.

710 If you have been issued with a VISA PayWave

card which is identifiable by the PayWave logo, you

will be able to make faster purchases. Instead of
swiping your card as you always have, you will be

able to make a transaction by holding or tappinga

Visa PayWave card or Digital Wallet within 4cm of
an Electronic Terminal without having to insert or
swipe the card.

711 You can receive funds transferred by another
Visa cardholder via Visa Direct up to the value of
AU$2,000. Any transfers that exceed the transfer
limit will not be processed and funds will be
returned to the sender. To receive funds, you need
to provide only your 16 digit Visa card number to

the sender. You should not provide any further Visa
card details such as the expiry date or your PIN. The

funds should normally be received in your Linked
Account within a few minutes but may take up to
30 minutes. You cannot transfer funds using this
service, you can only receive them.

712 Payments using the PayWave functionality can only

be made at a participating merchant outlet and

if your purchase under AU$100.00. If your purchase
is equal to or over AU$100.00, you'll still need enter
a PIN, apart from Digital Wallet transactions which

generally will not need you to enter your PIN.

713 The VISA and our security systems continue to
protect you from unauthorised transactions. The
same conditions apply to your VISA PayWave
transactions as your other VISA card transactions.

714 The VISA and our security systems continue to
protect you from unauthorised transactions. The
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715

same conditions apply to your VISA PayWave
transactions as your other VISA card transactions.

Using The Digitally Issued Card

(@) You must ensure that card you maintain the
security and do not disclose the details of a
card issued through Digital Channels.

(b)  Where the card is issued through Digital
Channels it can be used before you receive
the plastic card, e.g. by adding the card to a
Digital Walllet (where available).

(c) To ensure that safety of cards added to a
Digital Walllet, refer to: australianmutual.bank/
digital-banking/digital-wallet-terms-of-use

8. AUTHORISATION BY US

8.1

8.2

We may choose at any time not to authorise a
transaction, where this is required for security or
credit risk purposes. We will not be liable to you or
anyone else for any loss or damage resulting from
our refusal to do so.

Once we authorise a transaction we will reduce the
available credit amount. If the transaction is not
completed, the available credit amount may not
be reinstated for up to 4 business days after the
authorisation is obtained.

9. STANDING AUTHORITIES

91

92

93

You can, at any time, authorise another person
pursuant to a periodic authority to debit the
account.

To cancel such an authority, you should notify
that third party according to any arrangements
between you and that third party. You may also
notify us.

In some circumstances, if the account number
changes, the account is closed, a card is lost,
stolen, or cancelled, and you fail to provide
alternative payment details (for example, your new
account number) to the third party, we may stop
processing the debit transactions, after giving
notice to the third party, and this may cause the
third party to stop providing you the goods and
services.

10. CREDIT CARD ACCEPTANCE

10.1

10.2

10.3

Financial institutions and merchants displaying
the VISA symbol will normally honour your credit
card. However, credit card promotional material
displayed on any premises cannot be taken as
a warranty by the financial institution, merchant
or any person carrying on business there that alll
goods and services available at those premises
may be purchased with the credit card.

The price the merchant charges for goods and
services purchased using the card may vary from
the price a merchant charges for the same goods
and services purchased with cash.

Unless required to do so by law (for example, by the
consumer guarantees that services will be rendered
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10.4

10.5

with due care and skill and will be fit for their
purpose), we do not accept any liability for:

(a) any financial institution or merchant displaying
a VISA symbol who refuses to accept or
honour a card, does not allow cash advances
or imposes limits or conditions on use of a
card; or

(b) goods and services purchased with a card.
However, you are generally entitled to reverse
or charge back a transaction where the
transaction has been effected using the card
or by providing the card details to acquire
goods or services and you have a dispute
with the merchant (for instance, the merchant
has not provided you with the goods and/or
services you paid for and you have tried to get
a refund and were unsuccessful). Chargebacks
are governed by the operating rules
applicable to the VISA credit card scheme.

Please contact us for more information about your
chargeback rights.

Any complaints about goods and services
purchased with a card must be resolved directly
with the merchant concerned.

11. BALANCE TRANSFER

You may request us to transfer to the account the
outstanding balance of a credit or charge account held
by a cardholder or any other person with another credit
provider, provided that:

(a)

(b)

(c)

a balance transfer will only be permitted up to the
available credit amount;

the balance transfer amount is greater than the
amount we specify from time to time in our Letter of
Offer; and

the account is not delinquent.

12. INTEREST RATES

The annual percentage rate that applies to the account
is stated in the Letter of Offer. The "daily percentage rate”
is calculated by dividing the annual percentage rate by
365. If a change is made to the annual percentage rate,
you will be notified in accordance with clause 24.

13. INTEREST

131

13.2

In this clause, due date means the date set out
in your statement of account as the date the
minimum monthly payment is due.

Interest—Free Purchases: We do not charge interest
on a purchase listed in your statement of account
to the extent that:

(a) you make a payment in respect of that
statement of account by the due date; and

(b)  no part of that payment is applied by us, in
accordance with clause 18, to an amount
owing on a previous statement of account.
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13.3

13.4

13.5

13.6

Otherwise, interest will be payable in accordance
with clause 13.5 on each purchase listed in your
statement of account from the date the purchase
is posted to your account until the date it is paid in
full.

As long as you pay all amounts, including
outstanding balances, fees or interest by the
payment due date, you can benefit from interest
free period. Otherwise, you may lose this interest
free benefit where interest will be charged on
applicable residual balances commencing the day
after the payment due date.

Cash Advances: There is no interest free period

for cash advances. Cash advances incur interest

in accordance with clause 13.5 from the date the
transaction is posted to your account until the date
the transaction is paid in full.

Calculation of Interest: Subject to clause 13.2,
interest is calculated daily by applying the daily
percentage rate to the unpaid daily balance of the
account and is debited to the account on the last
day of the statement period.

Interest on Deposits: We will not pay you interest on
any positive (credit) balance on the account.

14. FEES AND CHARGES

14.1

14.2

14.3

4.4

14.5

You must pay us the fees and charges in the
amounts and at the times set out in the Letter of
Offer, as required by these Conditions of Use or as
notified under clause 24. We may debit them to the
account and they will appear in your statement of
account.

You must pay us an amount equal to any
government tax, duty or charge imposed by law in
any country in respect of the card, the account or
contract, the use of the card or any transaction in
relation to the account.

You must pay any “Annual Fee" referred to in the
Letter of Offer (as varied from time to time). The
Annual Fee will be debited to the account upon
acceptance of the contract and then annually in
advance until the credit card account is closed
and is paid in full (except where the Letter of Offer
otherwise provides).

No refund of the fee, or any part of it, is payable
when the credit card account is closed.

Any fee or charge in foreign currency will be
converted into Australian dollars in accordance with
clause 15.1.

All fees and charges debited to the account will be
payable by you in accordance with clause 17.

15. USING THE CARD OR TRANSACTIONS
PROCESSED OUTSIDE AUSTRALIA

15.1

All transactions made in a foreign currency on the
VISA card will be converted into Australian currency
by VISA, and calculated at a wholesale market rate
selected by VISA from within a range of wholesale
rates or the government mandated rate that is
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15.2

15.3

15.4

15.5

15.6

in effect one day prior to the Central Processing
Date (that is, the date on which VISA processes the
transaction).

All transactions made in a foreign currency on the
VISA card, or in Australian currency but processed
offshore, are subject to an international transaction
fee equal to 2% of the value of the transaction and
payable to Cuscal Limited ((Cuscal), ABN 95 087
822 455 and Australian Financial Services Licence
number 244116), the principal member of VISA
Worldwide, plus 1% of the value of the transaction
payable to us. The amount of this international
transaction fee is subject to change from time to
time and we will advise you in advance of any
such change in accordance with clause 24.

Some overseas merchants and automatic teller
machines charge a surcharge for making an
electronic transaction. Once you have confirmed
the transaction you will not be able to dispute the
surcharge. The surcharge may appear on your
statement as part of the purchase price.

Some oversedas merchants and electronic terminals
allow the cardholder the option to convert the
value of the transaction into Australian dollars

at the point of sale, also known as Dynamic
Currency Conversion. Once you have confirmed
the transaction you will not be able to dispute the
exchange rate applied.

Before travelling overseas, you or an additional
cardholder should consult us to obtain VISA Card
Hotline telephone numbers for the country of
destination.

A cardholder must comply with all applicable
exchange control and tax laws governing the use of
the card and you indemnify us against liability, loss,
fees, charges or costs arising as a consequence of
a failure to comply with them.

16. STATEMENTS

16.1

16.2

16.3

16.4

We will send you a statement of account each
month where there is any financial activity or a
balance outstanding on the account. In all other
cases we will send you a statement of account at
least every 6 months and you may request more
frequent statements.

Each debit and credit to the account takes effect
on the date we assign to it which may not be the
date on which it is processed and we may adjust
any debit or credit at any time to reflect your and
our obligations and the terms of this contract.

You should check each statement of account and
tell us of any entry in the statement which you
dispute.

You may request a copy of any statement of
account at any time subject to any fee referred to
in the Letter of Offer.
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17. PAYMENTS

171

17.2

17.3

174

17.5

176

177

17.8

179

1710

You must pay us immediately upon receipt of the
statement of account:

(a)  the amount (if any) by which the closing
balance exceeds the credit limit; and

(b)  the amount (if any) of any minimum monthly
payment which remains unpaid from a
previous statement of account (shown
as "overdue amount” in the statement of
account).

You must also pay us by the statement “Due Date”
the amount of a minimum monthly payment (if any)
for the month in respect of which the statement of
account is issued. If you do not pay the minimum
monthly payment by the statement “Due Date”, a
Late Payment Fee may apply. Please refer to the
Letter of Offer for details. The minimum monthly
payment for that month will be the greater of 3%
(rounded up to the nearest dollar) of the closing
balance or AU$25, or if that closing balance is
AU$26 or less, that closing balance.

The statement of account will include all amounts
owing under clauses 171 and 17.2 in the "Minimum
Payment” amount on the statement.

You may pay us as much as you wish towards the
closing balance of the statement of account in
addition to the amounts referred to in clauses 17.1
and 17.2. Subject to clause 13, if the closing balance
is paid in full, you may be entitled to an interest-
free period in respect of certain transactions.

A payment of the account can only be made in
Australia and in Australian dollars.

If you will be overseas when a payment is due, it will
be necessary to arrange for payments to be made
to the account in Australia in your absence.

For the purpose of this clause 17, a reversal or refund
of charges to the account is not a payment to the
account.

A payment will not be treated as made until the
date we credit the payment to the account in

the ordinary course of business. If paying by mail
you should allow adequate time for the payment
to reach us before the statement due date. (The
proceeds of any payment made by cheque or
other instrument or through the GiroPost system will
not be available to increase the available credit
amount until honoured).

If the statement "Due Date” is not a business day,
the payment must be made on or by the last
business day immediately before the statement
“Due Date".

If your cheque or other payment instrument is not
honoured in full when first presented or if a payment
through the GiroPost system is not honoured in full,
the payment will not constitute a valid payment
and you will be charged the payment dishonour fee

referred to in the Letter of Offer.
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18. APPLICATION OF PAYMENTS

19.

We will apply payments we receive on your account
first to amounts owing which attract the highest annual
percentage rate and then to the next highest interest
rate and so on.

DEFAULT

191

192

19.3

194

You will be in default under this contract if you:

(a) fail to pay us any payment due under this
contract when it is due;

(b) exceed the credit limit;

(c) fail to comply with your obligations under
clauses 3, 4, 5, 7 13, 14 or 17 of these Conditions
of Use; or

(d) give us incorrect or misleading information in
connection with this contract.

If you default we may (subject to clause 19.3):
(a) cancelall cards;

(b)  require you to pay us on demand the
outstanding balance of the account (including
amounts which you become liable to pay
under the contract and which are yet to be
debited to the account);

(c) exercise any other rights that the law gives us;
and

(d) require you to pay us on demand reasonable
enforcement expenses we reasonably incur
in the exercise of our rights against you,
including legal fees.

Our right to take action against you under clause
192 may be subject to a requirement of the
National Credit Code that we first give a notice
allowing you at least 30 days from the date of

the notice to remedy the default. If so, you will

be deemed to have failed to remedy the default
specified in the notice if, at the end of the time
allowed by that notice, you have remedied that
default but have committed another of the same
type. If you do not comply with the notice, if we are
not required to give you a notice, or if the notice
need not require you to remedy the default, we can
take action against you under clause 19.2.

If an obligation to pay us an amount under the
contract becomes merged in a court order or
judgement, you must pay us interest on that
amount daily until paid at the rate of interest
applying to our VISA Credit Cards at that time.

20. CLOSURE OF THE ACCOUNT AND
CANCELLATION OF THE CARD BY US

20.1 We reserve the right to close the account at any

time.

20.2 We may close the account without prior notice if:

(@)  we believe that use of a card or the account
may cause loss to you or to us or where
required for security or credit risk purposes;
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20.3

20.4

20.5

20.6

(b)  the account is inactive: or

(c)  the credit limit has been exceeded (Note that
we may elect not to close the account for this
reason but the fact that we have elected not
to do so on one or more previous occasions
does not stop us from closing it whenever the
credit limit has been exceeded).

Unless you are in default or we have previously
given you notice to that effect, we will give you
written notice as soon as possible after we close
your account.

We may also close the account upon giving you
not less than three months' written notice.

If the account is closed, all cards issued in relation
to the account will be cancelled.

We will not cancel any individual card without
good reason but we may cancel a card at any time
without prior notice if we believe that use of the
card may cause loss to you or us or where required
for security or credit risk purposes. If we do so, we
will give you written notice as soon as possible
afterwards.

21. CLOSURE OF THE ACCOUNT AND
CANCELLATION OF THE CARD BY YOU

211

212

21.3

You may close the account at any time by making
a written request to us. If the account is closed, all
credit cards issued in relation to the account will be
cancelled.

You may request us in writing, in accordance with
clause 4.5, to cancel the card of an additional
cardholder.

Written requests should be mailed to our postal
address as set out in your statement of account.

22. WHEN THE ACCOUNT IS CLOSED OR A CARD
IS CANCELLED

221

222

When we cancel a card, including when you
request it

(@)  we will confirm the cancellation;
(b) the card must not be used; and

(c) the card must be returned to us (cut
diagonally in half) or you must satisfy us that it
has been destroyed.

If the account is closed, including when you request
it:
(a) all cards must not be used;

(b) all cards must be returned to us (cut
diagonally in half) or you must satisfy us that
they have been destroyed;

(c) you must pay the minimum monthly payment
each month if an outstanding balance
remains;
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your obligations under the contract will
continue until you pay us the total amount you
owe us (including amounts which you become
liable to pay under the contract and which are
not yet debited to the account); and

(e)

you should cancel all periodic debit authorities
which apply to the account.

22.3 If the account has a positive (credit) balance
when it is closed, we will send you a refund for that
balance (unless those funds have been remitted as
unclaimed money in accordance with the law) or

deposit the funds into any of your accounts with us.

23. CHANGE OF ADDRESS

You must tell us promptly if you change your address.

24. CHANGES TO THE CONTRACT

24.1 We may change the contract at any time without
your consent for one or more of the following
reasons:

(a) to comply with any change or anticipated
change in any relevant law, code of practice,

guidance or general industry practice;

(b)  to reflect any decision of a court, ombudsman
or regulator;

(c) toreflect a change in our systems or
procedures, including for security reasons;

(d) as aresult of changed circumstances
(including by adding benefits or new features);

(e) torespond proportionately to changes in the

cost of providing the card or the account
(including by changing interest rates); or

() to make them clearer.

24.2 The changes we may make include:

(a) changing the annual percentage rate;

(b) changing the method of calculating the
minimum monthly payment;

(c) changing the frequency of any payment;

(d) changing the amount or frequency of
payment of any fee or charge;

(e) imposing a new fee or charge;

() reducing (but not increasing) the credit limit;

(@) changing the method of calculating or
debiting interest; and
(n)  changing the maximum daily cash withdrawal

limit.
24.3  We will give you notice of any change in
accordance with any requirement of the Nationall
Credit Code or any other code or law which may
apply. For example, we will give:

(a) notice of anincrease in the annual percentage
rate by writing to you or by newspaper
advertisement no later than the day on which
the increase is to take effect;

(b) atleast 20 days written notice if we:
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25

26

27.

i.  increase charges relating solely to the
use of the card, PIN or card details or the
issue of any replacement card, PIN or
card details;

ii. increase your liability for losses for
electronic transactions;

ii. impose, remove or adjust a daily or other
periodic transaction limit applying to
the use of the card, PIN, card details, the
account or electronic equipment;

iv. change the amount, frequency or time for
payment of a credit fee or charge or the
minimum monthly payment; or

v. make any other change to the contract
which increases your obligations or
reduces the time for any payment

at least 30 days (or such lesser period as may
be set by the Customer Owned Banking Code
of Practice) written notice of:

i.  any change in the manner in which
interest in calculated or the frequency
with which it is debited; or

i. theimposition of a new fee or charge.

24.4 To the extent permitted by law, we are not required
to give you advance notice of:

(a)  areduction or cancellation of daily card limits
for electronic transactions which are cash
withdrawals, purchases or transfers using
electronic banking; or

(b)  other changes to the Conditions of Use, where

these changes are required to immediately
restore or maintain the security of a system or
individual accounts.

24.5 We will supply information on current interest rates
and fees and charges on request.

CARD RENEWAL

We may automatically issue you and any additional
cardholder with a replacement card whenever the
current card expires at our discretion. The use of any
replacement card is subject to this contract.

NO WAIVER

Our rights under this contract are unaffected by any
delay in exercising them, by us giving you any time or
other indulgence, or by the acceptance of monies from
you after you default.

ASSIGNMENT

We may assign or otherwise deal with our rights under
the contract without your consent and in any way we
consider appropriate and you authorise us to disclose
any information about the account to any person in
connection with the assignment.
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28. COMMISSIONS AND RELATED PAYMENTS

281

282

If you take out “Credit Card Insurance” (a form of
consumer credit insurance) through an arrangement
we have with an insurance company then we may
receive commission for the introduction of insurance
business. The commission will be disclosed to you in
the Letter of Offer.

If you choose to debit the premiums from your
account (annually or monthly), such a debit will be
shown on your statement.

29. EVIDENCE

291

292

You agree that a sales voucher or other record

of a transaction provided by a merchant or ATM

is admissible evidence of the transaction and of
the amount shown, even if it is not signed by a
cardholder, and that, unless you show satisfactory
evidence to the contrary, it is conclusive evidence.

You also agree that a statement given by us stating
the amount of the outstanding balance of the
account, or any other amount recorded on the
account, is admissible evidence that the amount

is in fact owing at the date of the statement and
that, unless you show satisfactory evidence to the
contrary, it is conclusive evidence.

30. NATIONAL CREDIT CODE

If any provision of the contract is invalid or unenforceable
under the National Credit Code, it is to be severed

from the contract without affecting the validity of the
remainder.

31. PRIVACY

311

312

You agree that information about you (including
credit information about you and the account)
may be given to and obtained from any credit
reporting agency, other credit providers (including
Cuscal as the principal member of VISA Worldwide),
any person providing services in connection with
the administration of your application or account
(including your use of BPAY®) or the marketing of
our services or those of any body corporate related
to us. A full copy of our Privacy Policy is available at
www.australianmutual.bank

You agree that we may, at our discretion and for any
purpose including security, training, or information
verification, listen to and/or record any telephone
calls to which you are a party with us, including
telephone enquiries, complaints and reports made
by you.

32. SECURITY

321

32.2

A user must not voluntarily disclose a pass code (this
includes a PIN) to anyone, including a family member
or friend.

A user must not write or record a pass code on the
card, or keep a record of the pass code on anything
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carried with the card or liable to loss or theft
simultaneously with the card, unless the user makes
a reasonable attempt to protect the security of the
pass code.

32.3 If a card is not needed to perform an electronic

transaction, a user must not keep a written record
of all pass codes required to perform electronic
transactions on one or more articles liable to be
lost or stolen simultaneously, without making a
reasonable attempt to protect the security of the
pass code.

32.4  Areasonable attempt to protect the security of a

pass code record includes making any reasonable
attempt to disguise the pass code within the
record, or prevent unauthorised access to the pass
code record, including by:

()  hiding or disguising the pass code record
among other records;

(b)  hiding or disguising the pass code record in a
place where a pass code record would not be
expected to be found,;

(c) keeping arecord of the pass code record in @
securely locked container; or

(d) preventing unauthorised access to an
electronically stored record of the pass code
record.

Security guidelines

The security of your credit card is very important.
The following guidelines provide examples of
security measures and will not determine your
liability for any losses resulting from unauthorised
electronic transactions. Liability for such
transactions will be determined in accordance with
the ePayments Code.

+  Sign the card as soon as you receive it
+  Keep the card in a safe place
. Never write the PIN on the card

0 Never write the PIN on anything which is kept
with or near the card

- Never lend the card to anybody
+ Never tell or show the PIN to another person

+  Use care to prevent anyone seeing the card
number and PIN being entered at electronic
equipment

+  Ensure you prevent anyone seeing the card
number when using Digital Channels, e.g.
mobile banking application or internet
banking

+  Immediately report the loss, theft or
unauthorised use of the card

+  Keep arecord of the card number and the
VISA Card Hotline telephone number for
your area with your usual list of emergency
telephone numbers

- Examine your periodical statement
immediately upon receiving it to identify and
report, as soon as possible, any instances
where the card has been used without your
authority
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32.5

Immediately notify us of any change of address

Destroy the card on the expiry date by cutting it
diagonally in half.

A user must not be extremely careless in failing
to protect the security of a pass code. Extremely
careless means a degree of carelessness that
greatly exceeds what would normally be
considered careless behaviour.

33. ERROR, HARDSHIP OR DISPUTE RESOLUTION

331

33.2

33.3

334

33.5

33.6

33.7

If you have a complaint or believe that an error
has occurred in any transaction, charge, refund or
payment or on a statement of account, you should
contact us promptly on the telephone numbers
listed at the front of this booklet, as set out in our
communication (including statements of account)
with you or by visiting one of our branches.

To assist with our investigations you will need to
provide the following information:

(@) your name, address, membership number,
card number and account details;

(b) details of the transaction, charge, refund or
payment in question;

(c) the details of any error believed to have
occurred on a statement of account; and

(d) the amount of the suspected error or disputed
transaction, charge, refund or payment.

We may require you to confirm in writing the
details of any error which you believe has occurred
in relation to a transaction, charge, refund or
payment, or to a statement of account.

We will investigate your complaint, and if unable
to settle your complaint immediately to your and
our satisfaction, we will advise you in writing of the
procedures for further investigation and resolution
and may request further relevant details from you.

Within 21 days of receipt from you of the details of
your complaint we will complete our investigation
and advise you in writing of the results, or advise
you in writing that we require further time to
complete our investigation.

We will complete our investigation within 45 days
of receiving your complaint, unless there are
exceptional circumstances.

If you are experiencing financial difficulties please
contact us as your financial institution to discuss
options and solutions which may be available to
you. You can ask us to postpone your repayments
or reduce the amount of your repayments by
making a request and providing notice of your
hardship. After you give a hardship notice, we must
respond to your request in writing within 21 days.
If we refuse your hardship notice, we must give
you reasons. If you think these reasons are unfair,
you may contact our external dispute resolution
provider the Australian Financial Complaints
Authority (see section 33.11 for contact details).
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33.8

339

33.10

331

33.12

33.13

3314

If we are unable to resolve your complaint within
45 days, we will let you know the reasons for the
delay and provide you with monthly updates on
the progress of the investigation and its likely
resolution date, except where we are waiting for
a response from you and you have been advised
that we require such a response.

If we find that an error was made, we will make
the appropriate adjustments to your account
including interest and charges (if any) and

will advise you in writing of the amount of the
adjustment.

When we advise you of the outcome of our
investigations, we will notify you of the reasons for
our decision by reference to these Conditions of
Use and the ePayments Code where applicable
and advise you of any adjustments we have made
to your account. The notification will be given in
writing except if the complaint is settled to your
complete satisfaction within 5 business days
(unless you request a written response).

If you are not satisfied with the decision, you
may wish to take the matter further. You may,

for instance, contact the Australian Financial
Complaints Authority Limited (AFCA) or any other
dispute resolution body which we utilise and
advise from time to time. The Australian Financial
Complaints Authority Limited contact details are:

GPO Box 3
Melbourne VIC 3001
Toll Free Call:

Email:

Website:

1800 931 678
info@afca.org.au
www.afca.org.au

If we decide that you are liable for all or any part
of a loss arising out of unauthorised use of the card
or PIN, we will give you copies of any documents

or other evidence we relied upon, and advise you
in writing whether or not there was any system or
equipment malfunction at the time of the relevant
transaction.

If we, our employees or agents do not comply with
the ePayments Code (when it applies) and this
contributes to a decision about a complaint that
is against you, or a delay in the resolution of the
complaint, we or an external dispute resolution
scheme may decide that we must pay part or

all of the amount of a disputed transaction as
compensation.

If we resolve your complaint by exercising our rights
under the operating rules applicable to the VISA
credit card scheme, different time limits may apply.
If so, we will inform you in writing of those time limits
and when you can reasonably expect a decision,
and we will suspend your obligation to pay any
amount which is the subject of your complaint or
any credit or other charges related to that amount
until your complaint has been resolved.
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34. BPAY®

341

34.2

34.3

344

34.5

This clause will apply if you or an additional
cardholder instructs us to make a BPAY® payment
from your account.

We are a member of BPAY®. We will tell you if we
are no longer a member of BPAY®.

We will advise you if and when other transactions
can be made using BPAY® but until you are
advised otherwise, you may use BPAY® only to
make payments.

Procedures:

(a) Toinstruct us to make a BPAY® payment you
must advise us of the biller's code number
(found on your bill), your Customer
Reference Number (e.g. your account number
with the biller), the amount to be paid and
your card number.

(b) You acknowledge that we are not obliged to
effect a BPAY® payment if you do not give
us any of that information or if any of the
information you give us is inaccurate.

(c) We will debit the value of each BPAY®
payment and any applicable fees to your
account. Instructions will not be acted upon
if there are insufficient funds available in your
account.

(d) A BPAY® payment is treated as received by
the biller to whom it is directed:

(i)  onthe date you make that BPAY®
payment, if you tell us to make the BPAY®
payment before our cut-off time on a
BPAY® processing day; or

(i) on the next business day if you tell us to
make a BPAY® payment after our cut-off
time on a business day, or a day that is
not a BPAY® processing day.

Notwithstanding this, a delay may
occur in processing a BPAY® payment

if a biller, or another financial institution
participating in BPAY®, does not comply
with its BPAY® obligations.

(e) While it is expected that any delay in
processing a BPAY® payment will not continue
for more than one business day, it may
continue for a longer period.

Processing BPAY® payments:

() You must be careful to ensure that you tell
us the correct amount you wish to pay. If you
instruct us to make a BPAY® payment and you
later discover that the amount you told us to
pay was less than the amount you needed to
pay, you can make another BPAY® payment
for the difference between the amount
actually paid to the biller and the amount you
needed to pay.

(b)  We will not accept an order to stop a BPAY®
payment once you have instructed us to make
that BPAY® payment.

(c) You should check your statement of account
carefully and promptly report to us as soon as
you become aware of any BPAY® payments
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34.6

347

34.8

that you think are errors or that you did not
authorise.

(d)  You should notify us immediately if you
become aware that you have made a mistake
(except for a mistake as to the amount
you meant to pay — for those errors see
above) when instructing us to make a BPAY®
payment, or if you did not authorise a BPAY®
payment that has been made from your
account.

(e)  We will attempt to make sure your BPAY®
payments are processed promptly by the
participants in BPAY®.

Unauthorised transactions:
() You must tell us promptly if:

(i) you become aware of any delays or
mistakes in processing your BPAY®
payment;

(i) you did not authorise a BPAY® payment
that has been made from your
account; or

(iii) you think that you have been
fraudulently induced to make a BPAY®
payment.

(b) If you notify us that a BPAY® payment
made from your account is unauthorised,
you must provide us with a written
consent addressed to the biller who
received that payment allowing us to
obtain information about your account
with that biller as is reasonably required to
investigate the payment. If you do not give
us that consent, the biller may not be
permitted under law to disclose to us the
information we require to investigate
the payment.

(c) Your liability for BPAY® payments which are
unauthorised electronic transactions will
be determined in accordance with clauses
313 to 3.21.

Mistaken payments: If you are responsible for a
mistaken BPAY® payment and we cannot recover
the amount from the person who received it within
20 business days of us attempting to do so, you will
be liable for that payment.

Indemnity: You indemnify us against any loss or
damage we may suffer due to any claim, demand
or action of any kind brought against us arising
directly or indirectly because you acted negligently
or fraudulently under these Conditions of Use in
relation to a BPAY® payment.

349 Consequential damage: We are not liable for any

consequential loss or damage you suffer as a
result of using BPAY®, other than due to any loss
or damage you suffer due to our negligence or in
relation to any breach of a condition or warranty
implied by law in contracts for the supply of goods
and services and which may not be excluded,
restricted or modified at all or only to a limited
extent. This clause does not apply to the extent
that it is inconsistent with or contrary to any
applicable law or code of practice to which we
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have subscribed. If those laws or that code would
make this clause illegal, void, unenforceable or
impose an obligation or liability which is prohibited
by those laws or that code, this clause is to be read
as if it were varied to the extent necessary to comply
with those laws or, if necessary, omitted.

3410 Reversals and chargebacks: BPAY® payments are

irrevocable. BPAY® payments for goods and/

or services using your card will also be governed
by the operating rules applicable to BPAY® as
published by BPAY® from time to time. If you use
your card to make a BPAY® payment, you do not
have the right to reverse the payment or
chargeback the transaction, notwithstanding that
the merchant failed to deliver the goods and or
services to you.

35. REGULAR PAYMENT ARRANGEMENTS

35.1

35.2

353

35.4

You should maintain a record of any regular
payment arrangement that you have entered into
with a merchant.

To change or cancel any regular payment
arrangement you should contact the merchant at
least 15 days prior to the next scheduled payment.
If possible, you should retain a copy of this change/
cancellation request. Should the merchant fail to
act in accordance with your instructions to change
or cancel a regular payment arrangement, you may
make a complaint to us in accordance with clause
33.

Should your card details be changed (for example if
your card was lost, stolen or expired and has been
replaced) then you must request the merchant

to change the details of your existing regular
payment arrangement to ensure payments under
that arrangement continue. If you fail to do so,

your regular payment arrangement may not be
honoured, or the merchant may stop providing the
goods and/or services.

Should your card be cancelled for any reason, or
should your card expire, you should immediately
contact the merchant to change or cancel your
regular payment arrangement, as the merchant
may stop providing the goods and/ or services.

36. MISTAKEN INTERNET PAYMENTS

36.1

36.2

This clause 36 applies to internet payments to or
from your account.

In this clause 36:

ADI means a subscriber to the ePayments Code
that is an Authorised Deposit-taking Institution,
except an Authorised Deposit-taking Institution
that is a provider of purchased payment facilities as
designated by the Australian Prudential Regulation
Authority (APRA).

holder means an individual in whose name a
‘Pay Anyone' internet banking facility has been
established. For an internet payment from your
account, it means you.
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36.3

36.4

36.5

36.6

36.7

36.8

internet payment means a payment through a
'Pay Anyone' internet banking facility and
processed by an ADI through a direct debit or
direct credit, as defined in the Bulk Electronic
Clearing System (BECS) Procedures.

mistaken internet payment means an internet
payment where funds are paid into the account
of an unintended recipient because the payment
sender enters or selects a Bank/ State/ Branch
(BSB) number and/ or identifier that does not
belong to the named and/ or intended recipient,
as a result of either the payment sender's error, or
the payment sender being advised of the wrong
BSB number and/ or identifier. It does not include
payments made using BPAY®.

payment sender means a person authorised

by the holder and a sending ADI to perform
transactions using a ‘Pay Anyone' internet banking
facility held by the holder.

receiving ADI means an ADI whose customer has
received an internet payment. Where the internet
payment is made to your account, it means us.

sending ADI means an ADI whose customer has
made an internet payment. Where the internet
payment is made from your account, it means us.

unintended recipient means the recipient of funds
as a result of a mistaken internet payment.

When you make an internet payment it is important
that you enter the correct details of the recipient.
There are risks if you make a mistaken internet
payment. The funds may be credited to the
account of an unintended recipient if the BSB
number or account details do not belong to the
named recipient. [t may not be possible to recover
funds from an unintended recipient.

To report a mistaken internet payment, please
contact us on 13 61 91.

We will acknowledge the receipt of your report of

a mistaken internet payment, including telephone
reports. Our acknowledgment does not have to be
in writing but will enable you to verify that you have
made a report and when it was made.

Where you report a mistaken internet payment,
we will investigate whether a mistaken internet
payment has occurred.

If a sending ADI is satisfied that a mistaken internet
payment has occurred, the sending ADI will send
the receiving ADI a request for the return of the
funds. If the sending ADI is not satisfied that a
mistaken internet payment has occurred, the
sending ADI is not required to take any further
action.

When a receiving ADI receives a request from a
sending ADI for the return of funds from a mistaken
internet payment, the receiving ADI must within

5 business days acknowledge the request and
advise the sending ADI whether there are sufficient
funds in the account of the unintended recipient to
cover the mistaken internet payment.
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369

36.10

36.11

The procedures in clauses 36.10, 36.11 and 36.12

will apply when a mistaken internet payment is
reported by a payment sender, the sending ADI

is satisfied that a mistaken internet payment

has occurred, and there are sufficient credit

funds available in the account of the unintended
recipient to the value of the mistaken internet
payment. The mistaken internet payment may be
a payment made from your account or a payment
made to your account.

When the report of the mistaken internet payment
is made within 10 business days of making the
payment:

(o)  if satisfied that a mistaken internet
payment has occurred, the receiving ADI
must return the funds to the sending ADI,
within 5 business days of receiving the
request from the sending AD, if practicable,
or such longer period as is reasonably
necessary, up to a maximum of 10 business
days;

(b) if not satisfied that a mistaken internet
payment has occurred, the receiving ADI
may seek the consent of the unintended
recipient to return the funds to the holder;
and

(c) the sending ADI must return the funds to the
holder as soon as practicable.

When the report of the mistaken internet payment
is made between 10 business days and 7 months
after making the payment:

(a)  the receiving ADI must complete its
investigation into the reported mistaken
payment within 10 business days of receiving
the request;

(b)  if satisfied that a mistaken internet payment
has occurred, the receiving ADI must:

(i) prevent the unintended recipient from
withdrawing the funds for 10 further
business days; and

(i) notify the unintended recipient that
it will withdraw the funds from their
account, if the unintended recipient
does not establish that they are
entitled to the funds within 10 business
days commencing on the day the
unintended recipient was prevented
from withdrawing the funds;

(c) if the unintended recipient does not, within
10 business days, establish that they are
entitled to the funds, the receiving ADI
must return the funds to the sending ADI
within 2 business days after the expiry of
the 10 business day period, during which
the unintended recipient is prevented from
withdrawing the funds from their account;

(d) if the receiving ADI is not satisfied that a
mistaken internet payment has occurred,
it may seek the consent of the unintended
recipient to return the funds to the holder;
and
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36.12

36.13

36.14

36.15

36.16

36.17

(e)  the sending ADI must return the funds to the
holder as soon as practicable.

When the report of the mistaken internet payment
is made more than 7 months after making the
payment:

(a) if the receiving ADlI is satisfied that a
mistaken internet payment has occurred,
it must seek the consent of the unintended
recipient to return the funds to the payment
sender;

(b)  if not satisfied that a mistaken internet
payment has occurred, the receiving ADI
may seek the consent of the unintended
recipient to return the funds to the holder;

(c) if the unintended recipient consents to the
return of the funds:

(i) the receiving ADI must return the funds
to the sending ADI; and

(i) the sending ADI must return the funds
to the holder as soon as practicable.

Where the unintended recipient of a mistaken
internet payment is receiving income support
payments from the Department of Human Services
(Centrelink), the receiving ADI must recover the
funds from the unintended recipient in accordance
with the Code of Operation for Centrelink Direct
Credit Payments.

Where the sending ADI and the receiving ADI

are satisfied that a mistaken internet payment
has occurred, but there are not sufficient credit
funds available in the account of the unintended
recipient to the full value of the mistaken internet
payment, the receiving ADI must use reasonable
endeavours to retrieve the funds from the
unintended recipient for return to the holder (for
example, by facilitating repayment of the funds by
the unintended recipient by instalments).

We must inform you in writing of the outcome of
a report by you of a mistaken internet payment,
within 30 business days of the day on which your
report is made.

If you report a mistaken internet payment, you can
complain to us about how the report is dealt with,
including that we and/or the receiving ADI:

() is not satisfied that a mistaken internet
payment has occurred; or
(b) has not complied with the processes and

timeframes set out in this clause 36.

If you are not satisfied with the outcome of a
complaint, you may complain to our external
dispute resolution scheme, the Australian Financial
Complaints Authority Limited. Their contact details
are:

GPO Box 3

Melbourne VIC 3001

Toll Free Call: 1800 931 678
Email: info@afca.org.au
Website: www.afca.org.au

Page 15 of 16



37. ANTI-MONEY LAUNDERING AND COUNTER-
TERRORISM FINANCING (AML/ CTF)

You agree that:

371

37.2

373

374

375

where required, you will provide to us all information
reasonably requested in order for us to comply with
our obligations under AML/CTF Legislation and/ or
the Visa Scheme Rules;

we may be legally required to disclose information
about you to regulatory and/ or law enforcement
agencies;

we or Cuscal may block, delay, freeze or refuse any
transactions where we in our sole opinion consider
reasonable grounds exist to believe that the
relevant transactions are fraudulent, in breach of
the AML/CTF Legislation, the Visa Scheme Rules or
any other relevant laws;

where transactions are blocked, delayed, frozen or
refused by us in accordance with this section, you
agree that we are not liable for any loss suffered
arising directly or indirectly as a result of us taking
this action; and

we will monitor all transactions that arise pursuant
to your use of the Visa credit card in accordance
with our obligations under AML/CTF Legislation
and the Visa Scheme Rules.
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