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These Terms and Conditions provide information on behalf of Members Banking Group Limited ABN 83 087 651 054 trading as RACQ Bank (RACQ 
Bank). 2649 Logan Rd, Eight Mile Plains QLD 4113 13 1905 racq.com/banking

The purpose of these Terms and Conditions is to give you general information that may help you decide whether to use RACQ Bank products 
and services, relating specifically to our accounts, access facilities and non-cash payment products.  The Terms and Conditions include this 
brochure, the Fees and Charges Schedule and the Deposit Rate Schedule.  A copy of the current Fees and Charges Schedule and Deposit Rate 
Schedule can be obtained at any of our branches, by calling 13 1905 or online at racq.com/downloads

This information is designed to help you compare our offerings with those of other financial institutions so you can determine if our accounts 
and access facilities will be appropriate for your individual needs. To make our Terms and Conditions easy to understand, we have also provided 
definitions of many of the financial and legal terms we have used. You will find these definitions in section 1. Any reference to any law also 
includes any ordinance, regulation or by-laws relating to that law and any amendments or replacement of that law. 

We operate under and abide by the Customer Owned Banking Code of Practice and ePayments Code.  Both apply to these Terms 
and Conditions.

The general information contained in these Terms and Conditions include:

• the Terms and Conditions for the product
• any significant risks associated with holding the product
• information about the cost of the product
• details of fees and charges RACQ Bank receives for issuing the product.

It is important you read and understand all of the information inside. Once you decide to open an account or use an access facility with RACQ Bank, you 
will be bound by these conditions. 

It is also important for you to retain these Terms and Conditions and any subsequent Terms and Conditions, so you can refer back to it whenever 
you need to. Please feel free to seek further information on any product or service by:

• contacting your nearest RACQ Bank branch and collecting a copy of the relevant brochure and our current interest rates, and fees and 
charges

• calling 13 1905 (for the cost of a local call, higher rate for mobile device phones) or
• visiting our website at racq.com/banking
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1. Definition of key words
In this brochure, the following words, abbreviations and phrases have the following meanings.

Access method – a method authorised by us for your use and accepted by us as authority payment and to access your account and includes, 
but is not limited to, any combination of a card, account number, card number, expiry date, PIN and password, but does not include a method 
that requires your manual signature.

Account – an account can be: 

• a current account
• a savings account
• a term deposit
• a cheque or card account
• an account which has an overdraft facility limit
• an ‘at call’ loan account or
• any account which we agree you may access.

ATM – Automated Teller Machine.

Available balance – the amount in your account less unverified transactions, uncleared cheque deposits or amounts held for transactions not 
yet taken from your account, plus available undrawn credit.

Balance owing – any or all amounts owed in an account.

Banking business day – any day on which banks in Melbourne or Sydney are able to effect settlement through the Reserve Bank of Australia.

Biller – an organisation that allows you to make bill payments to them.

BPAY – 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 telephone or internet access or any other access method as approved by us from time to 
time.

BPAY payment – a payment transacted using BPAY. 

BPAY Pty Ltd – BPAY Pty Limited, ABN 69 079 137 518  
PO Box 3545 Rhodes NSW 2138, phone (02) 8252 0500.

Card – the card we give you to use with or without your PIN.

Cheque – a written order to us on our cheque form to pay a certain amount of money from your account.

Cleared funds – the available balance in your account.

Code – the numeric code you select when using the telephone banking system or SMS as the case requires.  

Conditions (or Terms and Conditions) – are contractual obligations of RACQ Bank and our customers. 
Conditions refer to the contents of this brochure, any applicable schedules and:

• changes made to this brochure
• conditions set out by law
• conditions in the loan contract
• fees, charges and interest rates specified by us.

Cut off time – the time, as we advise you from time to time, by which your payment instructions must be received by us in order for these 
instructions to be processed that day by BPAY.

Cuscal – Cuscal Limited ABN 95 087 822 455, previously known as Credit Union Services Corporation Australia Limited.

Day – a 24 hour period commencing on midnight in Australian Eastern Standard Time or Eastern Daylight Time, as the case may be.

Electronic Funds Transfer (EFT) system – the shared system under which EFT transactions are processed.

EFT/Electronic terminal – the electronic equipment, electronic system, communications system or software controlled or provided by or on 
behalf of RACQ Bank or any third party for use with a card and PIN to conduct an EFT transaction and includes, but is not limited to, an ATM or 
point of sale (POS) terminal. It includes:

• computer terminals
• ATMs
• cash registers
• POS terminals 
• remote transaction terminals
• electronic funds transfer at point of sale devices (EFTPOS)
• telephones.

EFT transaction – an EFT instructed by you or your nominee through electronic equipment using a Visa Debit card and/or PIN, rediCARD and PIN, 
or an EFT otherwise carried out by using the facility but not requiring a manual signature.

Facility – the facility by which transactions on a linked account can be made. They include, but are not limited to, phone banking, internet 
banking, Visa Debit cardand rediCARD.

Facility limit – any loan, overdraft, credit card limit or line of credit limit we agree in writing to give you.
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Government fees and charges – all money the government charges that relates to an account, transactions, facility limit or loan. This includes 
stamp duty, registration fees and financial institutions duty.

Identifier – information that you: 

• know but is not required to be kept secret 
• must provide in order to perform a transaction. 

Examples include an account number or serial number.

Internet Banking – refers to both Internet banking and mobile device banking, including mobile device banking app.

Linked account – your account(s) which you link to a facility and includes any overdraft or line of credit that you may attach to your linked 
account.

Loan – the amount owing to RACQ Bank under the terms of the loan contract.

Loan contract – the contract formed when a borrower accepts the offer of a loan or overdraft facility limit. 

Merchant – a retailer or wholesale business that accepts payment for goods and services through electronic transaction services or through 
the use of a card.

Nominee – any person nominated by you to whom 
RACQ Bank has issued an additional card to access your linked account(s).

Particular conditions – the special Terms and Conditions we give you in writing that apply to your account.

Password – a unique alphabetical and/or numeric combination given to you by us (or which you later select) that will enable you to have secure 
access to our phone and internet banking facilities. You will need separate passwords to access our phone and internet banking facilities. 

PIN – the personal identification number issued to you or a nominee by RACQ Bank (or which you later select) for use with a card when giving an 
instruction through electronic equipment.

RACQ Bank – Members Banking Group Limited ABN 83 087 651 054 trading as RACQ Bank. 

rediCARD Plus – a card that allows you to access your account at an ATM or EFTPOS terminal in Australia displaying the rediCARD logo and at an 
ATM overseas displaying the Visa/Plus logo. We will provide you with a PIN to use with your rediCARD. 

Term deposit – a deposit where you agree to leave with us a particular amount of money for a particular term in consideration of us paying you 
a fixed rate of interest on the deposit amount.

Transaction – any fees, charges, deposits, withdrawals, credit or debit made from or added to your account in any way.

Unpaid daily balance – the closing balance owing each day.

Visa Debit card – allows you to make payments at any retailer displaying the Visa logo, anywhere in the world. You can also withdraw cash from 
your account, anywhere in the world, using an ATM displaying the Visa logo. We will provide you with a PIN to use with your Visa Debit card. 

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

Visa payWave – the functionality on specific Visa Debit cards that enables you to make small value purchases at participating merchant outlets 
without using a PIN.

‘We’, ‘our’ or ‘us’ – refers to Members Banking Group Limited ABN 83 087 651 054 trading as RACQ Bank (RACQ Bank). 

‘You’ or ‘Your’ – the person who has an account with us. It can also include a partnership, trust, company or corporation. If more than one person 
has the account, ‘you’ includes all those people – singularly and as a group. ‘Your’ is used in the same way. All references to ‘you’ and ‘your’ 
include the successors, administrators or assigns of you or that person. 

Any singular references include the plural and vice versa. 

2. Types of accounts
RACQ Bank accounts can be a(n):

• ‘at call’ transaction account
• savings account 
• term deposit

To enable you to work easily with your accounts, we also provide a range of access facilities. These include: 

• rediCARD
• Visa Debit card
• chequing
• internet banking
• phone banking
• EFTPOS
• ATMs
• BPAY®
• Bank@Post
• periodic payments 
• direct debits and credits. 

Please refer to the following table for specific details about the availability of access facilities with each account type, as well as some of the 
conditions that apply to the use of those accounts and access facilities. 

®BPAY Pty Limited, ABN 69 079 137 518
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2.1 Summary of accounts and access

Account Eligibility Minimum 
balance

Funds ‘at 
call’ for 
withdrawal

When interest 
credited

Cheque 
book

EFTPOS 
and 
ATM1

Internet and 
phone banking  
(inc BPAY)2

Direct 
debit

Direct 
credit

Periodic 
payments

Payroll 
allocation

Branch  
and mail

Bank 
@Post3

Everyday 
Account

Available 
for personal 
members only

$0 Yes No interest 
payable

Yes Yes Yes Yes Yes Yes Yes Yes Yes

Current 
Account

No longer 
available to new 
applicants

$0 Yes Calculated daily  
on stepped basis 
 paid quarterly

Yes Yes Yes Yes Yes Yes Yes Yes Yes

Business 
Current 
Account

Available for 
non-personal 
members (e.g. 
Business, SMSF)

$0 Yes Calculated daily  
on stepped basis 
 paid quarterly

Yes Yes Yes Yes Yes Yes Yes Yes Yes

First Everyday 
Account10

13-17 years of age 
No longer 
available to new 
applicants

$0 Yes No interest 
payable

No Yes Yes Yes Yes Yes Yes Yes Yes

Christmas 
Savings 
Account

No longer 
available to new 
applicants

$0 1 Nov -  
31 Jan4

Calculated 
on minimum 
monthly balance 
paid monthly

No No Yes4 No Yes Yes Yes Yes No

Bonus Saver
Account5

Available 
for personal 
members only

$0 Yes Calculated daily  
paid monthly

No No Yes Yes Yes Yes Yes Yes No

Cash  
Management 
Account

No longer 
available to new 
applicants

$0 Yes Calculated daily  
paid monthly

No8 Yes Yes Yes Yes Yes Yes Yes Yes

Advantage  
Plus Account6

55+ years of age
Available 
for personal 
members only

$0 Yes Calculated daily 
on stepped basis  
paid quarterly

No8 Yes Yes Yes Yes Yes Yes Yes Yes

Everyday 
Mortgage 
Offset 
Account7

Available 
for personal 
members only

$0 Yes No interest 
payable9

Yes Yes Yes Yes Yes Yes Yes Yes Yes

eSave 
Account

Available 
for personal 
members only

$0 Yes Calculated daily  
paid monthly

No No Yes No Yes No Yes No No

1. Available with linked rediCARD or Visa Debit card. Visa Debit card is available for members aged 16 and over.
2. BPAY facility is available on both internet banking and phone banking. Any account that has access to these facilities can also use BPAY.  

If there is more than one signature required on an account then BPAY, internet banking or phone banking is not available.
3. Access to Bank@Post is available using linked rediCARD or Visa Debit card.
4. ‘at call’ withdrawals from your Christmas Savings Account are available between 1 November and 31 January in branches. Withdrawals 

outside this time must be for the full balance and will result in your account being closed and a prohibition from opening another 
Christmas Savings Account until 1 January of the following year. There are no restrictions on when Internet Banking withdrawals can be 
made.

5. Bonus interest is payable when deposits totaling at least $100 and no debit transactions are made during the calendar month. Refer to 
the Deposit Rate Schedule for more information. Bonus Saver accounts are restricted to maximum 2 per member. Visa Debit Cards and 
RediCARD cannot be linked to a Bonus Saver account.

6. The Advantage Plus Account is designed exclusively for members who are over the age of 55.
7. The Everyday Mortgage Offset Account is  a 100% offset plan designed exclusively for members with an eligible RACQ Bank variable home 

loan (excludes Mortgage Saver, Home Equity, Interest Only and Home Loan Overdrafts).
8. If you wish to use your Current Account cheque facility in conjunction with your Cash Management or Advantage Plus Account, a free 

automatic sweep from your savings account to your Current Account can be arranged.
9. No interest is payable on this account. Instead, 100% of the balance is offset against the balance of your mortgage during the monthly 

calculation of interest charges.
10. Cannot be used as an offset account or linked to an overdraft.

2.2 Types of accounts

Everyday Account

A straightforward ‘at call’ transaction account with no account keeping or ongoing transaction fees, provides access to your money 24/7 
through internet and mobile banking, along with Mobile pay and PayID accessibility. 

Current Account (No longer available to new applicants) 

An ‘at call’ transaction account, offering a wide range of access facilities.

Business Current Account

An ‘at call’ transaction account for non-personal members (e.g. Business, Sole Trader, SMSF), offering a wide range of access facilities.

First Everyday Account (No longer available to new applicants)



Page 7 of 33

A straightforward ‘at call’ transaction account only available to customers who, at time of application, are between 13 and 17 years of age.

The First Everyday Account has no account keeping or ongoing transaction fees, provides access to your money 24/7 through internet and 
mobile banking, along with Mobile pay and PayID accessibility. A linked rediCARD (or Visa Debit card for members aged 16 and over) is available. 
At age 18, the First Everyday Account will be converted to an Everyday Account (if joint account, age restrictions apply to the youngest holder).

Christmas Savings Account (no longer available to new applicants)

Assists members to accumulate savings throughout the year in order to have extra cash at Christmas time. Members can make regular deposits 
throughout the year and access their Christmas Savings Account for the festive season. The limited access of this account makes saving 
easier. Here’s how it works:

• deposits can be made all year round via various convenient means
• withdrawals can only be made in branches between 1 November and 31 January (the Christmas/Holiday period)
• branch withdrawals outside this time must be for the full balance and will result in closure of the account until 1 January of the following year
• any funds left in the account after the festive season automatically go towards next year’s balance after 31 January
• there are no restrictions on when Internet Banking withdrawals can be made.

eSave Account

An online savings account that allows you to earn a competitive rate of interest while your money remains ‘at call’. Access to the account is 
available via internet banking and phone banking only. This gives you fast and easy access to your savings whenever you need it.

Bonus Saver Account

This account rewards members for saving by providing bonus interest. However, the right to earn the published higher rate in a particular 
calendar month depends on deposits of at least $100 being made and no debit transactions being made during that calendar month.

If these conditions are:

• met, the rate applied for the month is the bonus rate on the Deposit Rate Schedule
• not met, the rate applied for the month is the base rate shown on the Deposit Rate Schedule.

The Deposit Rate Schedule can be obtained at one of our bank branches, by calling 13 1905 or online at racq.com/downloads

Bonus Saver accounts are restricted to maximum 2 per member. Visa Debit Cards and RediCARD cannot be linked to a Bonus Saver account.

Cash Management Account (no longer available to new applicants)

This ‘at call’ transaction account allows members to invest their funds without access limitations, earning a higher rate of interest based on the 
balance of the account. 

Advantage Plus Account

A straightforward ‘at call’ transaction account available exclusively to members aged 55 years and over. This account enables you to manage 
your everyday banking while earning a competitive rate of interest. 

Everyday Mortgage Offset Account

Designed exclusively for members with a RACQ Bank variable home loan (excludes Mortgage Saver, Fixed Home Loans including Intro Rate, 
Home Equity, Interest Only and Home Loan Overdrafts). It is a 100% offset account that allows members to use their savings to reduce the 
interest and term on their home loan. The funds in your Everyday Mortgage Offset Account are ‘at call’, allowing complete flexibility and 
providing benefits to your residential mortgage.

While the money kept in the Everyday Mortgage Offset Account earns no interest of its own, the balance up to the balance of your linked loan 
is offset against your outstanding home loan balance during the calculation of interest charges. This process occurs month in, month out. The 
more savings you keep in the account, the more you will save on mortgage related interest. 

3. Opening an account
3.1 Identification requirements

The law requires everyone who opens a new account and all signatories to the account to be identified. Therefore, we must be sure of your identity 
before we can open an account, and the identity of signatories to your account before we can allow them to access your account. To be identified, 
you must provide us with certain documents. We will let you know the documents you need to satisfy us of your identity when you complete the 
relevant application form.

Whether opening a new account or becoming a signatory to an existing account:

• false names cannot be used
• all names by which you are commonly known must be provided
• change of name through marriage or other circumstance must be communicated to RACQ Bank and supported by relevant 

documentation.

3.2 Joint accounts

A joint account is one held by more than one person. All account holders need to agree on who has access to the account and how, and we 
need you to tell us in writing. If you open a joint account with another person, each joint owner will be liable, together and as individuals, for any 
overdrawn balance of the account. 
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The important legal consequences of holding a joint account are: 

• The right of survivorship – when one joint holder dies, the surviving joint holder(s) automatically absorbs the deceased joint holder’s 
interest in the account.

• Joint liability – each joint holder is liable individually for the full amount owing on any joint account.

• Either to operate – your joint account can be operated by any one account holder, except where the authorised method of operation is 
that two or more signatories must act together.

At any time, any party to a joint account can require us to operate the account only on the signature of all parties. This might be done if there is 
a dispute between the joint account holders. We require all account holders to provide instructions to close a joint account.

3.3 Trust accounts

If you are the trustee of an account, you must:

• act according to the terms of the trust and for the benefit of the trust and its beneficiaries
• not misuse the trust or use any rights you have against the trust
• agree to these conditions as a trustee and as a person
• be the only trustee (unless we agree to something different in writing)
• keep the trust for as long as you have the account
• notify us immediately of any changes that may affect the operation of the trust account.

All transactions must follow the trust’s guidelines. You must be authorised to agree to these conditions and any particular conditions.

3.4 Cheque accounts

‘Cheque account’ refers to any account you access using a cheque book. A cheque book is a feature of certain products. You will need to apply 
on the appropriate application form. If we agree to open your cheque account, a cheque book will be issued to you to use.  See section 9 for 
more information about cheque accounts.

3.5 Allowing someone else to use your account

You can appoint another person to operate your accounts. To do this, you must complete the correct authority forms. The forms specify what 
the person you appoint can do. It includes depositing and withdrawing in branches and may include writing cheques on the account. If you 
want to change or cancel the appointment of the person, you must complete a new authority. 

You can also ask us to record details of any active, validly made power of attorney against your account. We will only recognise powers of 
attorney that comply with the relevant legislative/legal requirements. 

We must have an acceptable certified copy of the original power of attorney before an attorney can access an account. We are not responsible 
for the attorney or the way an attorney accesses an account. The attorney can only access the account if the power of attorney document 
allows this.

You will be responsible for all actions undertaken by an authorised person and/or any attorney on your account. You must not give your card, 
PIN or access code to the appointed person or anyone else. If your attorney requires a card, PIN or access code to operate your accounts, they 
may apply to us for these access methods. 

We may, at our discretion, refuse to act on any authority to operate or power of attorney document at any time, if the authority or power of 
attorney is not valid or if we become aware of fraud, non-compliance with the authority or power of attorney or any unlawful activity. To the 
extent permitted by law, we are not responsible for any decision to act, or not act, on any authority to operate or power of attorney document.

3.6 Accounts for children

If you are under 13 years old, unfortunately we cannot open an account in your name. Your parent or guardian may choose to open an account 
in their own name, which they manage on your behalf. This account will be solely owned by your parent or guardian. Generally once you turn 13, 
you can open your own account. 

4. Using your account
4.1 Deposit funds

You can make deposits to an account: 

• by cash or cheque at any of our branches or via  
Bank@Post at any Australia Post outlet that displays the Bank@Post sign

• by direct credit e.g. from your employer for wages or salary,

• by transfer from another financial institution via automatic direct deposit or internet banking, or

• by mail.

Cheque deposits

All cheques for deposit can only be accepted if in the name of the account holder unless endorsement by the payee to the account holder 
is evident on the reverse side of the cheque. We will check the identity of the endorser. A cheque dated more than 15 months ago will not be 
accepted. We pay interest on cheques from when they are deposited unless the cheque is stopped or dishonoured. No interest is paid on 
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stopped or dishonoured cheques. If a cheque deposit dishonours, we do not agree to provide any credit in relation to your account. You agree 
not to overdraw your account unless you have an overdraft facility. If your account becomes overdrawn or above the agreed overdraft facility 
limit for any reason, immediate repayment is required.

Clearance of deposited cheques

When you deposit a cheque to your RACQ Bank account, it generally takes three working days to clear for a cheque drawn in Australia (although 
in some cases it may take longer if necessary). Cheques drawn overseas will take a minimum of 28 working days to clear from the time funds 
are deposited to your account. Cheques deposited through Bank@Post may take up to seven working days to clear. During this clearance 
period, you will not be able to withdraw any of the proceeds of that cheque.

4.2 Withdraw funds

Over-the-counter

Generally, you can make over-the-counter withdrawals in cash where a teller service is available. We require acceptable proof of your identity 
before processing withdrawals. 

Withdrawal limits

Daily withdrawal limits exist for various RACQ Bank access facilities. In some cases, you may be able to make special arrangements with us to 
increase your daily withdrawal limits by calling 13 1905, 8am to 11pm weekdays and 8:30am to 5pm Saturdays, or visiting your local branch.

Bank cheque withdrawals

RACQ Bank bank cheque withdrawals can be made from your account. We will consider a request to stop a bank cheque where the cheque has 
been lost, stolen or destroyed. 

Debit transactions

Debit transactions can be made to your account including:

• cash withdrawals
• government fees, charges and duties 

(including stamp duties)
• any fees we charge or which we pay on your behalf
• any interest due
• ATM and EFTPOS transactions
• Visa direct debit
• other debit transactions.

If there is more than one deduction, we will decide the order in which these are made to your account. Where debit transactions overdraw your 
account and you do not have an approved facility limit, you will be charged a fee.

Automatic payments

You can request transfers of money to other accounts, between accounts and to third parties. We may charge a fee for these services if we 
agree to provide them. These are outlined in our Fees and Charges Schedule. We will keep transferring the agreed amount of money until:

• you cancel the service
• the authority automatically cancels
• we receive a letter from an appropriate authority advising that the account holder is insolvent or mentally unsound
• we receive a letter from an appropriate authority advising that the account holder is deceased (if the account is in one name)
• you tell us in writing to change the authority, or
• the payee cancels the authority by informing us 

in writing. 

We will only make the transaction if there are enough cleared funds in the account. If there is only enough money to make some payments, we 
will decide the priority of payments. The payments will be shown on your next statement. We will not be liable for the results of any payment 
made or not made under the Terms and Conditions of the authority.

Direct debits

You can authorise a merchant or other third party to debit a specific amount from your account at regular intervals. The biller will provide 
you with a Direct Debit Request Service Agreement to sign that will give them authority to debit the funds. You can cancel your direct debit 
arrangement by contacting us and we will promptly cancel the facility. We suggest that you also advise the third party in writing that the 
authority to debit your account has been cancelled. If you believe a direct debit initiated by a biller is wrong, you should contact the biller to 
resolve the issue. Alternatively, you may contact us. If you give us the information we require, we will forward your claim to the biller. However, 
we are not liable to compensate you for your biller’s error. 

It is important you ensure cleared funds are available whenever your direct debit falls due. If you do not have available funds to pay the amount 
of a direct debit the direct debit will be dishonoured. We may in our absolute discretion cancel your direct debit arrangement, preventing billers 
from initiating the direct debit from your account. The biller may charge you a dishonour fee for each failure of their direct debit request.

Overseas transactions

Transactions (including fees) in foreign currency will be converted to Australian dollars at the time any transaction is first processed by our 
agent or by us. We specify the exchange rate and we will advise you of this rate and commission charges that will apply or, if these are not 



Page 10 of 33

known at the time, details of the basis on which the transaction will be completed. All transactions are subject to the laws of Australia.

5. Changes to your account
5.1 Changes to Terms and Conditions

We may change the Terms and Conditions of the accounts and access facilities (which include the Terms and Conditions for term deposits, 
electronic banking and BPAY) at any time. However, we must give you notice of any change and variation as set out in the table below.

Type of variation Notice we must give Manner of giving notice
To increase any fees or charges or to add any 
new fee or charge.

30 days’ notice before the increase takes effect. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our 
website.

To vary the method by which interest is 
calculated or the frequency with which interest 
is credited or debited.

20 days’ notice before the variation takes effect. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our 
website.

To vary the interest rate on your account. No later than the date of the change. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our 
website.

To increase your liability for losses in relation to 
an access facility.

20 days’ notice before the increase takes effect. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our 
website.

To impose, remove or adjust daily or periodic 
limits in relation to EFT transactions. Note: if 
you do not want your daily limit on transactions 
via BPAY or Visa Debit card or rediCARD to 
be increased, you must notify us before the 
effective date of the change.

20 days’ notice before the increase takes effect. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our 
website.

To change the minimum balance to which an 
account keeping fee applies.

30 days’ notice before the change takes effect. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our 
website.

To change the number of fee free transactions 
permitted on an account.

30 days’ notice before the change takes effect. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our website.

To vary any other term or condition that may 
have an adverse effect on you.

20 days’ notice before the change takes effect. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our 
website.

To vary any other term or condition that will not 
adversely affect your interests.

No later than the date of change. Individual notice, by advertisement in local or national 
media, announcement via a newsletter or our 
website.

5.2 Combining accounts

If you have more than one account with us, we have the right to combine those accounts. This means we can transfer money from one account 
to another if the second account is overdrawn or a loan repayment is not made. However, there are restrictions on our ability to combine 
accounts if social security benefits are paid into the account. In that case, we will not use more than 10% of the income to cover losses in 
another product you have with us. We will tell you if we have exercised this right to combine accounts.

5.3 Changing ownership of the account

In situations where a parent requests to change the ownership of their account, the following would apply:

• The ownership of the account (and account name) cannot be transferred to another name, including to their child.
• The child (13 years or older) can establish a new account in their own name with the appropriate identification.
• The parent may choose to transfer funds to the newly established account in the child’s name.
• The parent may choose to close their original account if it is no longer required.

5.4 If your personal details change

You must advise us promptly if you change your name, signature, residential or postal address, phone number or email address. If you change 
your signature, you must ask us to change your signature on all your accounts. If you change the name of your account, we need to sight, 
depending on the particular circumstances, the following:

• a marriage certificate
• a divorce certificate
• deed poll registration or amended birth certificate.

For this reason, changing your name cannot be altered on the spot over the phone or via email. You can request that the appropriate documents 
are mailed to you or alternatively, you can visit a branch or notify us in writing of the change. For any other changes to your personal details, 
please call 13 1905, 8am to 11pm weekdays and 8:30am to 5pm Saturdays, or visit a bank branch.
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If an organisation, business or corporation changes its name, we need to sight a certified copy of the:

• certificate of registration or incorporation or
• resolution of the meeting of the organisation which decided on a change of name. 

You are able to change your residential or mailing address by calling 13 1905 after passing a series of authentication questions. 

There is also the option to change certain details by completing an online form in the internet banking secure environment. The changes that 
can be made by use of the form are:

• your mailing address (street only)
• home or business phone numbers, fax number or email address. 

Members who use internet banking are required to keep their email address up to date in order to receive special notifications and 
confirmations of activity as necessary. 

6. Closing your account
6.1 Cooling off arrangements 

There is no mandatory cooling off arrangements for this type of financial product. It is our policy, however, that customers may close their 
accounts at any time they wish, subject only to payment of outstanding fees and charges. 

6.2 Closing your account

You can close your accounts at any time. However, you will have to surrender your cheque book and any access cards at the time. We may 
defer closure and withhold sufficient funds to cover the payment of any outstanding cheques, EFT transactions and fees, if applicable. You can 
cancel any access facility on request at any time. However, for direct debits, you should remember to contact your biller and advise them of the 
cancellation of the facility, and allow us three business days’ notice to process your cancellation. 

6.3 When we can close your account

We can also close your account immediately without telling you first if: 

• you act contrary to any Terms and Conditions and your breach is not capable of being remedied
• you exceed your overdraft facility limit and you do not remedy that breach within the terms of that facility
• we have security reasons for doing this, including to restore or maintain security of a system or an individual account, including the 

prevention of criminal activity
• we need to by law 
• you have given us material false or misleading information or 
• we believe it is in your best interest. 

Unless there are exceptional circumstances, we will give you at least 14 days advance notice if we intend to close your account. If your 
account is closed, you agree to: 

• follow our rules for closing accounts 
• complete any forms or indemnities we need (other than an indemnity to us in respect of any amount which arises from any mistake, 

fraud, negligence or willful misconduct by us or our employees or agents) 
• return all cards 
• repay any reasonable costs we have incurred in closing your account 
• extinguish any outstanding debts relating to the account being closed.

6.4 Stopping a joint account

The joint account cannot be accessed if a party to the joint account asks us in writing to stop transactions or it becomes apparent to us this is 
necessary. After that, all cards, access codes and cheque books will be cancelled and, until we receive further instructions in writing in relation 
to the method of operation on the account, all transactions other than deposits will need to be authorised by all account holders. 

6.5 Dormant accounts

For most accounts dormant for seven years or more, we have a legal obligation to remit balances exceeding $500 to the Australian Securities 
and Investments Commission as ‘unclaimed money’.

For dormant accounts which do not hold legal obligations, RACQ Bank reserves the right to close dormant accounts. RACQ Bank will attempt 
to contact the member via the personal details held on file. If the member cannot be contacted or does not respond within a reasonable 
timeframe, we will proceed to close the account.

7. Overdrawn accounts
An account is considered overdrawn when the amount of withdrawals or other transactions, including debit interest, fees and charges, is more 
than the available balance in your account. You must keep sufficient cleared funds in your account to cover your cheque, direct debit and EFT 
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transactions, or any other withdrawal by any means. If you do not, we will dishonour the transaction and charge a dishonour fee. If your account 
is overdrawn, you will be charged:

•  interest at our current overdraft rate, calculated daily on the closing balance

• a fee for each day (or part of that day) the account is overdrawn.

Please refer to the Fees and Charges Schedule for details of all fees pertaining to dishonouring transactions and overdrawn accounts.

We do not agree to provide any credit in relation to an account. You must not overdraw your account unless you have an approved overdraft facility.

7.1 Conditions

Any debit transactions to your account should not be greater than the available balance of your account unless other arrangements have been 
agreed to in writing. You must pay for any overdrawn amount as soon as it is requested. We can withdraw money from any of your accounts to 
cover the amount overdrawn.

7.2 Disclosure

We may give information about you and your accounts to a credit reporting body if you overdraw your account. Under the Privacy Act 1988 (Cth) 
and the Privacy (Credit Reporting) Code, we must provide you with certain information about credit reporting, including information about the 
credit reporting bodies to which we are likely to disclose your credit information. For further information, please read the ‘Important information 
about credit reporting bodies’ section of the Privacy Notice at racq.com/privacy

7.3 Securities and mortgages

When there are legal grounds for this, we can use any mortgage or other security we hold to secure any overdrawn amount. We do not have to 
release that mortgage or security until the overdrawn amount is repaid.

7.4 Costs

You agree to pay reasonable enforcement expenses (including legal costs) we have incurred in recovering or attempting to recover overdrawn 
amounts from you.

7.5 Repayment

If you overdraw your account without first getting our written agreement, you must repay the whole amount owing plus interest and fees when 
we request it or within 60 days from the time the account was overdrawn, whichever comes first. If you break these conditions, we can take 
legal action against you.

8. Term Deposit account
8.1 Key features

A term deposit is an investment where the interest rate is guaranteed not to change for the whole of the nominated term. It gives you the 
security of knowing that interest income is protected against changes in market conditions.

Term deposits are available to personal and non-personal (e.g. Business, SMSF) members.

8.2 Key risks

You may not be able to take advantage of interest rate rises during the term of your investment.

8.3 Minimum and maximum balances

The minimum balance for a term deposit is $1,000. There is no limit on the maximum balance of a term deposit (subject to RACQ Bank accepting 
the deposit). Rates for balances in excess of $1m are available upon request. 

8.4 Terms available

From one month to 60 months.

8.5 Interest payments

Paid to a nominated account you have with us or compounded according to the interest payment option you choose when you open your 
term deposit account. Interest is calculated from the day you make the term deposit to the day before the maturity date (or before this if it is 
terminated early). Interest rates are annual percentage rates based on a 365-day year unless otherwise stated.

8.6 Interest rates

Please refer to the Deposit Rate Schedule for current interest rates on term deposit accounts. You can obtain a copy at one of our branches, by 
calling 13 1905 or online at racq.com/downloads 

8.7 Fees and charges

We do not charge account keeping fees in connection with a term deposit account.  

8.8 Withdrawals before maturity date

You may request to withdraw your term deposit before the maturity date.
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If you make a request to withdraw your funds:

• A 31-day notice period applies to early withdrawals;

• A prepayment adjustment whereby the interest rate will be reduced by our lowest current term deposit rate (from the opening date to the 
date of the redemption) will apply.

8.9 At maturity

After maturity, the term deposit is renewed automatically for the same period and at the then current interest rate unless you instruct us 
otherwise. You should tell us in writing or by phone before the deposit matures if you want to make any changes. You have 10 days from the 
date the term deposit matures to change your maturity instructions to us.

8.10 Commissions

There are no commissions or other payments which impact on the amount of your return.

8.11 Special term deposits

We may offer special term deposits with different Terms and Conditions. We will give you details of any particular conditions that apply to 
these term deposits.

8.12 Refusal

We can choose not to accept a term deposit at any time.

8.13 Terms and Conditions

Fees and charges

Fees may be payable in certain circumstances. Please refer to the Fees and Charges Schedule.

Notification

We will notify you when we accept your term deposit.

Maximum and minimum amounts

We have the right to refuse to accept any deposit and may set or change maximum and minimum amounts for deposits and terms. A term 
deposit must be for a minimum of $1,000. 

Increase in amount of deposit

Term deposits can only be increased at maturity.

Joint accounts

If there is more than one account holder:

• each one of you is responsible for and owns the term deposit individually and jointly with all the others
• any one joint account holder can operate the term deposit, except where more than one to sign has been requested
• if any one or more joint account holder dies, the term deposit will continue solely for the benefit of the survivor(s) as the only account 

holder(s).

Interest 

The interest rate on a term deposit will not change during the term of the deposit. If we quote you an interest rate, the rate may differ if the deposit 
is not made on the same day the quote was given.

Interest will be calculated on daily balances and paid at maturity, or annually if term exceeds 12 months, or as agreed otherwise between you and 
us. Term Deposits with monthly, quarterly or half-yearly interest disposition are no longer available to new applicants. 

Payment of interest

Your interest may be reinvested at maturity or paid to a nominated account you have with us.

Maturity

On maturity, if you have not previously advised us otherwise, we will automatically reinvest your funds for the same term as the previous 
deposit and at the rate of interest current for that amount at that date (which may be lower than the rate of interest applying to the original 
term deposit) provided the same term is available. If the same term is not available, we will reinvest your deposit to the closest term. 

Our process is for you to inform us at the date of opening what you want to happen at maturity and we follow these instructions. Following 
maturity, we will allow you to withdraw any term deposit that is reinvested for no penalty, provided you give us your instructions to do so within 
10 days of the date of maturity.

If you choose to redeem your funds, they must be paid to a nominated account you have with us.

9. Cheque accounts
The Terms and Conditions in this section apply only to cheques issued by us. You agree to write cheques only if you have enough cleared funds 
in your account to cover them. The date on the cheque must be the day the cheque was written. Post-dated cheques will not be honoured.

9.1 Paying cheques

We can decide to pay or not to pay a cheque. If you do not have enough available funds in your account to cover the cheque, we can dishonour 
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the cheque or draw money from your other accounts. We are not liable to you or any other person if we decide to pay, not to pay or treat a 
cheque in any other way.

It is important you ensure cleared funds are available whenever a cheque is presented. If you do not have available funds to pay the amount of 
the cheque on presentment the cheque will be dishonoured. 

We are not liable to you or any other person if we decide to pay, not to pay or treat a cheque in any other way.

We may in our absolute discretion cancel your cheque facility, preventing any further cheques from being presented. You must not write a 
cheque after you have been advised the facility has been withdrawn.

9.2 Stop payment

You can only instruct us to stop payment on an unpaid cheque or Bank Cheque by completing our form for this or, if we agree, by writing to 
us or by phone. You also agree to indemnify us in relation to any action undertaken by any party to the cheque. You must provide sufficient 
particulars to identify the cheque. You must, of course, notify us before the cheque has been paid.

9.3 Non-payment

Cheques presented after your account is closed or your cheque book is cancelled will be dishonoured. You must not write a cheque after you 
have been advised the facility has been withdrawn. If you do, the cheque will be dishonoured and fees and charges applied.

9.4 Dishonouring cheques
We may in our absolute discretion dishonour your cheque if:

• you have insufficient funds or available credit in your account to cover the cheque
• you have not drawn up the cheque clearly and we are unsure of your instructions
• you have post-dated your cheque and it is presented for payment before the date on the cheque
• the cheque is ‘stale’, that is, the date of the cheque is more than 15 months ago
• we have notice of your death or mental incapacity
or

• fraud is suspected

Please refer to the Fees and Charges Schedule for details of all fees pertaining to dishonouring transactions due to insufficient funds.

9.5 Cheque books  

We will issue you a new cheque book:

• when you ask for one 
or 

• after a set number of cheques are presented for payment. 

We can withdraw or stop the issue of a cheque book or demand it is returned.

9.6 Reducing the risk of forgery 

When filling in a cheque:

• state the name of the person to whom you are paying the cheque as close as possible to the word “Pay”
• draw a line from the end of the payee’s name to the end of the line
• state the amount in words with a capital letter as close as possible to the words “the sum of” and do not leave blank spaces large enough 

for any other words to be inserted
• add the word “only” after the amount in words
• draw a line from the end of the amount in words to the end of the line
• state the amount in numbers close after the printed “$” and avoid any spaces between the figures 
• always add a stop “.” or a dash “-” to show where the dollars end and the cents begin and, if there are no cents, always write “.00” or “-00” 

to prevent insertion of more numbers to the dollar figure
• never write a cheque in pencil or ink that can be erased
• never sign a cheque before it is used or filled out.

Crossing a cheque means drawing two lines clearly across the face of the cheque. 

RACQ Bank cheques are pre-printed with a crossing and “Not Negotiable”. 

The crossing serves as a warning to the collecting financial institution, if there are other special circumstances, that it should enquire if its 
customer has good title to the cheque. The cheque must be paid into an account and cannot be cashed.

When you add the words “Account payee only” between these lines you are instructing that only the named person can collect the cheque. 
These words may give you better protection against theft or fraud. The collecting financial institution must make inquiries of the customer 
depositing the cheque if the customer is not the payee of the cheque.

Deleting “or bearer”

Your pre-printed cheque forms have the words “or bearer” next to the space where you write the name of the payee. The cheque is a “bearer” 
cheque. If you cross out the words “or bearer” and do not add the words “or order”, the cheque is still a bearer cheque. You can give yourself 
more protection against theft or fraud by crossing out the words “or bearer” and adding the words “or order”.
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9.7 Lost, misused or stolen cheques and cheque books

If your cheque or cheque book is stolen, lost or misused, phone us immediately on 13 1905. A fee or charge may be levied to record lost/stolen 
cheques or cheque books.

10. Electronic banking
Electronic banking is when you use a card or an electronic or mobile device (e.g. smart phone or tablet) to make transactions online or at an ATM 
or EFTPOS terminal. 

Important: Before you use the card, internet banking or phone banking, read the electronic banking Terms and Conditions in this section 
carefully. Use of the facilities will be governed by these electronic banking Terms and Conditions and the internet banking Terms and Conditions. 
The internet banking Terms and Conditions can be obtained at any of our Bank branches, by calling 13 1905 or online at racq.com/ibtac. All the 
other Terms and Conditions that apply to your accounts still apply.  

You should follow the guidelines below to protect against unauthorised use of the card and PIN, password or code. These guidelines provide 
examples of security measures only and will not determine your liability for any losses resulting from unauthorised EFT transactions. Liability 
for such transactions will be determined in accordance with section 10.19 of these electronic banking Terms and Conditions and the ePayments 
Code. You will be asked to agree to the internet banking Terms and Conditions when you use the service for the first time. 

To the extent of any inconsistency between these electronic banking Terms and Conditions and the internet banking Terms and Conditions 
or the Terms and Conditions applicable to any of your accounts or other access methods, these electronic banking Terms and Conditions will 
prevail. 

10.1 Introduction

(a) These electronic banking Terms and Conditions govern use of the facilities to access your linked account(s) at RACQ Bank. Each 
transaction on a linked account is also governed by the Terms and Conditions to which that account is subject. If there is an inconsistency 
between these electronic banking Terms and Conditions and the Terms and Conditions applicable to any of your linked account(s), these 
electronic banking Terms and Conditions will prevail.

(b) These electronic banking Terms and Conditions apply when the facility is used to carry out an EFT transaction.

(c) RACQ Bank may attach other services to the facility. Please contact us for details.

(d) In accepting a facility from us, you are obliged to comply with these electronic banking Terms and Conditions.

(e) Unless otherwise required by the context, a singular word includes the plural and vice versa.

10.2 Codes of conduct

(a) RACQ Bank warrants that it will comply with the requirements of the ePayments Code where that code applies. 

(b) The relevant provisions of the Customer Owned Banking Code of Practice apply to these electronic banking Terms and Conditions.

10.3 Signing the card

You must sign your card when you receive it to prevent fraudulent or unauthorised use of your card. 

10.4 How to protect your PIN, SMS, password or code

(a) We will provide a PIN to use the card with certain electronic equipment and/or a code or password, and in some cases, an SMS to use the 
internet banking or telephone banking system. You agree to protect this PIN, password or SMS code as a means of preventing fraudulent 
or unauthorised use of the facility.

(b) Sign the card when you receive it.

(c) Keep the card in a safe place.

(d) Never lend the card to anybody.

(e) You must not tell or show the PIN, password or code to another person or allow it to be seen by another person, including your family and 
friends. 

(f) You must not record the PIN on the card or keep a record of the PIN, password or code on anything which is kept with or near the card or 
equipment unless reasonable steps have been taken to carefully disguise the PIN, password or code or to prevent unauthorised access to 
that record. 

 If you change the PIN, password or code, you must not select another one which represents your birth date or a recognisable part of your 
name. If you do use an obvious PIN, password or code, such as a name or date, you may be liable for any losses which occur as a result 
of unauthorised use of the PIN, password or code before notifying us that the PIN, password or code has been misused or has become 
known to someone else.

(g) We recommend you change your password and/or code at regular intervals.

(h) Use care to prevent anyone seeing the card number, PIN, password or code being entered at electronic equipment.

(i) Immediately report the loss, theft or unauthorised use of the card, password or code to us.

(j) Keep a record of the card number and our telephone number with your usual list of emergency telephone numbers.
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(k) Examine your account statement immediately upon receiving it to identify and report, as soon as possible, any instances where the 
facilities have been used without your authority.

(l) Immediately notify us of any change of address.

(m) If you suspect your password or code has been compromised, you should immediately change the password or code and contact us. 
Failure to adhere to these guidelines could result in you being liable for any unauthorised electronic transactions on your accounts. 
Liability for any losses will be determined under the ePayments Code where that code applies.

10.5 Using the facility

(a) You can use your card at financial institutions and merchants which accept your card. They display the ‘e’ symbol, Visa, rediCARD or Cashcard 
signs, unless we give you other information. You can use your card according to these conditions and subject to the credit limit for:

• cash advances and withdrawals from our electronic terminals or branches
• cash advances and withdrawals from non  

RACQ Bank electronic terminals which we have said will make these transactions
• purchases from businesses displaying the appropriate sign.

(b) We will advise you from time to time:

• what transactions may be performed using the facility
• what electronic terminals may be used.

We do not warrant that merchants or EFT terminals displaying rediCARD signs or promotional material will accept the rediCARD. We do not 
accept any responsibility should a merchant or EFT terminal displaying rediCARD signs or promotional material refuse to accept or honour 
a rediCARD, or should a merchant or other financial institution impose additional restrictions on the use of the rediCARD. You must resolve 
any complaint about these goods or services with the person or organisation involved. We are not liable for any surcharge imposed by a 
merchant.

(c) The card may only be used to perform transactions on your linked account(s). We will advise you of:

• the accounts which you may link to the card
• any credit facility which you may link to your linked account(s).

(d) We will debit your linked account(s) with the value of all withdrawal transactions, including sales and cash advance vouchers arising 
from the use of the Visa Debit card (including all mail or telephone orders placed by quoting the Visa Debit card number) and all other EFT 
transactions, or credit your linked account(s) with the value of all deposit transactions at EFT terminals.

(e) If a linked account is in the name of more than one person, then each party to that account will be jointly and severally liable for all EFT 
transactions on that account.

(f) You will continue to be liable to us for the value of any EFT transaction occurring after you have closed your linked account(s) until your 
card expires.

(g) Transactions will not necessarily be processed to your linked account on the same day.

(h) Some merchants and ATMs charge a surcharge for making an EFT 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.

(i) You may be able to conduct transactions without entering your PIN or signing, as long as these transactions are conducted face-to-face 
at a participating merchant outlet. Limits may differ by merchant outlet. If you request it, the merchant must provide you with a receipt for 
the transaction.

(j) A purchase transaction performed by pressing the ‘CR’ button will enable you to take cash out.  You will always be required to enter your 
PIN for these transactions. 

(k) If you have been issued with a Visa Debit payWave card which is identifiable by the Visa payWave logo, you can tap your Visa card 
against the contactless reader to make a payment. Payments using the Visa payWave functionality can only be made for purchases 
under $100 at participating merchant outlets. If your purchase is $100 or more, you will need to enter your PIN. At times, this limit 
may change as prescribed by Visa or the merchant outlet. Visa and our security systems continue to protect you from unauthorised 
transactions. The same conditions apply to your Visa Debit payWave transactions as your other Visa card transactions. On any given day, 
you can perform up to 20 Visa payWave transactions as long as the total aggregated value of those transactions does not exceed $1,000. 
You can continue to use your card with your PIN if you exceed this limit.

(l) You can receive funds transferred by another Visa cardholder via Visa Direct up to the value of $2,500 USD. 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 
Debit card number to the sender. You should not provide any further Visa Debit card details, such as the expiry date or 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.

10.6 Queries on sales vouchers

If you have a question about a sales voucher, write to us with the details. We will try to get a copy of the voucher for you from the business 
you dealt with or its bank. We can charge you a fee for this service. We are not liable if we cannot obtain the copy requested. We are not 
responsible for complaints with respect to incorrect charges regarding the goods and services a retailer supplies to you.
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10.7 Chargeback

For Visa Debit cards issued by RACQ Bank, there is a right to ‘chargeback’. A chargeback is the term given to the process by which a financial 
institution, at the request of a customer, can reclaim a debit on a card from a merchant’s bank. 

(a) Chargeback rights 
The Visa card scheme incorporates a dispute resolution process in accordance with its operating rules, where it allows us to charge a 
transaction back to the merchant with whom you made the transaction if: 

• the transaction was unauthorised
• you did not receive the goods and services
• the goods and services were defective or not as described
• you already cancelled a direct debit
• the amount of the transaction is different to what you expected  

or
• the transaction was duplicated.

This is known as ‘chargeback rights’. These rights, however, do not extend to EFTPOS transactions where you used the ‘savings’ or 
‘cheque’ button, and BPAY payments, even though we will do our best to try and recover a payment from the biller, if possible, but not as a 
chargeback.

(b) What we need from you to process a chargeback:

• If you have decided to dispute a transaction, you must, in the first instance, attempt (where possible) to resolve the matter directly with the 
merchant. 

• If your attempts to resolve your dispute with the merchant are unsuccessful, you must contact us as soon as possible. The Visa scheme 
imposes strict time limits on chargebacks and if you delay to notify us, your entitlement to a chargeback may be compromised and, 
ultimately, you will be responsible for the financial loss.

• You must complete a dispute form to provide us with all the information we require.

(c) How the chargeback process works:

• You contact us and complete a form 
• We send your dispute to the merchant’s bank via Visa and Cuscal (RACQ Bank’s aggregator)
• If the merchant accepts the dispute, you are entitled to a refund
• If the merchant provides contradictory evidence, you will be advised and mailed any documentation provided by the merchant
• If you wish to continue the dispute, you may be required to provide a written reply to the documentation we sent you
• Depending on scheme rules, further investigation will be carried out by us until a resolution is reached.

10.8 Different electronic terminals

We are not liable if all electronic terminals do not work in the same way.

10.9 Using the Visa Debit card outside Australia

(a) Use of the Visa Debit card outside Australia must comply with any exchange control requirements.

(b) You agree to reimburse us for any costs, fees or charges of any nature arising out of a failure to comply with any exchange control 
requirements. 

(c) All transactions made overseas on the Visa Debit card will be converted into Australian currency by Visa International. The calculation will 
be made using either:

• a wholesale market rate selected by Visa from a range of wholesale rates 
or

• the government mandated rate in effect on the day before the date the transaction is processed.

(d) All transactions made overseas on the Visa Debit card are subject to a conversion fee based on the value of the transaction. The amount 
of this conversion fee is subject to change from time to time. Refer to the Fees and Charges Schedule for more details.  
We will advise you in advance of any such change to this conversion fee in accordance with the procedures set out in section 5.1). On 
your statement, you will see overseas transactions converted to the Australian Dollar value and including the conversion fee as one single 
transaction.

(e) Some overseas merchants and ATMs charge a surcharge for making an EFT 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.

(f) Before travelling overseas, you or your nominee should obtain from us the Visa Global Customer Assistance Services number for the 
destination country. You should use the Visa Global Customer Assistance Services if any of the circumstances described in section 10.20 
apply. 

(g) You acknowledge that your rediCARD can only be used outside Australia at an ATM.

10.10 Withdrawal and transaction limits

(a) You agree that the facility will NOT be used to:

• overdraw any of your linked account(s) 
or

• exceed the unused portion of your credit limit under any pre-arranged credit facility, such as line of credit or overdraft, linked to your 
linked account(s).
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(b) If section 10.10(a) is breached, we may:

• dishonour any payment instruction given
• charge you an administrative fee as advised to you from time to time.

(c) We may, at any time, limit the amount of an EFT transaction and will advise you of any such daily or periodic transaction limits at the time of 
your application for the facility. We may vary the transaction limit from time to time and will advise you of such a change in accordance with 
the procedures set out in section 5.1.  

(d) You acknowledge that third party organisations, including merchants or other financial institutions, may impose additional restrictions on 
the amount of funds that may be withdrawn, paid or transferred.

10.11 Authorisations

You acknowledge and agree that we:

(a) have the right to deny authorisation for any EFT transaction for any reason

(b) will not be liable to you or any other person for any loss or damage which you or such other person may suffer as a result of such refusal.

10.12 Deposit at EFT terminals

(a) Any deposit you make at an EFT terminal will not be available for you to draw against until your deposit has been accepted by us.

(b) Cheques will not be available to draw against until cleared.

(c) Your deposit is accepted once we or the EFT terminal has verified it.

(d) If the amount recorded by the EFT terminal as having been deposited should differ from the amount received by us, we will notify you of 
the difference as soon as possible and will advise you of the actual amount which has been credited to your linked account.

(e) We are responsible for the security of your deposit after you have completed the transaction at the EFT terminal (subject to our verification of 
the amount you deposit).

10.13 Transaction slips and receipts

It is recommended you check and retain all transaction slips, receipts and payment or transfer reference numbers issued to you after 
conducting an EFT transaction, as well as copies of all sales and cash advance vouchers, to assist in checking EFT transactions against your 
statements.

10.14 Additional cards

(a) If you have a card and you would like someone else to have access to your accounts, you may authorise us, if we agree, to issue an 
additional card to your nominee provided this person is over the age of 18 (unless we agree to a younger age).

(b) Your nominee will then have access to all of the money in your account or, in the case of an overdraft, access to your credit limit. 

(c) You will be liable for all transactions carried out by your nominee on the card.

(d) We will give each nominee a PIN.

(e) Your nominee’s use of the card and PIN is governed by these electronic banking Terms and Conditions.

(f) You must ensure that each nominee protects their card and PIN in the same way as these electronic banking Terms and Conditions 
require you to protect your card and PIN.

(g) You may cancel an additional card by notifying us.

10.15 Renewing your card

(a) Unless you are in breach of these electronic banking Terms and Conditions or we deem otherwise for the security of the EFT system or 
individual accounts, we will automatically provide you and your nominee with a replacement card before the expiry date of your current 
card or the nominee’s card. However, for security reasons, your card will not be renewed if no transactions have been performed in the six 
months prior to expiry of the card.

(b) If you do not wish to receive a replacement card, either for yourself or for your nominee, you must notify us before the expiration date of 
the current card. You must give us reasonable time beforehand to arrange cancellation of the issue of a replacement card.

10.16 Cancellation and return of your card

(a) The card always remains the property of RACQ Bank.

(b) We can immediately cancel the card and demand its return or destruction at any time for security reasons or if you breach these 
electronic banking Terms and Conditions or the Terms and Conditions of your linked account(s), including capture of the card at any EFT 
terminal.

(c) We may, at any time, cancel the card for any reason by giving you 20 days’ notice. The notice does not have to specify the reasons for the 
cancellation.

(d) You may cancel your card or any card issued to your nominee at any time by notifying us.

(e) If you or RACQ Bank cancels the card issued to you, any card issued to your nominee(s) will also be cancelled.

(f) You will be liable for any transactions you or your nominee make using the card before the card is cancelled but which are not posted to 
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your linked account until after cancellation of the card.

(g) You must return your card and any card issued to your nominee to us when:

• we notify you we have cancelled the card
• you close your linked account(s)
• you cancel your card, any card issued to your nominee or both  

or
• you alter the authorities governing the use of your linked account(s) unless we agree otherwise.

10.17 Use after cancellation or expiry of the card

(a) You must not use the card or allow your nominee to use the card:

• before the valid date or after the expiration date shown on the face of the card 
or

• after the card has been cancelled.

(b) You will continue to be liable to reimburse us for any indebtedness incurred through such use whether or not you have closed your linked 
account(s) at RACQ Bank. However, you will not be liable for any indebtedness incurred through the use of a nominee’s card after you 
have instructed us to cancel that card provided you take all reasonable steps to destroy the card and do not act fraudulently or otherwise 
cause the loss.

10.18 Visa Debit card – Regular Payment Arrangements

A ‘Regular Payment Arrangement’ is where you provide a merchant with your Visa Debit card details and authorise the merchant to regularly 
charge you using the Visa Debit card.

(a) You are encouraged to maintain a record of any Regular Payment Arrangement you elect to enter into with a merchant.

(b) To either change or cancel any Regular Payment Arrangement, you should contact the merchant at least 15 days prior to the next 
scheduled payment. Until you attempt to cancel the Regular Payment Arrangement, we must accept the merchant’s transaction. If 
possible, you should retain a copy of your change/cancellation request. Should the merchant fail to act in accordance with these 
instructions, you may have rights to a dispute.

(c) If your card number is changed, i.e. as a result of a lost or stolen card, you must request the merchant to change the details of your 
existing Regular Payment Arrangement to ensure arrangements continue. If you fail to undertake this activity, your Regular Payment 
Arrangement either may not be honoured by us or the merchant may stop providing the goods and/or services. 

(d) Should you elect to close your card account or your account is closed by us, you should contact the merchant to revise your Regular 
Payment Arrangement as the merchant may stop providing the goods and/or services.

10.19 Your liability in case of loss, theft or misuse

(a) You are liable for all losses caused by unauthorised EFT transactions unless any of the circumstances specified in paragraph (b) below 
apply.

(b) You are not liable for losses:

• where it is clear you and your nominee have not contributed to the loss
• caused by the fraudulent or negligent conduct of employees or agents of:

• RACQ Bank
• any organisation involved in the provision of  the EFT system 

or
• any merchant relating to a forged, faulty,  expired or cancelled card or PIN

• caused by the same transaction being incorrectly debited more than once to the same account
• that exceed the amount of your liability to us had we exercised our rights (if any) under the Visa international rules and regulations 

against other parties to those rules and regulations
• resulting from unauthorised use of the card or PIN:

• in relation to an EFT transaction which does not require a PIN authorisation before receipt of the card
• in relation to an EFT transaction which requires PIN authorisation before receipt of the PIN 

or
• in either case, after notification to us in accordance with section 10.20 that the card has been used without authority, that it 

has been lost or stolen or that PIN security has been breached
• resulting from unauthorised use of a password or SMS code after notification to us  

or
• resulting from an unauthorised transaction that can be made using an identifier without a card, PIN, SMS code or password.

(c) Where a transaction can be made using a SMS code and a card, or an SMS code, card and identifier, but no PIN or password, you will only 
be liable if you unreasonably delay in reporting the loss or theft of the card.

(d) You will be liable for any loss of funds arising from any unauthorised EFT transaction using the card or PIN, password or SMS code if the 
loss occurs before notifying us that the facility has been misused, lost or stolen or the PIN has become known to someone else, and if we 
prove, on the balance of probabilities, that you or your nominee contributed to the loss through:

• fraud, failure to look after and keep the PIN, password or SMS code secure in accordance with sections 10.4(e), (f) and (g), or extreme 
carelessness in failing to protect the security of the PIN, password or code 
or
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• unreasonable delay in notifying us of the misuse, loss or theft of the card or of the PIN, password or SMS code becoming known to 
someone else, and the loss occurs between the time you or your nominee did, or reasonably should have, become aware of these 
matters and the time of notification to RACQ Bank.

However, you will not be liable for:

• the portion of the loss that exceeds any applicable daily or periodic transaction limits on your linked account(s)
• the portion of the loss on any linked account which exceeds the available balance of that linked account (including any prearranged 

credit) 
or

• all losses incurred on any account which you had not agreed with us could be accessed using the card and PIN, password or SMS 
code.

(e) Where a PIN, password or SMS code was required to perform the unauthorised EFT transaction and section 10.19(d) does not apply, your 
liability for any loss of funds arising from an unauthorised EFT transaction using the card, if the loss occurs before notification to us that 
the card has been misused, lost or stolen or the PIN, password or SMS code has become known to someone else – is the lesser of the 
following:

• $150
• the actual loss at the time of notification to  

RACQ Bank of the misuse, loss or theft of the card, or of the PIN, password or code becoming known to someone else (except that 
portion of the loss that exceeds any daily or periodic transaction limits applicable to the use of your card or your linked account)  
or

• (if the unauthorised EFT transaction involved our debiting of your linked account) the available balance of that linked account, 
including any prearranged credit.

(f) If, in cases not involving EFT transactions, the card or PIN is used without authority, you are liable for that use before notification to RACQ 
Bank of the unauthorised use, up to your current daily withdrawal limit.

(g) You are liable for losses resulting from unauthorised transactions that occurred because you 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.

(h) Notwithstanding any of the above provisions, your liability will not exceed your liability under the provisions of the ePayments Code, where 
that code applies.

10.20 Loss, theft or unauthorised use of your card or PIN, password or SMS code

(a) If you or your nominee believes the card has been misused, lost or stolen or the PIN, password or SMS code has become known to 
someone else, you or your nominee must immediately contact us. You or your nominee must provide the following information when 
making such notification to us:

• the card number (if known)
• your name
• any other personal information you or your nominee are asked to provide to assist in identifying you.

(b) We will acknowledge the notification by giving a reference number. Please retain this number as evidence of the date and time of 
contacting  
RACQ Bank.

(c) You can report a loss, theft or card misuse 24 hours a day, 7 days a week.

(d) If the phone line is not operating at the time notification is attempted, the loss, theft or unauthorised use must be reported to us as soon 
as possible during business hours. RACQ Bank will be liable for any losses arising because the phone line is not operating at the time of 
attempted notification, provided the loss, theft or unauthorised use is reported to us as soon as possible during business hours.

(e) If the loss, theft or misuse, occurs outside Australia, you or your nominee must notify an organisation displaying the Visa sign and also 
then confirm the loss, theft or misuse of the card:

• with us by telephone or priority paid mail as soon as possible or
• by telephoning the Visa Global Customer Assistance Services number for the country you are in, which you must obtain from us 

prior to your departure in accordance with section 10.9(f).

10.21 Resolving errors or disputed EFT transactions

(a) If you believe an EFT transaction is wrong or unauthorised, or your account statement contains any instances of unauthorised use or 
errors, immediately notify us. We are solely responsible for resolving your complaint. You must give us the following information as soon 
as possible:

• your name, account number and card number
• the error or the transaction you are unsure about
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• a copy of the account statement in which the unauthorised transaction or error first appeared
• an explanation, as clearly as you can, as to why you believe it is an unauthorised transaction or error
• the dollar amount of the suspected error.  

We will acknowledge the notification by giving a reference number. Please retain this number as evidence of the date and time of contacting 
RACQ Bank.

If your complaint concerns the authorisation of an EFT transaction, we may ask you or your nominee to provide further information.

(b) Once we have received your complaint we will acknowledge it within 24 hours (one business day). We will attempt to resolve your 
complaint as quickly and fairly as possible.

(c) We have a dedicated internal dispute resolution process where we will work with you to resolve your complaint within 30 days.

(d) For credit related complaints regarding requests to postpone enforcement proceedings, hardship or default notices we will work towards a 
resolution within 21 days.

(e)  RACQ understands some people may experience vulnerability at some point in their lives and may require special help or care. Our team are 
trained to support you, see our website for more information racq.com/support/supporting-vulnerability.

(f) If we find that an error was made, we will make the appropriate adjustments to your linked account including interest and charges (if any) 
and will advise you in writing of the amount of the adjustment.

(g) When we advise you of the outcome of our investigations, we will notify you in writing of the reasons for our decision by reference to 
these electronic banking Terms and Conditions and the ePayments Code, and advise you of any adjustments we have made to your 
linked account.

(h)  If we have not provided a resolution to your satisfaction, or we exceed the timeframe specified above, you can refer your complaint to the 
Australian Financial Complaints Authority (AFCA). The Australian Financial Complaints Authority provide an independent external dispute 
resolution service.

 Australian Financial Complaints Authority
 Online: www.afca.org.au
 Email: info@afca.org.au
 Phone:  1800 931 678
 Mail:  Australian Financial Complaints Authority
   GPO Box 3
   Melbourne VIC 3001

(i) If we decide you are liable for all or any part of a loss arising out of unauthorised use of the card or PIN, password or code, we will:

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

(j) If we fail to carry out these procedures or cause unreasonable delay in resolving your complaint, we may be liable for part or all of the 
amount of the disputed transaction where that failure or delay has prejudiced the outcome of the investigation.

10.22 Transaction and other fees

(a) We will advise you whether we charge a fee, and the amount of such fee, for:

• any transactions
• issuing the card or any additional or replacement cards
• using the card
• issuing the PIN, password or code or any additional or replacement PIN, password or code
• using the PIN, password or code
• issuing account statements  

or
• any other service provided in relation to the card.

(b) We will also advise you whether we will debit any of your linked account(s) with government charges, duties or taxes arising out of any 
transaction.

10.23 Exclusions of warranties and representations

(a) We do not warrant that merchants displaying Visa signs or promotional material will accept the Visa Debit card in payment for goods and 
services. You should always enquire beforehand before selecting goods or services.

(b) We do not accept any responsibility should a merchant, bank or other institution displaying Visa signs or promotional material, refuse to 
accept or honour the Visa Debit card. RACQ Bank does not warrant that EFT terminals displaying Visa signs or promotional material will 
accept the Visa Debit card.

(c) We are not responsible for any defects in the goods and services acquired by you through the use of the Visa Debit card. You 
acknowledge and accept that all complaints about these goods and services must be addressed to the supplier or merchant of those 
goods and services.

10.24 Malfunction

(a) You will not be responsible for any loss you suffer because an EFT terminal accepted an instruction but failed to complete the transaction. 
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(b) If an EFT terminal is faulty and you should have been aware the EFT terminal was unavailable for use or malfunctioning, we will only be 
responsible for correcting errors in your account and refunding any fees or charges imposed on you as a result.

10.25 SMS code

(a) Where you require a daily limit for internet banking over our standard limit, you must be issued with an SMS code unless we agree 
otherwise.

(b) Where your daily limit is less than our standard limit, you can have an SMS code issued to you.

(c) We may require you to be issued with an SMS code if we consider this will assist in mitigating any fraud risk. 

(d) If you have been issued a SMS code, you must use the SMS code displayed on your mobile device device at the relevant time, to perform 
external transfers and certain BPAY payments. 

(e) You must keep your SMS code safe and secure and advise us immediately if it is, or if you suspect that it is, lost, stolen or misused. You should 
also tell us immediately if you suspect that unauthorised transactions have occurred on your account. This notification should be made by 
calling us on 13 1905 or advising us in person at any of our branches. You must, when reporting, give us all the information we request, including 
the SMS code. If it is lost, stolen or misused, we can cancel your SMS code and issue you with a new one. 

(f) If an unauthorised transaction occurs on your account, and you have not taken good care of your SMS code or have not notified us 
promptly of its loss, theft or misuse you will be liable for all or part of the loss. You are not liable for all losses caused by unauthorised 
internet transactions resulting from unauthorised use of an SMS code after notification to RACQ Bank.

10.26 Digital wallet Terms and Conditions

Account or cardholder Terms and Conditions

You agree with RACQ Bank to these terms by either

• adding a card for use in a digital wallet,  
or

• allowing another cardholder to add a card linked to your account for use in a digital wallet.

The Terms and Conditions which apply to your card, apply in addition to the Terms and Conditions detailed below. To the extent of any 
inconsistency, the Terms and Conditions which apply to your card take precedence over these terms. 

Additional Terms and Conditions may apply by your telecommunications provider or other relevant third parties.

Suspension and termination of the digital wallet

We may block, suspend or terminate your card in the digital wallet:

• if we reasonably suspect fraud
• if your card is cancelled, blocked or suspended
• if you are in default of your card Terms and Conditions
• if required by law
• if we no longer support the digital wallet,  

or
• for any other reason.

Your responsibilities

You agree to protect and keep confidential your user ID, phone lock passcode, passwords, and all other information required for you to make 
purchases with your card using the digital wallet (protected information). 

Always secure your protected information by using a unique number or pattern that is not obvious or can be easily guessed. Take precautions 
when using your digital wallet. Try to memorise your protected information or carefully disguise it. Never keep a record of your protected 
information with your device, on your device or computer, or tell anyone your protected information.

Notably, if you let another person be registered on your mobile device device or you share your protected information with any other person, you 
will be deemed to have authorised that person to transact on your account using the digital wallet. This means that any transaction conducted 
using the digital wallet initiated by that person using the protected information will be authorised by you and the card Terms and Conditions which 
deal with unauthorised transactions will not apply. 

If your mobile device has been lost or stolen or you believe your security credentials have been compromised, you must report this to us 
immediately. Your existing card Terms and Conditions require you to contact us immediately if you believe there are errors or if you suspect fraud 
with your card. This includes any fraud associated with a digital wallet. 

In section 10.19 which deals with liability for unauthorised transactions:

• each reference to a ‘password’ or ‘PIN’ includes a reference to your protected information
• each reference to security requirement includes the requirement to keep your Protected Information secure
• each reference to a lost or stolen card includes a lost or stolen mobile device.

in the context, as required and as appropriate, noting that RACQ Bank does not issue your device to you (or associated protected information) 
and that if another person is registered on your device, any transaction by them is not an unauthorised transaction.

Generally, subject to protections afforded to you by law, you are liable for unauthorised transaction conducted using the digital wallet. 

Using the digital wallet

RACQ Bank is not the provider of the digital wallet and is not responsible for its use and function. Our obligation to you in relation to the functionality 
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of the digital wallet is limited to providing the technical means to facilitate the functionality of the digital wallet to support the RACQ Bank cards. We 
are not responsible if there is a security breach affecting any information stored in the digital wallet or sent from the digital wallet. 

We are not otherwise liable for the use, functionality or availability of the digital wallet, including any service issues caused by third party 
communication providers (unless as otherwise required by law). 

Further we, do not make any guarantees or warranties that the digital wallet will be accepted by all merchants. We are not liable for any loss, injury 
or inconvenience you suffer as a result of a merchant refusing to accept the digital wallet.

RACQ Bank will not be liable for any loss arising from your use of the digital wallet to the extent that the loss was caused by:

• your fraud
• your use of the digital wallet in a manner that is inconsistent or not permitted by the issuer of the digital wallet,  

or
• subject to the requirements at law, limited service caused by matters beyond our reasonable control.

Applicable fees

The card Terms and Conditions describe the fees and charges which apply to your card. We do not charge any additional fees for adding or 
using a card in the digital wallet. You are responsible for any charges that you may incur from your telecommunications provider.

Your information

We may collect information relating to your device for the following reasons (but not limited to):

• to ensure your card functions properly in the digital wallet,
• for security purposes and to identify fraud
• for us to better provide assistance to you
• to tell you about other RACQ Bank products and services that may be of interest to you.

We may exchange information with the digital wallet provider and related service providers: 

• to facilitate any purchase you initiate using a card registered in the digital wallet, 
• to improve the functionality of the digital wallet, or 
• in relation to persons involved in suspected security breaches or fraud.

RACQ Bank is not responsible for any loss, injury or other harm you suffer in connection with the use of this personal information by the digital 
wallet provider or any related service provider.

If you do not want us to collect or disclose this information as described, you should not register a card for use with the digital wallet. If you do 
not want to receive marketing information, please contact us to opt out.

RACQ Group Privacy Policy provides further details regarding the collection and handling of your information.

Communication

Without limiting any other forms of communication as described under the card Terms and Conditions, we may communicate with you 
electronically (including, but not limited to, SMS, EMAIL, IN-APP notifications, etc.) and this will be considered written notice for the purpose of 
these terms. 

We may amend these terms at any time

We may make changes to the Terms and Conditions required to immediately restore or maintain the security of a system or individual facility 
without prior notice. We will notify you of such changes as soon as practicable.

We will give you 30 days’ prior written notice of any changes which:

• impose or increase your charges relating solely to the use of your card in the digital wallet
• increase your liability for losses relating to transactions conducted using your card in the digital wallet, or
• impose, remove or change your daily transaction limit or other periodical transaction limit applying to the use of your card in the digital 

wallet.

Notice may be given electronically as described above. Any other changes which apply to the card will be made in accordance with the card 
Terms and Conditions.

You agree to any such changes by continuing to keep the card in the digital wallet.

11. Phone banking
Phone banking allows you to perform transactions and obtain balances on your account by phone. For information on existing accounts, phone 
13 2505.

Using your telephone to gain access to your accounts is convenient but there is also a risk of unauthorised transactions occurring. If you use 
phone banking, you acknowledge and accept that risk. You also agree you are liable for all losses caused by unauthorised phone banking 
transactions unless any of the circumstances specified in section 10.19(b) apply. The phone banking Terms and Conditions in this section apply 
to telephone transactions. All the other Terms and Conditions that apply to your accounts still apply. If there are differences between these 
phone banking Terms and Conditions and the Terms and Conditions applicable to any of your accounts or other access methods or any other 
particular Terms and Conditions we give you, these phone banking Terms and Conditions apply. 

11.1  Applying for phone banking

You need to apply for this service and if we agree, we will give you an access code.
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11.2 Security

As a first time user, the phone banking system will issue you with a temporary access code and then will require you to change it to a four digit 
numeric access code chosen by you. Your access code gives you access to your account and your money, like a PIN. You must:

• protect your access code from being lost or stolen
• not write your access code on your card, cheque book or passbook, or have it in your wallet or with other financial or personal information
• not give, show or tell your access code to anyone
• not select an access code that represents your date of birth
• be sure no one can see your access code being keyed in to the phone
• tell us as soon as you think someone knows your access code or it is lost or stolen. 

To protect your access code, you should try to memorise it. Refer to section 10.4 for further information.

11.3 Changing your access code

You can change your access code whenever you wish by phone. For security reasons, do not change your access code to the same number as 
your PIN.

11.4 Using phone banking

Use our phone banking service by calling 13 2505. When you use the phone banking service, you agree:

• you are giving us instructions
• we can consider these instructions are from you
• you are liable for any transactions which occur except after you have told us someone knows your access code, if we have caused your 

access code to be misused or where there is an unauthorised transaction and you have not contributed to the loss
• we are not responsible for any loss caused if a transaction cannot be processed because the system or equipment fails
• we are not responsible for the operation of any telephone system. 

Information we give you by phone about your account relates to transactions we have processed and verified. Your phone banking transactions 
will be processed in the normal course of business. 

We can cancel your access code at any time. If we do this, we will tell you in writing as soon as possible. We can also delay or refuse to process 
your instructions.

11.5 If you have a problem with phone banking

If you think there has been a mistake or a transaction you did not authorise, you must phone us immediately and follow up with details in 
writing. Your problem will be investigated in the same way as problems with electronic transaction services (see section 10.21 for details).

11.6 Fees

When you use the phone banking transaction service, it is counted as an electronic transaction. Our normal fees and charges apply. These are 
listed in the Fees and Charges Schedule.

11.7 Changes

We can change these phone banking Terms and Conditions and any particular term and condition. Changes, including new fees and charges, 
will be notified in accordance with the procedures in section 5.1. New services will be advertised on or before the day the changes occur.

11.8 Reporting lost, stolen or disclosed access code

If you think someone knows your access code or it has been lost or stolen or misused, phone us immediately on 13 1905.

12. BPAY
You may choose to access our BPAY facility via internet banking or phone banking. 

The BPAY Terms and Conditions in this section will govern your access to BPAY. It is therefore important you read these BPAY Terms and 
Conditions carefully before you use BPAY. If you access BPAY then you will be taken to have read, understood and accepted these BPAY Terms 
and Conditions. Upon such use, these BPAY Terms and Conditions apply to every BPAY payment on your account and you will be legally bound 
by them. 

Industry Code of Practice

The relevant provisions of the Customer Owned Banking Code of Practice apply to these Terms and Conditions and we will comply with those 
provisions. 

ePayments Code

We warrant that we will comply with the ePayments Code where that code applies to your use of BPAY.

12.1 Using BPAY

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

(b) BPAY can be used to pay bills bearing the BPAY logo. We will advise you if and when other transactions can be made using BPAY. 

(c) Unless you are advised otherwise, you may use BPAY only to make payments from the account.
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(d) When you tell us to make a BPAY payment, you must tell us 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 the account from which the amount is to be paid.

(e) You acknowledge that we are not required to carry out a BPAY payment if you do not give us all the information specified in section 12.1(d) 
or if any of the information you give us is inaccurate.

(f) We will debit the value of each BPAY payment and any applicable fees to the account from which the relevant BPAY payment is made.

(g) If you instruct us to make any BPAY payment but close the account to be debited before the BPAY payment is processed, you will remain 
liable for any dishonour fees incurred in respect of that BPAY payment.

(h) You acknowledge that third party organisations (such as billers or other financial institutions) may impose additional restrictions on your access 
to and use of BPAY.

(i) You acknowledge that the receipt by a biller of a mistaken or erroneous payment does not or will not constitute, under any 
circumstances, part or whole satisfaction of any underlying debt owed between you and that biller.

12.2 Security breaches

(a) We will attempt to make sure your BPAY payments are processed promptly by participants in BPAY, and you must tell us quickly if:

• you become aware of any delays or mistakes in processing your BPAY payment
• you did not authorise a BPAY payment that has been made from your account or
• you think you have been fraudulently induced to make a BPAY payment.

(b) If you think the security of your access method has been compromised, you should notify us immediately by calling 13 1905, 8am to 11pm 
weekdays and 8:30am to 5pm Saturdays,  or emailing banking@racq.com.au at any time. 

(c) We will acknowledge your notification by giving you a reference number that verifies the date and time you contacted us.

(d) If you believe an unauthorised BPAY payment has been made and your access method uses a secret code, such as a PIN or password, 
you should change that code by following the steps in electronic banking (see section 10.4) and phone banking (see section 11.3). If the 
security of an access method such as a card has been compromised, you should contact us to cancel the card.

(e) We will acknowledge your notification by giving you a reference number that verifies the date and time you contacted us.

12.3 Processing of BPAY payments

(a) A BPAY payment instruction is irrevocable. Except for future dated payments (addressed in section 12.4), you cannot stop a BPAY payment 
once you have instructed us to make it and we cannot reverse it or change any details. 

(b) There is no ‘chargeback’ right for BPAY payments. A ‘chargeback’ is the term given to the process by which a financial institution, at the 
request of a customer, may reclaim a debit on a card from a merchant’s bank.

(c) We will treat your BPAY payment instruction as valid if, when you give it to us, you use the correct access method.

(d) You should notify us immediately if you think you have made a mistake (except for a mistake as to the amount you meant to pay – for 
these errors, see section 12.3(h)) when making a BPAY payment or if you did not authorise a BPAY payment that has been made from your 
account. 

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

• on the date you direct us to make it if we receive your direction by the cut off time on a banking business day or
• otherwise, on the next banking business day after you direct us to make it. The BPAY payment may take longer to be credited to a 

biller if you make it on a Saturday, Sunday or a public holiday, or if another participant in BPAY does not process a BPAY payment as 
soon as they receive its details.

(f) Notwithstanding this, a delay in processing a BPAY payment may occur if:

• there is a public or bank holiday on the day after you instruct us to make the BPAY payment
• you tell us to make a BPAY payment on a day which is not a banking business day or after the cut off time on a banking business 

day 
or

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

(g) If we are advised your payment cannot be processed by a biller, we will:

• advise you of this
• credit your account with the amount of the BPAY payment
• take all reasonable steps to assist you in making the BPAY payment as quickly as possible.

(h) You must be careful to ensure you tell us the correct amount you wish to pay. If you direct us to make a BPAY payment and later discover:

(a) the amount you paid was greater than the amount you needed to pay, you must contact the biller to obtain a refund of the excess  
or 

(b) the amount you paid was less than the amount you needed to pay, you can make another BPAY payment for the difference 
between the amount you actually paid and the amount you needed to pay.

(i) You will only be able to transfer money on Internet Banking to a new payee or biller (BPAY) if you’re registered for SMS security.
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12.4 Future-dated and recurring payments

You may arrange one-off or recurring BPAY payments through internet banking in advance of the time for payment, and if you use phone 
banking, you may arrange payments for up to 60 days in advance of the time for payment. These types of payments are referred to as ‘future-
dated’ payments in this section. 

12.5 BPAY transaction limits

(a) We may limit the amount of BPAY payments you may make on any one day.

(b) If at any time BPAY will allow transactions other than bill. However, we may limit the amount you may transact on any one day via BPAY on 
the other transaction.

(c) We will advise you of all such transaction limits. The standard limit applied for BPAY payments is $20,000 per day.

12.6 Refusing BPAY payment directions

You acknowledge and agree that:

(a) we may refuse, for any reason, to give effect to any direction you give us in respect of a payment to be made via BPAY

(b) we are not liable to you or any other person for any loss or damage which you or that person may suffer as a result of such refusal.

12.7 Access method security guidelines

This section will apply if your access method uses a secret code such as a PIN, password or SMS Code. You must look after your access method 
at all times so as to minimise the risk of losing it or allowing it to be used without your authorisation.

(a) You must not write a code on, or carry it or keep a record of it with, any other part of your access method or on or with the one article 
unless you have taken reasonable steps to disguise the code or prevent unauthorised access to the record.

(b) You must not select a code that represents your birth date or a recognisable part of your name. If you do use an obvious code such as a 
name or date you may be liable for any losses that occur as a result of unauthorised use of the code before you notify us that the code 
has been misused or become known to someone else.

(c) You must not tell or show the code to anyone else (including family and friends).

(d) You must not act with extreme carelessness in failing to protect the security of the code.

In addition, you must comply with the security guidelines that apply to your access method.

We recommend that you:

• use care to prevent anyone seeing the details you enter to access BPAY
• change any code at regular intervals
• never reveal any code to anyone
• never write any code down
• immediately notify us of any change of address.

The guidelines contained in this box provide examples only of security measures and will not determine your liability for any losses resulting 
from unauthorised BPAY payments. Liability for such payments will be determined in accordance with section 12.8 of these BPAY Terms and 
Conditions and the ePayments Code.

12.8 Your liability for BPAY payments

(a) You are liable for all transactions carried out via BPAY by you or by anybody carrying out a transaction with your consent, regardless of 
when the transaction is processed to your account with us.

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

(c) You are not liable for losses caused by unauthorised BPAY payments:

• where it is clear you have not contributed to the loss
• caused by the fraudulent or negligent conduct of employees or agents of:

• RACQ Bank
• any organisation involved in the provision of BPAY  

or
• any biller

• relating to a forged, faulty, expired or cancelled access method
• resulting from unauthorised use of the access method:

• before you receive that access method 
or

• after you notify us in accordance with section 12.2 that your access method has been misused, lost or stolen or used without 
your authorisation 
or

• caused by the same BPAY payment being incorrectly debited more than once to your account.

(d) You will be liable for any loss of funds arising from unauthorised BPAY payments if the loss occurs before you notify us that your 
access method has been misused, lost or stolen or used without your authorisation and if we prove, on the balance of probabilities, you 
contributed to the loss through:

• your fraud or, if your access method includes a secret code or codes (such as a password or PIN), your failure to keep that code 
secure in accordance with sections 12.7(a), (b), (c) and (d) 
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or
• unreasonable delay in notifying us of the misuse, loss, theft or unauthorised use of the access method and the loss occurs 

between the time you did, or reasonably should have, become aware of these matters and the time of notification to us.

However, you will not be liable for:

• the portion of the loss that exceeds any applicable daily or periodic transaction limits the portion of the loss on your account which 
exceeds the balance of your account (including any prearranged credit)  
or

• all losses incurred on any account which you had not agreed with us could be accessed using the access method.

(e) Where a secret code, such as a PIN or password, is required to perform the unauthorised BPAY payment and section 12.8(d) does not apply, 
your liability for any loss of funds arising from an unauthorised BPAY payment – if the loss occurs before you notify us that the access 
method has been misused, lost, stolen or used without your authorisation – is the lesser of the following:

• $150
• the balance of your account (including any prearranged credit) 

or
• the actual loss at the time you notify us that your access method has been misused, lost, stolen or used without your authorisation 

(except that portion of the loss that exceeds any daily or periodic transaction limits applicable to the use of your access method or 
your account).

(f) 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 did not observe any of your obligations under the BPAY Terms and Conditions or acted negligently or 
fraudulently under this agreement.

(g) Notwithstanding any of the above provisions, your liability will not exceed your liability under the ePayments Code.

12.9 Malfunction

(a) You will not be responsible for any loss you suffer because BPAY accepted your instructions but failed to complete a BPAY payment.

(b) If there is a breakdown or interruption to any BPAY system and you should have been aware the BPAY system was unavailable for use or 
malfunctioning, we will only be responsible for correcting errors in your account and refunding any fees or charges imposed on you as a 
result.

12.10 Consequential damage

(a) This section does not apply to the extent that it is inconsistent with or contrary to any applicable law or code of practice to which we 
have subscribed. If those laws would make this clause illegal, void or unenforceable or impose an obligation or liability which is prohibited 
by those laws or that code, this section is to be read as if it were varied to the extent necessary to comply with those laws or that code or, 
if necessary, omitted.

(b) We are not liable for any consequential loss or damage you suffer as a result of using BPAY, other than loss due to our negligence or in 
relation to any breach of a condition or warranty implied by the law of contracts for the supply of goods and services which may not be 
excluded, restricted or modified at all, or only to a limited extent.

12.11  Resolving errors on account statements

(a) All BPAY payments and applicable fees will be recorded on the account statements of the accounts to which they are debited.

(b) You should check all entries on your account statements carefully.

(c) If you believe a BPAY payment entered on your statement is wrong or was not authorised by you, contact us immediately on 13 1905 and 
give the following details:

• your name, account number and card number (if any)
• the date and amount of the BPAY payment in question
• the date of the account statement in which the payment in question first appeared
• a brief and clear explanation of why you believe the payment is unauthorised or an error. 

• RACQ Bank will acknowledge the notification by giving a reference number. Please retain this number as evidence of the date and time of 
contacting us.

(d) If we are unable to settle your concern immediately and to your satisfaction, we will advise you in writing of the procedures for further 
investigation and resolution of the complaint, and may request further relevant details from you.

(e) 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 of our investigation  
or

• advise you in writing that we require further time or information to complete our investigation.

(f) We will complete our investigation within 30 days of receiving your complaint unless there are exceptional circumstances. In such 
circumstances, we will let you know of 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 we require 
such a response.

(g) When we complete our investigation, we will write to you and advise you of the outcome of our investigation and the reasons for that 
outcome by reference to these BPAY Terms and Conditions and the ePayments Code.
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(h) If you are not satisfied with the way in which we deal with your complaint or if we do not respond promptly, you may refer the complaint 
to the Australian Financial Complaints Authority. 

 Australian Financial Complaints Authority
 Online: www.afca.org.au
 Email: info@afca.org.au
 Phone:  1800 931 678
 Mail:  Australian Financial Complaints Authority
   GPO Box 3
   Melbourne VIC 3001

(i) If we find that an error was made, we will make the appropriate adjustments to your affected account, including interest and charges (if 
any), and will advise you in writing of the amount of the adjustment.

(j) If we decide that you are liable for part or all of a loss arising out of unauthorised BPAY payment, we will:

• give you copies of any documents or other evidence we relied upon in reaching this decision
• advise you in writing whether or not there was any system malfunction at the time of the payment complaint.

(k) If we fail to observe these procedures or the requirements of the ePayments Code when we allocate liability, conduct the investigation or 
communicate the reasons for our decision and our failure prejudices the outcome of the investigation or causes unreasonable delay in its 
resolution, we will be liable for part or all of the amount of the disputed payment.

12.12 Transaction recording

It is recommended you record all receipt numbers issued in respect of BPAY payments to assist in checking transactions against your 
statements. We recommend you record the receipt numbers on the relevant bills.

12.13 Transaction and other fees

(a) We will advise you whether we charge any fees and the amount of such fees (including any dishonour fee) for: 

• issuing your access method or any additional or replacement access method
• using your access method
• any BPAY payment
• giving you access to BPAY 

or
• any other service provided in relation to BPAY, including error corrections.

(b) We will also advise you whether we will debit to you any government charges, duties or taxes arising out of a BPAY payment. 

(c) We may charge you with dishonour fees for any future-dated BPAY payments that have failed due to insufficient funds in the relevant 
account.

12.14 Changes to BPAY Terms and Conditions 

(a) We may change the BPAY Terms and Conditions, including BPAY fees and charges, from time to time in accordance with the procedures in 
section 5.1.

(b) We are not obliged to give you advance notice if a variation involving an interest rate, fee or charge will result in a reduction in your 
obligations.

(c) If you do not wish your daily limit on transacted amounts via BPAY to be increased, you must notify us before the effective date of change. 
Otherwise, once you access the increased transaction limit, you will be deemed to have consented to the increase.

(d) BPAY is owned and operated by third parties. If the rules and regulations of BPAY require that these BPAY Terms and Conditions be 
changed, in any way at any time (including without prior or full notice to you), then we will have the right to change these BPAY Terms and 
Conditions accordingly.

12.15 Cancellation of BPAY access

(a) You may cancel your access to BPAY at any time by giving us written notice. However, in order to do this, we will have to cancel your 
access to internet banking and phone banking.

(b) We may immediately cancel or suspend your access to BPAY at any time for security reasons or if you breach these BPAY Terms and 
Conditions or the Terms and Conditions of your account.

(c) We may otherwise cancel your access to BPAY for any reason by giving you 30 days’ notice. The notice does not have to specify the 
reasons for cancellation.

(d) If, despite the cancellation of your access to BPAY, you carry out a BPAY payment using the access method, you will remain liable for that 
BPAY payment.

(e) Your access to BPAY will be terminated when:

• we notify you your access method or the account with us has been cancelled
• you close the last of your accounts with us which has BPAY access or
• you alter the authorities governing the use of your account or accounts with BPAY access (unless we agree otherwise).

12.16 Privacy 

(a) We collect personal information about you for the purposes of providing our products and services to you and for processing your BPAY 
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payments.

(b) If you register to use BPAY, we may disclose your personal and transactional information to other participants in BPAY in order to execute 
your instructions, including:

• billers nominated by you
• BPAY Pty Ltd and any agent appointed to it from time to time, including Cardlink Services Limited who provides the electronic 

systems to implement BPAY
• Cuscal.

(c) You must notify us if any personal information changes and you consent to us disclosing your updated personal information to the 
parties in section 12.16(b).

(d) If your personal information is not disclosed to BPAY Pty Ltd or its agent, it will not be possible to process your BPAY payment.  

(e) You may have access to the personal information we hold about you at any time by asking us, or to any of the personal information held 
by any of the parties in clause 12.16(b) by contacting them. 

(f) The RACQ Group Privacy Policy (available on our website or on request) sets out how you can seek access and ask for correction of your 
personal information we hold about you,  how you can complain about privacy related matters and how we respond to complaints.  You 
may also seek access to your personal information at any time by contacting any of the parties in section 12.16(g).

(g) Our Privacy Officer’s contact details are:  
Privacy Officer 
Group Risk & Compliance 
PO Box 4 Springwood QLD 4127 
email: privacy@racq.com.au

12.17 Miscellaneous

(a) These BPAY Terms and Conditions govern your BPAY access to any of your accounts with us. Each transaction on an account is also 
governed by the Terms and Conditions and the Internet Banking Terms and Conditions to which that account or access method is subject. 
These BPAY Terms and Conditions should be read in conjunction with the Terms and Conditions and the Internet Banking Terms and 
Conditions applicable to your account and access method. The Internet Banking Terms and Conditions  
can be obtained at any of our branches, by calling us on 13 1905 or online at racq.com/ibtac. To the extent of any inconsistency between 
these BPAY Terms and Conditions and the Terms and Conditions or Internet Banking Terms and Conditions applicable to any of your 
accounts or access methods, these BPAY Terms and Conditions will prevail.

(b) When you ask, we will give you general information about the rights and obligations that may arise out of your relationship with RACQ 
Bank. This is information which, as a subscriber to the Customer Owned Banking Code of Practice, we have agreed to make available to 
you. 

(c) You agree you will promptly notify us of any change of address.

(d) It is your responsibility to ensure BPAY payment amounts are correct at the time you make a payment request. It is your responsibility, not 
ours, to recover any overpayment from the biller.

(e) We may post all account statements and notices to you at your registered address as provided for in our constitution. 

13. General information
13.1 AML/CTF legislation

RACQ Bank has certain obligations under the Anti-Money Laundering and Counter-Terrorism Financing Act 2006 and Rules made under that Act 
(‘AML/CTF Law’). As such, you acknowledge:

• we may be required to disclose money laundering/terrorism financing information by law
• we may be required to release information regarding internet banking transactions to overseas regulators
• we may be prohibited from effecting some transactions to overseas jurisdictions and involving certain persons (in addition to the 

prohibitions required by Australian law)
• your transactions could be delayed, blocked or frozen if we believe on reasonable grounds that making a payment may be in breach of 

the AML/CTF Law
• you agree that we will incur no liability to you if we do delay or block a transaction, or refuse to pay any money in the reasonable belief 

that a transaction may contravene any AML/CTF Law
• we may need to collect additional information from you in order for us to comply with AML/CTF Law
• we may suffer loss from you entering into transactions that would breach the AML/CTF Law or acting on someone else’s behalf (unless 

they are a trustee) in breach of the AML/CTF Law. We may seek a warranty and an indemnity from you based on that warranty.

13.2  Codes of conduct 

Customer Owned Banking Code of Practice 
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We warrant that we will comply with the Customer Owned Banking Code of Practice (‘Code of Practice’). Customer owned banking delivers 
customer-focused, competitive services. A customer owned bank is a financial institution committed to putting their customers first. The Code 
of Practice, the code of practice for credit unions, mutual building societies and mutual banks, is an important public expression of the value we 
place on improving the financial wellbeing of our individual members and their communities. You can download a copy of the Code of Practice 
at:  
racq.com/cobcop

If you have a complaint about our compliance with the Code of Practice, you can contact:

Code Compliance Committee

PO Box 14240, Melbourne VIC 8001 
Phone: 1300 78 08 08 
Fax: 03 9613 7481 
info@codecompliance.org.au 
www.cobccc.org.au/resolving-complaints/how-to-allege-a-breach-of-the-code/

The Code Compliance Committee (CCC) is an independent committee established in accordance with the Code of Practice to ensure 
subscribers to the Code of Practice are meeting the standards of good practice that they promised to achieve when they signed up to the 
Code of Practice. The CCC investigates complaints where the Code of Practice has been breached and monitors compliance with the Code of 
Practice through such activities as mystery shopping, surveys, compliance visits and complaint handling. Please be aware the CCC is not a 
dispute resolution body.

To make a claim for financial compensation, we recommend you contact us first. If you’re not happy with our response, you may ask us to refer 
your complaint to our Group Member Advocate Office.  

Phone: 1300 851 381 
Email: racqdisputeresolution@racq.com.au

The Group Member Advocate Office works independently of our Banking business and has the appropriate knowledge, skills and authority to deal 
with your complaint. The Group Member Advocate Office will review your complaint and provide their decision in writing within 15 business days 
from the date of your request for a review.

You can contact our external dispute resolution provider, the Australian Financial Complaints Authority, directly. However, they will refer the 
complaint back to us to see if we can resolve it directly with you before involving them.

Australian Financial Complaints Authority

Online: www.afca.org.au
Email:  info@afca.org.au
Phone:  1800 931 678
Mail:  Australian Financial Complaints Authority
 GPO Box 3
 Melbourne VIC 3001

As part of the Code of Practice, we undertake to keep the following promises in dealing with you:

1. We will be fair and ethical in our dealings with you
2. We will focus on our members
3. We will give you clear information about our products and services
4. We will be responsible lenders
5. We will deliver high customer service and standards
6. We will deal fairly with any complaints
7. We will recognise member rights as owners
8. We will comply with our legal and industry obligations
9. We will recognise our impact on the wider community
10. We will support and promote the Code of Practice.

13.3 Financial difficulty

If you are experiencing financial difficulty, it is important you let us know. We will work with you to try and help you. You can talk to us on 13 1905.

13.4  Notification

We may send you notices and statements of account: 

• by personal delivery; by post, to the address recorded in our records or to a mailing address you nominate 

• by facsimile transmission to the fax number last notified or to the fax number you nominate

• by email or other electronic means (including but not limited to an email, SMS, app notification, social media notification or other digital 
message with a hyperlink or similar connection, or notification that a statement or information is available within Internet Banking or on 
our website) or 

• by any other way authorised or permitted by law. 

You can vary your nominated email address or mobile device phone number at any time. 

We may send your statement by electronic means only (eStatements). However, you may specifically opt out of receiving eStatements and 
request to revert to paper-based statements at any time by self-service through logging into your account online, by visiting a branch, or 
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engaging our contact centre.

If we send you a notice or statement of account to a postal address, fax number, email address or mobile device phone number you nominate, or 
provide you a notice or statement in another manner you agree to, you accept that the notice or statement is received by you at the time it is sent or 
provided or, if sent by post, within normal postal delivery time. The notice may be signed by any employee, solicitor, or agent on our behalf.

13.5  Risks 

Other than those already disclosed in section 8.2, there are no significant risks associated with the accounts described in these Terms and 
Conditions. They are all debit facilities.

13.6 Taxation implications 

Interest earned on RACQ Bank accounts is considered income and may be subject to income tax. When you join RACQ Bank, we will ask you to 
supply your tax file number. You are not obliged to disclose your tax file number, however, by law, your failure to give your tax file number means 
we must deduct withholding tax from any interest you earn on the account. The withholding tax rate is determined by the federal government 
and will be advised on your statement. The deduction of this tax forms part of your normal income tax, similar to the deductions your employer 
makes from your salary. When you lodge your tax return, you can claim the withholding tax paid on the interest as tax already paid.

If you decide to supply your tax file number, we will apply it to all of your accounts and withholding tax will not be deducted. In this case, you 
will still need to disclose the interest as income on your tax return at the end of each financial year. There is no requirement to provide a child’s 
tax file number while they are aged under 16 years and the interest income from their account amounts to less than $420 per annum. 

Similarly for those over 16, there is no requirement to provide a tax file number where interest income from the account amounts to less than 
$120. Where these figures are exceeded and the child’s tax file number is not supplied, we are obliged to deduct tax from any interest earned 
at the highest marginal rate. There is no minimum age to establish a tax file number and this can be arranged by contacting the Australian 
Taxation Office.

13.7 How we calculate interest 

RACQ Bank financial accounts described above earn interest in various ways. Deposit interest rates are annual percentage rates based on a 365 
day year unless otherwise stated. Interest is usually calculated on the daily closing balance of your account using the following formula: 

 daily closing balance     x     interest rate

 365  100 

Interest accrues daily and is credited into your account at the times specified in the Terms and Conditions applicable to your account. Section 
2.1 outlines when interest is credited in each of our listed deposit products. 

The way interest applies to your account (e.g. on whole balances vs. on a stepped basis) will be shown on the Deposit Rate Schedule. Current 
savings and transaction account interest rates are available from our website at racq.com/banking or by calling us or visiting a bank branch. We 
may also vary these interest rates from time to time and will advise you as required by law and as outlined in section 5.1.

13.8 Accepting the conditions

You accept these Terms and Conditions (including, where applicable, the electronic banking Terms and Conditions, phone banking Terms and 
Conditions, and BPAY Terms and Conditions) when you do any of the following:

• agree to them in writing
• make a transaction
• use or sign a card we give you
• draw or sign a cheque on your account
• sign and return our forms for accepting the conditions
• use the phone banking or internet banking services 

or
• use the account.

13.9 Instructions

We can act on instructions from you, including those given by phone or in any other electronic form. We can ask you to prove your identity and 
give us an acceptable indemnity before we act on your instructions.

13.10  Ownership

We own all cards, cheques and cheque books we issue to you. Only you should use these. We can cancel a card, cheque or cheque book or 
other service at any time and ask you to return any card or cheque book immediately if:

• you close your account
• you break our conditions
• we close your account; or
• we have security reasons for doing this.

Under other circumstances, we will tell you first by letter if we cancel your card, cheque book or other service. If we take any of these steps and 
ask for payment, you agree to pay our costs.

13.11  Loss or damage
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Subject to these Terms and Conditions, you agree to pay us for any loss, damage or costs we might incur if:

• you do not follow any law or regulation that applies to your account or transactions on your account
• you do not use your cards or cheques correctly
• you do not follow our terms, conditions or particular conditions
• an overseas transaction is not processed
• a transaction made using phone banking or internet banking is not processed or
• there is any breach by you as trustee.

We are not responsible for any loss if a card or cheque book is lost, stolen or misused except where we agree in these Terms and Conditions or 
where, by law, we are responsible for any loss.

13.12 Our rights

We can exercise our rights at any time within the limits of the law. If we delay in exercising our rights, this does not mean we give up those 
rights. We can transfer our responsibility for, or our interest in, your account at any time to any person without telling you.

13.13  Account statements 

Statements are available on all accounts. At least once every six months we will give you a statement showing all transactions on your account. 
You can ask for a statement on your account at any time and we will provide this to you as soon as possible. Six monthly statements on 
your current transactions are usually provided free of charge but if you wish to receive statements on a more frequent basis (i.e. monthly or 
quarterly), there will be a charge for this. 

In the case of joint account holders, a statement will be sent to the first named account holder only.

In respect of any linked account(s) which have a prearranged credit facility attached such as line of credit or overdraft, RACQ Bank will send you 
an account statement monthly as required by law for no fee. 

We may also charge a fee to provide one-off statements, particularly where you have requested information that is not current or is a 
replacement of a statement already mailed. However, all statements for the last seven years are archived and available at no charge on internet 
banking for downloading, viewing and printing. 

You must read statements and other records of your accounts and write to us promptly if there is a mistake, information is missing or if 
statements show transactions you did not make.

13.14  The Financial Claims Scheme

The Financial Claims Scheme ensures that depositors with credit unions, banks, and building societies will be guaranteed repayment of their 
funds in the extremely unlikely event that any banking institution fails. The Scheme includes a guarantee of $250,000 per person per institution. 
For further information about the Scheme:

• visit the Australian Prudential Regulation Authority (APRA) Financial Claims Scheme website at fcs.gov.au or
• call APRA’s Hotline on 1300 558 849.

13.15  If you have a complaint

If you have a concern or a complaint about any of our products or services, you should contact us. Our complaints and compliments process 
requires us to deal with any complaint efficiently and promptly. If you’re not happy with our response, you may ask us to refer your complaint to 
our Group Member Advocate Office.  

Phone: 1300 851 381 
Email: racqdisputeresolution@racq.com.au

The Group Member Advocate Office works independently of our Banking business and has the appropriate knowledge, skills and authority to 
deal with your complaint. The Group Member Advocate Office will review your complaint and provide their decision in writing within 15 business 
days from the date of your request for a review.

An independent review by the Group Member Advocate Office does not mean we give up any rights we may have under the law, or under 
contracts we may have with you as a member (e.g. Terms and Conditions of a loan). 

If you are not satisfied with the way in which we deal with your complaint or if we do not respond promptly, you may refer the complaint to our 
external dispute resolution scheme, Australian Financial Complaints Authority.

Australian Financial Complaints Authority
Online:  www.afca.org.au
Email:  info@afca.org.au
Phone:  1800 931 678
Mail:  Australian Financial Complaints Authority
 GPO Box 3
 Melbourne VIC 3001

You may wish to refer to our Complaints and Compliments brochure – available on our website,  
at any branch or by contacting us – for further details.

14. Fees and charges
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14.1 Introduction

While we currently do not charge monthly account keeping fees on most of our accounts, transaction fees and certain other fees and charges 
may apply. Find out how and when we will notify you of any changes to these fees and charges, refer to section 5.1.

When you use your account, cheque or card, we can impose a fee or charge. We can also impose a fee or charge to keep your account. The fee 
or charge must be within the applicable rules of:

• the law
• the ePayments Code
• the Customer Owned Banking Code of Practice.

You must pay these fees and charges when we specify in an agreement or earlier if we ask you to pay them.

At RACQ Bank, you can have as many accounts as you like under the one membership, with the benefits of one statement, one membership 
number, and fewer fees and charges. We try to minimise the impact of fees and charges on our members and provide many services at no 
charge. 

14.2 Changes to fees and charges

We can change fees and charges in the way stated in these Terms and Conditions or in particular conditions. We can also introduce new fees 
and charges at any time. Refer to 5.1 for information about the notice we will give you in relation to a new fee or charge or a change in fees 
and charges.

14.3  Current fees

Refer to the Fees and Charges Schedule for a list of the current fees and charges which relate to our accounts and facilities. A copy of the 
Schedule can be obtained at any of our branches, by calling 13 1905 or online at racq.com/downloads 

15. Privacy notice
We may collect, use and disclose personal information and sensitive information about you.

We may collect personal information directly from you, through any of our standard forms, including application forms, through face to face 
interaction or through a telephone conversation with you.

We collect your personal information for the purposes of providing our products and services to you, to verify your identity, to respond to your 
enquiries, to enhance and develop our relationship with you and to comply with any legal or regulatory requirements. If the personal information 
you provide is incomplete or inaccurate, we may not be able to provide you with the products or services you seek.

RACQ Bank is a wholly owned subsidiary of Club Finance Holdings Limited, an entity ultimately owned by the Royal Automobile device Club 
of Queensland Limited (RACQ). As RACQ Bank is part of the RACQ group of companies, we may share information about you with our related 
entities.

We may also disclose personal information about you to your authorised advisers and agents, third parties that we consider may be of interest to 
you for marketing of their products or services, and to our external third party service providers.

We may disclose your personal information overseas.  The countries where we are likely to disclose your personal information include India, 
Singapore, the Philippines and the United States of America.   If we do disclose this information outside Australia, we will do so on the basis the 
information will be used only for the purposes set out in this brochure.

The RACQ Group Privacy Policy (available on our website or on request) sets out how you can seek access and ask for correction of your 
personal information we hold about you, how you can complain about privacy related matters and how we respond to complaints.

Our Privacy Officer’s contact details are: 

Privacy Officer 
Group Risk & Compliance 
PO Box 4 Springwood QLD 4127 
email: privacy@racq.com.au
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13 1905  >  in store >  racq.com 
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