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Definitions

The following definitions apply when reading this FSG.
» We/us/our is MyState Bank.

» You/your/user.
The customer or account owner and can be individuals or a business.
In the situation where there is more than one account owner and all account owners are required to sign with,
you means all those account owners together.
In the situation where all account owners have authorised one or more individuals to operate the account with,
you means the individual.

» Business/working day is a weekday other than a National Public Holiday.

About MyState Bank

MyState Bank is wholly owned subsidiary of MyState Limited, a major Tasmanian based Australian Stock Exchange listed
group. This group also includes TPT Wealth Limited.

We are the holder of both an Australian Financial Services Licence and an Australian Credit Licence. These are issued to
us by Australian Securities and Investments Commission (ASIC). These licences allow us to provide the financial services
as outlined within this FSG.

We are also an Authorised Deposit-taking institution (ADI) regulated by the Australian Prudential Regulation Authority
(APRA).

MyState Bank Limited (MyState Bank) ABN 89 067 729 195 AFSL 240896
Australian Credit Licence Number 240896. A wholly owned subsidiary of MyState Limited ABN 26 133 623 962
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Our Products and Services

We are authorised to offer an extensive range of products
and services, these are as follows:

Deposit and payment products

» Savings and Transaction Accounts
» Term Deposits

» Visa Debit Card

»  Electronic and Phone Banking

» Direct Debits and Credits

» Cheque Facilities

» BPAY®

» Osko, PaylD, New Payments Platform (NPP)
» Foreign Exchange Services

» Telegraphic Transfers

» Drafts

» MyState Bank has appointed Convera Australia Pty Ltd
(ACN 150 129 749; AFSL 404092) (Convera) to assist it in
fulfilling certain foreign exchange and payment services

» PayTo
® BPAY Registered to BPAY Pty Ltd ABN 69 079 137 518

General insurance products

» Home and Contents

» Landlords Residential Property
» Motor Vehicle

» Motorcycle

» Boat

» Caravan

» Travel*

For general insurance products, we are acting as an
infermediary for Insurance Australia Limited ABN 11 000
016 722 AFSL 227681 issued by Insurance Australia Limited
under the CGU brand.

* Travel Insurance is distributed by Insurance Australia
Limited (ABN 11 000 106 722) issued by Insurance Australia
Limited under the CGU brand, under an agreement with
Cover-More Insurance Services Pty Ltd (ABN 95 003 114 145,
AFSL 241713), who administers and arranges the insurance
on behalf of the underwriter.

Lending products

As the holder of an Australian Credit Licence Number
we can offer an extensive range of credit products and
services such as:

» Home Loans and Residential Land Loans
» Residential Investment Loans
» Business Loans and Overdrafts

» Commercial Loans
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Other products and services we can offer

Through our relationships with other service providers,
we are also able to offer or arrange the following products
and services:

» Personal Loans through Plenti RE Limited
(ABN 57 166 646 635)

What you get when we
provide you with financial
services

Advice types and authorisations

Some of our staff may be limited to providing general advice
only, or may be restricted to providing personal advice on
selected products. If they are unable to provide you with the
information or service you require, they will refer you to an
appropriately authorised staff member.

Terms and conditions

For MyState Bank issued deposit and payment products,
we'll provide you with the relevant disclosure documents
prior to your acquisition of the product. The disclosure
documents we provide will include information about the
terms and conditions, costs, benefits and features of the
product. This information will help you decide whether or
not the product is suitable for you, and therefore if you
should acquire it. We recommend you carefully consider
the information we provide prior to deciding fo proceed
with a product. We also recommend that you read the
Target Market Determination (TMD) for the product(s)
you may be interested in.

Product Disclosure Statements

For general insurance products and other products where
we are not the product issuer, a Product Disclosure
Statement (PDS) will be provided to you, either before you
acquire the product, or in any situation where we offer to
provide or recommend a particular product to you. The
PDS will contain information about that particular product,
including the terms and conditions, costs, benefits and
features. This information will help you decide whether or not
the product is suitable for you, and therefore if you should
acquire it. Again, we recommend you carefully consider this
information prior to deciding to proceed with a product.
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Our business relationships, Fees, charges and incentives

CISSOC'C”'ed Com m |SS|OnS Myqufe Bank issued producfs

(0| nd ince n-l-ives The fees and charges relating to our deposit and payment
products are detailed in our Fees and Charges for Deposit

_ ' . Accounts.

Commissions and who we're acting for

Unless otherwise stated, we act on our own behalf at all MyState Bank employee incentives,

times when providing the financial products and services payments and commissions

referred to in this FSG. Our salaried employees are representatives of MyState

CGU Insurance Bank Limited. We may provide cash bonuses or other

incentives to our employees, depending on employee and
company performance, or on the sale of our business
partners'products.

We are an intermediary for Insurance Australia Limited,
issued by Insurance Australia Limited under the CGU
brand, an issuer of general insurance products. In arranging
insurance with CGU, we do not accept any liability for, or
guarantee benefits in respect of products. In arranging any
insurance with CGU, we're acting for CGU, not you.

Travel Insurance is distributed by Insurance Australia
Limited, issued by Insurance Australia Limited under the
CGU brand, under an agreement with Cover-More Insurance
Services Pty Ltd , who administers and arranges the
insurance on behalf of the underwriter.

We receive commission on CGU Insurance products as a
percentage, ranging from 5% to 20% of the premium paid
for every policy excluding Travel Insurance. For Travel
Insurance, a commission of 25% of the premium paid is
received.

CGU may also provide us with an allowance to assist with
the cost of promotional campaigns, and other payments
based on agreed investments. These include, but not limited
to, digital improvements, growth in the number of insured
customers and/or growth in profitability.

Convera

We act under a Service Agreement with Convera Australia
Pty Ltd (ACN 150 129 749; AFSL 404092) (Convera) to assist
it in fulfilling certain foreign exchange and payment services.

We receive a commission of 20% of the margin revenue and
transaction fees charged in relation to each telegraphic
transfer (outbound and inward) and foreign cheque
conversions.

Plenti

We act under a referrer agreement with Plenti RE Limited
(ABN 57 166 646 635).

As such, we receive a commission where a customer draws
down on a Plenti car or personal loan. For car loans the
commission is $550 ex GST and for personal loans the
commission is $450 ex GST.

Association

We're an Associate Member of the BPAY Scheme, and a
Sponsored Member of Visa International.
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Complaints and feedback

We take your feedback seriously and aim to provide simple,
easy to use and trustworthy services to our customers.

We see your complaint or feedback as an opportunity to
improve the way we do things.

How can | lodge a complaint?

You can advise us of your complaint or provide feedback by:
» Using the online form at mystate.com.au;

» Emailing us at mycomplaint@mystate.com.au;

» Calling us — 138 001 (between 8:00am and 6:00pm
Monday to Friday and 9:00am to 1:00pm on Saturdays,
except on public holidays);

» Visiting your local branch; or

»  Writing to us at Complaints & Feedback, GPO Box 1274,
Hobart Tasmania 7001.

What should my complaint include?

So that we can resolve your complaint as quickly as
possible, it is important that you provide us with as much
information as possible. This includes details such as:

» Your customer number, name and details of preferred
contact method;

» Complaint or feedback information — what is your
complaint or feedback about and when did it happen;
and

» Resolution — how would you like the matter resolved.

What are the options available if | need more help?

Our team can assist you with Translator Interpreter Services
(TIS) if you speak limited English, or to use the National
Relay Service if you have difficulties with hearing.

You may wish to contact a financial counsellor for free,
independent advice about your situation. The National
Debt Helpline website (ndh.org.au) has easy to use, step-
by-step guides on how to tackle debts. You can also call
the National Debt Helpline on 1800 007 007 to talk to a
financial counsellor.

What are the response timeframes?

We will try our best to resolve the complaint for you straight
away, and in most cases we can.

If we can't we will:

» Acknowledge that we've received your complaint within
24 hours or one business day;

» Keep you up to date on our investigation and progress;

»  Provide you with final resolution within 30 days - if not,
we will inform you of the reasons for delay and when we
expect to resolve;

» If your complaint relates to credit involving default
notices or financial hardship, we will provide you with a
final resolution within 21 days.
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What if my complaint isn't resolved to my satisfaction?

If you're not satisfied with the outcome provided to you,
the first step is to request the complaint be escalated to a
manager of the department you've been speaking with.

In the event you are not satisfied with the Manager's
response, you have a few more options as outlined below.
Senior Manager Review

You can request for your complaint to be escalated to a
Senior Manager who will review your complaint outcome.

Senior Manager Review
Phone: 138 001

Email: mycomplaint@mystate.com.au addressed to the
Senior Manager

Post: Senior Manager Complaint Review, GPO Box 1274,
Hobart TAS 7001
Customer Advocate

You can request for your complaint to be escalated to our
Customer Advocate.

The Customer Advocate while not independent, is impartial
and focuses on achieving a fair outcome for our customers.
Our Customer Advocate will review your complaint outcome
to make sure that your complaint was handled fairly.

Customer Advocate Review
Phone: 138 001
Email: customeradvocate@mystate.com.au

Post: Customer Advocate, GPO Box 1274,
Hobart TAS 7001

Please allow us the opportunity to resolve your
complaint through our internal complaint management
process, as detailed above, prior to escalating through
any other channels.

External Review

MyState Bank is a member of the Australian Financial
Complaints Authority (AFCA).

AFCA is an external dispute resolution body that deal with
complaints regarding the financial services industry. It is
a good practice to go via the internal complaint resolution
processes, prior to escalating a complaint with AFCA.

Australian Financial Complaints Authority
Online: www.afca.org.au
Phone: 1800 931678
Email: info@afca.org.au
Post: Australian Financial Complaints Authority
GPO Box 3, Melbourne VIC 3001

Privacy or Consumer Data Right Complaints

If your complaint is about how we handle your personal
information, you can also contact the Office of the
Australian Information Commissioner.

Office of the Australian Information Commissioner
(OAIC)

Online: www.oadic.gov.au
Phone: 1300 363 992

Post: OAIC - CDR Complaints GPO Box 5218,
Sydney NSW 2001
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How to get
other information

Upon request, we'll provide general information about the
rights and obligations that may arise out of your relationship
with us. This includes information about the operation of
accounts, cheque facilities and identification requirements
under the Anti-Money Laundering and Counter-Terrorism
Financing Act 2006. This information can be found in our
Terms and Conditions for Deposit Accounts & Electronic
Banking.
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