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Introduction 
This Credit Guide gives you important 
information about the products we provide 
which are regulated by the National Credit 
Code (“consumer lending products”). 
In this document, the words “we”, “us”, “our” 
and “Westpac” refer to Westpac Banking 
Corporation. References to the “Westpac 
Group” refer to all our related bodies 
corporate. The Westpac Group has additional 
products and services that are not covered 
by this document. In your interaction with the 
Westpac Group, you may receive Financial 
Services Guides and additional Credit Guides. 

Westpac’s consumer lending products include:
•	Credit cards;
•	Home loans;
•	Residential property investment loans; and
•	Personal loans.

Our general obligations
In relation to our consumer lending products, 
we will not, as a credit provider:
•	Enter into a credit contract with you; or
•	 Increase the credit limit of a credit contract 

with you; 
•	 If we assess that the credit contract is 

unsuitable for you;

We refer to this assessment as the Suitability 
Assessment.
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When will the credit contract be 
unsuitable?
A credit contract will be unsuitable if:
•	The credit contract does not meet your 

requirements or objectives; or
•	 It is likely that you will be unable to comply 

with your financial obligations under the 
credit contract; or

•	 It is likely that you could only comply with 
your financial obligations under the credit 
contract with substantial hardship.

How can you access a copy of the 
Suitability Assessment?
If your application for credit or increase in 
credit has been approved, you can call 132 032 
and request a written copy of the Suitability 
Assessment which we will provide within the 
following timeframes:

Your request is 
made:

We will give you 
your assessment:

Before the Credit 
Day* –

As soon as possible 
after we receive your 
request

Up to 2 years after 
the Credit Day* – 

Within 7 business days 
after we receive your 
request

Between 2 and 
7 years after the 
Credit Day* – 

Within 21 business 
days after we receive 
your request

*The Credit Day is the date the credit contract 
is entered into or the credit limit is increased.
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We are not required to provide you a copy 
of the assessment if the credit application 
or increase has been declined or if the credit 
contract your request relates to was entered 
into before 1 January 2011.

Feedback and Complaints
Delivering on our service promise.
We’re constantly striving to provide the 
best possible service, and we’ll do our best 
to resolve any concern you have efficiently 
and fairly.

Our commitment to you.
If you’re ever unhappy about something we’ve 
done – or perhaps not done – please give us 
the opportunity to put things right.

Our aim is to resolve your complaint within 
5 business days, and where possible we will 
resolve your complaint on the spot. If we need 
additional time to get back to you, we will let 
you know. Should we be unable to resolve 
your concern at your first point of contact, we 
will then refer the complaint to our dedicated 
Customer Managers in our Customer Solutions 
team.

Our Customer Solutions Customer Managers 
are here to find a solution for you and will 
ensure that you’re regularly updated about 
the progress we are making to resolve your 
complaint.
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You can contact us:
Over the phone 
Please call us from anywhere in Australia on 
132 032. 

If you are overseas, please call +61 2 9155 7700.

By post 
You can write to us at: 
Westpac Customer Solutions 
Reply Paid 5265, Sydney NSW 2001

In Branch 
If you prefer to tell us in person, go to our 
website to locate your nearest branch.

Online 
Email us at 
westpaccustomersolutions@westpac.com.au

For further information go to our website and 
search ‘Feedback and Complaints’.

mailto:westpaccustomersolutions%40westpac.com.au?subject=
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If you are still unhappy.
If you are not satisfied with our response or 
handling of your complaint, you can contact 
the external dispute resolution scheme, the 
Australian Financial Complaints Authority 
(AFCA).

Australian Financial Complaints Authority

The Australian Financial Complaints Authority 
(AFCA) provides a free and independent 
service to resolve complaints by consumers 
and small businesses about financial firms 
(e.g. banks), where that complaint falls within 
AFCA’s terms of reference.

The contact details for AFCA are set out below.

Australian Financial Complaints Authority

Online:	 www.afca.org.au 
Email:	 info@afca.org.au 
Phone:	 1800 931 678 (free call) 
Post:	� Australian Financial  

Complaints Authority  
GPO Box 3 Melbourne VIC 3001
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