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About this Financial Services Guide

This Financial Services Guide (FSG) is issued by BT Funds Management Limited ABN 63 002 916 458 
(BTFM) (we, us or our) to tell you about us and to inform you of the financial services we provide generally 
and, in particular, in relation to a superannuation product, BT Super for Life. It is designed to help you as a 
retail customer to decide whether to use these services and to ensure that BTFM complies with its 
obligations as a financial services licensee. This FSG tells you:

>> about us
>> about our financial services and financial products including BT Super for Life
>> the costs, remuneration and other benefits that may be paid to us, staff members and others
>> what associations or relationships we have with financial product issuers 
>> if you have a complaint, how it will be dealt with
>> how we collect and use your personal information
>> terms and conditions and other important information regarding Password and Customer Number for 
Westpac Online 
>> how you can contact us.

If you have any questions about us or about this FSG, please contact us. Our contact details are set out at 
the end of this FSG. Any changes to these details can be found at www.btsuperforlife.com.au .

Generally where we issue, offer or arrange to issue a financial product to you, we will, if required, provide 
you with a Product Disclosure Statement (PDS) or other disclosure document containing information about 
that financial product, including any relevant terms, significant risks and the costs associated with the 
financial product and details of fees and charges which may apply. These documents will be provided to 
help you make an informed decision about the financial product and to comply with our obligations as a 
financial services licensee.

BT Super for Life is issued by BT Funds Management Limited ABN 63 002 916 458 which is a member 
of the Westpac Group. An investment in BT Super for Life is not a deposit with, or any other liability of, 
Westpac Banking Corporation ABN 33 007 457 141 or any other company in the Westpac Group of 
companies. It is subject to investment risk, including possible delays in repayment or loss of income and 
principal invested. None of Westpac Banking Corporation or any of its related entities stands behind or 
otherwise guarantees the capital value or investment performance of any investment option offered in  
BT Super for Life.
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About BTFM

BTFM holds an Australian Financial Services Licence (AFSL) that authorises it to provide the financial 
services set out below to retail and wholesale clients. 

Authorised financial services and financial products to which they relate

General financial product advice for,  
and deal in:

> �deposit and payment products (including non‑cash payments facilities)
> derivatives 
> foreign exchange contracts 
> general insurance products
> government debentures, stocks or bonds 
> life insurance products 
> �interests in managed investment schemes including investor directed 

portfolio services (IDPS)
> securities 
> superannuation products.

Operate the following kinds of 
registered managed investment 
schemes (including the holding  
of any incidental property) in its 
capacity as responsible entity:

> �Schemes which only hold specified types of property (derivatives; direct 
real property and financial assets)

> IDPS-like schemes.

Provide the following custodial or 
depository services:

> �operate custodial or depository services other than IDPS.

BTFM is also authorised by its AFSL to underwrite interests in managed investment schemes and an issue 
of securities. 

BTFM is a member of the Westpac Banking Corporation (Westpac) group of companies which includes 
Westpac, Westpac Life Insurance Services Limited, Westpac Securities Administration Limited, Westpac 
Funds Management Limited, BT Financial Group Pty Limited, Magnitude Group Pty Limited, BT Portfolio 
Services Limited, BT Life Limited, BT Securities Limited, and other entities which provide various financial, 
funds management, insurance, superannuation, investment and administrative services from time to time 
(Westpac Group).

The registered address of BTFM is Level 20, Westpac Place, 275 Kent Street, Sydney NSW 2000. 

On 1 December 2008, Westpac Banking Corporation acquired all the issued shares of St.George Bank 
Limited. This means that St.George Group entities such as Asgard Capital Management Limited, Asgard 
Wealth Solutions Limited, Advance Asset Management Limited and St.George Life Limited form part of the 
Westpac Group.
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About BTFM

Our financial services and financial products 

What financial services and financial products do we provide?
BTFM is a trustee of superannuation funds, including BT Super for Life. As a trustee of BT Super for Life, 
BTFM issues interests in that fund.

BTFM also provides general financial product advice in relation to those financial products which it is 
authorised to provide. 

Generally, this FSG does not relate to any services or products we provide that are not financial services or 
financial products. 

Who is responsible for the financial services you receive?
BTFM will provide, and be responsible for, the financial services we provide to you and described in this 
FSG. BTFM will provide these services through its representatives who are: employees of companies within 
the Westpac Group (Staff Members); employees of third party service providers; and any authorised 
representatives appointed by us. 

BTFM acts on its own behalf as a financial services licensee when providing financial services. 

Will we give you personal advice that has regard to your objectives, financial situation and needs?
No. BTFM only provides factual information and general advice regarding financial products we are 
authorised to provide. This factual information or general advice does not take into account your particular 
objectives, financial situation and needs. These factors and the PDS or other disclosure document for the 
relevant financial product should be considered by you before making any investment decision on the basis 
of the factual information or general advice that we provide to you. 

Under the law regulating the provision of financial services, financial product advice (which includes 
personal advice and general advice) is a recommendation, opinion or report that is, or which could 
reasonably be regarded as being, intended to influence a decision in relation to a financial product. 
However, general advice does not include any direct or implied recommendation that the products referred 
to are appropriate to the objectives, financial situation and needs of a particular person. 

How can you give us instructions?
Generally, you may give us instructions by email, telephone, in writing or other means by pre-arrangement 
with us. How you give us instructions will depend on the services we provide to you and the arrangements 
agreed between you and us when you acquire a financial product issued by us. 

Details of such arrangements are generally set out in the PDS, other disclosure document, or other 
documents (such as an annual report) for the relevant financial product. 

Compensation arrangements
BTFM holds a Professional Indemnity Insurance Policy, which complies with the requirements for 
compensation arrangements under the Corporations Act. Subject to its terms and conditions this Policy 
covers claims relating to the professional services provided by BTFM and its representatives, including 
claims that may arise after their employment with BTFM has ceased.
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Information about fees and other benefits

What fees or other benefits are received by us?
The fees, commissions, remuneration and other benefits (collectively, Fees) that we receive for providing a 
financial service to you depends on the service provided to you and the financial product acquired by you.  
If we issue, offer or arrange to issue a financial product to you, we will, if required, give you a PDS or other 
disclosure document detailing the Fees we may receive in relation to that product and how the Fees are 
paid. The Fees referred to below do not simply represent our individual profit margins but also go towards 
covering our own individual costs (including payments to third parties for services they provide) and overheads. 

>> Product Issuer Fees
We may receive Fees when you purchase or while you hold a financial product issued by us. These Fees 
are generally based on a percentage of the value of the investment or are flat Fees and may include: 

—— �Ongoing Fees which are generally deducted from your account balance, premium payments or from 
the value of the relevant fund or portfolio. These Fees are generally received by us after the end of the 
relevant calculation period (for example, monthly, quarterly, half-yearly or yearly) for as long as the 
financial product is held, and may include management, administration or transaction Fees. 

Details of the Fees which may be received for issuing a financial product will be contained in the PDS, other 
disclosure document, or other document (such as an annual report) for the relevant financial product. In 
relation to issuing of BT Super for Life, we receive a management fee of up to 0.99% p.a. and an 
administration fee of $5.00 per month. Other than as disclosed in the relevant PDS, other disclosure 
document or other document, we do not charge any Fees for specific factual information or general advice 
provided to you in relation to the financial products issued by us. 

What remuneration and other benefits are received by Staff Members?
�Staff Members receive salaries (paid fortnightly or monthly), cash bonuses and other benefits. Cash 
bonuses are based on the performance of the Staff Member and/or the Staff Member’s team, including the 
level of product sales, level of referrals to BTFM and by reference to other performance measures. Bonuses 
are paid quarterly, half-yearly or yearly and may, in certain cases instead of cash, be paid by way of 
superannuation contributions or shares in Westpac. 

Staff Members may also be rewarded with monetary and non-monetary incentives and benefits from  
time to time if they meet certain performance targets. The incentives range from small non-monetary 
rewards such as movie tickets to more valuable benefits such as pre-paid holiday packages or  
attendances at conferences. 

Monetary payments to Staff Members are made by payment into an account nominated by the relevant 
Staff Member. 

It is not possible to determine at any given time whether a Staff Member will receive the benefits referred to 
above or to quantify them. The benefits are generally not directly attributable to any particular product or 
service on which the Staff Member has advised upon or has provided. 

Fees received by related entities and associations with product issuers
BTFM has relationships with other companies (including companies within the Westpac Group) that 
manage, market, issue and provide financial products and services that you may acquire from, or through, 
us. We may pay up to 100% of the Fees we receive in respect of, or attributable to, the financial services 
we provide to you, to these companies for providing these services and products. The relevant Fees are 
paid to these companies periodically (for example, monthly, quarterly, half-yearly or yearly). 

When you invest, through the financial products issued or distributed by us, in financial products offered by 
product issuers, those product issuers may receive Fees in relation to your investment in that product. Such 
Fees may include Contribution Fees, Ongoing Fees, Withdrawal Fees and any other Fees specified in the 
PDS or other disclosure document for the particular product or service. 
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We may also pay Fees to companies within the Westpac Group for selling the financial products issued by 
them respectively. Such Fees are paid upfront (when the customer pays the premium or acquires the 
financial product) or periodically (such as monthly, quarterly, half-yearly and yearly) on an ongoing basis for 
as long as the financial product is held. The amount and type of Fees paid to these companies varies 
according to a number of factors including the financial product acquired. 

Register of alternative form of remuneration
We maintain a register that outlines the material alternative forms of remuneration that we pay to some 
distributors of our products, or receive from providers of some of the products that are available through us. 
The register is publicly available and you can obtain a copy by contacting us on the number specified at the 
end of this FSG. 

How we collect and use your personal information
Your privacy is important to us and we are committed to promoting a privacy policy that will ensure the 
privacy and security of your information. 
>> Protecting you privacy
By completing the Application for BT Super for Life you consent to us and any other person who is at any 
time a member of the Westpac Group, which includes BT Financial Group, (Westpac Company) collecting, 
using, disclosing and handling your personal information in the manner set out in this section. 

>> How do we collect your information?
We and other Westpac Companies may collect your information from many places including your 
Application, correspondence with you or your financial planner, our telephone calls with you or you using 
our website or emailing us. We and other Westpac Companies may also collect your information from each 
other or from a service provider engaged to do something for us or another Westpac Company. Our service 
providers typically include custodians, investment administrators, information technology advisers, mail-
houses, auditors, legal advisers and consultants.

>> How do we use your information? 
We and other Westpac Companies may use your information: 

—— to establish and administer the financial products and services we or any other Westpac Company 
provide to you (such as investments, superannuation, insurance or loans); 
—— for product development, conducting market research and statistical analysis purposes; and 
—— to provide additional services to you, such as market updates and information on products and services 
available from us or any other Westpac Company.

Without your personal information, we and other Westpac Companies may be unable to establish and 
administer your financial arrangements.

>> When do we disclose your information?
Sometimes, a Westpac Company, a service provider or your financial planner may be located outside 
Australia. By applying for BT Super for Life, you consent to your information being transferred to a person 
such as this who is outside Australia. We and each Westpac Company may disclose your personal 
information: 

—— to each other, our service providers, or a person who acts on your behalf in relation to your investment 
(such as your financial planner); 
—— as required or permitted by law; or
—— with your consent.

>> Information about your nominated beneficiaries
You also agree to ensure that any person you nominate as your beneficiary is made aware that:

—— you have nominated them as your beneficiary; 
—— we and other Westpac Companies hold their personal information;
—— we and other Westpac Companies will use their personal information in determining to whom and in 
what proportion your superannuation benefits will be paid upon your death, and to the extent that such 
information is not provided, we may not be able to pay your death benefits according to your wishes;

About BTFM
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—— we and other Westpac Companies may disclose their personal information to each other and to third 
parties (including your financial planner) that assist us in the administration of BT Super for Life or when 
required or permitted by law to disclose their personal information; and
—— they may contact us and request access to their information by contacting BT Customer Relations.

>> Health Information
If you are applying for life insurance cover through BT Super for Life, we may be required to collect 
information regarding you and your family’s medical history (health information) so that BT Super for Life’s 
insurer may assess your eligibility for insurance cover. In turn, the insurer may pass this information to their 
reinsurers and insurer’s contractors and third party service providers to assist them in assessing your 
eligibility for cover. BT Super for Life’s insurer and their reinsurer are required to keep this information 
confidential but may use the information collected in assessing any claim that you make and may pass this 
information on to any other party that assists them in assessing your claim. We will only use health 
information we collect for these insurance purposes or directly related purposes.

If you do not provide this information, your application for insurance or any insurance claim may not be able 
to be processed. 

>> How do you access your information
You can contact BT Customer Relations to access the information we hold about you and your nominated 
beneficiaries and to tell us if it needs to be updated. We try to give each account holder access to their 
information on request, but we will tell you if this is not possible.

>> If you don’t want to receive marketing information from us 
You can contact us if you do not want to receive any marketing information from us or any other Westpac 
Company. A copy of our privacy policy is available on our website or by contacting us.

Terms and Conditions regarding Password and Customer Number for Westpac Online
When you apply for BT Super for Life and you are not an existing Westpac Internet Banking customer, you 
can register to receive a Customer Number and a Password for Westpac Online.

Westpac Online allows you to view your BT Super for Life account and provides a link to the BT website, 
until you accept the prevailing Internet Banking and BPAY Product Disclosure Statement (required when 
you make a withdrawal from your BT Super for Life account), these terms and conditions govern your use 
of Westpac Online. Westpac Online is provided by Westpac.

No fees or charges apply to accessing your BT Super for Life account via Westpac Online.

>> For the purposes of these terms and conditions:
—— ‘Customer Number’ means your eight digit number given to you by us which must be entered, to 
identify you via Westpac Online.
—— ‘Password’ means your confidential alphanumeric containing six characters. When used with your 
Customer Number it gives access to Westpac Online. 
—— ‘we/us/our/Westpac’ means Westpac Banking Corporation ABN 33 007 457 141AFS Licence 
No 233714. 
—— ‘Westpac Online’ means the internet banking service that allows customers to view their 
superannuation account, review messages and access wealth management tools for BT Super for Life. 
Through Westpac Online customers can view a summary of their Westpac accounts and BT Super for 
Life account.
—— ‘you’ means the owner of the BT Super for Life account requiring registration of Westpac Online.

>> Your authority to us
Until you accept the prevailing Internet Banking and Bpay Product Disclosure Statement, your use of 
Westpac Online is to be in accordance with these terms and conditions. Your access and use of Westpac 
Online signifies your acceptance of these terms and conditions. Upon acceptance of the prevailing Internet 
Banking and Bpay Product Disclosure Statement these terms and conditions will cease to apply to you. 

You authorise operations on your BT Super for Life account for which the correct Customer Number and 
Password have been provided.

You acknowledge and accept that there is no way to verify by way of signature comparison whether access 
quoting the correct Customer Number and Password is valid.
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Your Customer Number and Password allows anybody using them to conduct the type of operations on an 
account for which the Customer Number and Password provides access and we are authorised by you to 
permit such access. Because of this you must take special care to protect them. 

>> Keeping Password and Customer Number secure and confidential
You must ensure that the Password and Customer Number are kept secure and not disclosed to anyone 
except us in the course of using Westpac Online. 

If you make a record of your Customer Number and Password you must keep it separate and well away 
from your computer unless the Customer Number and Password are reasonably disguised. It is best to 
keep your Customer Number and Password, even if disguised, separate and well away from your computer.

To protect your Customer Number and Password you must: 
—— try to memorise them; 
—— destroy any documentation we issue to you containing Customer Number and Password;
—— not write your Customer Number and Password on your computer, even if disguised; 
—— not tell anyone your Customer Number and Password, including family members, friends and our staff;
—— if you select your own Password, not select a number or word that can easily  
be associated with you, such as your date of birth, telephone number, driver’s licence number and so 
forth; and
—— make sure that nobody watches you or hears you when you are entering or using your Customer 
Number and Password at electronic equipment.

If you select your own Password, for security reasons you should endeavour to change it at regular intervals 
(say every 6 months). You must change the Password on initial access to Westpac Online.

If you make a record of your Customer Number and Password you must either take reasonable steps  
to prevent unauthorised access to the record or ensure the record is reasonably disguised. We do not 
consider that you have made a reasonable attempt to disguise Customer Number and Password if  
you only: 

—— record it in reverse order;
—— record it as a series of numbers with any of them marked to indicate the Customer Number  
and Password;
—— record the Customer Number and Password as telephone numbers with the Customer Number and 
Password in their correct sequence within the telephone number;
—— record the Customer Number and Password as a telephone number where no other telephone 
numbers are recorded; or
—— disguise the Customer Number and Password as a date or as an amount.

There may be other forms of disguise which may be similarly unsuitable because of the ease of another 
person working out your Customer Number and Password.

If you suspect that the security of the Password or Customer Number has been breached you must  
ensure that:

—— the Password is changed; and 
—— we are promptly informed of the suspected breach. 

>> Use of third party aggregation services 
If you give your Password and Customer Number to a non-Westpac Group third party aggregation service 
you will infringe these terms and conditions. We are not responsible for your use of a non-Westpac Group 
aggregation service including delays in information being accessible to your aggregation service, the accuracy 
of the information collected by that service or errors in the way that service might display information. 

We will not be liable to you for any operation carried out by or through a non-Westpac Group aggregation 
service except where use of the aggregation service was in no way responsible for the loss or damage and 
we would be liable as described in these terms and conditions. Use of a non-Westpac Group aggregation 
service may mean that you would not be accessing Westpac Online. You still need to access Westpac 
Online at regular and frequent intervals to ensure that you receive notice of changes including amended 
terms and conditions. 

About BTFM
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>> Spyware 
If you knowingly use a computer that contains software, such as Spyware, that has the ability to 
compromise Password and Customer Number, you will be infringing these terms and conditions and we 
will not be liable for any losses that you may suffer as a result. 

>> Changes to terms and conditions
Your use of Westpac Online after notification of changes to these terms and conditions will constitute 
acceptance of those changes. Changes introducing a new fee or increasing an existing fee will be notified 
to you 30 days in advance whilst changes affecting your liability for losses relating to transactions will be 
notified 20 days in advance electronically (eg via email or when you access Westpac Online (for this reason 
you should access Westpac Online regularly to receive notice of such changes) or in writing.

Advance notice may not be given in some circumstances, for example, when a change is necessitated by 
an immediate need to restore or maintain the security of our systems. 

>> Non excludable conditions and warranties 
Nothing in these terms and conditions shall operate so as to exclude, restrict or modify the application of 
any of the provisions of the Trade Practices Act 1974 or any equivalent State or Territory legislation, the 
exercise of a right conferred by such a provision, or our liability for a breach of a condition or warranty 
implied by such a provision.

>> Up to date information on Westpac Online
Information available through Westpac Online concerning transactions and balances may not always be 
completely up to date, although, in most cases should at least reflect the transactions and balances of an 
account up to the close of business on the previous business day. When using the Transfer Funds option in 
Westpac Online, your funds will be transferred between your own accounts immediately except transfers to 
your BT Super for Life account which may take up to five Banking Days to appear on your BT Super for Life 
account transaction list.

Subject to the terms and conditions of your BT Super for Life account, anyone who has your Customer 
Number and Password can make transactions on your account. You will be liable for operations on the 
account where correct Customer Number and Passwords have been used. You should not disclose your 
Customer Number and Password to any third party including family, friends and institutions. 

The Electronic Funds Transfer Code of Conduct (EFT Code) governs electronic funds transfer transactions 
to or from your account, which are initiated by you through electronic equipment, such as through Westpac 
Online. We will actively comply with this code. 

Please note that we comply with the EFT Code complaint investigation and resolution procedures in 
connection with electronic funds transfer transactions to which EFT Code applies. 

>> When you will not be liable
You acknowledge that subject to the section below dealing with when you will not be liable, you will be 
liable for any misuse of Westpac Online including transactions on your accounts.

a.	� You will not be liable for losses resulting from unauthorised transactions where it is clear that you have 
not contributed to the loss. You may have contributed to the loss if you do not follow the guidelines for 
Password security. 

b.	� You will not be liable for losses resulting from unauthorised transactions that: 
	 i.	� are caused by the fraudulent or negligent conduct of our staff or agents or companies involved in 

networking arrangements;
	 ii.	 happen before you receive your Password;
	 iii.	� happen after we have been notified that a Password has been misused, lost or stolen or that  

the security of your Password has been breached; or
	 iv.	� are the result of the same transaction being incorrectly debited more than once to the  

same account.

In the above situations we will credit the amount of the unauthorised transaction to your account.
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>> When you will be liable
You will be liable for losses resulting from transactions which are carried out with your knowledge and 
consent. You will be liable for actual losses resulting from unauthorised transactions caused by you:

—— engaged in fraud; 
—— voluntarily disclosed your Password to anyone, including a family member or friend; 
—— keeping a record of your Password without making a reasonable attempt to disguise it or to prevent 
unauthorised access to it; 
—— writing your Password or a disguised record of it on the electronic equipment; 
—— selecting a Password which represents your birth date, or being an alphabetical code which is a 
recognisable part of your name, after we have asked you not to select such a Password and told you of 
the consequences of doing so; or
—— acting with extreme carelessness in failing to protect your Password. 
—— You will also be liable for losses resulting from a third party accessing Westpac Online via a computer 
that you know contains software that has the ability to reveal to a third party, or to otherwise 
compromise your security information.

You will also be liable for actual losses resulting from unauthorised transactions caused by you 
unreasonably delaying notifying us of:

—— the misuse of your Password
—— loss of your Password
—— your Password becoming known to someone else. 

In these cases your liability will only extend to losses which occur between the time when you became 
aware (or should reasonably have become aware) of such misuse, loss or theft and when we are  
actually notified.

However, you will not be liable to pay for:
—— losses incurred on any accounts which you and Westpac had not agreed could be accessed using 
Westpac Online; or
—— that portion of the losses incurred which exceed the balance of your account.

>> Your Contribution to loss
For Westpac Online your liability is subject to us proving on the balance of probability that you contributed 
to the losses in one or more of the ways listed above.

>> When limited liability applies
You will only be liable for losses resulting from unauthorised transactions to a limited extent, in 
circumstances where a Password was required to perform the transaction and it is unclear whether you 
contributed to the loss. Your liability in such cases will be the least of:

—— $150.00; 
—— the balance of the account; and
—— the actual loss at any time we are notified of the misuse, loss or the Password becoming known to 
someone else (excluding that portion of the loss incurred on any one day which exceeds the applicable 
daily transaction limit, if any). 

>> What we will not be liable for
Except as prescribed by the EFT code and the other terms under the heading ‘Your Liability’, we will not be 
liable for:

—— any party’s reliance on the information obtained through use of Westpac Online;
—— any failure or delay of Westpac Online to provide information or perform operations requested; 
—— in any event other than our negligence, fraud or wilful misconduct, an amount in excess of $500.00. 
This limit does not apply to loss of funds from your account where we accept liability under these terms 
and conditions; 
—— indirect or special loss or damage howsoever caused, including negligence; 
—— consequential loss or damage you suffer as a result of using Westpac Online; and
—— unavailability of Westpac Online and events beyond our control such as but not limited to Internet 
connection. 

>> Termination and suspension
Not all services and functions offered through Westpac Online are available at all times. 
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We may terminate your access to Westpac Online if you close your BT Super for Life account. We may 
suspend or terminate your use of Westpac Online with or without giving you notice where we reasonably 
believe the access should be suspended or terminated, for example where we believe that there is a risk of 
fraud or security breach. 

You acknowledge that subject to the sections above dealing with when you will not be liable, you will be 
liable for any misuse of Westpac Online including transactions on your accounts or your failure to observe 
these terms and conditions. 

>> Privacy and Confidentiality 
The terms and conditions of Westpac’s privacy policy are contained in our Financial Services Guide 
accessible at www.westpac.com.au . The privacy policy forms part of these terms and conditions. 

In addition to Westpac’s duties under legislation, we have a general duty of confidentiality towards you, 
except in the following circumstances:

—— where disclosure is compelled by law
—— where there is a duty to the public to disclose
—— where the interests of Westpac require disclosure
—— where disclosure is made with your express or implied consent.

You consent to receiving direct marketing material and email from us. If you don’t want to receive marketing 
information from Westpac you can contact us on 132 032.

>> Complaints
If you have a complaint about Westpac Online you can contact us 24 hours a day, 7 days a week from 
anywhere in Australia via:

Phone	 1300 130 467
Email	 via our website: www.westpac.com.au and click on ‘Contact Us’
Fax	 02 9876 9218
Mail	 GPO Box 5265, Sydney NSW 2001
In person	 visit any of our branches in Australia.

If we haven’t been able to resolve your issues to your satisfaction, and you’d like an independent review, 
you can refer your complaint to The Financial Ombudsman Service, GPO Box 3, Melbourne VIC 3001, 
phone: 1300 780 808.

>> Code of Banking Practice 
We actively comply with the Code of Banking Practice. It applies to Westpac Online when used by an 
individual or small business (as defined in the Code), and is an extension of your contract with Westpac. 
Each relevant provision of the Code applies to the banking services described in these terms and conditions.

>> Indemnity
You indemnify us against any loss or damage we may suffer due to any claim, demand or action of any kind 
brought against us arising directly or indirectly because you: 

(a)	 did not observe any of your obligations under these terms and conditions; or  
(b) 	 acted negligently or fraudulently in connection with these terms and conditions. 

To ensure your protection when using Westpac Online, we strongly recommend you read the ‘Security’ 
advice. We are committed to protecting the privacy and security of our customers. When you use Westpac 
Online, you can be confident that we employ the highest level of security to protect your accounts and 
personal information. 

>> Security
To protect yourself from Internet based threats, such as ‘Viruses’ and ‘Keyloggers’, please familiarise 
yourself with the following simple security tips, and always abide by them when using Westpac Online: 

1_	Never click on a link in an email to go to your Westpac Online sign-in page. Genuine emails from us do not 
contain any links to Westpac Online. Be aware that fake emails can look quite genuine, appearing as 
though they are from us and often including Westpac logos. 
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2_	Always make sure you have the latest anti-virus and firewall protection on your computer. This must be 
updated regularly. We recommend you do not use Westpac Online until you are sure your anti-virus 
protection is up to date. 

3_	Never provide your personal or security details, including Customer Number or Password, in response to 
any email — even if the email looks like it has come from us or another organisation within Westpac group.

4_	Always access Westpac Online by typing www.westpac.com.au into your browser.
5_	Avoid using Westpac Online on shared computers (eg at an Internet cafe) as you may be unable to check 

whether the latest anti-virus protection has been installed. 

For further information on security advice and alerts, please visit www.westpac.com.au .

If you have a complaint
Problem resolution is a priority for us. If you have any problems with the financial services that we provide 
and wish to make a complaint, please contact us as set out below and we will do our best to resolve it for 
you quickly and fairly. 

As a first step please contact us by telephone from Monday to Friday on 1300 653 553. Alternatively, you 
can contact the Complaints Officer by email at the address set out at the end of this FSG. We will let you 
know that we have received your complaint and a Complaints Officer will try to resolve your complaint 
within 30 days. If your complaint relates to an issue under the EFT Code, a Complaints Officer will advise 
you of the status of your complaint within 21 days unless there are exceptional circumstances. We should 
complete our investigation of your complaint within 45 days of having received it under the EFT Code.

If you are still not satisfied you can refer your complaint to: 

>> Superannuation Complaints Tribunal (SCT) 
SCT deals with complaints about superannuation funds, pooled superannuation trusts, annuities, deferred 
annuities and pensions. 
Locked Bag 3060 
GPO Melbourne VIC 3001 
Telephone	 1300 780 808 
Fax	 (03) 8635 5588 
Email	 info@sct.gov.au
Internet	 www.sct.gov.au

>> Financial Ombudsman Service (FOS)
FOS deals with complaints about responsible entities of managed investment schemes, licensees who give 
retail investment advice and life insurance. 
GPO Box 3, Melbourne VIC 3001
Telephone 	 1300 780 808
Fax	 (03) 9613 6399 
Email	 info@fos.org.au
Internet 	 www.fos.org.au

The Australian Securities & Investments Commission also has an Infoline on 1300 300 630. You can use 
this number to make a complaint and to obtain further information about your rights.

Contacting BTFM 
You can contact us in any of the following ways: 

Internet Visit www.btsuperforlife.com.au .

Email Send an email to 
customer.relations@btsuperforlife.com.au

Telephone Call us on 1300 653 553
from 8.00am to 6.30pm 
Monday to Friday (Sydney time).

In person Visit a Westpac branch. 


