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It is important that you read and understand every section in this document before making 

decision to acquire this product. 
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You can always reach us by calling our Customer Service Hotline: 

Australia 1800 026 228 (18000BOCAU) 

Overseas +61 2 8235 5995 

Alternatively, you can obtain more information from our website by visiting: 

http://www.bankofchina.com/au 

Australian Retail Branches Location:  

 

 

New South Wales 

 

Sydney Branch 

Ground Floor  

39-41 York Street,  

Sydney NSW 2000 

 

Haymarket Branch  

681 George Street,  

Sydney NSW 2000 

 

Parramatta Branch  

143 Church Street  

Parramatta NSW 2150 

 

Hurstville Branch 

213 Forest Road  

Hurstville NSW 2220 

 

Chatswood Branch 

The concourse,  

Corner of Anderson St & Victoria Ave,  

Chatswood NSW 2067 

Victoria 

 

Melbourne Branch 

270 Queen Street  

Melbourne VIC 3000 

 

Box Hill Branch 

916-918 Whitehorse Road  

Box Hill VIC 3128 

 

 

Western Australia 

Perth Branch 

Ground Floor  

179 St Georges Terrace 

Western Australia 6000 

 

Queensland 

Brisbane Branch 

Ground Floor,  

307 Queen Street, 

Brisbane  QLD  4000 
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Important Notice 

This document does not contain all the terms of the credit card contract or all the information 

we are required by law to give you before the credit card contract is made. You must read this 

document together with the information contained in the Letter of Approval (including the 

Financial Information Table). This document and the Letter of Approval (including the Financial 

Information Table) together form your credit card contract. 

The following terms and conditions, together with the terms in the Letter of Approval, govern 

the operation of your credit card account and your use of the credit card that we issue to you. It 

is important that you and any additional cardholder read and understand these terms and 

conditions before making the decision to acquire this product. 
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1. Definition 

access method means a method we make available to users to allow them to give us 

instructions. Use of the access method is our mandate to act on those instructions. A reference 

to an access method includes a reference to each of the individual components that is part of 

the access method (including devices and codes or a combination of these). 

additional card means a card issued by BOC to another person whom you nominate as an 

additional cardholder of your card account. 

ATM means an automatic teller machine. 

balance transfer means any advance we make on your card account under an authority you 

give us to pay a debt owed on another account or transfer money to another account; and on 

which we charge an agreed fee based on the balance transfer amount under these Conditions 

of Use for a specified period from the day we debit the advance to your card account. 

BPAY® means the electronic payment scheme through which a cardholder may instruct us to 

make payments on your behalf to organisations (Billers) who have advised that you can make 

payments to them through this scheme. (Biller means an organization which issues bills to you, 

which you can pay through the BPAY®.) 

business day means a working day other than a Saturday or Sunday or any public or bank 

holiday throughout Australia. 

card means a credit card, a replaced card or an additional card issued by BOC on your card 

account. 

card account means your credit card account with BOC. 

Letter of Approval means our letter to you enclosing the Card issued by us and which letter, 

amongst other things, records the particulars of your credit card contract in the Financial 

Information Table attached to the letter (and as it may be varied). 

cardholder means either you or an additional cardholder or both. 

cash advance means any advance we make to you under your card account other than a 

purchase or an approved balance transfer, including any cash equivalent transactions such as: 

(1) ATM withdrawals (including any fee charged by the ATM owner); 

(2) over the counter withdrawals at a branch or other financial institution; 

(3) the amount of cash transferred from your card account to another financial 

institution;  

(4) you fail to make payment to your balance transfer at its due date, we may treat 

any unpaid amount of your balance transfer as cash advance;  

(5) where a payment has been made by you, but we do not receive value for it (for 
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example, if your cheque is dishonoured). We may reverse the application of the 

original payment and treat any part of that payment for which we do not receive 

value as a cash advance; or 

(6) if you have nominated a bank account with a bank that is not BOC for direct debit 

payment, we will automatically credit the payment amount to your credit card 

account by the due day and send the direct debit payment request to your 

nominated account at the same day, however if that account has insufficient fund 

to cover your payment, we may treat the request direct debit payment amount as 

cash advance. 

closing balance means the amount shown on a statement of your card account as the closing 

balance for your card account, and if that amount is in debit, it is also the amount you owe 

BOC under your card account as at the closing date of the statement period. 

closing date means the date shown on a statement of credit card or account as the last day of 

the statement period. 

credit card contract means the credit contract constituted by this Bank of China Great Wall 

International Credit Card Conditions of Use and the Letter of Approval. 

credit limit is the amount described as such in the Letter of Approval. 

daily percentage rate is calculated by dividing the annual percentage rate apply to your card 

account by 365. 

direct debit account means the bank account nominated by you as the account from which 

you authorise us to make direct debit and make payment to your credit card account in 

accordance with the Direct Debit Request Service Agreement between you and us. 

EFTPOS means a point of sale electronic banking facility. 

ePayments Code means the current ePayments Code published by the Australian Securities 

and Investments Commission (ASIC), a copy of which can be accessed at ASIC‘s website at 

www.asic.gov.au. 

government charges means all the fees and charges that governments may impose on us in 

relation to your transactions on your card account. All these charges are debited to your 

account at the end of the statement period in which they occur. 

merchant means a retailer or other provider of goods or services. 

password means the password you nominate, in accordance with our requirements for the 

nomination of passwords, for use with your card when you make telephone enquiries which we 

tell you can be made with a password. 

PIN means your personal identification number which we issue to you (or which you later 

change to) for use with your card at an electronic terminal (for example, an EFTPOS terminal 

or ATM), computer, television and telephone. 
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purchase means any amount charged by a merchant for the supply of goods or services 

purchased by the use of this credit card, even when the goods or services are not used by you 

(for example, when you book a flight ticket but you do not board the flight or when you book a 

hotel but you do not arrive to occupy the room). 

statement period means each period for which we draw a statement of your account. 

user means you and any additional cardholder who you have nominated and we have 

authorised for the purpose of operating your account alone. 

we, us and BOC means Bank of China (Australia) Limited (ABN 28 110 077 622 Australian 

credit licence number 287322 AFSL No. 287322). 

you and your means the person whose name the card account is in and, where the context 

allows, includes the additional cardholder. 

A reference in this document to the singular includes the plural and vice versa. 

A reference to a document in these Conditions of Use includes a reference to the document as 

amended from time to time. 

2. About your credit card contract 

These Conditions of Use and the Letter of Approval we give you together form your credit card 

contract. It is important that you read and understand your credit card contract which governs 

the use of the credit card we issue to you. 

By activating or first using your credit card or your card account, you are bound by your credit 

card contract. This also means that when you apply for a balance transfer and we 

subsequently approve your application, from the moment we begin to process your balance 

transfer, you are bound by the credit card contract even before you activate your card. 

3. About your cards 

3.1 Cards 

3.1.1 Where/when/how to use your card 

A card may be used in banks and merchants displaying a sign or credit card promotional 

material that identifies the relevant credit card scheme that is applicable to that card. This does 

not mean that all goods and services available at those premises may be purchased by use of 

a card. We are not liable for the refusal of any merchant to accept or honour a card or card 

account. 

A card may be used before its expiry date for all the transactions allowed under the credit card 

contract. Once your application for a card is approved by us, we will issue a card to you and/or 
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to any additional cardholders. 

The cardholders must sign (using the same signature on the credit card application) their card 

immediately upon receipt of the cards. You are responsible for each purchase and cash 

advance made on your card account. This is so whether the purchase or cash advance is 

made at your request or at the request of any additional cardholder. You are responsible for 

the security of any card issued to you or an additional cardholder. Any card issued to you or 

the additional cardholder is for the respective cardholder‘s use only. You are responsible for 

keeping any card in a safe place and providing protection for the card from theft and misuse. 

3.1.2 Card Account 

We debit your card account with any: 

(i) purchases; 

(ii) cash advances and  

(iii) balance transfers. 

(iv) instalment plans 

We also debit it with all: 

(v) interest ; 

(vi) government charges 

(vii) fees and charges; and 

(viii) our reasonable expenses of enforcing your credit card contract. 

3.1.3 Additional Cards 

If you nominate an additional cardholder on your card account, please be aware that you (as 

the primary cardholder) are responsible for all transactions made on your card account, 

including those made by the additional cardholder. We do not impose any joint or separate 

liability on the additional cardholder. However, we may control the number of additional cards 

that can be linked to your credit card account. 

For this reason, you should ensure that the additional cardholder also receives a copy of your 

credit card contract and that the additional cardholder reads and understands them. 

An additional cardholder can activate, use, manage and cancel their additional card and 

additional card associated transaction, but without your authorisation, an additional cardholder 

does not have any other access to your card account. As the holder of your card account, you 

can make a request to BOC to close your card account and revoke the authority of all 

additional cardholders.  
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3.2 Credit limit 

(i) Your credit limit approved by us is based on our assessment of your financial status 

and objectives. Your credit limit is stated on the Letter of Approval we send to you 

following our approval of your credit card application, or as varied subsequently. 

(ii) If we issue more than one card to you on your credit card account, those cards of the 

same card account will share the total credit limit, however, you may set a monthly 

usage limit on any additional card associated with your card account. By setting this 

additional card usage limit, you may control the amount of money that can be spent on 

each additional card for every statement period.  

(iii) We also set a daily cash advance limit based on the amount of cash which can be 

withdrawn from our ATM and counter on a daily basis. 

(iv) You can ask BOC to increase or decrease the credit limit at any time. BOC is not 

obliged to agree to any request to increase the credit limit. BOC will usually agree to a 

request to decrease the credit limit unless doing so would result in the outstanding 

balance exceeding the decreased credit limit.  

(v) Any debit transactions authorised by you such as cash advance or purchase will 

automatically be rejected by us if the processing of those transactions will result in 

your total outstanding balance exceeding your credit limit. However, any interest, fees 

and charges payable by you under your credit card contract (including government 

charges) will still be debited from your credit card account.  

4. Using your card 

4.1 Credit card security 

4.1.1 Protect your card and PIN 

Protect your card: 

Please keep your card away from magnetic sources such as security devices, mobile phones, 

hi-fi speakers, microwaves and etc, as your card may become defective. 

Please contact our 24-hour customer service hotline or visit any BOC branch to report, if your 

card is worn or damaged. 

Protect your credit card PIN and enquiry password: 

At retailers, ATMs or our customer service hotline, you may be asked to key your card PIN or 

enquiry password. Please DO NOT allow anyone by any means to see you input your PIN. If 

you feel insecure with your current PIN or password, you may change your PIN through BOC 

counter (available in Australia only) and telephone banking (available in Australia and 
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overseas). You may also change your telephone banking password any time other than 

between 9am and 5pm (Sydney time) through our customer service hotline.  

4.1.2 What happens if your credit card is lost 

You must report to us as soon as you become aware that your card is lost or stolen by calling 

the telephone numbers listed at the front of this booklet. 

If you report that a credit card has been lost or stolen, all the debit transactions related with the 

card will be blocked, which means that you must not use the credit card once the report is 

made. For example, if the credit card has been lost or stolen and you find it after making the 

report, you must not use the credit card. You must destroy the credit card by cutting it 

diagonally in half.  

You are not liable for any balance debited to your card not authorised by you once we have 

received your loss report and blocked your card for any purchase or cash advance. 

We may issue a replacement card, and transfer the balance owing, promotional plans, any 

processed transactions, and existing direct debit arrangements on the closed credit card 

account to the account holder‘ new credit card account. 

The account holder may be liable for transactions for which you did not give authority 

(including mail and telephone order transactions and internet transactions) incurred before the 

report of a lost or stolen card is received by BOC.  

4.2 Liability for transactions 

There are exceptions to your liability set out in the credit card contract which depending on 

whether the transaction is authorised or unauthorised. 

An authorised transaction means a transaction carried out by you or with your consent. Any 

transaction carried out by you or with your consent is authorised unless, before the transaction, 

you have told us to cancel that user‘s access method and the card is destroyed. 

An unauthorised transaction is one which is not authorised by you or any other user. 

4.2.1 When you will not be liable for authorised transactions 

Each card scheme‘s rules allow us to dispute an authorised transaction for you in certain 

circumstances if we do so within strict time limits. If the credit card scheme‘s rules allow us to 

do so, we will request a refund of a transaction (―chargeback‖) for you. Usually we can only do 

this if you tried to get a refund from the merchant first and were unsuccessful. You should tell 

us if you want us to chargeback a transaction for you within 30 days of the statement date. If 

you tell us after this time, and we cannot chargeback the transaction, you will continue to be 

liable for that authorised transaction. 
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4.2.2 When you will not be liable for unauthorised transactions 

You are not liable for any loss arising out of an unauthorised transaction which: 

(i) you or any other user did not contribute to; 

(ii) arises after you have notified us that any card forming part of the access method had 

been misused, lost or stolen; 

(iii) is caused by the fraudulent or negligent conduct of any of our employees or agents  

(iv) results from the system failure;  

(v) is caused by the same transaction being incorrectly debited more than once to your 

card account;  

(vi) arises from a misuse of your PIN without your card having been lost or stolen; or 

(vii) arises from transactions requiring the use of any card or PIN which occurred prior to 

you receiving such card or PIN. 

If your claim for an unauthorised transaction arises because of a lost or stolen card, we may be 

able to chargeback the transaction for you. You must tell us within 30 days of the statement 

date so that we do not lose our chargeback rights. Nevertheless, in cases where ePayments 

Code applies, you will still be able to have your card account credited with the amount in 

dispute if the transaction falls within (i) to (vii) above. 

4.2.3 When you will be liable for unauthorised transactions 

You will be liable for any loss arising out of unauthorised transaction where we can prove on 

the balance of probability that: 

(i) a cardholder contributed to the such loss; 

(ii) a cardholder voluntarily disclosed their PIN to anyone, including a family member or 

friend; 

(iii) a cardholder failed to take reasonable steps to protect their PIN; 

(iv) a cardholder caused unreasonable delay in notifying us after they became aware of 

the misuse, loss or theft of a card; 

(v) a cardholder did not tell us when they should reasonably have become aware that a 

card was lost or stolen. 

4.3 Transactions 

4.3.1 Transactions on your credit card account 

All transactions that were authorised by you will be debited from your credit card account. 
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Transactions may include: 

(i) using your credit card, alone or together with your PIN, in conjunction with any 

electronic equipment; 

(ii) presenting your credit card to a merchant and signing a voucher or other    

documentation acceptable to BOC authorising the transaction; 

(iii) providing the credit card account details to a merchant or to any other party to whom 

payment is to be made, either directly or via a third party, in a manner acceptable to 

BOC, for example, over the phone or on-line.  

4.3.2 Authorisation 

You can authorise a transaction for either a particular amount or for particular goods or 

services. For example, if you check in a hotel, you may authorise a transaction for both the 

accommodation and any additional costs, such as the cost of any consumption in the room.  

Some merchants may request a confirmation that your credit card has sufficient funds to meet 

the estimated cost of goods and services that they will supply. We treat such a request as a 

pre-authorisation which is technically a ‗hold‘ on your available credit limit placed by a 

merchant who has initiated a charge. If the pre-authorisation request has been accepted, the 

available credit limit on your credit card will be reduced by the estimated cost of the goods and 

services for the duration of the pre-authorisation. 

When you authorise a transaction: 

(i) you are confirming the validity of the amount of the transaction, that is, the transaction 

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

amount of the cash advance; 

(ii) the account holder is agreeing to pay (in Australian dollars) the amount of that 

transaction; and 

(iii) you agree that BOC provides you with a credit advance equal to the amount of the 

transaction on the date on which you make the transaction. 

4.3.3 Cash advance 

You can obtain cash advances using your credit card from ATM or any of our retail branches in 

Australia. We may impose limits on the amount you can withdraw on a daily basis. Your cash 

advance must not cause the outstanding balance of your credit card account to exceed your 

credit limit. You may be required to produce suitable identification when requesting a cash 

advance over the counter.  

4.3.4 Smart Interest Free Instalment Plan 

(i) Purchase transaction instalment plan 



 

 15 

If you have made a purchase transaction for a large amount during current statement period, 

but are unwilling to be charged an interest if you believe you cannot fully repay the total 

outstanding balance in the next statement period when it is due, you may call our customer 

service hotline to apply for an purchase transaction instalment plan for this authorised but 

unbilled purchase transaction. Purchase transaction instalment plan applied for at a time close 

to a statement day may not be effected by that statement day, and it may be effected in the 

next statement period. 

For example, if you purchased a computer during the current statement period, you may apply 

for the purchase transaction instalment for this consumption. If we approve your application, 

we will provide you with the various available instalment plans. You may choose the instalment 

plan that suits you the most. For example, if a 6-month instalment plan is chosen for this 

particular purchase, your first instalment will appear on your next statement for you to pay by 

the relevant due date to avoid the accruement of interest. The second instalment will appear 

on the statement following your next statement, and you may pay that amount by the due day 

of that statement to avoid the accruement of interest. Therefore, instead of paying the total 

purchase amount by its normal due date, you can divide the payment into several instalments. 

We will not charge you any interest on that purchase if you pay each instalment by its 

respective due date. However, we will charge an upfront handling fee for arranging the 

purchase transaction instalment. For detailed fees and charges, please refer to your Letter of 

Approval or the latest version of our fees and charges which can be obtained from our website 

or your nearest branches.  

(ii) Statement balance instalment plan 

If you missed the opportunity to apply for the purchase transaction instalment as the particular 

purchase transaction has been billed, or if you are unable to pay the full balance amount by its 

due date but are unwilling to be charged an interest, you may also call our customer service 

hotline before your statement due date to apply for a statement balance instalment plan to 

delay payment of a certain amount (subject to our approval). Once your statement balance 

instalment has been approved by us, you still need to pay any outstanding amount due and 

payable (except the amount that is subject to the statement balance instalment plan) to avoid 

interest charges. Statement balance instalment plan applied for at a time close to a statement 

day may not be effected by that statement day, and it may be effected in the next statement 

period. 

We have limitation on how many instalment plans you may have at any point of time and 

limitation on the minimum amount you may apply for instalment. We reserve the right not to 

approve the instalment application if it does not comply with our internal credit risk control. We 

will only approve eligible transactions that comply with our internal credit risk control. 

4.4 Interest 

4.4.1 Interest on purchases 

(i) No interest will be charged on a purchase if the closing balance for: 
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 the statement of account on which the purchase was itemised; and 

 the previous statement of account, 

are paid in full by the due date shown on the respective statements of account. 

If (i) is not applicable, then a purchase will accrue interest charges which will be calculated by 

applying the daily percentage rate for purchases to the aggregated balance. 

The aggregated balance is calculated by adding together the daily unpaid balance of the 

purchase for each day from and including the date assigned to the purchase until and 

excluding the date the purchase is repaid in full. 

The daily percentage rate is calculated by dividing the annual percentage rate applicable to 

your card account by 365. 

If the closing balance on the last statement of account before the statement of account on 

which the purchase was itemised was not paid in full by its due date, interest charges on the 

purchase will be debited to your account on the closing date of the statement period in which 

the purchase was debited. 

Otherwise, interest charges on the purchase will be debited to your account on the closing 

date of the statement period after the statement period in which the purchase was debited. In 

either case, interest charges on the purchase will continue to be debited on the closing date for 

each subsequent statement period until the purchase is paid in full. Interest charges will be 

calculated from and including the opening date up to and including the closing date for the 

statement period. The interest charges will be calculated up to and including the day on which 

they are debited. 

4.4.2 Interest Free Period 

No interest will be charged on a purchase if the closing balance for the statement of account 

on which the purchase was itemised and the previous statement of account are paid in full 

within 7 days of the due date shown on the respective statements of account. The maximum 

interest free period on purchase is 55 days. The actual interest free period you get on a 

purchase may be less, due to the date on which the purchase is made and the date on which a 

statement period ends. 

4.4.3 Interest on cash advance 

Please note that cash advance attracts interest regardless of whether you have interest free 

days on your account. With cash advances it‘s important to know that interest will be charged 

from the date that you withdraw the cash and will continue to be charged until you pay off your 

outstanding balance in full. 

A misconception about cash advances is that if you take out cash from an ATM from your 

credit card account and repay that same amount, even on the same day, no interest will be 

charged. This is not always true – interest will be charged on the cash advance from the date 
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you withdraw the cash until the date that you pay off your outstanding balance in full. That 

means you need to pay the total amount owing in full, not just the amount of the cash advance, 

to avoid ongoing interest on the cash advance. You may avoid being charged interest on a 

cash advance if your account has a credit side balance at the time you make the cash advance. 

A credit side balance is where you have paid more to your account than you owe.  

4.5 Fees and Charges 

4.5.1 Fee on balance transfer 

A balance transfer is where we will pay off an outstanding amount on another non-BOC credit 

card account, by increasing the outstanding balance on your BOC credit card account by that 

same amount. If you request a balance transfer, an application handling fee may apply to that 

balance. The handling fee will be charged at a percentage based on the amount of initial 

approved balance transfer, and it will be charged at the end of the balance transfer term 

regardless whether the balance transfer amount has been paid off earlier.   

Once your balance transfer has been approved and debited from your credit card account, 

your available credit balance will be reduced by that amount. This balance transfer amount will 

not become payable until the end of the term. Therefore balance transfer will not affect other 

transactions like purchase and cash advance. There will still be an interest free period for 

purchase transactions if they have satisfied the terms in 4.4.2 and cash advance attract 

interest from the data of the cash advance. 

4.5.2 Fee on Instalment Plan 

For both purchase transaction instalment plans and statement balance instalment plans, an 

upfront handling fee will be charged based on the amount of approved total instalment plan 

amount, and the upfront handling fee will appear on your nearest statement together with your 

first instalment. For early termination of a purchase transaction instalment plan or a statement 

balance instalment plan, you are still required to pay that fee. For the detailed schedules plans 

of instalment, please refer to our updated Great Wall International Credit Card Fees and 

Charges. 

4.5.3 Annual Fee 

We may debit your card account with the annual fee (if applicable) to your card account on the 

last day of your first statement and on or about each anniversary of that date. In the case that 

we agree to waive the annual fee for a period, the waiver period starts when your card account 

is established and we will debit the annual fee from the last day of the first statement period 

when the waiver period expires and on or about each anniversary of that date. 

We debit the additional cardholder fee (if applicable) to your card account on the last day of the 

statement period on which the additional cardholder starts to use the card account to access 

credit or tell us to activate the card, this annual fee will be debited on or about each 
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anniversary of that day. 

4.5.4 Other fees and charges 

(1) We debit the late payment fee to your card account on the next statement date if 

the minimum payment is not received and credited to your card account on the 

due date shown on your current statement. 

(2) We debit unsuccessful intra-bank direct debit fee if we are unable to debit the 

fund from your nominated account held with us as a result of your fault. 

(3) We debit unsuccessful inter-bank direct debit fee if we are unable to debit the full 

amount from your nominated account held with another bank in Australia caused 

by wrong account provided by you or insufficient fund in that account to cover our 

direct debit request. 

(4) We debit all other credit fees and charges (if applicable) to your card account 

when we process your certain request to which the credit fee or charges applies.  

(5) The total amount of credit fees and charges payable under your credit card 

contract is not ascertainable at the disclosure date. 

4.6 Transaction processing 

4.6.1 When and how transactions are processed 

All transactions will be processed to the credit card on the date they are received by BOC and 

the processing date may not be the same date the transaction is made. 

For the same reason, your payments and other credits will not be treated as made until the 

date on which those payments or other credits are applied to the credit card account. 

So when you make payments, please allow a reasonable time for your payment amount to 

reach BOC by way of cheque mailing, internet banking, BPAY® payment, cash payment over 

the counter and other payment methods. 

4.6.2 Currency conversion in transaction processing 

Purchases, cash advances, refunds and any other charges made in a currency other than the 

Australian dollar will be converted to United States dollar (USD) first and then to Australian 

dollars (AUD) at the date of processing by MasterCard International (MasterCard), using a 

wholesale exchange rate obtained by MasterCard. 

Amounts on your statement of account will be expressed in Australian dollars. 

A cross currency transaction fee will be collected when you make transactions in none AUD 

areas.  
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(Note: MasterCard® converts a refund using the exchange rates applicable as at the date of 

processing by MasterCard. This means that the refund may be converted using an exchange 

rate different from the one used to convert the original purchase.) 

5. Payment 

5.1 Statement date 

We provide you a statement once every month. We fix a particular date in each month to issue 

the statement. We give you a statement of your card account, if, there are any amounts owing 

by you or to you on your card account, or if there have been any amounts charged or credited 

to your card account since the previous statement date. 

We will not give you a statement when there have been no payments in or out, no amounts 

charged or credited to your card account since the previous statement date and the balance is 

nil. 

5.2 Due date 

The due date in respect of a statement is the date on which you should make payment to the 

outstanding amount you owe BOC under the credit card contract. For our credit card, the ‗DUE 

DATE‘ shows on your statement is 20 days from the end of the statement period. If you choose 

self initiated payment method like BPAY® or payment over the counter, we will give you an 

extra 5 days for you to pay your credit card account. If you choose direct debit payment 

method, we will initial the payment by debiting your nominated direct debit account by the due 

day shows on your statement.  

5.3 Minimum payment 

You must pay the minimum payment shown on each statement of account on or before the 

due date. The minimum payment is the greater of: 

 4% of your purchase transaction amount (including any smart interest free instalment 

payable) plus any balance transfer payable amount and any fee on balance transfer, 

Cash Advance, any fees and charges in that statement period, any unpaid minimum 

payment amount and any over-limit amount from previous statement rounded up to the 

nearest dollar; or 

 $20.00 

However, if the closing balance of the statement is less than $20.00, the minimum payment is 

equal to that closing balance.  
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5.4 Payment Methods 

We accept direct debit payment from your BOC account and non-BOC account, over the 

counter payment, cheque payment and BPAY® payment. The actual time of our receipt of 

your payment may vary depending on the payment methods. 

5.4.1 BPAY® Payment 

You may pay your credit card at any time from the BPAY® facility provided by your financial 

institution. The payment information including Biller Code and your reference number can be 

found from your credit card statement. Please be aware that it usually takes 1~2 business day 

for us to receive the BPAY® payment from your financial institution.   

5.4.2 Direct Debit Payment 

You may choose direct debit payment method if you hold a saving/cheque Australian currency 

account in BOC or in other banks within Australia, to pay your account either by minimum or by 

full payment. You can either select ―Direct Debit Payment‖ when you complete the credit card 

application form, or go to any BOC branch to arrange a direct debit payment. You will need to 

enter into a Direct Debit Request Service Agreement with us to complete the direct debit 

arrangement. A direct debit payment request will take effect in the next statement period. 

5.4.3 Over-The-Counter Payment 

You can visit any Bank of China (Australia) branch to make cash payment or BOC account 

transfer towards your credit card. You can find the nearest branches details and opening hours 

from our website or call our customer service hotline for inquiry. 

5.4.4 Cheque Payment 

You may post cheque titled by your credit card name, together with the credit card payment 

information tear from your statement to ―Personal Banking Department level 8, 39-41 York 

Street, Sydney, NSW 2000‖. We will credit the amount to your account at the time of our 

receipt of your cheque but subject to clearance. If the cheque is dishonoured, the payment 

amount will start to attract cash advance interest from the date we received the unsuccessful 

cheque clearing advice. 

5.5 Overpayment 

We recognise that you may overpay your card account inadvertently, but you must not 

intentionally put your card account into credit. Your card account is not available for that 

purpose. 
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5.6 The order of payment 

Payments are applied in the following order: 

(i) Firstly, all government duties, taxes, interest, fees and charges applicable and all other 

transactions (including balance transfers, purchases, cash advances and any 

instalments) that formed the total closing balance shown in the last statement of 

account for your card; 

(ii) Secondly, all other transactions that have not yet appeared on your statement 

including, cash advances, purchases and instalments. 

Within each of these categories, transactions attracting the highest interest rate are repaid first 

before transactions attracting lower interest rates are repaid.  

6. Default, suspension, cancellation and 

termination 

6.1 Default 

You are in default under the credit card contract if: 

(i) you do not pay on time any amount payable under the credit card contract; 

(ii) you do not comply with any other terms of the credit card contract; 

(iii) you give us incorrect or misleading information regarding to your credit card contract 

before or after you accept our offer to enter into your credit card contract; or 

(iv) you, an additional cardholder or any deputy of your credit card account appears to be 

a unlawful person. 

In most circumstances we give you a notice requiring you to fix the default (if the default can be 

fixed) within a certain time which we will tell you during the notification. In some circumstances 

we do not have to inform you, for instance we have made reasonable attempts to contact you 

without success. 

If you are in default and you do not fix the default in the time allowed by the notice we give you 

or in the situation we do not have to give you a notice, then we may decide, without further 

notice, that all money owing by you under the credit card contract is due and payable 

immediately. We may sue you for any overdue amounts, and we may terminate your credit 

card contract. Once you are aware of the termination of your credit card contract, you must 

immediately destroy or return to us your card/s and card/s issued to any additional cardholder.  
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You must pay us any expenses we reasonably incur in enforcing our rights against you due to 

your default under the credit card contract. There expenses are debited to your card account 

and they become payable from the date when debited. 

If any obligation to pay us an amount under the credit card contract becomes a court order, 

you must pay interest on that amount as a separate obligation. The interest on that amount is 

calculated as the higher of annual percentage rate applicable on your credit card account or 

under the court order. We calculate the interest on a daily basis and debit it to your account 

monthly until on the day the card account is fully paid in full. 

6.2 Suspension 

If you do not pay the minimum payment for a statement period by the due date, we may 

choose not to provide any further credit to you until the account is paid in full and you satisfy 

any other requirements we impose to reinstate your ability to access credit. We may also 

suspend your credit if we reasonably consider it necessary to prevent fraud or other losses to 

you or us. After your account has been suspended by us, you are still liable to pay any unpaid 

items on your credit card account, and those charging rules are the same as the normal 

interest or fees calculation stated in the credit card contract.   

6.3 Cancellation  

We may cancel your credit card and/or terminate your card account at any time without prior 

notice. Examples of when we will cancel your credit card include, without limitation, when our 

assessment of your financial situation at any time reveals that the credit card contract, in our 

view, is no longer suitable for you. 

You may also cancel your card at our normal business hours by contact our customer service 

hotline. There will be two steps during card cancellation process: 

(i) the first is the pre-cancellation process, after accept your pre-cancellation request, we 

will cancel any debit authorisation into your account like new purchase transaction, 

cash advance, pre-authorisation etc. These 45 days pre-cancellation period is for any 

pre-approved transactions that authorised by you to go through and for you to pay any 

outstanding amount.  

(ii) after the 45 days, if your credit card balance is nil, you credit card account will be 

closed automatically; If you still have debit or credit amount in your account, you need 

to pay any outstanding amount or withdraw the credit amount to fully close your 

account. You may also ask us to transfer any remaining balance to your nominated 

account. The interest for debit balance or any fees under the credit card contract will 

be calculated and charged the same way as normal use until they are fully paid off. 
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Before or during cancellation process, you must also arrange to cancel any direct debits or 

periodical payments made from the account. You must return the cancelled cards to us. We 

cancel your rights to obtain credit on your card account once we have cancelled your cards.  

6.4 Termination of your credit card contract 

Regardless whether the termination of your credit card contract is made by you or by us, you 

will continue to be liable for: 

(i) transactions made before we fully process the termination request; 

(ii) liabilities you incur before termination of your credit card contract; 

(iii) interest, credit fees and charges, government charges, any debit transactions and any 

enforcement expenses continue to be charged on you or on your card account until 

the outstanding balance is reduced to nil. 

6.5 Anti-money laundering and counter-terrorism financing 

You must comply with the law. You agree to do all things which we request you to do so that 

we can comply with the Anti-Money Laundering and Counter-Terrorism Financing Act 2006 

(Cth) and any similar legislation we are subject to (AML Law). You agree that we may delay 

funding any amount to you or not provide you with the Loan if you do not comply with our 

identification requirements under the AML Law. If at any time we believe you or any additional 

cardholder may not be whom you or they claim to be, or may be any person with whom we are 

proscribed from or advised not to conduct any dealing under AML Law, we may immediately 

refuse to process any transaction, and suspend credit available to you under, or terminate, 

your credit card contract. 

7. Variation of credit card features or conditions  

7.1 Changes to your credit card features 

We may from time to time: 

(i) change the annual purchase interest rate and cash advance rate; 

(ii) add, change or remove fees or charges or the frequency of charging of any fees or 

charge; 

(iii) change the minimum payment amount or frequency of repayments;  

(iv) reduce your credit limit or change your cash advance limit; 

(v) add, change or remove a payment method; 
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(vi) change the type of card you have (including to a new product type or card scheme) or 

your account number (for example, when your card type changes). 

7.2 Changes to your account terms and conditions 

We may from time to time change the credit card contract to: 

(i) change the basis on which, or the frequency with which, interest is charged; 

(ii) adopt any legal requirement, or any decision, regulatory guidance or standard of any 

court, external dispute resolution scheme or regulator; 

(iii) correct errors, inconsistencies or ambiguities; 

(iv) reflect changes in technology or our processes including our computer system; and 

(v) accommodate changes in the needs of our customers, such as new product features 

or service. 

We also reserve the right to change any of the credit card contract for reasons other than the 

ones mentioned above. 

7.3 Notifying you of changes 

(i) Notice of a change in the annual percentage rate no later than the day on which the  

change takes effect. We may publish the notice in a daily newspaper where most of 

targeted customer would read. We may also notify you through your monthly 

statement. 

(ii) at least 20 days‘ notice of any increase in the amount of credit fee or charge or the 

introduction of a new credit fee or charge. We may publish the notice in a daily 

newspaper where most of targeted customer would read. We may also notify you 

through your monthly statement. 

(iii) At least 20 days‘ written notice of any other changes to the credit card contract (other 

than changes which reduce your obligation or extend the time for payment) 

We give you notice of any changes which reduce your obligations or extend the time for 

payment when we send the next statement of your card account after the change takes effect. 

8. General matters 

8.1 About Payment 

If you cannot make a payment or in financial difficulty, you should get in touch with us as soon 
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as possible and discuss the matter and see if we can reach an alternative arrangement, for 

example in certain circumstances, we can extend the term or defer payments for a specific 

period. 

8.2 Replacement Card 

We will send you a new card one month before your current card‘s expiry date. However, if 

your card is worn or damaged, you can contact us and we will arrange a replacement card for 

you. 

We reserve the right not to reissue a card to you. 

8.3 Security Deposit 

For product such as student credit card, depending on your income status, we may provide 

you with a credit limit based on the amount of the fund you deposit with us as security deposit 

for your card contract. We will freeze the security deposit during the term of your credit card 

contract. If you are in default under the credit card contract, you agree that we may debit the 

security deposit to recover any amount you owe to us as a result of your default. 

8.4 Change of Name or Address 

If you change name or address (or both), you must notify us of any as soon as possible by 

visiting any BOC branch within Australia or by calling us on our customer hotline listed at the 

front of this booklet or at the back of your card. 

We will not accept a post office box address as a valid residential address for you, and we will 

not be responsible for any errors or losses associated with any change of name or address (or 

both) where we have not received prior notice. 

8.5 Rights to transfer 

You must not transfer your rights under you credit card contract. We may transfer our rights 

under your credit card contract as we wish without your consent.  

8.6 Invalid or unenforceable provisions 

If a provision of your credit card contract is invalid or unenforceable for unfairness or any other 

reason in any jurisdiction: 

(i) it is to be read down or severed in that jurisdiction to the extent of the invalidity or 

unenforceability; and 
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(ii) that fact does not affect the validity or enforceability of that provision in another 

jurisdiction or the remaining provisions of your credit card contract. 

8.7 Electronic communication 

By entering into your credit card contract, you consent to us:  

(i) communicating electronically with you about your credit card contract and any matters 

which arise under or in connection with your credit card contract; and 

(ii) providing you with all notices, communications and documents by means of electronic 

communications; and 

(iii) acting on your instructions received electronically, 

(together, the electronic communications consent). 

By providing the electronic communications consent, you agree and understand that: 

(iv) there is no requirement for us to send paper documents to you and we will 

consequently no longer be required to provide paper documents to you. However, we 

may still choose to (but are not obliged to) send paper documents to you.   

(v) we may provide you with notices, communications and documents (including your 

statements of your credit card account) by means of sending messages to the 

electronic mail address that you have provided to us and/or by making notices, 

communications and documents available on our website: 

www.bankofchina.com/au; 

(vi) where we make a notice communication or other document available for retrieval on 

our website, we will: 

 make the notice, communication or other document available for a reasonable 

period on our website for retrieval by you;  

 promptly notify you by electronic communication that the notice, 

communication or other document is available for retrieval on our website and 

the nature of the notice, communication or other document; and 

 provide you with the ability to retrieve the notice, communication or other 

document by electronic communication. 

You must: 

(vii) regularly check www.bankofchina.com/au and your nominated e-mail address for 

notices and communications from us; and 

(viii) ensure your e-mail address remains current, accessible and valid; and 

(ix) notify us of any changes to the e-mail address; and 
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(x) use computer equipment and an Internet browser which is compatible with our 

systems; and 

(xi) not use any program or other system which will infect our systems with a virus or 

otherwise affect the performance of our computer systems. 

The electronic communications consent may be withdrawn by you at any time and you will 

then receive paper notices, communications and documents which will be sent to your 

nominated street address.  

8.8 Privacy 

You agree and acknowledge that the information regarding your credit card contract (including 

your personal information) may be used and disclosed in accordance with ―BANK OF CHINA 

AUSTRALIAN OPERATIONS PRIVACY POLICY STATEMENT‖ (available on our website 

www.bankofchina.com/au). We may also obtain and exchange information with a credit 

reporting agency, either directly or through an agent. 

You acknowledge that for the purposes of Part IIIA of the Privacy Act 1988 (Cth) we are a 

credit provider; and 

You acknowledge that you have received and understand ―BANK OF CHINA AUSTRALIAN 

OPERATIONS PRIVACY POLICY STATEMENT‖  

You agree that we can do any of the following at any time: 

(i) Credit information. Obtain and use consumer and commercial credit information 

about you to assess an application for consumer credit. 

(ii) Collection of overdue payments. Obtain and use a credit report about you provided 

by a credit-reporting agency to collect overdue payments form you. 

(iii) Exchange of information between credit providers. Obtain from and use or give to 

another credit provider any information about your credit worthiness, credit standing, 

credit history or credit capacity. In particular, we may provide a reference on you. 

(iv) Exchange of information with advisors. Obtain from and use or give to any broker, 

financial consultant, accountant, lawyer, or other advisors acting in connection with 

any financing provided or proposed to be provided to you any consumer credit 

information. 

(v) Provide information to credit reporting agencies. Give to a credit reporting agency 

personal or commercial information about you. The information includes particulars of 

your identity; the fact that credit has been applied for and the amount of credit 

provided; the fact that we are a current credit provider to you; payments which become 

overdue more than 60 days, and for which collection has commenced; in specific 

circumstances that in our opinion, you have committed a serious credit infringement; 

and the credit provided to you by us has been repaid or otherwise discharged.  You 
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understand that information held on you by credit reporting agencies may be used by 

us, and other companies, for purposes of identification, verification, credit decisions, 

debt recovery and the prevention of money laundering and fraud. 

8.9 Complaints 

If you wish to dispute any matter or make a complaint against us, please contact us. We have 

both internal and external dispute resolution processes aimed to resolve any dispute or 

complaint from you. 

You should gather all relevant supporting documents about the dispute or complaint. Once you 

have contacted us, we will begin the process of investigating and resolving your complaint or 

dispute, at no cost to you.  

You can let us know your dispute or complaint by: 

 Mail: 39-41 York Street, Sydney NSW 2000 

 Telephone: 1800 026 228 (Australia) +61 02 8235 5995(Overseas) 

 Website: http://www.bankofchina.com/au 

We aim to resolve most issues within 5 business days. Otherwise, we aim to provide a final 

response to your dispute or complaint within 45 days (21 days for disputes involving default 

notices).  

If the matter is more complex, it may take a longer time to resolve. If we are unable to provide 

a final response to your complaint or dispute within 45 days (21 days for disputes involving 

default notices), we will: 

 inform you of the reasons for the delay 

 advise your right to complain to our external dispute resolution scheme 

 provide you with details of our external dispute resolution scheme. 

Next step if you are not happy with our proposed resolution 

If you are not satisfied with our proposed resolution or any extended time for resolution of your 

dispute or complaint, you can also contact the Financial Ombudsman Service (FOS), an 

independent external dispute resolution service. 

The FOS dispute resolution process is impartial, independent and free for our customers.  

Before the FOS can investigate a matter, you must first have given us the opportunity to review 

it.  

You may lodge a written complaint with the Financial Ombudsman Service at: 

Financial Ombudsman Service Ltd (FOS)  
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 By mail: GPO Box 3, Melbourne VIC 3001 

 Telephone 1300 78 08 08 or (03) 9613 7366 9am – 5pm Monday to Friday AEST 

 Facsimile (03) 9613 6399 

 Website http: www.fos.org.au 

8.10 Rewards program 

Separate terms and conditions governing the rewards program offered by us will apply in 

addition to these Conditions of Use. Please refer to our most recent Rewards Program Terms 

and Conditions for more details about the rewards program applicable to your card contract. 

http://www.fos.org.au/
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INFORMATION STATEMENT 

Things you should know about your proposed credit contract 

This statement tells you about some of the rights and obligations of yourself and your credit 

provider. It does not state the terms and conditions of your contract. If you have any concerns 

about your contract, contact the credit provider and, if you still have concerns, your credit 

provider's external dispute resolution scheme, or get legal advice. 

The contract 

1. How can I get details of my proposed credit contract? 

Your credit provider must give you a precontractual statement containing certain information 

about your contract. The precontractual statement, and this document, must be given to you 

before: 

 your contract is entered into; or 

 you make an offer to enter into the contract; 

whichever happens first. 

2. How can I get a copy of the final contract? 

If the contract document is to be signed by you and returned to your credit provider, you must be 

given a copy to keep. Also, the credit provider must give you a copy of the final contract within 

14 days after it is made. This rule does not, however, apply if the credit provider has previously 

given you a copy of the contract document to keep. If you want another copy of your contract, 

write to your credit provider and ask for one. Your credit provider may charge you a fee. Your 

credit provider has to give you a copy: 

 within 14 days of your written request if the original contract came into existence 1 year 

or less before your request; or 

 otherwise within 30 days of your written request. 

3. Can I terminate the contract? 

Yes. You can terminate the contract by writing to the credit provider so long as: 

 you have not obtained any credit under the contract; or 

 a card or other means of obtaining credit given to you by your credit provider has not 

been used to acquire goods or services for which credit is to be provided under the 

contract. However, you will still have to pay any fees or charges incurred before you 

terminated the contract. 

4. Can I pay my credit contract out early? 

Yes. Pay your credit provider the amount required to pay out your credit contract on the day you 
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wish to end your contract. 

5. How can I find out the pay out figure? 

You can write to your credit provider at any time and ask for a statement of the pay out figure as 

at any date you specify. You can also ask for details of how the amount is made up. Your credit 

provider must give you the statement within 7 days after you give your request to the credit 

provider. You may be charged a fee for the statement. 

6. Will I pay less interest if I pay out my contract early? 

Yes. The interest you can be charged depends on the actual time money is owing. However, 

you may have to pay an early termination charge (if your contract permits your credit provider to 

charge one) and other fees. 

7. Can my contract be changed by my credit provider? 

Yes, but only if your contract says so. 

8. Will I be told in advance if my credit provider is going to make a change in the 

contract? 

That depends on the type of change. For example: 

 you get at least same day notice for a change to an annual percentage rate. That notice 

may be a written notice to you or a notice published in a newspaper. 

 you get 20 days advance written notice for— 

o a change in the way in which interest is calculated; or 

o a change in credit fees and charges; or 

o any other changes by your credit provider;  

except where the change reduces what you have to pay or the change happens automatically 

under the contract. 

9. Is there anything I can do if I think that my contract is unjust? 

Yes. You should first talk to your credit provider. Discuss the matter and see if you can come to 

some arrangement.  If that is not successful; you may contact your credit provider's external 

dispute resolution scheme.  External dispute resolution is a free service established to 

provide you with an independent mechanism to resolve specific complaints.  Your credit 

provider's external dispute resolution provider is the Financial Ombudsman Service (FOS) and 

can be contacted by telephone (toll free) on 1300 780 808, online at http://www.fos.org.au 

or by post at GPO Box 3, Melbourne VIC 3001. Alternatively, you can go to court.  You may 

wish to get legal advice, for example from your community legal centre or Legal Aid.  

You can also contact ASIC, the regulator, for information on 1300 300 630 or through ASIC's 

website at http:/www.asic.gov.au. 
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General 

10. What do I do if I cannot make a repayment? 

Get in touch with your credit provider immediately. Discuss the matter and see if you can come 

to some arrangement. You can ask your credit provider to change your contract in a number of 

ways: 

 to extend the term of your contract and reduce payments; or 

 to extend the term of your contract and delay payments for a set time; or 

 to delay payments for a set time.  

11. What if my credit provider and I cannot agree on a suitable arrangement? 

If the credit provider refuses your request to change the repayments, you can ask the credit 

provider to review this decision if you think it is wrong. 

If the credit provider still refuses your request you can complain to the external dispute 

resolution scheme that your credit provider belongs to. Further details about this scheme are 

set out below in question 13. 

12. Can my credit provider take action against me? 

Yes, if you are in default under your contract. But the law says that you cannot be unduly 

harassed or threatened for repayments. If you think you are being unduly harassed or 

threatened, contact the credit provider's external dispute resolution scheme or ASIC, or get 

legal advice. 

13. Do I have any other rights and obligations? 

Yes. The law will give you other rights and obligations. You should also READ YOUR 

CONTRACT carefully. 

IF YOU HAVE ANY COMPLAINTS ABOUT YOUR CREDIT CONTRACT, OR WANT MORE 

INFORMATION, CONTACT YOUR CREDIT PROVIDER.  YOU MUST ATTEMPT TO 

RESOLVE YOUR COMPLAINT WITH YOUR CREDIT PROVIDER BEFORE CONTACTING 

YOUR CREDIT PROVIDER'S EXTERNAL DISPUTE RESOLUTION SCHEME.  IF YOU 

HAVE A COMPLAINT WHICH REMAINS UNRESOLVED AFTER SPEAKING TO YOUR 

CREDIT PROVIDER YOU CAN CONTACT YOUR CREDIT PROVIDER'S EXTERNAL 

DISPUTE RESOLUTION SCHEME OR GET LEGAL ADVICE. EXTERNAL DISPUTE 

RESOLUTION IS A FREE SERVICE ESTABLISHED TO PROVIDE YOU WITH AN 

INDEPENDENT MECHANISM TO RESOLVE SPECIFIC COMPLAINTS.  YOUR CREDIT 

PROVIDER'S EXTERNAL DISPUTE RESOLUTION PROVIDER IS THE FINANCIAL 

OMBUDSMAN SERVICE (FOS) AND CAN BE CONTACTED BY TELEPHONE (TOLL 

FREE) ON 1300 780 808, ONLINE AT HTTP://WWW.FOS.ORG.AU OR BY POST AT GPO 

BOX 3 MELBOURNE VIC 3001. PLEASE KEEP THIS INFORMATION STATEMENT.  YOU 

MAY WANT SOME INFORMATION FROM IT AT A LATER DATE.  
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Bank of China (Australia) Limited Credit Guide 

 

Effective 26 November 2014 

Credit provider: Bank of China (Australia) Limited 

ABN 28 110 077 622 

Australian Credit Licence number: 287322  

Our contact details:  

Mail: 39 – 41 York Street, Sydney NSW 2000 

Fax: (02) 9262 1794  

Telephone: (02) 8235 5888 

Website: http://www.bankofchina.com/au 

About this Credit Guide  

This Credit Guide contains information about us and how you can contact us, how we assess 

suitability of the credit contract and our dispute resolution process.  

We hold an Australian Credit Licence number 287322 issued by the Australian Securities and 

Investments Commission (ASIC) to engage in credit activities.  

As a licensed credit provider, we must, as soon as practicable after it becomes apparent to us 

that we are likely to enter into a credit contract with you, give you a Credit Guide. Your credit 

contract is a separate document to this Credit Guide.  

Assessing suitability of credit contracts 

The National Consumer Credit Protection Act 2009 (Cth) requires that we must not: 

 enter a credit contract with you; or 

 increase the credit limit of a credit contract with you; 

if the credit contract is unsuitable for you.  

The credit contract is unsuitable for you if, at the time the credit contract is entered into or the 

credit limit is increased: 

 it is likely that you will be unable to comply with your financial obligations under the 

credit contract, or could only comply with substantial hardship; or 

 the contract does not meet your requirements or objectives.  

We must make an assessment whether the credit contract will be unsuitable for you before 

entering into a credit contract with you or increasing the credit limit of an existing credit 



 

 34 

contract. 

You can request a copy of our assessment. We must give you a written copy of the 

assessment (free of charge): 

 before entering the credit contract or increasing the credit limit, if you request for it then; 

 within 7 business days, if your request is made within 2 years of entering into the credit 

contract or the credit limit increase; and 

 otherwise, within 21 business days.  

 We do not need to give you a copy of the assessment if: 

 your request is made more than 7 years after entering into the credit contract or the 

credit limit increase; or 

 the credit contract is not entered into or the credit limit is not increased.  

Our dispute resolution process 

What to do if you have a dispute and complaint 

If you wish to dispute any matter or make a complaint against us, please contact us. We have 

both internal and external dispute resolution processes aimed to resolve any dispute or 

complaint from you. 

Lodging your dispute or complaint 

You should gather all relevant supporting documents about the dispute or complaint. Once you 

have contacted us, we will begin the process of investigating and resolving your complaint or 

dispute, at no cost to you.  

You can let us know your dispute or complaint by: 

 Mail: 39-41 York Street, Sydney NSW 2000 

 Telephone: 1800 026 228 (Australia) +61 02 8235 5995(Overseas) 

 Website: http://www.bankofchina.com/au 

We aim to resolve most issues within 5 business days. Otherwise, we aim to provide a final 

response to your dispute or complaint within 45 days (21 days for disputes involving default 

notices).  

If the matter is more complex, it may take a longer time to resolve. If we are unable to provide 

a final response to your complaint or dispute within 45 days (21 days for disputes involving 

default notices), we will: 

 inform you of the reasons for the delay 

 advise your right to complain to our external dispute resolution scheme 
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 provide you with details of our external dispute resolution scheme. 

Next step if you are not happy with our proposed resolution 

If you are not satisfied with our proposed resolution or any extended time for resolution of your 

dispute or complaint, you can also contact the Financial Ombudsman Service (FOS), an 

independent external dispute resolution service. 

The FOS dispute resolution process is impartial, independent and free for our customers.  

Before the FOS can investigate a matter, you must first have given us the opportunity to review 

it.  

You may lodge a written complaint with the Financial Ombudsman Service at: 

Financial Ombudsman Service Ltd (FOS) 

 Mail: Financial Ombudsman Service Limited, GPO Box 3, Melbourne VIC 3001 

 Telephone: 1800 367 287 (free call) 9am – 5pm AEST/AEDT weekdays 

 Email: info@fos.org.au 

 Facsimile: (03) 9613 6399 

 Website: http: www.fos.org.au 

 


