
TWO GREAT WAYS 
TO ACCESS YOUR 
LOAN ACCOUNT
24 HOURS A DAY
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Press 1
for current loan balance

Press 2
to listen to transactions 
on the account over the  

past 30 days

Press 7
to request a statement

Press 4
to make a transfer 

or redraw

Press 9
to select another 

loan facility

Press 3
to make or change a  

repayment

Press 5
to listen to current 

banking details

Press 6
to request a statement

Press 8
to select another linked account 

(split)

CALL    AUSTRALIA 1300 300 988   NEW ZEALAND 0800 171 708 CALL    WWW.ADVANTEDGE.COM.AU ON THE INTERNET

ACCESS YOUR LOAN ACCOUNT BY PHONE
Welcome to  – The direct link to your loan account.

Starcall is your ‘around the clock’ automated customer service centre.

Any touch-tone telephone now gives you unprecedented control over your loan account with the 
convenience of 24-hour access. Guiding you through each step, StarCall prompts you to select  
from a variety of account access options.

How do I get connected?

Complete the attached Application form and fax to Australia 1300 401 684 or
New Zealand 0800 448 090 or mail to the address on the Application form.

Your confidential access code number will be mailed to you five business days after settlement.  
Your Loan ID number can be obtained from the bottom of your loan statement, or from  
your Direct Debit Confirmation request letter which will be mailed to you four business  
days after settlement.

Once you have received your access code number call Australia 1300 300 988 or
New Zealand 0800 171 708 to use StarCall.

Enter your ‘Loan ID’ number followed by the # (hash) key on your telephone,
located below the ‘9’ button.

Enter your ‘Access Code’ followed by the # (hash) key on your telephone, located below  
the ‘9’ button. Follow the simple directions to access your loan account options.

Your options

ACCESS YOUR LOAN ACCOUNT FROM YOUR COMPUTER
Welcome to  – The direct link to your loan account.

Starnet provides you with a secure connection to your loan account from your computer using the  
latest in Internet technology. To protect you against unauthorised access all information is encrypted, 
while your Loan ID and access code provide additional security.

How do I get connected?

Complete the attached Application form and fax to Australia 1300 401 684 or
New Zealand 0800 448 090 or mail to the address on the Application form.

Your confidential access code will be mailed to you five business days after settlement.  
Your Loan ID number can be obtained from the bottom of your loan statement, or from  
your Direct Debit Confirmation request letter which will be mailed to you four business  
days after settlement.

Access www.advantedge.com.au on the internet.

Click on ‘Starnet Customer Service Centre’.

Enter your Loan ID number and access code at the Login screen, then click on submit.
Click on the menu buttons to access your loan account options.

Your options

Transfer – transfer between 
linked loan accounts

Contact – Mortgage Manager 
contact details

Downloads – access  
Advantedge forms and  

schedules

Change access code – change 
access code to a number  

of your request

Recent transactions – 
view transactions for 

the last 90 days

Ongoing payment – change 
ongoing payment amount

Redraw – check available  
credit or request a redraw

Once off payments – make a  
once off payment

Change frequency – 
change payment frequency

Accounts – brief 
overview of accounts

Statements – view or print  
loan statements

Loan summary – 
summary of accounts

Payment details – 
i.e. banking details, BPay and 
direct crediting information

Personal details – 
ontact details

All references to StarNet are abbreviated references to the StarNet Customer Service Centre.  
The StarNet Customer Service Centre is not associated with any other person using the word  
‘Starnet’ in any way.



WHAT’S MY CURRENT 
LOAN BALANCE?

WHAT’S MY MONTHLY 
LOAN REPAYMENT?

I NEED AN URGENT 
LOAN STATEMENT.

HOW CAN I REDRAW 
EXTRA CASH?

HOW CAN I CHANGE 
MY REPAYMENTS?

I NEED TO CONTACT 
MY MORTGAGE MANAGER.

IT’S EASY

APPLICATION FORM
To get connected, please complete the following details 
and fax to Australia 1300 401 684 or New Zealand 0800 448 090, or mail to:

Customer Care, PO Box 626 Collins Street West, Melbourne, Victoria 8007

Request for Access to StarCall and StarNet 
Complete parts (A), (B) & (C)

Once we have received your request we will post you a confidential access code.

I/We

 (A) Personal or Company Details (please print all borrower names in the lines below)

1

2

3

request an access code number, allowing access to my/our loan account(s) by telephone and computer via  
the Internet.

I/We (being the undersigned Borrowers and Guarantors) understand and agree with Advantedge Financial 
Services Pty Ltd ABN 36 130 012 930:
•	 to the attached Terms and Conditions of Use; and

•	 that the access code will be sent to the address noted on the loan statement.
(**Note – If you wish to change your loan statement address please include the new address below.)

New Address

Suburb	 State	 Postcode

Access to the following loan accounts:

 (B) Loan account Number** (Insert your 20 digit loan account numbers) or Loan ID numbers (6 digits)

1	                       	 1	       

2	                       	 2	       

3	                       	 3	       
**Your loan ID Number can be found on your loan statement or Direct Debit Authority Confirmation Letter.

 (C) Important – This must be signed by all Borrowers and Guarantors (if applicable)

	 Full name of signatory (please print)	 Signature

Borrower:

Borrower:

Borrower:

Guarantor:

Guarantor:

Guarantor:

Date    /   /  



STARCALL/STARNET TERMS AND CONDITIONS OF USE
Please see the Glossary at the end of these conditions of use for the 
meaning of words printed in italics in these conditions of use.

We have issued an access code to you at your request. You can use 
the access code with your facility account number to transact on 
that facility account. Your use of the access code is subject to these 
conditions of use. 

Please read these conditions of use carefully before you sign or use 
the access code. You agree to the conditions of use when you use the 
access code. If you do not agree with the conditions of use, please 
destroy any record of the access code.

When you agree to these conditions of use, you also agree that the 
conditions of your loan are varied to incorporate these conditions of 
use.

1.	 Safeguarding your facility account
	 You can assist in safeguarding your facility account if you:
	 a. �memorise your access code and not keep a written record of the 

access code;
	 b. never tell anyone your access code;
	 c. �try to prevent anyone seeing you enter your access code when 

you use your access code;
	 d. �if you suspect your access code is known by someone else or 

there is any transaction you have not authorised on your facility 
account, immediately report it to the 24 hr emergency hotline 
on 1300 300 989 for the cost of a local call;

	 e. �keep a record of the 24 hr emergency hotline telephone number 
with your usual list of emergency telephone numbers; and

	 f. �check the statement of your facility account as soon as you 
receive it to identify and report, as soon as possible, any instances 
of unauthorised use of your access code to the 24 hr emergency 
hotline.

	� These guidelines for safeguarding your facility account are the 
minimum security measures we suggest you take. Your liability 
for losses occurring as a result of unauthorised use of your access 
code will be determined in accordance with the Code. Please read 
condition 9.

2.	 Giving you access
	� We have given you an access code you can use with your facility 

account number to access StarCall and StarNet. 
	� Any person holding an access code may alter it at any time. Also, 

you can cancel your access code by notifying us in writing. Please 
see condition 7.

3.	 Using your access code
	 You may use your access code and facility account number to: 
	 • request advances or redraws on a facility account;
	 • �transfer available credit on one facility account to other facility 

accounts, in accordance with the contract for your loan; or 
	 • make enquiries on the available credit on a facility account,
	 through or StarNet or StarCall. 

	 Each facility account is a credit facility.

	 �StarNet or StarCall may not be available during maintenance of 
our systems or our loan servicer’s systems or due to circumstances 
beyond our control. 

4	 Authority
	� When you use StarNet or StarCall, you authorise any one of you 

to give us instructions. You authorise us to debit a facility account 
with the value of all transactions carried out using your access code 
on that facility account. You cannot withdraw that authority. 

5	 Statements and receipts
	 a. �A transaction record will be available for each financial 

transaction carried out with your access code, unless you indicate 
that a receipt is not required.

	 b. �You should obtain, check and retain all transaction records issued 
to you for checking against statements for your facility account.

	 c. �We will give you a statement for your linked facility account at 
least once each six months. If an access code is issued to you, 
you may request that we give you more regular statements for a 
facility account or a copy of a statement of a facility account 
at any time by using StarNet or StarCall or by contacting your 
mortgage manager.

6.	 Transaction limits
	 a. �You must not seek to make a transaction on a facility account 

by use of your access code where the transaction would exceed 
the available credit balance on the account. If you make any 
access code transaction on a facility account for an amount 
that exceeds the available credit balance on the account, you 
are in default of the contract for your loan and you must repay 
the excess immediately without demand from us.

	 b. �Your available credit balance may change from time to time. 
You can use your access code and your facility account number 
to enquire about the available credit balance on a facility 
account as at the time of the enquiry. 

	 c. �We may set limits on the minimum and maximum amounts on 
the advances or redraws you may make from a facility account 
by use of your access code and facility account number on any 
one day through StarNet or StarCall. At the date we gave these 
conditions of use to you, the minimum access code transaction 
amount is $100 and the maximum access code transaction 
amount on a facility account is the available credit balance 
on that facility account. You may apply to us or through your 
mortgage manager for a lower limit.

7.	 Cancelling your access code
	 We may cancel your access code if: 
	 a. if we become aware of a dispute between you;
	 b. you become mentally incapacitated; 
	 c. for security reasons; or 
	 d. if you are in default under the contract for your loan. 
	� At any time, any one of you may cancel your access code by 

notifying us in writing.

	� You must not use or seek to use your access code after it is 
cancelled.

8.	 Protecting your access code
	 a. �You must:
		  • not voluntarily disclose your access code to anyone;
		  • �not write or indicate your access code, without making any 

reasonable attempt to disguise the access code, on any article 
or on several articles that could be lost or stolen at the same 
time; and

		  • �not act with extreme carelessness in failing to protect the 
security of your access code. 

	 b. If we let you change your access code, you must not select:
		  • a numeric code which represents your birth date; or
		  • an alphabetical code which is a recognisable part of your name.
		  �If you select an access code that represents your date of 

birth or a recognisable part of your name, you may be 
liable for unauthorised transactions by use of your access 
code. Please read condition 11.

	 c. �You must provide correct details (including the BSB and account 
number) for all access code transactions. We cannot stop 
or alter any access code transaction after you give us your 
instructions. Please record the confirmation number we give you 
for an access code transaction and quote it to us if you have any 
queries.

9.	� Your liability for losses due to unauthorised transactions
	� Your liability for losses occurring as a result of unauthorised use of 

your access code will be determined in accordance with the Code.

10.	When you are not liable for unauthorised transactions
	 You are not liable for losses:

	 • �that are caused by the fraudulent or negligent conduct of 	
our employees or of agents or companies involved in networking 
arrangements, or of any merchants or of their agents or 
employees;

	 • �arising because an access code is forged, faulty, expired, or 	
cancelled;

	 • �that arise from access code transactions which required the use 
of the access code, but occurred before you received the access 
code;

	 • �that are caused by the same access code transaction being 
incorrectly debited more than once to the same facility account;

	 • �resulting from unauthorised use occurring after we are notified 
that the security of the access code is breached; or

	 • �resulting from unauthorised use where it is clear that you did not 
contribute to the losses.

11.	When you are liable for unauthorised transactions
	� You will be liable for losses resulting from unauthorised 

transactions where:
	 • �we can prove on the balance of probability that you contributed 

to the losses through your fraud or because you breached your 
responsibilities in conditions 8(a) and 8(b). Then, you are liable 
for the actual losses which occur before we are notified that the 
security of the access code has been breached; or

	 • �we can prove on the balance of probability that you contributed 
to losses resulting from unauthorised use because you 
unreasonably delayed notifying us after you became aware that 
the security of the access code was breached. Then, you will be 
liable for the actual losses which occur between the time you 
became aware and when we were actually notified.

	 Even then, you will not be liable for any of the following amounts:
	 • �the portion of losses incurred on a day which exceeds any daily 

transaction limit;
	 • �the portion of losses incurred in a period which exceeds any other 

transaction limit for that period;
	 • �the portion of the total losses incurred on any facility account 

which exceeds the available credit on the account;
	 • �any losses incurred on any facility account which we agreed 

could not be accessed by the access code.

12.	Limited liability for unauthorised transactions 
	� If there are unauthorised transactions on a facility account 

by use of the access code and it is unclear whether or not you 
contributed to any loss caused by the unauthorised use of your 
access code, you are liable for the lesser of:

	 • $150;
	 • the available credit on the facility account; or
	 • �the actual loss at the time we were notified that the access code 

has become known to someone else (excluding that portion of 
the losses incurred which exceeds any daily transaction or other 
transaction limit(s) on the facility account).

	� In determining your liability under this condition, we will consider 
all reasonable evidence including all reasonable explanations for an 
unauthorised use having occurred.

	� The fact that a facility account is accessed with the correct access 
code, while significant, is not of itself conclusive evidence that you 
have contributed to the loss.

13.	Resolving disputes
	 a. �If you believe a transaction is wrong or unauthorised or the 

statement of your facility account contains any instances of 
unauthorised use or errors, you must immediately notify the 
24 hr emergency hot line as explained in condition 15. Then, 
you will be requested to give us details, relating to your facility 
account, to assist our investigations.

	 b. �If your complaint cannot be settled immediately to your 
satisfaction, we will inform you in writing of the procedures for 
further investigation and resolution and may request further 
relevant details from you.

	 c. Within 21 days after receiving your complaint, we will:
		  • inform you in writing of the results of our investigation; or
		  • �inform you in writing that we require further time (not 

exceeding a further 24 days) to complete our investigation. 
There may be different reasons for us requiring further time to 
complete our investigation. One of those reasons may be that 
we are waiting on a response from you.

	 d.	�Where an investigation continues beyond 45 days, you will 
be informed of the reasons for the delay and given monthly 
updates on the progress of the investigation and a date when 
a decision can be reasonably expected, unless we are waiting 
for a response from you. If we find that an error was made, we 
will arrange to make the appropriate adjustments to the facility 
account including interest and charges (if any) and will inform 
you in writing of the amount of the adjustment.

	 e.	If:
		  • we are a party to an industry dispute resolution scheme; and
		  • �that scheme provides a matter can be heard under the scheme 

if we do not give a final decision on the matter within a 
specified time, 

		�  we will inform you in writing, about the option of taking the 
matter to the scheme, within five business days after the 
specified time period expires.

	 f. �When we inform you of the outcome of our investigation,  
we will:

		  • �give you reasons, in writing, for our decision by reference to 
this condition 12 and the Code;

		  • �inform you of any adjustments we have made to the facility 
account; and

		  • �inform you in writing of other avenues of dispute resolution 
(including Consumer Affairs Agencies, external dispute 
resolution schemes and Small Claims Courts), if you are not 
satisfied with our decision.

	 g.	�If we decide that you are liable for all or any part of a loss arising 
out of unauthorised use of your access code, we will:

		  • �give you copies of any documents or other evidence on which 
we relied; and

		  • �inform you whether or not there was any system malfunction 
at the time of the transaction you complained about.

	 h.	�If we fail to carry out these procedures or cause unreasonable 
delay, we will be liable for a part or all of the amount of the 
disputed transaction where our failure or delay has prejudiced 
the outcome of the investigation.

14.	Malfunction
	� We are liable to you for losses you suffer caused by the failure 

of our systems to complete a transaction, by use of your access 
code, accepted by the system in accordance with your instructions. 
However, we will not be liable for consequential losses where you 
should have been aware that the system was unavailable for use 
or malfunctioning. In this case, we will have a limited responsibility 
to correct any error in your facility account and the refund of 
any charges or fees imposed on you as a result relating to the 
transaction that was not completed. We are not liable for any loss 
caused by the failure of our systems to accept the transaction. 

15.	Notifying breaches of security
	� If you believe the security of your access code has been breached, 

please call the 24 hr emergency hot line on 1300 300 989. 

	� We will acknowledge receipt of any report of an unauthorised 
transaction or access code security breach you make to the 24 hr 
emergency hot line. Please retain that acknowledgment as evidence 
of the date and time of your report.

	� If the 24 hr emergency hot line is not operating when you try to 
use it to notify us that someone else knows your access code, you 
will not be liable for any losses occurring due to not notifying that 
event, but only if you contact the 24 hr emergency hot line within 
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a reasonable time after it is operative again.

16.	Fees and Charges
	� We may charge you fees and charges relating to any use of your 

access code or fees and charges for issuing new or replacement 
access codes. You authorise us to debit your facility account 
with those fees and charges. You cannot withdraw that authority. 
The current fees and charges are in a Schedule at the end of these 
conditions of use. You may contact your mortgage manager for 
the most up to date fees and charges.

17.	Government Fees and Charges
	� We may pass on to you any fees, charges, duties and taxes, relating 

to your use of your access code and that are imposed on us by a 
government or by any regulatory authority. You authorise us to debit 
the facility account with those fees, charges, duties and taxes. You 
cannot withdraw that authority.

18.	Changes to these conditions of use
	 a.	�These conditions of use may be varied, new fees and charges may 

be introduced and fees and charges that apply to your access 
code may be varied.

	 b.	�You will be notified in writing at least 20 days before the date the 
change takes effect if the change will:

		  i. �impose or increase charges for transactions using Starnet or 
StarCall or for issuing replacement access codes;

		  ii. �increase your liability for unauthorised access code 
transactions; or

		  iii. impose, remove or adjust daily transaction limits.
	 c. You may be notified of other changes in advance either through:
		  i. notices on, or sent with, account statements; or
		  ii. press advertisements.
	 d.	�Written notice will not be given of a variation that is required by 

an immediate need to restore or maintain the security of systems 
or the facility account.

19.	Other general conditions
	� These conditions of use govern the use of your access code in 

relation to a facility account. Each transaction on a facility 
account is also governed by the contract for your loan. If there is 
any inconsistency between these conditions of use and the contract 
for your loan, these conditions of use prevail except to the extent 
that they are contrary to any applicable legislation or code of 
conduct to which we subscribe.

20.	Glossary
	 In these conditions of use:

	 ‘�access code’ means the identification number we give you to 
access StarNet or StarCall.

	� ‘access code transaction’ means an electronic funds transfer to 
or from a facility account using an access code and StarNet or 
StarCall.

	 ‘available credit balance’ means:

	�	�  For facility accounts other than facility accounts for a line of 
credit facility or for a construction facility, at any time means the 
difference between:

		  • �the amount that would have been the balance owing on the 
facility account at that time if the facility amount had been 
fully drawn on the settlement date for the account and if you 
had only paid the minimum monthly repayments required 
on the facility account under the contract for your loan on 
the due date required and no payments, in addition to the 
minimum monthly repayments, had been made;

		  AND
		  • the balance owing on the facility account at that time.

		�  For facility accounts for a line of credit facility or a construction 
facility:

		  • �at any time during the interest only period for a facility 
account that is a line of credit facility or prior to the date 
of final advance on a facility account that is a construction 
facility, means the difference between the credit limit on that 
account and the balance owing on that account at that time;

		  AND
		  • �at any time after the interest only period on that facility 

account, means the difference between:

		  – �the amount that would have been the balance owing on that 
facility account at that time if the facility amount had been 
fully drawn on the last day of the interest only period for a 
facility account that is a line of credit facility or the date of 
final advance on a facility account that is a construction facility 
and if you had only paid the minimum monthly repayments 
required on that facility account under the contract for your 
loan on the due date required and no payments in addition to 
those minimum monthly payments had been made;

		  AND
		  – �the balance owing on that facility account at that time.

	 �‘business day’ means any day that is not a Saturday of a Sunday on 
which banks are open for general business in Melbourne, Victoria.

	� ‘Code’ means the ePayments Code of Conduct September 2011 
issued by the Australian Securities and Investments Commission as 
amended.

	� ‘facility account’ means the facility account, for the purposes of 
the contract for your loan, on which we allow you to transact by 
use of an access code.

	 ‘loan’ means a loan facility that we have made available to you.

	 ‘�loan servicer’ means the servicer of your loan for the purposes of 
the contract for your loan.

	 ‘�mortgage manager’ means the mortgage manager for the 
purposes of the contract for your loan.

	 ‘�StarCall’ means is the telephone system we make available to you 
to manage facility accounts in accordance with these conditions 
of use.

	� ‘�StarNet’ means is an automated internet service system we make 
available to you to manage facility accounts in accordance with 
these conditions of use.

	� ‘�unauthorised transaction’ means any access code transaction 
you did not authorise.

	� we or us means the lender for your loan being AFSH Nominees Pty 
Ltd ABN 51 143 937 437 Australian Credit Licence number 391192 
of Level 10, 101 Collins Street, Melbourne telephone (03) 8616 
1000 or Perpetual Trustees Victoria Limited (PTVL) ABN 47 004 027 
258 of Level 28 360 Collins Street, Melbourne telephone 1300 300 
988, and our has a corresponding meaning.

FEES AND CHARGES SCHEDULE
Nil.


