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1. Executive Summary

1.1 Project Background

ANZ has identified two unrelated issues involving the overcharging of interest on
mortgage customer’s loan accounts: Mortgage Offset and Mortgage Breakfree Package.
ANZ has informed ASIC that this matter has the potential to be reportable under s912D
of the Corporations Act 2001.

Mortgage Offset Accounts

ANZ has identified that certain mortgage customers appear to have their loan account
unlinked from their offset account and have therefore been charged interest on a higher
balance, without the benefit of deducting the balance of the offset account.

Depending on their loan product, some mortgage customers may choose to open an
offset account which operates as a transaction account and does not attract interest
payments but where the daily balance will be offset against the loan balance for the
purpose of calculating interest on the mortgage loan account. ANZ provides
approximately 243,000 of these offset accounts to customers.

e Linking of offset accounts at setup

Customers may open an offset account at the time of loan approval, but the accounts
cannot be linked (for the customer to receive the benefit) until the loan is drawn down,
which may mean a delay of 1-6 months, depending on when the customer draws down
the funds. The linkage is affected manually at the time of drawdown. This manual
process appears to have not been completed in relation to a group of customers.

e Re-linking of accounts following changes

Alternatively, a customer with a linked offset account and loan account may request
product changes in such a way that ANZ’s Customer Account processing (CAP) system
requires the offset account to be de-linked in order to complete the customer request.
The offset account would then need to be manually re-linked upon completion of that
transaction (if the new arrangements remain eligible for an offset account).

The scope of the Offset Fix included product and process changes to:

1) Reduce the instance of gaps occurring
2) Ensure exceptions are managed

The Project adopted a phased implementation approach to align to technology release
schedules and business needs from March to December 2012.

Page 5 of 31



ANZ.800.316.0346

Mortgage Breakfree and Offset Remediation Project  Offset Fix: Project Handover to Business

2. MBORP: Offset Fix Project

2.1. Offset Fix Methodology

The Offset Fix Project followed a development methodology incorporating the following
phases:

Offset Fix Phase start Phase End
Define October 2010 January 2011
Evaluate February 2011 September
2011
Analyse and Design October 2011 January 2012
Build February 2012 April 2012
Implement May 2012 February 2013
Measure and Manage November 2012 | March 2013

2.2. Offset Fix Project Schedule

The Offset Fix Project used MS Project to manage the project schedule, according to the
PMP. The Offset Fix Master Schedule can be found at:

http://sharepoint.apps.anz/projects/Mortgage CP/BreakfreeFix/Working%20Documents
/Offset%20Closure/Offset%20Project%20Plan%20120711%20v0.7.mpp

2.3. Offset Fix Project Documents

All Offset Fix documents (registered and working) are available at the Offset Fix
Sharepoint site. Exception Reporting Procedure Guides have also been uploaded the
Bangalore Retail Branch Reporting share drive and to eProcess.

MBORP: Offset Fix Sharepoint site

Note: to request access to the Sharepoint site, please contact Mortgage Breakfree &
Offset Remediation PMO inbox.

Bangalore Sharedrive:

\\SvrinOOOMBPOO\TPC - Bangalore\Branch Reports
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Document Name Document Document
Reference Type
Offset Fix Business Brief MOR_0008 Specifications
Offset Concept Summary: Project MOR_0056 Specifications
Recommendations
Offset Fix Business Case/Project Management Plan MOR_0051 Plan
Offset Fix Business Requirements Document MOR_0027 Definition (BRD)
Offset Consumer Terms & Conditions changes MOR_0042 Definition (BRD)
Offset Fix Business Process Impact Analysis MOR_0061 Process
Offset Fix Integrity Functional Design Document MOR_0068 Specifications
Offset Fix Technology Test Strategy MOR_0054 Technology
Offset Fix UAT: Detailed Test Plan (CAP, eMOS, eFile MOR_0066, Test
and Integrity) MOR_0087,
MOR_0088
Offset Fix UAT : Test Summary Report (CAP, eMOS, MOR_0074, Test
eFile and Integrity) MOR_0091,
Offset Fix UAT: Conditional Acceptance Memo (CAP) MOR_0102,
MOR_0075
Offset Fix Change and Communications Plan (CAP, MOR_0069, Plan
Terms and Conditions, LDSA) MOR_0070,
MOR_0073
Offset Fix Exception Reporting Procedure Guides MOR_0093 Process
Offset Fix Project Handover to Business MOR_0118 Closure

A full list of registered Offset Fix documents can be found in Appendix A — Offset Fix

documents.

2.4. Offset Fix Implementation Approach

The Project adopted a phased approach to align to technology release schedules and
business needs, completing the implementation of key changes as follows:

MBORP: Offset Fix Releases : Phase 1

Date Complete

MAP workflow enhancement

17 March 2012

CAP functionality enhancements for loan renewals with Offset

14 April 2012

accounts
Enhancement to product guidelines and Terms & Conditions 28 May 2012
Loan Disbursement Settlement Authority (LDSA) capture Offset | 28 May 2012

instructions

Capture of Offset instructions via Third Party Systems

23 June 2012

Integrity Workflow system to capture Offset instructions

8 August 2012

CAP Production defect fix: Further controls to support Offset
process for all scenarios (renewals and maintenance)

9 December 2012

eFile system enhancements to capture Offset instructions

(automate flow through to Integrity workflow system, reducing

manual workaround)

9-10 February
2013
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MBORP: Offset Fix Releases : Phase 2

Preparation and approval of Offset customer letters:
Sub Product Transfer Warning Letter

Sub Product Transfer Completion Letter

Funds Transfer and Account Closure Letter

31 July 2012

Centralised and enhanced Exception Reporting Process

3 September 2012

Training and Procedures : New exception reporting process

September-
October 2012

Day 2 : Semi automate exception handling process

20 September
2012

Day 37 Macros: Semi automate exception handling process

26 October 2012

2.5. Offset Fix Business Requirements

2.5.1 High Level Business Requirements

Deliverable Description Comment
CAP ILS Remove the requirement to de-link for renewals Delivered 14/4/12
CAP ILS Offset daily exception report upgrades Delivered 3/9/12
NCAP ILS New monthly portfolio reporting Delivered 14/4/12
CAP DDA Enable sub product transfer Offset DDA account Delivered 14/4/12
#CAP DDA Issue batch letter for sub product transfer occurs Withdrawn
*Business MIS Reporting Requirements Withdrawn
Business Renewals changes Delivered 14/4/12
Business Communicate T & C changes Delivered 28/5/ 12
Business Phase 2 Terms and Conditions Changes Delivered 28/5/12
eFile Capture Offset Instructions Delivered 10/02/13
eMOS Capture Offset Instructions Delivered 23/6/12
Integrity Capture Offset Instructions Delivered 6/8/12
Business Collateral changes Delivered Apr-Oct 12
Business New procedures capture/action Offset Delivered Sept-Oct 12
Business New quality assurance checks Delivered Apr-Oct 12
CAP ILS Enhanced daily exception report process Delivered 3/9/12
Business Daily exception report changes Delivered 3/9/12
CAP DDA Batch letter 1: sub product transfer Revised: 3/9
CAP DDA Sub Product Transfer functionality Delivered 3/9/12
Business Back book clean up Offset DDA accounts (SPT) Commenced Oct 12
Legend
* MIS Reporting requirements withdrawn due to cost and similarity to
exception report upgrades (Business approval sought and obtained), post
gap analysis completion.
# Batch letter process introduced via macros for Exceptions due to
complexities with changes on core mainframe system (CAP)
n This was delivered with the 14/04 release as a new Control D report;
however the business is not using it.
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2.5.2 Managing Requirements

The MBORP Senior Project Manager documented the business requirements, handing
them over to the Offset Fix Stream Lead to workshop and finalise accompanying process
changes and procedures.

The Business Requirements Document was produced during the EVALUATE phase of the
project based on the Solution Concept approved during DEFINE phase and used to
obtain the ANZ Technology estimates.

The final list of business requirements was derived after analysing the typical “product
and mortgage lifecycle” from product sales and account opening, all the way through to
assessment; settlement and account servicing & maintenance. The Offset Fix project
worked closely with business partners/stakeholders to ensure approved requirements
and needs (in terms of testability, consistency and detail) were met.

2.5.3 Requirements review and Signoff
Requirements for Offset Fix progressed through a series of reviews and updates.

The Offset Fix project adopted a collaborative approach in reviewing the detailed
requirements to ensure efficiency to the requirements finalisation. This allowed the
delivery of mature requirements for subsequent project phases and reduced
inefficiencies caused by unidentified requirements and design gaps. Various Business
and Technology meetings and workshops were used to validate the requirements and
highlight/discuss design considerations.

The Offset Fix Business Requirements Definition experienced the following minimum
cycles / iterations:

e Peer Review — where a draft version of a BRD was reviewed by the MBORP Stream
Leads prior to issuing the document to the wider ANZ audience

e First Review & Walkthrough — BRD was issued to Business stakeholders for review.
A walkthrough with key Business stakeholders was also be held to facilitate
understanding and to solicit feedback

e Second Review — Following the first Review and walkthrough, the BRD was updated
(with feedback updates) and reissued for second Review by Business stakeholders

e Sign-off — Following the second Review, the BRD was updated and reissued for
sign-off by Business Stakeholders

The signed-off (final) version was then issued to Business Stakeholders and the Offset

Fix Technical Project Manager (TPM) as “FYI”. The TPM forwarded BRD to the relevant
ANZ Technology Partners.
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2.5.4 Requirements Traceability

The Requirements Traceability Matrix (RTM) is a tool that was used to list, track and
manage all requirements detailed in the Business Requirements document (BRD). It is
an excel file which was also used to trace requirements to design, develop and test.

The Offset Fix Requirements Traceability Matrix (RTM) is embedded in the Business
Requirements Definition Document and can be found at:

http://sharepoint.apps.anz/projects/Mortgage CP/Document%20Management/MOR 00
27%200ffset%20Solution%20BRD.doc

2.6. Offset Fix Business Change Management

Business change on the Offset Fix Project has been managed and documented according
to the Offset Fix Business Process Impact Assessment. The intention of this document is
to outline, for project and business stakeholders, the learning and change management
requirements for the business implementation of the Offset Fix. This document can be
found at:

http://sharepoint.apps.anz/projects/Mortgage CP/Document%20Management/MOR 00
61%200ffset BPIA.doc

2.6.1 Offset Fix Project Change Control Process

The Offset Fix change control process consisted of four stages: initiation, assessment,
approval and implementation. All change requests were raised, analysed and assessed
within this governance framework to ensure change requests have a clear and traceable
audit trail through the process.

All Offset Fix changes have been recorded within the MBORP Sharepoint site at:

http://sharepoint.apps.anz/projects/Mortgage_CP/Lists/Change%20Control/Allltems.asp
X

2.6.2 Offset Fix Project Change Management Request (CMR) List

Change Status

Registered — under consideration for Impact Assessment

Impact Assessment — impact and costs being determined

IA Complete — impact and costs known, awaiting approval
Approved — approved to be implemented

Withdrawn — raised then decision taken not to progress

RN
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CMR # | Change Request Name Change Status Target date
CMRO0O08 | CAP IDS- Fee Waiver Clauses 4. Approved 8/3/2012
CMRO11 | CAP ILP 4. Approved 8/3/2012
CMR012 | CAP IDS 4. Approved 8/3/2012
CMRO021 | Reporting Enhancements 5. Withdrawn 22/5/2012

2.7. Offset Fix: Systems Impacted

System Name

Description

Mortgage Automation Platform

Improve capture of Offset Instructions

eMOS

Capture Offset Instructions

Next Gen Capture Offset Instructions

Infinitive Capture Offset Instructions

CAP ILS - Remove the requirement to de-link for renewals
- Offset daily exception report upgrades

CAP IDS - Enable sub product transfer Offset DDA account

E-File Capture Offset Instructions

Integrity Capture Offset Instructions

MAX Offset scenarios and central repository

ANZ.com Updated Terms and Conditions

2.8. Offset Fix Testing

All Offset Fix defects identified in User Acceptance Testing have been fixed and

migrated.

Post implementation of CAP mainframe changes in April 2012, it was identified, that in

certain scenarios, the offset product set up process was not fully functioning. These
impacted — 100 accounts. Analysis was immediately kicked off with CAP Support and
Development teams who revisited the Offset Fix design to identify root cause.

In addition, a workaround was agreed with the business and implemented with Project
being the central point of contact. All accounts identified have been manually rectified

and remediated.

The defect fix design, development and testing documents have were reviewed and
approved by both the Project and business and is accessible via the following link:

http://sharepoint.apps.anz/projects/Mortgage CP/BreakfreeFix/Working%20Documents

/Offset%20Closure/CAP%20Production%20Defect/Offset%20CAP%20Defect%20Fix2.zip

The project developed a robust communications plan, covering off all scenarios and
successfully managed the implementation of the defect fix, on 16 November 2012. All
communications reference materials are available on MAX.
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2.8.1 Offset Scenarios: CAP Functionality

Offset Account
Scenarios:

CAP Functionality
What will happen at

What will happen at Drawdown?

MNew Loan with
MNew Offset
account

Application set up?

PSO to be set up manually
against the loan
application # (before
application drawdown)

At drawdown the DDA is automatically
linked to the loan account # - this will
not be visible on the PSO & DDA
screens until the next business day

MNew Loan with
Existing Offset
account

PSO to be set up manually
against the loan
application # (before
application drawdown)

At drawdown the DDA is automatically
linked to the loan account # - this will
not be visible on the PSO & DDA
screens until the next business day

Existing Loan with
MNew Offset
account

PSO to be set up manually
against the loan account #
(prior to starting the
renewal application)

At drawdown the DDA is automatically
linked to the loan account - should be
able to view the PSO, DDA and ILS
screens immediately after drawdown

Existing Loan with
Existing Offset
account

No action required

At drawdown the DDA is automatically
linked to the loan account - PSO
activated immediately - should be able
to view the PSO, DDA and ILS screens
immediately after drawdown

Renewal (ILS#
retained) with
Mew Offset
account

PSO to be set up manually
against the loan
application # (before
renewal drawdown)

At drawdown the DDA is automatically
linked to the loan account # - this will
not be visible on the DDA screen until
the next business day

Renewal (ILS#
retained) with
Existing Offset
account

DDA will be automatically
de-linked and re-linked —
no action required

PSO activated immediately - should be
able to view the PSO, DDA and ILS
screens immediately after drawdown

Renewal (new
ILS#) with New
Offset account

PSO to be manually set up
against the new loan
account # (after renewal
drawdown)

This will not be visible on the PSO &
DDA screens until the next business
day

Renewal (new
ILS#) with
Existing Offset
account

PSO to be manually set up
against the new loan
account # (after renewal
drawdown)

This will not be visible on the PSO &
DDA screens until the next business
day
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2.9. Offset Fix Changes

2.9.1 MAP Controls

Workflow System Change (Servicing) Description

MAP System Enhancement
e ‘Type of Loan Reconstruction’ field was made
mandatory when the service request type is Account
Maintenance_Loan Reconstruction.

< This enables robust reporting.
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System Change

Description

CAP System Enhancements

« The offset account will no longer be required to be
de-linked from the existing loan account prior to
Renewal application set up for credit critical, non
credit critical and bank initiated renewals.

e Where loan account is being retained, system will
auto post offset accrued amount and automatically
re-link offset (where eligibility criteria is met) to
primary loan account at drawdown

e Enable sub product transfer from an Offset deposit
account to a non Offset Access Advantage deposit
account
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2.9.3 eMOS 7/ Next Gen 7/ Infinitive (Third Party) Controls
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Document Kit Change

Description

Hl ANZ Mobile Lending — Online Supporting Document Kit

Please fax to ANZ Mortgage Operations APPLICATION MUMBER (Compulsory)

ANZS,

Enquiries 1300 788 836

Fax 1300 783 665 Mumber of pagesinduded

Please complete entire application In BLOCK letters

[0 AFFLUENT PROGRAM (please indicate only for confirmed ANZ Affluent Program Customers)  CPID if known:

[ LMl (please indicate if this application or any linked a pplications involve Lenders Mortgage Insurance)
O COMMERCIAL{ plesse indicate ifthis application has a linked Commerdal application)

[ MEW Resident (please indicateif the customer has recently arived in Australia and s notyeta ditizen orpermanent resident
] MOM Resident (please indicate ifthe astomeris a forsign national and resides overseas)

[ STAFF (please indicate if the custormer is an ANZ staff member)

SUPPORTING DOCUMENTATION DETAILS

Applicant’s full Mame

ANZ Mobile Lenders Mame

TPMI Date doc sent

| ]

Telephone Facsimnile
CUSTOMER INSTRUCTIONS

Offset

Do=s the customer wish to link a current ANZ One (Offs=t) Accourt? [ ves [ No

If yes, insert Offset Aocount Nurmber (if known)

Submission date Time Submission ID

[P | |

Third Party (eMOS SDK) Application Enhancements

= Update of online supporting document kit used by
Brokers and Mobile Lenders to capture customer
Offset Instructions at a key point (at application
capture) in the mortgage approval cycle to ensure
timely linkage.
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2.9.4 Loan Disbursement Settlement Authority Controls

Settlement Document Change

Description
,‘.NZ“"' Disbursement and Seltlement Authority Settlement Instructions Enhancements
- Pl -

Update of Loan Disbursement and Settlement
Authority (LDSA) to capture customer Offset
Instructions at a key point (at document verification

prior to settlement) in the mortgage approval cycle to
ensure timely linkage.

in the total loanfacility amount:

credit myfour ANZ account listed below:

Maximum Amount

I I I I I [=

Mt with ARNZ a1 this point. lwe direct ANZ to debit o cradit an account that lawe hold with ANZ at the

(IF Faelal)

v fLoan Ameunt 5.
LCoan Typ=i=g. Home Loan)

-
mn

oW

it draw down (not applicable for broker loans)

Campiate disbu
Link Offset account (if apslicabls)

ra Banwng Group LImIted (ARIZ) ASN 11005 357 S22 Ausiralisn Crewt Licence: reumper
. T2E2E C2200s Wisism

N the SILD scresn and is a valid DDA sccount
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2.9.5 Integrity Workflow Controls

Workflow System Change (Fulfilment) Description

Workflow Enhancements

= Addition of two new offset fields, and new Integrity
workflow events to capture customer Offset
Instruction. Automated triggers have been introduced
to ensure correct information is received prior to
drawdown and linkage.

= Workflow tool enables timely linking of offset
arrangements to the eligible mortgage at drawdown.
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2.9.6 eFile Workflow Controls*

Workflow System Change (Assessment) Description

Workflow Enhancements

* Addition of two new Offset fields to input customer
Offset Instruction captured at application capture
stage of mortgage cycle. ‘Offset Required’ is now a
mandatory field.

< Workflow tool will enables automated data flow
between workflow systems (eFile and Integrity) to
auto-populate Offset information directly into
Integrity where provided.

* This system enhancement was dependent on the Filenet Upgrade Project which had been experiencing implementation issues

since June 2012. There had been five failed attempts at implementation between June 2012 and January 2013. The eFile changes
were finally delivered on 10 February 2013.
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2.9.7 Exception Reporting Overview

The project scope for management of Offset exceptions was to:

1. Design, build and implement a new daily Control D report to identify and process unlinked offset accounts

The project designed, built and tested the new Control D report: X62420 and implementation did not proceed as further analysis
was required, given the Branch Centralisation BAU initiative at the time:

2. Design, build and implement a centralised MIS platform to manage offset exceptions

The project documented and obtained sign off on MIS requirements for Offset: MOR_0035 Offset MIS Reporting BRD. The MIS team
provided an estimate post approval of the requirements which was significantly higher than expected, prompting the project to
investigate other options for managing exceptions.

Branch Reporting Centralisation option

Workshops were set up with Branch Centralisation initiative which commenced in May 2012. The scope of this initiative was to
remove exception reporting management (i.e. processing Control D reports) from branches and have this process centralised in
Bangalore. One of the reports being transitioned was the Offset / PSO Exceptions Report, which held relevance for the Offset Fix
project. A gap analysis was completed and tabled at the Jun 2012 Steering Committee, where endorsement was obtained to join
forces with the Branch Centralisation initiative to implement an enhanced Offset Exception Reporting process.

The project documented and obtained approval on all Branch Reporting Procedures (including letters). Signoffs included Transaction
Services: Andrew Calyvopoulos; Legal: Luke Sievers; Branch/Network: Deb Barber and Products: Ashmita Dhamija. In addition,
macros (Please click on macros link to access macro documentation) were developed, built, tested and implemented in September
2012. These macros provide semi-automation, significantly improving a manually intensive process.

Supporting teams within Transaction Services were engaged to ensure timely issuance of customer communications (i.e. SPT
Warning letters, SPT Completion letters and Transfer of Funds and Account Closure letters). Key business approvers for process and
mailout agreements are: Andrew Calyvopoulos and Tracey Cook. A maximum of ~150 Letters are printed and mailed out by
Transaction Services in Richmond. Additional cost impacts pre-handover has been absorbed by the project.

It is recommended that the business formalise the arrangements with Transaction Services, given the clean up activities will need to
be managed as BAU post project closure.
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2.9.8 Exception Reporting Enhancement — Workflow Macros

New workflow macros were introduced to enhance the Centralised Branch Reporting process and reduce manual work arounds.
These macros also contributed to a reduction in FTE due to the removal of manual intensive steps in the process.

Exception Reporting Enhancement — Day 2 Macro Exception Reporting Enhancement — Day 37 Macro
e Enables efficient identification of unlinked offset accounts and e Triggers follow up activities post Day 2 to complete actions as
facilitates linkage where criteria is met advised on Day 2 letter where the offset account has not been
e Provides the ability to automate the sending of communications to closed, linked or sub-product transferred within 37 days
relevant frontline and operations areas to complete specific tasks to e Enables efficient ETE management of customers offset
ensure customer receives the benefit arrangement identified via true exceptions
e Automates the production of ‘Sub Product Transfer Warning Letters’ e Allows the clean up of unlinked offset accounts, reducing the
advising customer of sub product transfer criteria within the legally volume of accounts that the Retail Branch Reporting team are
agreed 37 day timeframe required to action on a daily basis
e Provides clear audit trail of actions taken on customer accounts
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2.9.8.1 Exception Reporting Procedure Guides

The following procedure guides and customer letters have been developed, reviewed and approved to support the new Exception

Reporting process:

Exception Reporting Process Guides / Map

1) Check Fee Waiver

2) Check Interest Adjustment

3) Send Offset Interest Adjustment eForm

4) How to perform Sub Product Transfer (SPT)

5) Access Advantage Account in same name/s

6) Transfer Funds and Close Offset Account

7) TS Branch Reporting Process Map

2.9.8.2 Exception Reporting Customer Letters

Exception Reporting Letters

1) Sub Product Transfer (SPT) Warning letter

2) Funds Transfer & Account Closure letter

3) Sub Product Transfer Completion letter

All guides and letters have received the necessary approvals and are available on the sharepoint site:

http://sharepoint.apps.anz/projects/Mortgage CP/Document%20Management/MOR 0093%200ffset%20%20Fix%20SPT%20-

%20Documents,%20Letters%20and%20%20Process.xls

2.9.8.3 Exception Reporting SLASs
Day 2 Macro: 24 hours
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Printing of Day 2 letters: 24 hours
Day 37 Macro: 24 hours
Printing of Day 37 Macro: 24 hours

2.9.8.4 Exception Reporting Contact List

\\svrau075dss01\
PFSGC\Product Devel

2.10. Offset Fix Business Process Changes

A Business Process Impact Analysis was conducted by the Offset Fix Project. The impacted processes by business area are listed
below. Please see MOR-0061 Offset Fix Business Process Impact Analysis at:

http://sharepoint.apps.anz/projects/Mortgage CP/Document%20Management/MOR 0061%200ffset BPIA.doc

Business Area Type of Impact

Mortgage Product e End to end lifecycle owner
Quarterly clean up of Offset DDA account status
Review of monthly portfolio reports

Frontline staff: Branch, ANZ Direct New renewals process

Disclosure at interview stage

New collateral documents

New process to capture Offset instructions

Offset included in file compliance checks as a mandatory item

Updated quality checking checklist to reflect new offset fields (Mortgages Direct)

Inclusion of Offset instructions in application
Updated collateral documents
e Offset included in file compliance checks as a mandatory item.

Third Party Brokers & Mobile Lenders

Broker/ Mobile Lender Offset instructions loaded in eFile

App Submission: Broker Indexing Team
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Business Area

Type of Impact

Assessment e Pre assessment to validate correctness of offset account number if provided at loan
application submission stage

¢ Include a standard clause in the conditional approval letter when the Offset DDA account
number is not provided.

e Updated quality checking checklist to reflect new offset fields

Fulfilment

New process to set up and manage offset tasks Settlements/ Drawdowns
New process to re-link offset in releases and discharges

New process to manage offset for renewals

Updated quality checking checklist to reflect new offset fields

Servicing

Process to update “type of loan reconstruction field” in MAP
New process for renewals
e New process to link Offset for progress draw loans

Collections/Lending Services e Reconfirm process to de-link and re-link Offset when downgrading an account

Branch e Actioning of daily set off exception report completed by a central team

2.11.Terms and Conditions changes

The Consumer Lending Terms and Conditions and Transaction Account Terms and Conditions were updated to clearly articulate
offset set up and termination criteria. All mortgage customers (offset / non-offset) received communications advising of the

changes.

Updated Terms and conditions provide clarity on:

The amendments include:

1) Workflow timelines for linking;

2) Customer obligations to facilitate set up;

3) When offset will be terminated by ANZ; and

4) Offset DDA to transfer to a non offset DDA account

Customer to open an offset DDA account or request a
transfer to an offset DDA account

Customer to advise ANZ of the offset DDA account and
loan details to be linked

ANZ to set up offset within 5 days of customers request
or drawdown/settlement of the loan

ANZ will terminate offset when loan or DDA accounts
becomes ineligible, upon loan closure

Upon termination offset DDA account will transfer to a
standard DDA account. Standard fees will apply.

INSERT — CHANGED TERMS And CONDITIONS

WRITTEN CUSTOMER COMMUNICATION
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Working%20Documents%2fOffset%20Exc

eption%20Reporting%20Training%20Mat
erial&FolderCTI

Day 2 Macro

Telepresence: Melbourne and Bangalore

Training Packs:

« Day 2 Intro PPT
http://sharepoint.apps.anz/projects/Mortgag
e_CP/OffsetFix/Working%20Documents/Form
s/Allltems.aspx?RootFolder=%2fprojects%2f
Mortgage%5fCP%2fOffsetFix%2fWorking%020

Documents%2fOffset%20Exception%20Repo
rting%20Training%20Material&FolderCTID=&
View=%7bEFFA1BF9%2d92BC%2d4BD6%2d
9246%2d9BCE01725F53%7d

Procedure Guides:

« Check if interest adjustment is required

« Send Offset Account Adjustment eForm
http://sharepoint.apps.anz/projects/Mortgag
e _CP/Document%20Management/MOR 0093
%200ffset%20%20Fix%20SPT%20-
%20Documents,%20Letters%20and%20%20
Process.xls

3 September
2012

Day 37 Macro

Telepresence: Melbourne and Bangalore

Training Pack:

« Day 37 Training - Part 1 PPT

« Day 37 Training - Part 2 PPT

« Training Assessment
http://sharepoint.apps.anz/projects/Mortgag
e_CP/OffsetFix/Working%20Documents/Form
s/Allltems.aspx?RootFolder=%2fprojects%2f
Mortgage%5fCP%2fOffsetFix%2fWorking%20

Documents%2fOffset%20Exception%20Repo
rting%20Training%20Material&FolderCTI

Procedure Guides:
« Access Advantage Account in Same Name
« How to perform a SPT

30 October 2012

Page 25 of 31



ANZ.800.316.0366

Mortgage Breakfree and Offset Remediation Project  Offset Fix: Project Handover to Business

e Check for Fee Waivers

« Transfer Funds & Close Offset Accounts
http://sharepoint.apps.anz/projects/Mortgag
e_CP/Document%20Management/MOR_0093
%200ffset%20%20Fix%20SPT%20-
%20Documents,%20Letters%20and%620%20
Process.xls

2.13. Offset Fix Quality Control (QC) Checking

The Branch Reporting process was centralised to Bangalore in September 2012 and was managed as a BAU initiative. The project
worked together with the Branch Reporting Centralisation initiative, completing requirements to build macros, developing procedure
guides and customer communications and supporting training on the new Exception Reporting process.

The project commenced completing 100% quality checking of customer letters for full closure and sub product transfers from 12 Jan
to 22 Feb 2013 and will continue with sample checking ~50% until QC transition to BAU (tentatively confirmed for end March 2013).

Daily feedback has been provided to team leader: Ganesan Prabaharan and manager: Muthappa CK on process issues identified.
There has been significant improvement in quality and the project is has commenced the hand over QC activities so that we can
monitor and provide necessary support for the QC process.

The project has developed the QC Checklist and email template which has been reviewed by the business and engagement has
commenced to obtain the necessary approvals to commence QC transition.

Offset Exception QC Checklist Offset Exception eMail Template
\\svrau075dss01\ \\svrau075dss01\
PFSGC\Product Devel PFSGC\Product Deve

The QC process is aligned to the current Branch Reporting QC process, in terms of sampling and completion.

Day 37 Exceptions — Funds Transfer (FT) & Sub Product Transfer (SPT) Completion QC

Transaction Services Team Bangalore - Daily
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¢ On the day letters are generated and prior to printing the letters, the letter file will be reviewed for any obvious issues.
e The following details will be checked and appropriate actions taken:

1) All letters have customers address loaded

- Where the address is missing, the address will be manually added from CAP (CAP screens CUPR / CUAL)
2) The letters will then be printed

Branch Reporting OC Team - Monthly

As per the current BAU QC sampling methodology: a sample of accounts will be reviewed monthly from the letter file to check the
following:

1) Confirm that there was no eligible active ILS or application to link the offset account to prior to completing any maintenance
activity

2) Confirm the correct action has been taken where maintenance has been completed

3) The correct fee clause had been inserted in the letter.

Key QC Contacts
e Muthappa C K
e Bindu Samuel

2.14. Measures of Success

The project has documented the outcomes, including success measures of the Offset Fix and has socialised the pack with both
Products and Assurance. The pack was tabled at the 12 March Steering Committee for endorsement on project closure.

Data has been requested to validate the success of the project and will facilitate independent review of controls by Assurance.
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Appendix A — Offset Fix Business documents
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Doc ID Document Name Date approved Phase

02/1/2011 Define
MOR 0018 Concept Statement

31/01/2011 Define
MOR_0008 Offset Business Brief

05/03/2012 Evaluate
MOR 0027 Offset Solution BRD

04/05/2012 Evaluate
MOR 0051 Offset Business Case & Project Management Plan

04/11/2011 Analyse and Design
MOR 0042 Offset Consumer Lending Terms & Conditions Changes

06/12/2011 Analyse and Design
MOR 0056 Offset Concept Summary - Project Recommendations

07/05/2012 Analyse and Design
MOR 0061 Offset Fix BPIA

04/04/2012 Analyse and Design
MOR 0068 Offset Fix Integrity Functional Specification

30/03/2012 Build and Test
MOR_0066 Offset Fix UAT DTP (CAP)

02/07/2012 Build and Test
MOR 0088 Offset Fix UAT DTP - eFile & Integrity

12/06/2012 Build and Test
MOR 0087 Offset Fix & Breakfree Fix UAT DTP - eMOS

20/04/2012 Build and Test
MOR 0074 Offset Fix UAT Test Summary Report (TSR) - CAP

20/04/2012 Build and Test
MOR 0075 Offset Fix UAT Conditional Acceptance Memo (CAM) - CAP

13/08/2012 Build and Test
MOR 0102 Offset Fix UAT Summary Report & Conditional Acceptance Memo - eFile

13/08/2012 Build and Test
MOR 0102 Offset Fix UAT Summary Report & Conditional Acceptance Memo - Integrity

21/06/2012 Build and Test
MOR 0091 Offset Fix & Breakfree Fix UAT Summary Report - eMOS

21/06/2012 Implement
MOR 0044 Offset Consumer Lending Ts & Cs & Internal Comms

03/07/2012 Implement
MOR_ 0070 Offset Ts & Cs Comms Plan

26/04/2012 Implement
MOR 0069 Offset Fix (CAP) Comms Plan

22/05/2012 Implement
MOR 0083 Offset Fix (LDSA) Comms Plan
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Doc ID Document Name Date approved Phase

31/10/2012 Implement
MOR 0093 Subproduct Transfer Process — Documents and Letters (10)

08/03/2013 Monitor & Control
MOR 0118 Offset Fix Project Handover Document

08/03/2013 Monitor & Control
MOR 0141 Offset Fix Project Closure Document

08/03/2013 Monitor & Control
MOR 0142 Offset Fix Project Closure Checklist
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Appendix B — Offset Fix Technology documents
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Doc ID

Document Name

N/A

Offset Fix System Test Summary Report & Conditional Acceptance Memo - eFile

Integrity - ST TSRs

Offset Fix System Test Summary Report & Conditional Acceptance Memo - Integrity

MOS BORP TSR WR4336

Offset Fix & Breakfree Fix System Test Summary Report - eMOS

Integrity Install Plan

Offset Technical Deployment Plan (Integrity)

TTSTO16 - eFile

Offset Fix System Test DTP - eFile

N/A

Offset Fix System Test DTP - Integrity

TTST016 -MOS

Offset Fix & Breakfree Fix System Test DTP - eMOS

CAP - TSR Offset Fix System Test Summary Report - CAP

CAP - CAM Offset Fix System Conditional Acceptance Memo - CAP
N/A Offset Fix System Test MTP - CAP (12.3)

N/A Offset Fix System Test DTP - CAP (12.3)
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Appendix C — List of Contacts

List of Project Contacts

Name Role on MBORP Project

Nisha Lukhan Business Project Manager

Suzie Bienvenu Offset Fix Stream Lead and UAT Manager
James Garner Technology Project Manager

List of Business Contacts

Name Business Role

Chanura Jaysinghe Offset Product Manger

Teresa Angelucci Head of Products

Andrew Calyvolopous Senior Manager, Transaction Services

End of Document
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