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Your weekly home loans update

Hi,

In this week’s update we've shared information about how your customers can get faster
answers about our new fixed rates. You can also see our latest application processing
times.

Your customers can lock in our new fixed rates via live chat

Since we lowered our fixed rates a few weeks ago we’ve received a lot of interest from
existing customers about how to fix part of their home loan. The quickest way for
existing Macquarie customers to do this is via live chat. Customers can access live chat
in just a few clicks through the Macquarie Mobile Banking app or Macquarie Online
Banking.

Get faster answers via live chat

The average wait time when customers call us is currently over 10 minutes, whereas it
takes less than two minutes to connect with us via live chat.* Rather than calling us and
waiting in the queue, we encourage your customers to use live chat for a quicker
response.


https://view.communications.macquarie.com/?qs=b660d73bdd95851c97a3eb0d53690feb726a1006f6afd642cbd1cd99c06e0c5083625036881b02936aac37162a708fab536a04c75c53c34b094bd07b405ab565bc7b9e355d46e4556be5e06bda7db5da3d485e602e76117b

If your customers aren’t familiar with live chat, you can share the below Help Centre
article with them.

View our Help Centre article

Application processing times and tips

We understand how important fast and consistent processing times are to you and your
customers, and this remains a priority for us.

Our latest processing times as at Monday 26 August 2024 are below. Please note, these
times are for fully packaged deals as per our application checklist.

Vetting — average time to pick up file 2 hours

Average time to credit assessment** 2 hours

A reminder that the above times are the average time for an

_—9 application to be assigned to a credit assessor. Once your application
has been assigned to a credit assessor it takes them around two
hours to review the application. Please allow up to four hours to
receive an update from us.

Digital resources to help you

A reminder to use our digital resources below for easy access to the latest updates and
information:

e Broker Portal

e Broker Help Centre

e Broker resources page.



https://click.communications.macquarie.com/?qs=49b320dee4492a8ed7a575bf5735434b14bed1e1ee38acc88bc9f5846effafc7f83eb31f860c21e588ef54d0ede0ae91e803c33f80af1f4e
https://click.communications.macquarie.com/?qs=49b320dee4492a8e315c5d8bbdf253b946cacb0b316d322bcf3ca1cefe6b8e85d029d031b1bb83e1080a7c884e0a4700b0984725f36c6625
https://click.communications.macquarie.com/?qs=49b320dee4492a8e1935a0cd595a16dcfd936c3b4b1b062ce2ef8552c8f81257234078be28ad0619e4bb2e8589f08fe9ce43b856c3e4fe22
https://click.communications.macquarie.com/?qs=49b320dee4492a8e3d423875e1e44b5a5170befdca75a62891f30b87ac000198e3acf7059e0f01f28c47e6c7c2a2be1cbe859d9f0a3f553e
https://click.communications.macquarie.com/?qs=49b320dee4492a8e05490bfb9239f28e11393c4bbaed138fe9bfba81c5a330dbc51ecce57d3fe6cea70b0b1888e915636de8e4bcd13e3cee

Never share your passwords or authentication passcodes with any third party. It’s
important to stay up to date on the latest scams — visit
macquarie.com.au/securityandscams to learn more.

* The time frames quoted above are based upon the average wait time for phone calls
and live chat for the period from 1 August 2024 to 23 August 2024. Actual wait times
may vary based on call and live chat volumes.

** The timeframe quoted above is an average time to assessment and some files may be

assessed before or after this timeframe based on daily volumes. If you haven’t received a
back channel message (BCM) within 24 hours of our advised timeframe, you can contact
us via live chat in our Broker Portal.

This information is provided by Macquarie Bank Limited ABN 46 008 583 542 Australian
Credit Licence 237502 for the use of licensed and accredited brokers and support staff
only. In no circumstances is it to be used by a potential client for the purposes of making
a decision about a financial product or class of products. Phone calls to and from
Macquarie may be recorded for quality and assurance purposes. Our Privacy Policy
covers how we handle your information.



https://click.communications.macquarie.com/?qs=49b320dee4492a8e2c274fa795bc8d21725b2a62b31e369bf2b152b80b2af9431c5c9dd603200296e6171ea412cdac0a515d604014fd6eff
https://click.communications.macquarie.com/?qs=49b320dee4492a8e0bfaea23506a874e457cfc47ad8a9b40f40e568e5e00cd3473afa2f44ec6f740bb25e9b4f5890f04a51221dafd2fc8dd
https://click.communications.macquarie.com/?qs=49b320dee4492a8e7e61a7f43c538bff6c24c0aa4c23e351a9a4942f798ad620222c7d1b7391cba3e8bf5ac58832b7993aae98d00c3d818f

