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Credit Guide 
 
ABOUT THIS CREDIT GUIDE 
 

This credit guide has information relevant to the provision of credit by Coogans Group Pty Ltd, T/A 
Coogans Tasmania (we/us) and: 

● our responsible lending obligations under the National Consumer Credit Protection Act 
2009 (Cth) (Act); and 

● what you can do if you have a complaint. 
 

OUR OBLIGATION TO MAKE A CREDIT ASSESSMENT 
 

Prohibition on entering, or increasing the credit limit of, unsuitable credit contracts 
 
Under the Act, we are obliged to ensure that any loan or credit limit increase to a loan we arrange 
is not unsuitable for you. We must not enter into a credit contract with you, or increase the credit 
limit of an existing Contract with you, if the Contract is unsuitable for you. 
 
We must make an assessment whether the contract will be unsuitable for you before entering into 
a Contract with you or increasing the limit of an existing Contract. The Contract is unsuitable if: 
 

a. it is likely that you will be unable to comply with your financial obligations under the 
Contract, or could only comply with the Contract with substantial hardship; or 

b. the Contract does not meet your requirements or objectives; or 
c. any other circumstances prescribed under the Act to be unsuitable - those circumstances 

apply. 
 
We must: 

a. make reasonable inquiries about your requirements and objectives in relation to the 

Contract 

b. make reasonable inquiries about your financial situation; and 
c. take reasonable steps to verify your financial situation. 

 
We must not and will not enter a Contract with you or increase your credit limit if the Contract is 
unsuitable for you.  
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Credit Assessment 
 

If you request a copy of your credit assessment for any particular contract application, we will 
provide you with a written copy of the assessment (at no charge to you): 

a. as soon as possible, if you make the request before entering into a Contract or before 
the credit limit is increased under your existing Contract; 

b. within 7 business days, if your request is made within 2 years of entering into a 
Contract or within 2 years from when the credit limit was increased under your existing 
Contract; and 

c. otherwise, within 21 business days of your request. 

 
DISPUTE RESOLUTION 
 

Internal Dispute Resolution 
 
If you have a dispute about the credit assessment or the provision of credit, please contact our 
Complaints Officer or Deputy Complaints Officer on 03 62331888 to discuss your dispute. To help 
us ensure we address your dispute quickly please provide us with your name, client number and 
all the relevant information relating to your dispute. The matter will be fully investigated and all 
reasonable steps will be taken to resolve the dispute with you or your authorized representative. 

 
External Dispute Resolution  
If you are not satisfied with the response to your dispute, you may seek legal advice and/or contact 
our external dispute resolution provider. The Australian Financial Complaints Authority (AFCA). 
AFCA is a free service established to provide you with an independent mechanism to resolve 
specific complaints. 
 
You can refer your complaint to the Australian Financial Complaints Authority at: 
Telephone:1300 931 678, Email: info@afca.org.au, Online: www.afca.org.au, Post: GPO Box 3, 
Melbourne VIC 3001. 
 
UPDATING THIS CREDIT GUIDE  
 

All details are current at the date of this Credit Guide. 


