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Introduction

WELCOME TO THE ONE10 EXPERIENCE. 
Hopefully you are aware of our service following a discussion with 
your financial adviser about lending. 

You should have either received this brochure by email directly from 
your financial adviser or member of our operations team, or picked up 
a printed copy from your financial adviser’s office. 

We have designed our loan writing solution specifically for financial 
advisers and their clients. As such you are part of an exclusive group 
who are able to use our services.

Our aim is to simplify the lending process for you as much as  
possible. You should find us easy to work with and our customer 
service second-to-none.

We realise that whatever the circumstances, buying a house or  
borrowing money can be a challenging time. We are here to help 
guide you through this process as best we can. If you feel that there 
is anything else we can do for you, do not hesitate to ask.

We are required by law to provide you with certain documents that 
may be useful to you whilst we work together. These documents are 
all included within this guide. 

Our Credit Guide gives you an overview of what we require from 
you, which lending organisations we deal with, and how we receive 
our payments. It also gives you details of any charges you may incur 
whilst working with us.

The Customer Satisfaction section provides you with details of how to 
provide feedback to us, and how we can help deal with any concerns 
you may have. It also provides details of our external regulator.

The Lending Process
ONE10 specialises in understanding the lending business. We 
understand how the major lenders operate and what assurances and 
requirements they need from you. 
In order to ensure you receive your funds as soon as possible, it is 
important that you supply us with complete and correct information 
as quickly as you can.
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If you haven’t received a tailored ONE10 loan proposal yet, 
then you are here

WEEK ONE
/  Understanding your needs

/  Assessing your loan eligibility and borrowing capacity

/  Preparing your tailored loan proposal

WEEK TWO
/  You approve our proposal

/  Completing your loan application

/  Gathering your supporting documentation, 

/  Lodging your loan application

WEEK THREE
/  Loan approvals

/  Property valuation(s) 

/  Attending to any final requests from the lender

WEEK FOUR
/  Loan contract preparation

/  Signing loan contracts

WEEK FIVE
/  Preparing for settlement

/  Settlement

/  You receive funds

WEEK SIX
/  Ongoing Care –  ensuring your loan is set up correctly

If you have already received a tailored ONE10 loan proposal 
then you are here



Credit Guide

INTRODUCTION
We are legally obliged to provide you with the following document. As 
a legal document, we are aware that it may include some terminology 
with which you are not familiar. If that is the case, or you have any 
questions, then our operations team will be glad to assist you. You 
can find our contact details at the end of this document.

OVERVIEW 
We provide this Credit Guide to you once it becomes apparent that 
we are likely to provide you with credit assistance.  We provide “credit 
assistance” when we:

/   Provide you with suggestions or assistance in the application of a 
particular credit contract with a particular credit provider; or

/   Provide you with suggestions or assistance in the application of 
an increase to the credit limit of a particular credit contract with a 
particular credit provider; or

/    Suggest you remain in a particular credit contract with a particular 
credit provider.

PRELIMINARY ASSESSMENT
When we provide you with credit assistance, we must only recom-
mend credit products that are not unsuitable for you.

To be able to determine which loan products are not unsuitable, we 
are required to complete a preliminary assessment.  When we make 
this preliminary assessment, we determine:

/   Your requirements and objectives – what kind of loan structure you 
need, and for what purpose.

/  Your financial and relevant personal situation.

/  Your ability to repay the loan that you are considering.

In assessing these factors we are also required to take reasonable 
steps to verify some of the information you provide us.

This verification may include:

/   Asking you for copies of documents that demonstrate your financial 
situation – in some cases we may also need to sight original documents.

/   Contacting third parties to assist in verifying the information that 
you provide.



OBTAINING A COPY OF YOUR PRELIMINARY ASSESSMENT
If we haven’t already provided it to you, you may request a copy of our 
preliminary assessment, and we must give you a copy of it:

/   At any time during the first 2 of years of completion of the  
assessment, within 7 business days; or

/   Between 2 years and 7 years after it was conducted we must  
provide it within 21 business days. 

There is no charge for requesting or receiving a copy of the  
preliminary assessment.

HOW WE GET PAID 
We are remunerated by lenders for introducing and servicing mutual 
clients. The lenders we deal with will usually pay us a commission 
based on:

/  The size of loan; and

/  The particular loan product you have selected

We will only be paid this commission if your loan is settled and drawn 
down.

We may also be paid an ongoing commission by your lender based 
on the outstanding balance of your loan.

The commissions that we are paid by your lender are not payable by 
you – they are paid to us directly by the lender.

If you would like a detailed estimate of how much commission we 
would be paid by a particular lender for a particular product, we will 
provide this for you. We will also provide you with a detailed explanation 
of how this commission is calculated.

Certain lenders may also pay us a bonus based on the amount 
of business that we introduce to them. We do not have any such  
arrangement currently.

Fees and charges that are payable by you in relation to our credit 
assistance

If we provide services which are not eligible for commissions from the 
lender, we may charge a fee for our services. We will always provide 
you with clear details about any fees before a finance application is 
lodged. These  will be detailed in your loan proposal.  
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Credit Guide (continued) 

OUR TOP 6 CREDIT PROVIDERS

We have a comprehensive panel of lenders and compare from 
hundreds of loans to find the most suitable choice for you. By law 
we are required to let you know who our top-6 credit providers are. 
This list changes from time to time in line with lender performance 
and pricing. 
/  ANZ Bank

/  AMP Bank

/  Commonwealth Bank

/  National Bank

/  St.George Bank

/  Westpac Bank 

If you would like further details about any of these lenders, please 
don’t hesitate to ask us.

REFERRERS AND REFERRAL FEES
ONE10 is a specialised loan writing service exclusively for financial 
advisers.  Therefore in most cases, your business has been referred 
to us.  Where this applies we may pay a referral fee to these parties.  
If we do pay a fee to these parties, then

/  They have already advised you of this; and

/  We will disclose the actual fee in our proposal 

You can also ask us about the fees at any time and we will tell you 
how much was paid and how it was worked out. 

THINGS YOU SHOULD KNOW
We don’t make any promises about the value of any property you 
finance with us or its future prospects. You should always seek  
impartial professional advice on such matters.

We also do not provide legal or financial advice. It is important 
you understand your legal obligations under the loan, and the  
financial consequences. If you have any doubts, you should obtain  
independent legal and financial advice before you enter any loan  
contract.
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Customer Satisfaction

FEEDBACK
All customer feedback is important to us. We would like to know if you 
have any compliments or problems, or any suggestions on how we 
can improve our service.

By providing us with feedback you can help continually improve our 
service to you and future customers.

WHAT IF I HAVE A COMPLAINT?
In the unlikely event you have a complaint or dispute this document 
will assist you in resolving it. Our internal dispute resolution ( IDR) 
policy is designed to exceed industry standards. We are also a 
member of an independent external dispute resolution scheme (EDR), 
run by the Financial Ombudsman Service. 

HOW TO MAKE A COMPLAINT
In the first instance, please contact our Complaints-Handling  
Manager to submit your complaint. You can find their contact details 
at the end of this document, as well as on our website.  

We would like to be the first to know if you are not happy with our 
services, and you can contact us in writing or over the phone. We 
may request certain documents and other information from you to 
fully understand your complaint and assist with the resolution.  

RESPONSE TIME
We will:

(a) Confirm receipt of your complaint within 2 days; and

(b)  Endeavour to resolve your complaint within 7 days. If your  
complaint is complex, we will endeavour to resolve it as quickly 
as possible

WHAT IF I AM NOT SATISFIED?
If you are not satisfied with the outcome, or you are unhappy with 
our resolution procedure at any time, you can contact the Financial 
Ombudsman Service directly.

You can either do this online, at fos.org.au, or call 1300 78 08 08



NOTES



Contact Details

GENERAL ENQUIRIES: 
You can either speak to our operations team directly by 
calling 02 4627 5191 or contact them by email on  
operations@one10.com.au 

You can also write to us at:

ONE10 
Suite 16
185 Airds Road 

Leumeah NSW 2560

CUSTOMER SATISFACTION
Please contact our Complaints Handling Manager, 
Selmina Aganovic:
selmina.aganovic@one10.com.au or 0429 400 552

ONE10 Limited is an Australian Credit Licensee. 
Licence No.407713

EDR Scheme: Financial Ombudsman Service. 
EDR Member No. 28172

FBAA Member Number: 104721

ABN: 50 151 787 585
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