Savings with
a purpose

Your Frequently
Asked Questions
Answered

Digipass & Security
Q: Why can’t I log in with a TEXT message like I can with
my other banks?
At Rabobank, we pride ourselves on
the security of our Internet and Mobile
Banking platforms, including the
Digipass, which is used for two factor
security authentication. Rabobank and
more than half of its customers strongly
believe that our Internet Banking
platform, is one of the most secure
solutions on the market, and they are
really happy with it.
In this day and age, the number of mobile
device compromises and malware related
activity continues to rise and is major
issue in many banks. This has meant that
many financial institutions have had
to employ large teams to deal with the
daily volume of fraud cases reported.
With the Rabobank Digipass, even in
the unfortunate event that a client’s
phone was compromised by a hacker
or Malware, the hacker/Malware would
still need to gain access to the physical
Digipass and PIN. Without this additional
authentication information, access would
not be granted to your account.
What’s even better, in the highly unlikely
event that somehow all of the above
information was obtained (we have
no record of this ever occurring), your
savings with Rabobank can only be
transferred to your nominated linked
account - which is also in your name.
We’re proud to say that in the past 10
years, Rabobank Online Savings has
only seen a couple of cases where

someone has fraudulently attempted
to access a client’s account without the
proper authority. These attempts were
all unsuccessful, due to the high level of
protection provided by the Digipass.
Other financial institutions that provide
two factor authentication via text
message, are vulnerable to phone
porting and SIM swapping. This activity
can compromise the text messages
provided to authenticate transactions,
resulting in fraud. As Rabobank uses a
Digipass for two factor authentication,
we are not susceptible to phone porting
or SIM swapping.
It’s also worth mentioning that when you
download our ‘Rabobank Online Savings
Australia’ Mobile App, and activate for
first time use with your Digipass, once
it’s registered, you can use the software
Dipipass that’s built into the app and set
a PIN number… That’s right, this means
there’s no need to carry the Digipass
around with you all the time. Just keep
it in a safe place at home and you’ll have
24/7 access to your accounts at your
fingertips anytime, anywhere. We are also
looking at introducing some new options
in the future based on our customer’s
feedback so stay tuned.

Q: Why can’t I log into
multiple accounts with one
Digipass?
The Digipass security device works
in a way where each unique serial
number on the device is linked to
one account. This offers an additional
layer of security where it makes it
impossible for another person to use
a different Digipass to accidentally
or intentionally try to access your
account.

Q: Why do I have to wait for
my Digipass to come before I
can access my account?
Our online internet banking and
the mobile app registration will
only accept codes generated by
the Digipass. If you have made
deposits into the account and
you wish to check the funds have
been successfully cleared in your
account, please don’t hesitate to
call our friendly team, based locally
in Australia & New Zealand. We’re
available Monday to Friday from 8am
- 7pm (Sydney time) and we’re more
than happy to help. You can reach us
on 1800 445 445.
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Internet Banking
and our Mobile
Banking App
Q: Your mobile banking app
only allows one Customer
number to be logged in at a
time
That is correct, currently only one
entity and Digipass can be registered
per device at any given time. This is
also something that we are looking
for a solution to as we continuously
listen to our customer’s feedback and
make improvements to your Internet
and Mobile Banking experience.

Q: Why can’t I setup Term
Deposits via the Mobile App?
With our mobile app, it offers
convenient access to your accounts
on the go without the need for
the Digipass device to authorise
transactions. There are certain
options like opening a new Term
Deposit product, given the way they
work, they can be of large balances
and are locked into a fixed term so
it’s important to ensure the amount,
term and interest frequency details
are all correct and then verified and
authorised using the Digipass
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These need to be completed via
Internet Banking using your Digipass
or alternatively, you can contact our
team on 1800 445 445 and we’ll be
more than happy to set it up for you
once we’ve securely identified you.

Q: How do I view upcoming
payments I have scheduled?

Q: Where can I add my Tax File
Number (TFN)?

To find your upcoming or scheduled
payments, simply follow these steps:

You can either add your TFN by calling us
on 1800 445 445 between the hours of 8am
-7pm Sydney time. Alternatively, if you can
log into your account, you can send us a
secure message by clicking on the envelope
icon in the top right corner. From there you
can advise us of your TFN, and we will notify
you once it has been added to your account.

1. Click on “Transfer Money”
2. A
 t the top of the screen, click on
“Upcoming Payments”
3. F rom there, select the account the
upcoming payment is scheduled to be
credit or debited from
4. The payment and scheduled date will
appear.

Q: How do I close my account?
You can close an account in one of two
ways, however both options require you to
have a nil or very minimal balance before
we can proceed with your request. The
first option is to call us on 1800 445 445
between the hours of 8am -7pm Sydney
time. Alternatively, if you can log into your
account, you can send us a secure message
with a brief explanation of your request.
You can find the secure message option
by clicking on the envelope icon in the top
right corner. Please note: if we receive a
secure message with a closure request, we
can process your request without having to
call you for further verification.
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Statements / tax and interest
Q: How do I obtain a statement
via Internet banking?
Your Rabobank Online Savings
Statements will be available each month
via Internet and Mobile Banking. In order
to download your statement, please
follow the below steps:
1. Log into Internet or Mobile Banking
2. Click on the ‘Statements’ tab
3. Select the account you wish to view
statements for
4. Click on the ‘Download’ link on the
right hand side of the month you are
wishing to view the statement for
To view your Interest and Annual Tax
Statement, simply log into Internet or
Mobile Banking and follow these three
easy steps:
1. Click on the ‘Statements’ tab and select
‘Interest and Tax’
2. The financial years will populate for all
accounts
3. Click on the ‘Download’ link on the
right hand side of the tax year you are
wishing to view the statement for

Q: Why does it take so long
to produce a statement each
month?
As we’ve moved to a new Internet
Banking system, we are required
to complete manual checks on all
generated statements to ensure there
are no discrepancies, particularly when
the month end falls over a weekend. For
example, if a transfer is completed over a
weekend which is also the end of month
– it’s important to some clients (for tax
reasons or interest earned calculations)
whether this appears on the current
month or on the next business day, which
would land in the new month and then
appear in the next month’s statement.
By doing so, we’re not only making
sure there are no discrepancies on your
statements but that we also remain
compliant with regulatory requirements.
Our statements go through ‘four eye’
checking and validating which does
result in longer-than-usual timeframes
for statements to be available. We expect
this process to take less time in future
and thank you for your patience and
understanding

Q: Why can’t I select the period
I would like to download a
statement for, why can I only
get monthly statements and
not any given date range?
Our savings statements are currently
being generated automatically by the
system on a monthly basis, although we
are taking our customer’s feedback on
board and are working on solutions to
address this in the near future.

Q: Why do I have withholding
tax and how do I get it back?
Withholding tax is charged where a
customer has not provided either a TFN
or an exemption code. If withholding tax
has been charged in the current financial
year, or charged during a past financial
year, you will need to claim it on your
next tax return.

Q: Why can’t I get monthly Term
Deposit statements online?
The new Banking Code of Practice
came into effect on 1 July 2019 and has
introduced new requirements around
the frequency we provide our customers
with Term Deposit statements for any
Term Deposits opened or rolled over on
or after 1 July 2019. The requirement is
for statements to be made available at
least every 6 months however, for your
convenience we will be making these
available to download after the end of
each quarter.
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Managing your account / products
Q: How do I add a nickname
to my account?

Q: Why can’t I do a direct debit
from my HISA or pay anyone?

Q: How do I give notice on my
Notice Saver?

Simply click on the account in question,
and you will see a pencil icon next to
the account name. Click on the pencil to
change the nickname on the account.

Our award winning products are designed
to help you reach your savings goals and
avoid impulse spending. This is why we
ask you to nominate a Linked Account
(usually a transaction / everyday account
with another bank) which allows for
everyday spending, paying 3rd parties or
bills and having an ATM card to withdraw
cash. You can transfer money between
your Rabobank account and your Linked
Account based on whether you’re putting
it aside for savings or you require it for
other expenses and withdrawals.

When giving notice on Your Notice Saver,
you can choose to transfer funds into your
High Interest Savings Account, other Notice
Saver accounts (if applicable) or your verified
nominated Linked Account.

Q: Can I have the introductory
offer again?
From time we time, we have special
introductory variable rate offers for new
first time customers. Please check our
website for any available offers.
If you’ve already received the
introductory offer, you won’t be able to
receive it again on the existing account.
If the introductory offer is available,
there are two exceptions to this in which
the introductory oﬀer would apply:
1. If an account had been closed for over
3 years and you go through the new
application process.
2. If the existing account is an individual
account in one name, you can open a
new joint account which is a diﬀerent
entity, this can be with your partner
or family member (this must not have
been held previously) and that would
qualify for the introductory oﬀer.

Q: How do I change my Notice
Saver interest settlement
account?
To change the interest settlement
account for your Notice Saver account(s),
simply follow these simple steps:
1. Log into your Internet Banking using
your Digipass,
2. Click into the ‘Notice Saver’ account
from the account summary screen,
3. From there, you will see an option that
says ‘Change the interest settlement
account’,
4. Follow the on-screen steps to authorise
the request using your Digipass,
5. And that’s it, the changes are updated
and will take affect for the next interest
payment.

All fund withdrawals require you to setup a transfer notice. To do this, log into
your Rabobank Online Savings Internet
Banking or Mobile App. Your transfer will
automatically happen on the next business
day after your notice period has passed.
Notice can be provided at any time, however
if this is requested after 6pm on weekday or
on a weekend or public holiday, the notice
period will start the next business day..
Here is a step by step guide on how to place
notice on your Notice Saver:
1. Head to https://mysecure.rabobank.com.
au/A1/au/login
2. Log in using your 8 digit customer
number and select ‘Next’
3. Follow the 4 steps on the right hand side
using your Digipass. Enter the Digipass
code displayed on your Digipass into
where it says ‘Enter Digipass Code’
4. Select ‘Login’
5. Go to the ‘Transfer Money’ tab which
is located on the left hand side of your
computer screen (Mobile App will display
this tab at the bottom of your compatible
mobile device)
6. Select ‘From Account’ (Hint: This will be
your Notice Saver account you wish to
give notice on)

7. S elect ‘To Account’ (Hint: This could be
to one of your Rabobank Online Savings
accounts i.e. HISA or your verified
nominated Linked Account)
8. P
 rovide the amount you would like to
transfer out of your Notice Saver account
9. I f you would like to see a description for
your transfer on your monthly statement,
please enter this in the description field
(This field can only accept alpha or
numeric characters)
10. Select whether or not it will be a
recurring payment (weekly, fortnightly or
monthly)
11. You will notice the system automatically
generates the date your funds will be
released. This is dependent on the type
of Notice Saver account you have (31, 60
or 90)
12. Select ‘Continue’
13. Confirm your transfer details if you are
happy with what has been selected. If
you have made an error, please select
‘Change’ to amend your transfer
14. Follow the 7 steps on your screen to
generate a second Digipass code (The
Mobile App will ask for your 5 digit pin
which you use to log into the Mobile
App)
15. Enter your Digipass code that is
generated into where it says ‘Enter
Digipass Code’ then scroll down and
select ‘Authorise’
16. The transfer will initiate in which you
should see on your screen ‘Transfer
Successful’

Q: How can I check the release
date of my funds?
1. ‘Transfer Money’
2. Select the sub heading ‘Upcoming
Payments’ displayed under the heading
‘Transfer Money’
3.Select the Notice Saver product you
have given notice on / transferred
money from
4.You will see the transfer details of your
Notice Saver account here

Q: How can I cancel notice on
my Notice Saver?
1. Select ‘Transfer Money’
2. Select the sub heading ‘Upcoming
Payments’ displayed under the heading
‘Transfer Money’
3. Select the Notice Saver account you
have requested to transfer money from
4. Select the upcoming payment by
clicking on the upcoming payment
5. Select ‘Cancel Notice’
6. Confirm the cancellation by following
the 7 steps with your Digipass

Q: What if I need my money in
a hurry and I haven’t provided
the minimum notice required?
Unfortunately we can’t release your funds
early. You will need to serve a notice
period and access your funds at maturity.
We recommend that you maintain some
funds in an at call account in case you
need funds in a hurry.

For customers suffering financial
hardship you can apply for early release
of your funds. Please note that you will
need to complete a statutory declaration
as proof of your financial hardship. For
more information, please contact our
team on 1800 445 445, Monday to Friday
between 8am and 7pm (Sydney time).

Q: What is the minimum notice
period that I can provide?
The minimum notice period varies
depending on the product selected.
The 31 Day Notice Saver has a minimum
notice period of 31 days, the 60 day
Notice Saver has a minimum notice
period of 60 days and the 90 day Notice
Saver has a 90 day minimum notice
period

Q: How do I transfer money
from my linked account?
You can transfer funds into your
Rabobank Online Savings accounts by
via electronic funds transfer (EFT) from
your nominated linked account or you
can follow the steps below to direct debit
funds in:
1. Log into your Rabobank Online
Savings account
2. Go to the ‘Transfer Money’ tab which
is located on the left hand side of your
computer screen (Mobile App will
display this tab at the bottom of your
compatible mobile device)
3. Select ‘From Account’ (Hint: This will be
your Linked Account)
4. Select ‘To Account’ (Hint: This will be
any of your Rabobank Online Savings
accounts)

5. P
 rovide the amount you would like to
direct debit into your account
6. I f you would like to see a description
for your transfer on your monthly
statement, please enter this in the
description field (This field can only
accept alpha or numeric characters)
7. S elect whether or not it will be a
recurring payment (Weekly, fortnightly
or monthly)
8. Select ‘Continue’
9. C
 onfirm your direct debit/transfer
details if you are happy with what has
been selected. If you have made an
error, please select ‘Change’ to amend
your transfer
10. Follow the 7 steps on your screen to
generate a second Digipass code (The
Mobile App will ask for your 5 digit pin
you use to login to the Mobile App)
11. E nter your Digipass code that is
generated into where it says ‘Enter
Digipass Code’ then scroll down and
select ‘Authorise’
12. The direct debit/transfer will initiate in
which you should see on your screen
‘Transfer Successful’

Q: What are the daily transfer
limits with Rabobank Online
Savings?
All Rabobank Online Savings Accounts
have a $100,000 transfer limit out to the
nominated Linked Account. We may
offer a temporary transfer limit increase
if you need to exceed this $100,000 limit.
Please contact our team on 1800 445 445,
Monday to Friday between 8am and 7pm
(Sydney time) to increase your daily limit.

Where required, permanent transfer limit
increases may also be arranged upon
request. Please contact us for further
information.
Rabobank Online Savings Transfer Limits
Transfers IN
from Linked Account – $5,000,000
Transfers OUT
to Linked Account – $100,000
Transfers between
your Rabobank Online Savings Accounts
– Unlimited

Q: How do I know that my
transfer has been successful?
You can check your transaction history,
by clicking on the ‘Accounts’ tab and then
select the account you made the transfer
to or from. You can view your recent
transactions and all successful transfers
will be listed here.
Transfers that have not yet occurred can
be found under the ‘Transfer & Pay’ tab,
then select ‘Upcoming Payments’ and
then select the account from the drop
down list and any scheduled payments
will appear.
Rabobank Australia Limited ABN 50 001 621 129 AFSL
no. 234700. The Rabobank Online Savings Terms and
Conditions and Notice Saver Product Disclosure Statement
are available at www.rabobank.com.au/corporate/legal.
You should consider the relevant disclosure documents
before making any decisions relating to any of our products.
Early termination fees apply to Term Deposits. Any advice
contained in this brochure is of a general nature only
and has been prepared without taking into account your
objectives, financial situation or needs and because of that,
you should, consider the appropriateness of the advice,
having regard to your objectives, financial situation and
needs before acting on the advice.

Grow with us.
For further information
Call 1800 445 455
Monday to Friday
8am – 7pm AEST.
Email: clientservicesau@rabobank.com

