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Hi,  

 

This week we’ve included a few helpful updates. Continue reading for more information 

on: 

• live chat - available on the Broker Portal from this Thursday. Don’t forget to give 

your support staff access to the Broker Portal so they can use live chat too 

• changes to our variable rate review process to introduce a more efficient way for 

your clients to get a variable rate review online 

• construction loan progress payments, including information on when you can 

expect to hear back from us about the status of your client’s payment 

• our latest application processing times 

• digital resources designed to help you. 

Get faster answers to your queries via live chat on the 

Broker Portal 
 

 

From this Thursday 14 March 2024, live chat will be available on the Broker Portal. Live 

chat is a real-time, two-way digital communication channel where you can connect directly 

with a broker support officer and get help with your in-flight applications. It’s a faster and 

more efficient way to get in touch with our team. Rather than calling or emailing us, you 

can simply start a chat to get your queries answered quickly. 

https://view.communications.macquarie.com/?qs=c17f3121acd7befcf4ba18e51f8554746d4b746932163b054ae801a4c8aee2083670508ab7d80fea574de5c99baccd740a939de9d93f2474563b46c31a9b52726999f6ac139696aa796c0d74949189356fc0fe4f8b55fc0c


 

What’s next? 

 

We’ll send you an email later this week with more information about live chat and how to 

use it. In the meantime, don’t forget to give your support staff access to the Broker Portal 

so they can use live chat too. Read this Help Centre article to find out how to register your 

support staff with access to the Broker Portal.  
   

Your clients can get a variable rate review in just a few 

clicks 
 

 

As you may know, your clients can request a variable rate review quickly and easily via 

mobile and online banking. Given your clients can do this online, from 

Monday 18 March 2024 , we’ll no longer process email requests for variable rate 

reviews for loans starting with a BSB of 183. 

 

Instead, your client can complete a variable rate review via online or mobile banking. 

When your client submits a variable rate review, we’ll let them know the outcome of their 

request generally within three calendar days. 

 

A reminder that variable rate review requests for loans starting with a BSB of 182 

should continue to be submitted on the Broker Portal. You and your clients can refer to 

this Help Centre article for more information. 
   

Helpful reminders about construction loan progress 

payments 
 

 

We’ve recently received a number of queries about construction loan progress payments. 

We’d like to share some helpful reminders about when you can expect to hear back from 

us regarding progress payments. 

• When you submit a progress payment, you’ll receive an automated email 

confirming we’ve received your request. Please allow up to five business days for 

the progress payment claim to be reviewed. 

• If a progress inspection is required, please allow up to ten business days for the 

inspection to be completed. 

• If your request is about changes to the building contract or the progress payment 

schedule (PPS), these are subject to a review which may require a new valuation. 

In this case, please allow up to ten business days for this to be reviewed. 
   

https://click.communications.macquarie.com/?qs=0bcf78e4292ef73c56526ccf703ee6c65943ec34694aaaf1cb604ce24182a684ca51e2f9078555a8172789bbe8f0645d0e999798b089582f
https://click.communications.macquarie.com/?qs=0bcf78e4292ef73cef7774f394ead215fd071458f6a18e262295c9659ea0ac8e4b04cf69e38534c20a542ab8e7ec1a342b9f2d01a7a7fd10


 

 

 

If your request is within the timeframes quoted above, we’ll get in touch 

with you via email to confirm once the payment has been made or if we 

need anything else from you, so you don’t need to contact us. 
 

  

 

 

 

Please share this update with your support staff, so they know when 

we’ll be in touch. 

 

  

Application processing times and tips 
 

 

We understand how important quick and consistent processing times are to you and your 

clients, and this remains a priority for us. 

 

Our latest processing times as at Monday 11 March 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 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. So 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 the latest updates and information: 

• Broker Portal 

• Broker Help Centre 

• Broker resources page. 

You can also find out more about Macquarie Authenticator, our verification system that 

helps keep your clients’ accounts safe and secure. 
   

 

  

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. 
   

   

https://click.communications.macquarie.com/?qs=0bcf78e4292ef73cb82b74323f4f7e3bd09dfc238a9575c5c8a0bb5e1ec3fec085ca586734c31eaa5bc2e9a91e7a1fb7541995577e60117e
https://click.communications.macquarie.com/?qs=0bcf78e4292ef73c5e536e324120518f1b11b20585332c03bb9b4628e86e5405c24421f1122e01043d637277311d6e3a3e0901dd08666cca
https://click.communications.macquarie.com/?qs=0bcf78e4292ef73c610a09ecd571b8090ca1a900d3ee9ea06cf6af2e8a3ceb014b4b688a50a6afa3a403aaece5b1809200d04111c318e16d
https://click.communications.macquarie.com/?qs=0bcf78e4292ef73ccf1399fb4f6666bb5bd96171f70f27aa049bf61ffb55355d4da0ce7a372175b452141bec5abe8cb4a49ff0e25dbfb2bf
https://click.communications.macquarie.com/?qs=0bcf78e4292ef73c0bda219ffae4a069fcd76ee898a2bf000f6b1dac2f92304ecba88598204170e56035e42db66643b73177ea08d4b12541
https://click.communications.macquarie.com/?qs=0bcf78e4292ef73cddc17cc1f2e0f332d1412baad5ddf28b3ff0e5839195c9dc758e21ccd0bfa12c1507a0b10327e1557f51b551be41bca5


 

 

Important information | Privacy policy 

   

 

* 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 the broker support line on 1800 174 945. 

 

This information is provided by Macquarie Bank Limited Australian Credit Licence 237502 for the use of 

licensed and accredited brokers 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. Please note that all of our 

calls at Macquarie are recorded. Our Privacy Policy covers how we handle your information. 

       

 
 

https://click.communications.macquarie.com/?qs=0bcf78e4292ef73c28f02006f3a9b18b578177fa7649b759671240cf52c03f047c3ea57046c5a2ed3c2ec4506407b158c217487719a5c79d
https://click.communications.macquarie.com/?qs=0bcf78e4292ef73c4847c4353858768b4df27412203547e883d01f2217e63e0e5ec5d275bc852711df8061d13579de880215859c2cc20d04

