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Financial Services Guide

Important information for you to know

before you receive advice
Date issued: 1 October 2025

This document contains important information for you to know before you receive advice.

The financial services you receive through the website https://ask.esssuper.com.au/ are provided to you by
Guideway Financial Services Pty Ltd (‘Guideway’, ‘us’, ‘we’, ‘our’) ABN 46 156 498 538, Australian Financial
Services Licence (AFSL) number 420367. Guideway is responsible for the financial services provided to you under

this FSG and has authorised the distribution of this FSG.

Who is Guideway?

Guideway has been contracted by the Emergency Services Superannuation Board ABN 28 161 296 741 (ESSB),
who is responsible for the administration of the Emergency Services Superannuation Scheme ABN 85 894 637 037
(ESSSuper), to provide financial advice to ESSSuper members. Guideway is an Australian owned and operated
financial service business dedicated to providing advice and education to assist individuals to meet their needs,
goals and objectives. We are a proud partner of industry, government and corporate superannuation funds.

Why you should read this Financial Services
Guide

This Financial Services Guide (FSG) explains the
financial services offered by the Ask ESSSuper
platform (whose content is authorised by
Guideway). It is intended to assist you in making an
informed decision about whether to use our
services, how relevant people and entities are
remunerated and how your complaints are dealt
with.

Electronic disclosure

We may provide disclosure documents (such as this
Financial Service Guide) by making them available
digitally (for example — as a hyperlink in an email).
You can opt out of this communication method at
any time by contacting Guideway. If you opt out of
electronic disclosures you will be provided with
disclosure documents (including this document) in
hardcopy form.

Not independent

Other important documents you may receive

If you receive a financial service about a particular
financial product, a Product Disclosure Statement
(PDS) and Target Market Determination (TMD)
will generally be made available to you. A PDS is
issued by the product issuer and contains
information about the benefits, fees. risks and other
information about the product. You are
recommended to read the PDS & TMD in their
entirety so that you can make an informed decision
about whether to buy, hold or sell the product.

The advice you receive from us will not be independent, impartial or unbiased because Guideway receives fees
from the ESSB for providing services to ESSSuper, including authorising their employed Financial Advisers and

providing support services.
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About Ask ESSSuper

Ask ESSSuper is a unique financial education and
learning platform. It's built by a team of money
gurus and licenced finance experts to help you
achieve your financial goals. No matter where you
are in life, there are articles that can help you
improve your financial decision making and guide
you through your journey to financial freedom.

How to contact us

Office address:
Level 3, 91 William street
Melbourne VIC 3000

Telephone: 1300 138 138

Email: advice@guideway.com.au

What financial services are provided on Ask
ESSSuper?

General financial product advice
(General advice)

General advice provides you with information about
a financial product or service. It can help you learn
more about these products or services and assess
whether a product or service is right for you. It does
not consider your financial situation, needs or
objectives (“your circumstances”). General advice
may be verbal or in writing.

If you receive any general advice, you should
carefully consider its appropriateness in light of your
situation as we have not considered your
circumstances. If the general advice you receive is
about a particular financial product, you should also
obtain a copy and review the Product Disclosure
Statement and Target Market Determination before
making a decision.

Personal financial product advice
(Personal advice)

Personal advice is advice relating to a financial
product that considers your objectives, financial
situation or needs. Ask ESSSuper does not provide
personal advice or personal recommendations to
you.

Dealing services — without personal advice

Through the Ask ESSSuper website we may also
provide you with ‘dealing services’. We provide you
with dealing services when we arrange for you to
buy, sell or vary your interest in a financial product.
An example of this would be where we provide you
with a unique hyperlink to apply for a particular
financial product.

It is important to remember when you receive a
dealing service that do not consider whether the
financial product is right for you. For this reason,
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you should read the PDS and TMD to ensure you
are making an appropriate decision.

What financial products we are licensed to
advise you on?

Guideway is authorised to provide general financial
product advice and deal on the following financial
products to retail and wholesale clients:

e Basic deposit products such as bank

accounts;

Non-basic deposit products including term
deposits with terms greater than 2 years;

Government debentures, stocks and bonds;

Life risk insurance products such as term life
insurance, income protection and total and
permanent disability;

Life insurance with investment components
such as insurance bonds;

Managed investment schemes including
Investor Directed Portfolio Services (including
various wrap, master trust products and
administration services);

Retirement savings accounts;

Superannuation investments (including those
offered through retail, industry superannuation
funds, and self-managed superannuation
funds);

Securities (such as direct shares, and
exchanged traded funds); and

Margin lending (borrowing to invest)

Any financial products that appear on Ask
ESSSuper have been researched and approved by
Guideway and are listed in our Approved Product
List (APL) or otherwise approved by Guideway. If
you would like a copy of our APL, please contact
us.

We aren’t portfolio managers or stock pickers

Ask ESSSuper does not provide a portfolio
management service, nor do we hold or control your
money. We're not here to ‘predict’ or ‘guess’ what
the value of Telstra shares will be in 12 months’
time. We focus on educating you to make financially
sound long-term decisions and build a disciplined
and sustainable investing approach (& not how to
‘pick stocks’).

What’s the cost?

The financial services described in this FSG are
available to ESSSuper members at no additional
cost when used. This is because the cost is covered
by the administration fee you already pay as part of
your ESSSuper membership.
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How are we paid?

Guideway is paid by the ESSB (responsible for the
administration of ESSSuper). Please see below for
further information.

Does Guideway have any relationships or
associations which might influence the financial
services you receive?

How is Guideway paid & our relationship with
ESSSuper

Guideway receives remuneration from the ESSB as
administrator of ESSSuper to host, licence, develop
and maintain content on the
https://ask.esssuper.com.au/ website. The cost of
providing this website is included in the fees paid by
the ESSB to Guideway for authorising their
Financial Advisers.

Guideway is also paid by the ESSB for various
support services, including research, compliance,
technical support, software systems, paraplanning,
peer reviews, administration and training
assistance.

Guideway is only responsible for the financial
services provided to you on the website
https://ask.esssuper.com.au/, Guideway is not
responsible for any advice found on the website
https://www.esssuper.com.au/ (i.e. Guideway is
only responsible for content on the ‘Ask ESSSuper”
subdomain).

Guideway is not a related party of the ESSB or
ESSSuper.

Other relationships

Guideway is not a member of any financial group,
but may from time to time have associations with
product issuers (e.g. superannuation funds) and
financial services providers who may appoint or
enter into arrangements with Guideway to provide
services. Under these arrangements, Guideway
may receive fees for providing licensing services
under our AFSL, as well as fees for providing
various support services such as research,
compliance, technical, software systems, peer
reviews, administration and training assistance. The
product issuer may also refer clients to Guideway
for financial advice.

Privacy Collection Statement

We collect personal information from you to provide
financial advice or credit assistance and related
services. We may also collect your personal
information from third parties, such as from our
Authorised Representatives and Credit
Representatives, product issuers (e.g., super
funds), insurers, platform operators, your
professional advisers, health professionals (with
your consent), and government agencies (including
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Services Australia, if you authorise us to act on your
behalf).

The purposes for which we collect your personal
information include to:

deliver our main financial advice and credit
services;

verify your identity and comply with related
legal obligations (including anti-money
laundering requirements);

assist with applications to superannuation
funds, product issuers, insurers, lenders
and Government agencies;

arrange services through external
providers and partners;

meet our compliance, record-keeping,
training and other similar legal obligations.

Depending on the service provided, we may
disclose your personal information to:

e people you authorise to act on your behalf,
such as your financial adviser, solicitor,
accountant, executor, administrator,

trustee, guardian or attorney;

financial product and service providers,
including super funds, platform operators,
insurers, lenders, credit providers, financial
planning software providers and
paraplanners;

cloud and technology service providers
(including Microsoft Azure, which may
provide Al and data processing services to
us)

our Authorised Representatives and Credit
Representatives we authorise;

medical practitioners and health service
providers, where required for insurance or
related advice;

companies involved in the payments
system, including financial institutions,
merchants and payment processors;

organisations engaged to support our
business functions, such as auditors,
compliance consultants, IT service
providers, data storage providers, and
marketing and communications providers;

our professional advisers (such as
solicitors and insurers), courts, tribunals
and dispute resolution bodies;

credit reporting bodies and lenders;

other organisations that provide products
or services in partnership with us, so they
can provide services to you or contact you
on our behalf; and

regulators, Government agencies, law
enforcement bodies and other parties to
whom disclosure is required or authorised
by law (including both Australian and
overseas authorities, where applicable).
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Some of our service providers are located
overseas, and may store and/or process your
personal information in a jurisdiction outside of
Australia (which means we are likely to disclose
your personal information overseas, including in
particular to our service providers in the United
States and Singapore).

If we record interactions with you (such as phone or
video calls), we may use technology, including
artificial intelligence tools, to generate transcripts
and summaries for compliance and record-keeping
purposes. These records form part of your client
file. Please let us know if you do not wish for an
interaction to be recorded.

Generally speaking, there is no legal requirement
for you to provide us with your personal information.
However, if you don't do so, we may not be able to
provide you with some of our services. In addition
(and more specifically), you are not required by law
to provide your Tax File Number (TFN) or
identification information (such as driver licence or
passport) to us. However, if you choose not to
provide these details, additional tax may be
withheld from your superannuation benefits (if you
also withhold your TFN from your superannuation
fund), and in some cases we may be unable to
provide certain financial or credit services.

Our full Privacy Policy is available at
https://guideway.com.au/privacy or by contacting
us. It sets out in more detail how we collect, hold,
use and disclose personal information, how you can
access or correct your information, how long we
keep records, how we protect your information, and
how to make a complaint.

By engaging our services, you consent to us
collecting, using and disclosing your personal
information (including sensitive information such as
health information, and your Tax File Number and
identification information where relevant) as
described in this document and in our Privacy
Policy.

What should you do if you have a complaint?

If you are not satisfied with the service you receive
from us, you can lodge a complaint to Guideway.

If you wish to lodge a complaint, please send an
email to advice@quideway.com.au and outline the
details of your complaint. Alternatively, you can
phone or write to Guideway (using the contact
details in this FSG). Please address your complaint
to the Guideway Resolution Officer.

After your complaint has been received, we will
generally contact you within 1 business day to
acknowledge your complaint.

Where possible, we will endeavour to satisfactorily
resolve the issue with you within 5 business days. If
we resolve the issue to your satisfaction within this

OFFICIAL

timeframe, we will generally not provide you with a
written response unless you request one.

It is not always possible to respond to your
complaint within 5 business days as some issues
are more complex than others. The maximum
amount of time we can take is 30 calendar days,
unless we notify you there will be a delay in our
response due to the complexity of the case and/or
circumstances outside our control.

You may also pursue the matter through an external
dispute resolution process (although this generally
only proceeds after a complaint has gone through
the internal complaints handling process or if we
notify you of a delay). Guideway is a member of the
Australian Financial Complaints Authority (AFCA),
an external dispute resolution scheme established
to resolve complaints about member companies.
AFCA provides fair and independent financial
services complaint resolution that is free to
consumers. You can contact AFCA using the details
below:

Australian Financial Complaints Authority
GPO Box 3, Melbourne VIC 3001

Phone: 1800 931 678 (free call)

Email: info@afca.org.au

Website: www.afca.org.au

Please note that the complaint procedures set out in
this FSG do not apply to complaints you wish to
lodge or make against the product issuer of the
product in which you invest (such as trustees of
superannuation funds or responsible entities of
managed investment schemes). For details of how
to make such complaints, refer to the PDS of the
relevant product.

Professional Indemnity Insurance

Guideway has a professional indemnity insurance
policy in place that covers claims in respect of the
financial services detailed in this FSG where
provided by its authorised persons (authorised
acts), such as your Financial Planner. These
authorised acts are covered even where the
authorised person ceases to be so authorised.
Guideway believes that this policy satisfies the
requirements of section 912B of the Corporations
Act.

How can | contact Guideway?
P:
E:
A:

1300 138 138
advice@qguideway.com.au

Level 3, 91 William Street
Melbourne VIC 3000
. https://www.guideway.com.au

w

Please keep a copy of this FSG for your records
and future dealings with Guideway and Ask
ESSuper.
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