
Significant Event Notice  
for Retirement Access

Important changes are 
on the way

Like most large super funds, 
Group Super uses external 
service providers to assist the 
trustee with various functions, 
such as administration services 
which include processing pension 
payments and answering 
enquiries about your account. 

We are pleased to announce that following 
a detailed tender process, we will transfer  
all of Group Super’s member administration 
to Mercer Outsourcing (Australia) Pty Ltd 
from 1 March 2022. We have also appointed 
State Street Australia Limited as our new 
master custodian and our new financial 
advice provider will be Mercer Financial 
Advice (Australia) Pty Ltd. During the 
transition period limited services will apply 
to your account.



2 Significant Event Notice for Retirement Access 

Contents
Overview of key dates  3

Transaction processing will stop from  
22 February until early April 2022 4

Impacts to FirstNet, NetBank  
and CommBank App 5

New features coming your way 5

 Other changes we’d like you  
to know 10

How will these changes affect you?
Transitioning to our new service 
providers – limited services period 
From 3pm 22 February until early 
April 2022, the processing of all 
transactions including investment 
switches other than Retirement Access 
regular pension payments, will stop 
while the transition between service 
providers occurs.
In addition, FirstNet will move to 
read-only access on 20 February and 
permanently close on 28 February 
2022, which will be replaced by a new 
member portal in early April 2022.
There will also be a number of changes 
including:
• The introduction of a new member  

portal, Group Super Online and a 
new Group Super App

• You will have a new member number 

• You’ll no longer be able to see your  
Group Super account balance in 
NetBank or the CommBank App

• New processes for the deduction of 
administration fees 

• How we’ll communicate with you 
electronically 

• Updates to our contact details and  
website address

Many of the other changes will occur 
behind the scenes, which we will closely 
monitor. The transition will be subject to 
rigorous testing to ensure our member 
and fund records are transferred securely 
to the new service providers. 
While we anticipate this process will be 
completed by early April 2022, we will 
provide an update on the website when 
the transition is completed and normal 
services resume.
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Overview of key dates 

+ All times are AEST/AEDT.

Access to FirstNet
Your access to your online member portal, FirstNet, will move to read-
only. This means you will not be able to modify or update your details or 
make online transactions. 
You will be able to view your account details and download copies of your 
statements.
Deadline for online investment switches and other online transactions
If you are planning to make an investment switch, or any other online 
transaction, your request must be submitted in FirstNet before 7:30pm 
Sunday 20 February.

Deadline for paper and phone-based investment switches and other 
transactions  
Paper or phone-based transactions including new applications, investment 
switches, withdrawals or rollovers must be received by us by 3pm Tuesday 
22 February 2022. 

Deadline for banking a cheque from us  
If you have received a cheque from us, please ensure you bank it by 
Tuesday 22 February 2022 to avoid the need for it to be reissued as we 
update banking arrangements. 

Closure of FirstNet  
FirstNet will close and you will no longer be able to login from the fund’s 
public website or the CommBank App. 
You will no longer be able to see your Group Super account in NetBank 
and the CommBank App.

Transition to our new administrator and custodian  
Transition from our current administrator, Colonial First State Investments 
Limited, to our new administrator, Mercer Outsourcing (Australia) Pty Ltd 
and master custodian, State Street Australia Limited.
Our call centre arrangement will also switch on this date. The new Mercer 
Helpline will have access to limited information during this period. They will 
have access to your basic data to complete a security check and assist with 
managing urgent enquiries.

New membership details  
You’ll receive your new member number and registration instructions for 
Group Super Online and the Group Super App. You can access your Group 
Super account online by logging in at www.groupsuper.com.au
Processing of transactions  
Once processing recommences in early April 2022, we will prioritise all 
requests which have been temporarily held, however it may take a few 
weeks before processing timeframes return to normal.

    

8pm Sunday 
20 February 2022

3pm Tuesday 
22 February 2022

Tuesday 
22 February 2022

8pm Monday 
28 February 2022

Early April 2022

1 March 2022

http://oursuperfund.com.au
http://www.groupsuper.com.au
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+ All times are AEST/AEDT.

Processing transactions once normal services resume
Any requests received after the above times will be held and processed by our new 
administrator once processing resumes in early April. Transactions will be processed 
using the most recent unit price available at the time the request is processed in  
April 2022.

Transaction processing will stop from 22 February 
until early April 2022

From 3pm (AEST/AEDT) Tuesday 22 
February 2022 until early April 2022 there 
will be a pause in processing all transactions 
while we transition to our new service 
providers. In order to avoid any processing 
delays, we recommend submitting any 
transaction requests well before this time, 
to ensure your request is not affected. 
Please note, the scheduled pension 
payments for Retirement Access members 
will continue to be paid as shown in the  
table on the right.

Transaction type Transaction cut-off time 

Electronic transactions via FirstNet 
Such as investment switches or updates 
to your account

Transactions must be submitted in FirstNet 
before 7:30pm 20 February 2022

Paper or phone-based transactions 
Such as investment switches or making 
or updating a beneficiary nomination

Must be received by us before 3pm  
22 February 2022
If you are sending us forms in the post, 
please ensure you allow enough time for 
your paperwork to reach us, particularly  
if you live outside a metropolitan area.

Frequency Payment date 

Fortnightly 24 February 2022

10 March 2022

24 March 2022

Monthly 25 February 2022
25 March 2022

Quarterly 25 March 2022
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     Impacts to FirstNet, NetBank and CommBank App
From 8pm (AEST/AEDT) Sunday 20 February 2022 if you have an online 
account, your access will move to read-only. This means you will not be able to 
make any transactions online. You will be able to view your account details and 
download copies of your statements. 
From 8pm (AEST/AEDT) Monday 28 February 2022 FirstNet will permanently 
close. This will be replaced by a new member portal, Group Super Online, in early 
April 2022. 
From 28 February 2022 your super balance will no longer appear within  
NetBank and the CommBank App. From early April, you’ll be able to use the  
new Group Super App to keep track of your super balance or make an  
investment switch. 

New features coming your way 
In addition, Group Super Online provides 
access to a retirement income simulator 
which will provide you with a projection 
of your balance and a risk profiler tool 
to help you identify your risk appetite 
which may be helpful in selecting which 
investment strategy may suit you. 
You’ll also be able to access personal 
advice online to help you make choices in 
relation to your investment options and 
retirement income projections.
As part of the activation process for 
Group Super Online, you must have a 
unique email address. If you currently 
share an email address with another 
member of our fund, only one of you 
can use the email address to activate an 
account online. 

New Group Super Online 
You’ve told us how important it is to 
have easy access to your account, 
anywhere, any time. We’ve really 
focused on improvements to the 
member portal to make it easier for 
you to do this via any device.
The new Group Super Online will 
deliver greater online functionality such 
as a tailored dashboard where you can 
view your balance and your investment 
profiles at a glance. 
You can view your most recent 
transactions, balance history over a 
rolling six year period and access your 
annual statements, as well as request 
transactions and account changes 
online at any time. 

http://oursuperfund.com.au
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You can update your email address 
by calling us before 3pm Tuesday 22 
February 2022. Alternatively you can 
give us a call from early April 2022 
when you are activating your online 
account to provide your email address.
You’ll also be able to log into your 
account at any time to check or change 
your pension payment amounts or 
request a lump sum withdrawal.
Group Super Online will also be the 
place to check the daily unit prices, 
which will no longer be displayed on 
the public website.
We’ll be back in touch in early April 
to provide you with all the essential 
details to help you activate your Group 
Super Online account. 

Group Super App 
The Group Super App helps you check your 
account balance, estimate your retirement 
income and change your investment 
options – on the go, wherever you are. 
You can swipe left to see your account 
balance without needing to log in and if 
you have more than one account with us, 
you can view them all under the same 
login.
Once you’ve activated your Group Super 
Online account, you can head to the App 
Store or Google Play to download the app, 
which is available for smartphones using 
either iOS or Android. Once you have 
logged in you can go to ‘Settings’ and set 
up your FaceID, TouchID or 4Digit pin for 
future logins. 

Check your account balance, 
estimate your retirement income 
and change your investment 
options – on the go, wherever  
you are.
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New processes for the deduction  
of administration fees 
Currently, any administration fees 
are deducted from your account 
balance in advance at the beginning 
of each month. From 1 March 2022, 
administration fees will be deducted in 
arrears from your account balance at 
the end of each month, or on the date 
you close your account. 
Our fund is entitled to a tax benefit 
for the gross administration fees for 
Transition to Retirement Income Stream 
(TRIS) accounts.
We pass this tax benefit on to you by 
reducing the amount of the fees and 
reflect the net amount in the deduction 
from your TRIS account. From 1 March 
2022, we will deduct the gross amount 
from your TRIS account balance and 

then credit your balance with the 
amount of any tax benefit that applies. 
Currently, if you invest your account 
in more than one investment option, 
you can choose one option from 
which we deduct your fixed monthly 
administration fee. If you don’t 
nominate an option for deductions, or 
if there’s not enough money in your 
nominated option, we deduct your fixed 
administration fee according to our 
default investment option order, which is 
generally from the most conservative of 
your selected investment options first.  
From 1 March 2022, if your account 
balance is invested in more than one 
investment option, we will deduct your 
fixed monthly administration fee from 
each option in the same proportion as 
your balance. 

http://oursuperfund.com.au
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Making a partial withdrawal from 
your account  
Currently, if you make a partial 
withdrawal from your account, you 
can choose to withdraw the payment 
in either dollars or units, from a 
specific investment option, in line with 
investment selection weightings or in-
line with auto-rebalancing weightings. 
From 1 March 2022, if you request a 
partial withdrawal, you will only have 
the option to withdraw the payment 
in a dollar amount. If your account 
balance is invested in more than one 
investment option, your payment will 
draw down proportionately across your 
investments.

Changes to how pension payments 
are deducted from multiple options
Currently, if your account is invested in 
more than one investment option, you 
can give instructions for how you’d like 
your pension payments to be deducted 
from the options you’ve selected. You 
can choose to have pension payments 
deducted by priority, deducted from 
investments in an order specified by 
you, or deductions can be made by 
specifying a percentage.
From 1 March 2022, you can choose to 
have your pension payments deducted:
• Proportionately across all of your 

investment options
• By percentage payment, where we 

deduct each pension payment from 
two or more investment options in 
the proportion you specify. 

For example, if your account balance is 
invested 75% in Balanced and 25% in 
Cash, you can choose to receive your 
payments from the Balanced option 
only or from the Cash option only, 
or you could choose any percentage 
combination of these options

• In priority order, where we deduct each 
pension payment from one investment 
option at a time, based on the first 
option you nominate. Once there’s no 
money left in your first priority option, 
we begin deducting from the second 
option you nominated, and so on.

Auto-rebalancing will no longer  
be offered 
From 1 March 2022 the auto-rebalancing 
instruction to automatically switch 
amounts between your investment 
options on a regular basis will no longer 
be available. This means if you have 
requested auto-rebalancing, depending 
on your chosen frequency, the final 
rebalance date is as follows:
Your auto-rebalancing frequency 

Date of final rebalance 

Annually 14 May 2021 

Quarterly 14 February 2022

Please note that no further automatic 
changes will be made to your investment 
option weightings as a result of the auto-
rebalancing facility after the above dates.
From early April 2022, you will be able to 
use Group Super Online and the Group 
Super App to view, manage and make 
changes to your investment options.
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Communicating with you 
electronically 
From 1 March 2022, if we have a valid 
email address for you, or we receive 
an email address for you in the future, 
we’ll automatically provide you with 
communications electronically, which 
helps us keep the fees and costs for your 
account down. 
You may already be receiving your 
benefit statement electronically, so you’ll 
automatically receive any transaction 
confirmations and significant event 
notices in this way too.
From early April, if you do not wish 
to receive communications from 
us electronically, you can tell us 

how you would like to receive your 
communications in the future. Simply 
log in to Group Super Online and visit 
the Your details page where you can 
update your communication preferences 
for a range of different communications.

Moving to an annual statement
As Group Super Online and the App will 
display all of your account information, 
from 1 March 2022, you’ll receive a 
single member statement each year 
in the second half of the calendar year 
and no longer receive a statement in 
the first half of the calendar year. Your 
annual statement will have the same 
information as before, but will cover a  
12 month period ending 30 June.

http://oursuperfund.com.au


10 Significant Event Notice for Retirement Access 

Changes to our contact details
From 1 March 2022 there will be 
some changes to our contact details, 
including our mailing address which  
will become:

Commonwealth Bank Group Super
GPO Box 4303
Melbourne VIC 3001 

For a period of time, correspondence 
sent to our current postal address after 
1 March 2022 will be forwarded to 
our new address and may encounter 
delays, so please update your records.
The oursuperfund@cba.com.au email 
address will close and you will be able 
to email us by using a new online form 

on our login page, as well as through 
the new member portal once you 
have activated your Group Super 
Online account in early April.
The Group Super contact number 
will remain as 1800 023 928 but 
if you’re calling from outside of 
Australia the new number will be 
+61 3 8306 0977. Our opening hours 
haven’t changed and we’ll still be 
here to take your call from 8am to 
7pm (AEST/AEDT) Monday to Friday.
From 1 March 2022, the Group Super 
website address will change to  
www.groupsuper.com.au so please 
update any bookmarks you may 
have.

Other changes we would like you to know about

mailto:oursuperfund@cba.com.au
http://www.groupsuper.com.au
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Date What happens 

8pm Sunday  
20 February 2022

Your FirstNet access moves to read only. 
Any online transaction requests such as investment switches must 
be submitted in FirstNet before 7:30pm Sunday 20 February.

3pm Tuesday 
22 February 2022 

All transactions pause until early April 2022
Paper and phone-based transaction requests including new 
applications, investment switches, withdrawals or rollovers out 
must be received by us by 3pm Tuesday 22 February 2022. 

8pm Monday  
28 February 2022

FirstNet closes. You’ll receive information about how you can 
activate your account in the new Group Super member portal 
and app in early April 2022. 
Viewing your account balance in NetBank and the Commbank  
App stops.

Early April 2022 You’ll receive your new member number and login instructions for 
Group Super Online and the Group Super App. 

Key dates and times

http://oursuperfund.com.au
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This information was prepared on 10 December 2021, and is provided by Commonwealth Bank Officers Superannuation Corporation 
Pty Limited ABN 76 074 519 798, AFSL 2464180, the trustee of Commonwealth Bank Group Super ABN 24 248 426 878. This 
document is for general information only and does not take into account your personal objectives, financial situation or needs. 
You should consider whether it is appropriate for you, having regard to these matters, to act on the information. In addition, 
before making a decision about your super, please read the Product Disclosure Statement Member Guide and Reference Guides 
for Retirement Access at oursuperfund.com.au/pds. You should also consider seeking professional financial advice tailored to 
your personal circumstances from an authorised financial adviser. The target market for our products can be found in the product’s 
Target Market Determination at oursuperfund.com.au/tmd

If you have any questions or concerns you can contact us on 1800 023 928 
or visit oursuperfund.com.au/changes for more information.

http://oursuperfund.com.au/pds
http://oursuperfund.com.au/tmd
http://oursuperfund.com.au/changes

