Mr Clothier
 
<My name/our names>  <is/are>  <insert name/s>, <I/we> have a Colonial Margin Loan Facility <insert loan number>. 
As instructed, a Commonwealth Bank ACA account was set up on this facility in order to hold any redemptions from <my/our> investments.

The intention was for these monies to stay in cash as a way of protecting against further market falls. As markets stabilised, the option to provide additional capital to start switching back into the market could then be considered.

<I/we> require an explanation as to why the proceeds from our redemption weren’t promptly deposited into this ACA account but rather set as a credit in a new variable component on <my/our> facility where no interest was being earned.  Does CGI intend to reimburse this lost interest amount to <me/us>?
<I/we> also note that CGI have lowered the acceptable margin call LVR on the remaining Storm Challenger managed funds from 90% to 80%. The Storm Colonial Index funds were shut down and the MLC Index fund (a non-Storm branded fund) which could have been used as an alternative has also had it’s margin call LVR reduced from 90% to 80%.  <My/our> understanding of the above mentioned products is that CGI offered an 80% LVR plus a 10% buffer.  Why is it that the CGI website (note it is stipulated in the contract that it’s <my/our> responsibility to monitor <my/our> own portfolio) showed <my/our> margin call LVR as 94% not 90%?  This incorrect data made it very difficult to monitor <my/our> portfolio.  <I/we> require you to verify that our facility could have gone from being in buffer at under 94% to being in margin call at over 94% to being in negative equity at above 100%.  Given this could occur in one day due to a 6% decline in the value of the securities held, it would seem these facilites would require very close and accurate monitoring.  Such monitoring was virtually impossible given the unit prices on the CGI website were often more than 2 or 3 days old.
The reduction in LVR’s allowed by CGI has now meant any such strategy of switching funds from an ACA account back into index funds is virtually impossible without significant amounts of extra capital from <myself/ourselves>.
This means that <I was/we were> effectively forced into a position whereby <my/our> fixed loan needs to be broken and paid down. <I/we> require a full explanation as to why a breaking cost of between 40-50% of the remaining interest paid in advance on the facility was charged by CGI.  <I/we> were effectively forced by CGI into having to break the loan and subsequently request a full refund of any breaking costs charged.
As you will be aware,  all banks are required to have in place a formal disputes resolution procedure whereby they are required to provide adequate responses within a suitable timeframe.  If a client writes to a bank, they are required to respond to any complaint thoroughly and adequately.

 
Please consider this correspondence a formal request for such prompt responses as well as a printed copy of any CGI documents <I/we> have signed since commencing with the facility .  
 
Regards
 
<insert name/s>
