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Welcome
This report is for you. It demonstrates how  
we created value for our customers in 2017.

Our goal is to create mutual prosperity through  
our values based approach to banking, and to  
create positive economic, social and environmental  
impact on behalf of our customers. 

Here, we report on our performance,  
including measures of:
• our financial and cultural performance
• our creation of prosperity for our customers
• our support for people and their communities
• our contribution to making our planet healthy.

You’ll also find the personal stories of some  
of our customers and our staff.

Eddie works in higher 
education, in arts and 
disability, and is also 
a passionate home 
gardener. He lives in 
Melbourne with his 
partner Lara and  
their son, Raffi.
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Hear from our Chair and Managing Director

On behalf of the  
Board and management 
of Bank Australia, we are 
pleased to present the  
2017 corporate report.

We worked this year to support 
our customers in a competitive 
and continuing low interest rate 
environment. We were mindful  
of the challenges in the economy  
(and how they affect our customers), 
the changing financial landscape,  
and the new technologies that 
continue to shape customer 
preferences and behaviours. 

We looked to meet these challenges 
by holding firm to our values based 
approach to banking that this bank  
is built on:
• We kept our prices competitive for 

our customers while generating 
profit to invest in the bank (page 19).

• We focused on improving our 
customers’ experience when 
engaging with Bank Australia. 
Earning and keeping customers’  
trust is essential (page 19).

• We responded to customer and 
societal needs. In particular, we 
had a stronger focus on addressing 
financial inclusion (pages 20, 24-26).

• We continued our work to create  
a healthier planet and to support  
the transition to a low carbon  
future (pages 29-31).

• We continued to focus on 
strengthening our positive internal 
culture and supporting our people  
as they worked hard to deliver strong 
performance (pages 14-15). 

Our customer owned 
banking model offers not 
just a different way to bank: 
it is a proven way to engage 
and empower people to 
improve the quality of their 
lives, their communities  
and the environment. 

We’re here to provide Australians  
with a real banking alternative, 
a responsible one.
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Hear from our Chair and Managing Director

We performed strongly
Some key results sum up our  
financial performance in 2017:
• We achieved a net profit  

of $23.5 million.
• We delivered pricing benefits of 

$48.7 million to our customers.*

• We successfully merged with  
Intech Credit Union. 

• We were recognised for our efforts, 
winning three awards: Money 
Magazine’s Home Lender of the  
Year 2017, CANSTAR Customer 
Owned Bank of the Year 2017, and 
Mozo Australia’s Best Bank 2017. 

Our performance represents strong 
progress towards our aim of being 
Australia’s leading customer owned 
responsible bank. 

We delivered on our plan
Last year, we shared with you three  
of our priorities as we head to 2020:
1. To have $6 billion in assets.  

We want to grow so we can  
have a greater positive economic, 
social and environmental impact. 
In 2017, we reached $5.1 billion  
in assets.

2. To keep developing our workforce. 
We want to build the skills and 
knowledge of our people, so 
they can show the bank’s values 
every day in the work they do for 
customers. In 2017, we launched  
a range of new policies to  
provide a more flexible, diverse 
and engaging workplace for  
our people. 

3. To invest more in our technology. 
We want to enhance our banking 
systems to create positive customer 
experiences. In 2017, we launched 
new products such as digital 
wallets and improved our digital 
banking services.

We are focused  
on the future
We remain clear about the bank’s 
strategy and priorities for the  
year ahead:
• We will invest in building awareness 

of the bank and how we do business 
to encourage further growth.

• We have put time and money into 
developing our customer experience, 
and this work is ongoing. We look 
to better understand and respond 
to the expectations of our growing 
customer base. 

• We will continue offering customers 
enhanced digital banking services, 
and we are advanced in our 
preparations for the national  
New Payments Platform in 2018, 
which will speed up payment  
times for all customers. 

• We will be part of the national 
conversation about housing 
affordability and innovations  
in housing development models  
as these will be essential to the 
future financial wellbeing of  
our customers.

We have a clear view on our future.  
In particular, we are well positioned 
to tap into consumers’ growing 
preference to make values based 
choices about where they put  
their money. 

But we can’t achieve anything alone. 

As we celebrate our 60th anniversary 
this coming year, we continue to 
build on the foundations of fair and 
responsible banking laid by hundreds 
of thousands of people who put their 
faith in this cooperative model by 
banking with the 72 credit unions that 
are part of the Bank Australia story. 

Thank you to all of you who continue 
to write this story by banking with  
us, and to those dedicated people  
who work every day as part of the 
Bank Australia team.

Judith Downes 
Chair

Damien Walsh 
Managing Director

* CANSTAR compared pricing on our deposits, loans and transactions at 30 June 2017 with the average pricing of the four major banks to determine the pricing benefit 
to our customers.
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Minerva, one of our 
youngest customers, 
contributes to a 
revegetation project 
near Merri Creek.



Three foundations of our 2020 strategic plan 

1. Our core business is retail banking.
2. We are in business for our customers, who own the bank.
3. By living our values, we will achieve our vision.

Our vision

To be Australia’s leading customer owned  
responsible bank

Our purpose 

To create mutual prosperity for our customers  
in the form of positive economic, personal, social,  
environmental and cultural outcomes

Our values

• Treat our customers with dignity and respect.
• Value, encourage and support our employees.
• Operate ethically and with integrity.
• Apply prudent financial and business practices.
• Be economically, environmentally and socially  

responsible.

Our responsibilities

We are responsible to:
• our customers – we need to enhance our customers’  

financial wellbeing and create shared value
• our communities – we want to build an equitable  

and humane society
• our environment – we want to protect natural  

capital and promote sustainable development
• our staff – we need to ensure a safe, inclusive  

and rewarding workplace.

5 Bank Australia 2017 Corporate Report



6 Bank Australia 2017 Corporate Report

How we operated 

Jasmine,  
a Landscape 
Designer, and 
her baby Tara.



How we operated

Let’s go through  
the basics first …

Bank Australia Limited is a mutually 
owned, unlisted public company 
limited by shares:
• Our core business is retail banking  

for personal customers and 
community and public sector 
organisations. 

• We are 100% customer owned.  
Each customer has one share, 
which cannot be sold or transferred 
to anyone else. As part owners, 
customers have a say in how we 
operate the bank, and they can vote 
on matters of importance at our 
Annual General Meeting.

• We operate in Australia, with our 
headquarters in Melbourne, Victoria.  
Our national lending and contact 
centres are based in Victoria’s 
Latrobe Valley, our contracts 
processing team is based in  
Bendigo, and we operate a network 
of 27 branches across Australia.

• We are regulated in the same  
way as all Australian banks, 
and deposits up to $250,000 
are protected by the Australian 
Government Deposit Guarantee. 

In 2017 we continued  
to champion responsible 
banking in Australia,  
with a focus on creating  
a positive impact on  
people, communities  
and the environment. 

To deliver positive, responsible banking 
outcomes, we had two key drivers:
1. Focusing on our customers’ needs 

and improving their banking 
experiences. We continued to 
provide a pricing benefit for our 
customers and acted to address 
the issues that are important  
to them. 

 RESULT: We provided a strong 
pricing benefit (page 19) and we 
successfully reached our profit 
target (page 11) while creating 
positive social and environmental 
impacts (pages 22-23). 

2. Expanding awareness of values 
based banking into new areas. We 
wanted to grow the bank, not just 
for the sake of growth but to help 
change the banking system so it 
serves people, is more transparent, 
supports economic, social and 
environmental sustainability,  
and serves the real economy.

 RESULT: We grew our asset base  
by $1.1 billion, successfully merged 
with Intech Credit Union, expanded 
our distribution channels, and 
opened up new branches (pages 
13 and 15), which allowed us to 
employ 20 new people (full time 
equivalent). We also invested 
$969,000 through the Bank 
Australia Impact Fund (page 47). 

We achieved these results with our 
simple customer owned operating 
model: we paid our depositors fair 
and competitive interest rates, and 
we responsibly lent those funds 
to individuals, organisations and 
businesses that share the same values.

We focus on creating a positive 
impact on people, communities 
and the environment.
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How we operated

Customer snapshot
Our customer base grew to 141,071  
as more people made the choice in 
2017 to align the way they bank with 
their values. We attracted 13,973 new 
customers (up from 10,578 in 2016),  
and our responsible approach to 
banking was the leading reason they 
joined the bank. In 2017 customers 
rated their overall satisfaction with 
Bank Australia at 86.4%, a little  
higher than in 2016.

We continued to focus on attracting 
socially aware customers in 2017,  
and this year we evolved our approach 
to identifying our target market with 
Roy Morgan Research1. As a result, 
we could target our advertising and 
marketing efforts more effectively  
and increase the proportion of 
customers joining the bank who  
were socially aware. 

We also continued to expand our 
customer footprint beyond Victoria, 
with growth in New South Wales, 
Queensland, Western Australia,  
and South Australia. 

While we grew our customer base 
this year, 7,830 customers left the 
bank (down from 13,088 in 2016). 
Customers who said fees were their 
reason for leaving the bank fell from 
12% of those who left in 2016 to 5% 
in 2017; however, the majority of 
customers who left the bank did  
so for unspecified reasons.

Also in 2017 we expanded the network 
of mortgage brokers with whom 
we work, by 137%. More than 2,000 
brokers can now offer their customers 
our lending products.

Appendix 6 contains more customer 
profile information.

We put our customers first because 
they own the bank. That’s why we  
work to meet their needs. 

1 Roy Morgan Research defines socially aware customers as consumers who are community minded and socially active, and have a strong sense  
of social responsibility.
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How we operated

Our presence and reach

> We grow with community partners

Partnerships are one way in which we grow our customer base.

Environment Victoria – one of Australia’s leading environment 
groups and a long term customer of the bank – is a great 
example. It engages a broad base of supporters to advocate 
for a safe climate by shifting to a zero emissions and an energy 
efficient economy. 

We partnered with Environment Victoria in a campaign to 
encourage its members to switch their home loans to a bank 
that does not invest in the fossil fuel industry. In doing so, 
members generate revenue for the organisation in the form of 
one-off payments from Bank Australia for each loan switched. 

The partnership is based on shared values and shared vision 
for a sustainable Australia. It has delivered the bank more than 
$30 million in home loan lending and delivered Environment 
Victoria tens of thousands of dollars in new revenue. 

 Branch locations

 Share of Bank Australia customers

 Share of mortgage brokers accredited with Bank Australia

MISC 4.98%

WA 2%  12.34%

SA 2%   6.82%

NT 0.2%   0.05%

QLD 9%  16.59%

NSW 11%  30.33%

VIC 67%  31.74%

ACT 3%  1.89%

TAS 1%  0.24%
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How we performed

Tessa switched 
to Bank Australia 
so that her bank 
was aligned with 
her values.
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How we performed

In 2017 we wanted to offer 
our responsible approach 
to banking to more people. 
Doing so meant we had  
to carefully manage the 
challenges that come from 
growth. In particular, we 
had to improve some of our 
systems and processes, and 
we had to further develop 
our staff to ensure they can 
more effectively support  
our growth ambitions.

Solid financial performance
2017 was a solid year. We achieved 
a net profit of $23.5 million (after 
tax), which was 4%2 above target. 
We expanded our total assets to $5.1 
billion, through organic growth and 
strategic merger activity, and we had 
strong growth in loans (up 33.4%) and 
deposits (up 22.6%). 

2017 was a solid year. We achieved  
a net profit of $23.5 million (after tax), 
and grew our assets to $5.1 billion.

2 The net profit after tax figure includes profit generated by the asset base of Intech Bank, afforded to Bank Australia via the merger. The 4% above target result relates 
to the budget set for Bank Australia before the merger and excludes Intech Bank financial results.

> Our key 2017 financials

Net profit after tax: $23.5 million ($22.6 million in 2016)

Customer owned reserves: $484.9 million  
($435.9 million in 2016)

Costs as percentage of income: 69.5% (66.9% in 2016)

Capital adequacy ratio (capital held against risk weighted 
assets): 17.0% (18.7% in 2016, compared with average of 14.1%  
for locally owned non-major banks in 2017)

Total liquidity as a percentage of on balance sheet liabilities: 
13.4% (17% in 2016)

Loans 30 days or more in arrears as percentage of total loan 
portfolio: 0.2% (0.2% in 2016)

Number of loan accounts varied to help customers manage 
their debt or support customers experiencing financial 
hardship: 164 loans (111 loans in 2016)
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How we performed

Credit rating

In May 2017 international ratings 
agency Standard & Poor’s downgraded 
credit ratings for a number of 
customer owned banks on the back 
of analysis and the outlook for the 
Australian economy. As part of this 
wider downgrade, our long term  
credit rating was adjusted down  
(to BBB from BBB+), which was 
consistent with similar sized 
institutions. This change had a 
minimal impact on our business. 
Some institutional customers 
moved investments in line with their 
investment mandates, but not at a 
scale to cause concern. Our business 
is predominantly funded by retail 
deposits, with relatively low levels 
of institutional funding. As such, our 
overall position remained strong as 
we continued to experience significant 
asset growth in 2017.

Four key things we want 
you to know
First, our capital reserves rose by 11%  
to $484.9 million in 2017. In other 
words, we’re growing profitably and  
we built our capital reserves, which  
are crucial to supporting future growth 
and ensuring the bank’s strength  
and security. 

Second, our liquidity levels remained 
well above both statutory and Board 
minimums. 

Third, we maintained our responsible 
approach to lending so we did not 
put customers under undue financial 
pressure by lending them more than 
they could afford to repay. We saw a 
small increase in hardship requests 
and delinquent loans due to economic 
pressures, but our credit quality 
performance remains well above the 
average for all other banks. 

Fourth, we continued to manage  
our costs efficiently, with a cost to 
income ratio of 69.5%, which was 
slightly higher than the 2016 ratio.  
This approach allowed us to price  
our products fairly and competitively,  
while remaining profitable.

Our profile as leaders in customer 
owned responsible banking continues 
to generate positive social and 
environmental impact.
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How we performed

Operational changes
We embrace innovation as we need 
to deliver an exceptional customer 
experience. We also need to respond 
to changes in regulation. These 
drivers led us to make the following 
operational changes in 2017:
• We centralised our lending 

operations to create more efficient 
loan assessment. Plus, we trialled 
new work processes to more 
effectively manage our growth.

• We expanded the geographic  
spread of our customer base.  
To better service these customers, 
we increased our physical presence 
in New South Wales, opening a 
flagship branch in the Sydney CBD. 
We also added two Intech Credit 
Union branches to our network,  
and broadened our national 
mortgage broker network. Further, 
we set up new partnerships with a 
number of not for profit customers, 
to encourage their members and 
supporters to become Bank Australia 
customers. 

• We completed Australia’s first fully 
electronic mortgage settlement, 
which means customers can 
now complete the whole process 
of getting a home loan (from 
application to settlement) online.

> Our efforts were 
recognised

Money Magazine 2017  
Home Lender of the Year

Australia’s Best Bank 2017 
(Mozo)

Customer Owned Bank of  
the Year 2017 (CANSTAR)

> We help customers in hardship 
Our growth in 2017 did not come at the expense of our 
commitment to responsible lending. We maintained a strong 
balance sheet, with high credit integrity compared with 
industry benchmarks. This outcome relies on many factors 
including how well we look after our customers experiencing 
financial hardship. Our Hardship Assistance team helps 
customers to manage their loan repayments and to improve 
their financial position. 

This year we made it easier for our customers to find 
information on our website and Internet banking about 
how we help people experiencing hardship. We understand 
circumstances can change for our customers, and 
sometimes customers can struggle to repay loans. 

In 2017, our team varied 164 loan accounts to assist 
customers, up 47.75% from 111 variations in 2016.
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How we performed

Improved employee 
engagement
Our people are essential to what  
we can achieve as a responsible 
bank. We are constantly thinking 
about how to build the engagement 
and capability of our staff. In 2017 
we offered more employment 
opportunities, including 18 new full 
time equivalent jobs, and we remained 
committed to keeping jobs in Australia. 
We also reinforced our internal culture 
of responsible banking, and we 
developed the skillset of our existing 
staff as we introduced new ways  
of working across our lending  
and retail operations.

We also updated our people and 
culture policies and programs in 2017. 
Enhancements included parental 
leave entitlements (which now include 
12 weeks paid leave for primary 
carers, and two weeks paid leave for 
secondary carers) and more flexible 
work arrangements. We also adopted 
new policies to reflect what people 
expect of a modern workplace – for 
example, we introduced volunteer 
leave, so our people can be involved  
in our efforts to create positive social 
and environmental change. 

Remuneration
As our customers expect, we take a 
responsible approach to remuneration, 
offering fair and competitive salaries 
to our people. We do not offer sales 
based commissions to our staff or 
bonuses to our executives, which 
means our focus remains on our 
customers’ best interests at all times. 

Gender pay equity
We are committed to pay equity for 
all our staff, and do not discriminate 
by gender, background, identity or 
geographic location. Every two years 
we assess gender gaps in pay. This 
assessment accounts for all possible 
factors, such as performance and 
unique skill sets, and then identifies 
action to narrow the gap. A formal 
review was conducted in 2015, and 
we took corrective actions. The next 
formal review will take place in late 
2017, as part of this ongoing effort  
to achieve gender pay equity.

The average salary packages for 
employees at different levels of the 
bank at 30 June (page 44) reflect the 
need for this ongoing effort (noting 
some of the discrepancy in these 
figures may reflect factors not related 
to gender). Appendix 3 contains more 
information about our workforce and 
remuneration approach.

Nora, our Sydney Branch 
Manager, launches the new 
Sydney branch on York Street.
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How we performed

The ratio of our Managing Director’s  
wage to the median wage at the bank  
was 10:1 in 2017. It is low compared 
with the ratio of other private sector 
businesses. It reflects our approach 
to remuneration: we don’t pay sales 
based incentives to staff or bonuses 
to executives. Why? We want our 
customers’ needs, not our own, to 
drive our decision making at all times. 

By way of illustration, the University 
of Queensland reported in The 
Conversation in September 2016 
that the multiple of CEO annual total 
remuneration to the average wage 
in Australia (ABS, May 2016) across 
19 listed companies – including Nine 
Entertainment, Harvey Norman, 
Wesfarmers, BHP Billiton and 
CommBank – spanned 15:1 to 106:1.

Employee engagement
To measure how well we engage  
with our employees, we asked them 
in 2017 whether they agree with the 
following statements:
1. I would recommend Bank Australia 

as a great place to work.
2. Working at Bank Australia motivates 

me to go beyond what I would in  
a similar role elsewhere.

3. I rarely think about looking for a job  
in another company.

4. I see myself still working at Bank 
Australia in two years.

5. I am proud to work for Bank 
Australia.

Of the 84% of our employees who 
responded to the survey, 73% agreed 
or strongly agreed with all these 
statements – up from 68% in 2016. 
Our target is to achieve employee 
engagement of at least 80% annually. 

We also asked employees which  
of our values they thought was most 
important. Of those who responded, 
95% rated integrity as most important, 
and 86% thought we’re strongly 
demonstrating that value. 

Diversity and inclusion 
programs
We made strong headway on 
employee diversity and inclusion in 
2017. One important element is our 
traineeship program, which looks to 
foster real inclusion. Thirteen trainees 
took part in the program in 2017, 
including one Indigenous participant 
and four from a refugee / asylum 
seeker background. We look forward to 
the wider pool of talents, experiences 
and perspectives that these trainees 
bring to our bank, further enhancing 
our customer experience.

> Meet our Sydney staff 
On 10 January 2017, we opened the doors of our new Sydney 
CBD branch. The launch of this flagship branch improves our 
visibility in Sydney and across New South Wales, and allows 
socially aware consumers living in Sydney to more easily 
access our services. Expanding our physical presence there 
is part of our growth strategy. 
Meet Nora Alexanian, Sydney Branch Manager:  
‘Having worked for other banks in recent years, coming to work for  
Bank Australia was an easy choice for me. The bank’s values align with 
my own, and I’m really enjoying talking to new customers about all  
of the things we do for people and the environment.’

Meet Amon Poole, Sales and Service Manager:  
‘I had worked for Bank Australia in Melbourne for three years, [and]  
I was excited to take the opportunity to move to Sydney and be part  
of growing our presence. Already we are seeing new customers walk  
in out of curiosity, and leave having learned that a bank really can stand 
for more than just profit.’



16 Bank Australia 2017 Corporate Report

How we performed

Our merger with  
Intech Credit Union
We merged with Intech Credit Union in 
2017, creating the Intech Bank brand. 
The merger saw almost 10,000 people 
working in the technology sector 
become customers of Bank Australia. 
It increased Bank Australia’s assets by 
approximately $330 million and added 
three new branch locations to our 
network.

This merger reflects our ambition to 
achieve greater scale primarily through 
ongoing strong organic growth and 
strategic mergers that represent value 
to our customers. We are pursuing 
plans to build on this base and attract 
more new customers from across  
the information communication  
and technology sectors. 

Investments by Bank 
Australia’s Impact Fund
The Bank Australia Impact Fund 
supports projects and initiatives  
that contribute to better outcomes  
for people, our communities and  
the planet. The bank allocates 4%  
of after tax profit to the Impact  
Fund each year. 

In 2017 we invested in larger projects 
and supported a number of smaller 
projects being conducted by our 
customers (appendix 4 contains the 
full list of investments). We look for 
significant projects that generate 
clear social and environmental 
outcomes. In summary, we invested 
$434,001 in programs with a positive 
environmental impact and $535,205 
in projects or programs with positive 
social benefits. Our Conservation 
Reserve remains our single largest 
investment.

We allocated almost 10% of the 
Impact Fund towards supporting 
initiatives run by our customers. In 
2017 we funded 10 customer projects 
creating impact in conservation,  
social justice, disability support,  
and educational disadvantage. 

You’ll find more about the 2017 Bank 
Australia Impact Fund investments in 
this report’s ‘Creating a positive impact 
for people’ and ‘Creating a positive 
impact for the planet’ sections. 

> We support our communities
Since 2015 we have been working with Latrobe Valley community leaders to 
develop the Latrobe Youth Choices program – a collective impact project that 
promotes and creates opportunities for employment, education, mentoring  
and training for young people in the region. 
In May 2017, we supported the program’s launch of Just One Thing. This public campaign  
aims to engage individuals and the business community to make a difference to the lives  
of local young people. 

Just One Thing was developed through focus groups that included local young people, and 
community and business leaders, who identified youth disengagement from education and 
employment as a key issue to address. So, Just One Thing asks everyone in the community  
to commit to one thing that they can do to help give a young person a chance, whether 
through employment, mentoring, or help to feel part of the community.

A collective effort is needed to build a supportive community that values inclusiveness  
and offers opportunities for all. Our involvement in Latrobe Youth Choices is one way  
in which we can create mutual prosperity and a brighter future for young people living  
in regional Australia.
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We have plans to do more
We are already thinking about 
2018 and beyond. We’re taking 
steps to: 
• talk to customers again in early 

2018 to understand the issues 
important to them and how  
they see the bank addressing 
those issues

• further build the engagement 
of our employees in the bank’s 
strategy and in improving 
customer experience

• grow our customer base by 
investing in the profile of our  
brand and educating people  
about values based banking.

Veena is a Customer 
Service Consultant in  
our Kew branch and  
a passionate gardener  
and cook.

> Meet our staff 
Bank Australia is committed to helping foster social 
inclusion in Australia which is why we partnered with 
the Brotherhood of St Laurence to help deliver its Given 
the Chance program. This program places people from 
an asylum seeker or refugee background into work 
placements with organisations including Bank Australia. 
Given the Chance works with employers to create 
employment pathways for asylum seekers with  
work rights.
The program supported four interns to work at our Melbourne office.  
The interns complete a 12 month financial services internship, which 
gives them broad exposure to different areas of the bank. Program 
participants have completed placements in our Melbourne branches, 
as well as our administration, finance, retail operations and IT 
departments, and several have gained ongoing employment with  
the bank. 
The Given the Chance program has a strong advocacy component. 
It has been funded, in part, to help change the conversation in our 
community about what people seeking asylum can contribute to 
Australia if they are just given a chance.
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Julia is passionate about 
helping people and the 
environment, through 
living more sustainably 
and volunteering to 
teach English to people 
seeking asylum.
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How we met customer needs

What was new in 2017

A major focus for 2017, 
which we’ll continue in 
the years ahead, was to 
improve the experience 
for our customers when 
banking with us. To start, we 
ran workshops to fine tune 
our understanding of our 
customers’ expectations. 
We also interviewed our 
staff to identify the systems, 
policies and processes  
that created obstacles 
for them in meeting our 
customers’ needs. 

Technology is key to a quality  
customer experience, and we 
continued to invest in expanding 
our online banking functionality. 
In response to customer feedback, 
we launched digital wallets (Apple/
Samsung/Android Pay), improved  
our Internet banking service, and 
upgraded our mobile banking app.  
In 2017 customers using our mobile 
app grew to 31,570 (up from 22,967 
last year). And almost 3,500 customers 
now use one or more of our new  
digital wallet services.

In 2018 we will continue to focus 
on making customer experience 
improvements a priority.

How we grew customer 
prosperity
This year, we again faced a challenging 
macro-economic environment. Inflation 
remained low, and so did interest rates. 
While unemployment figures were also 
low, underemployment emerged as a 
bigger issue, and wages growth was flat 
across many sectors of the economy. 
The housing market also continued 
to rise in many markets, energy prices 
soared, and the Australian Prudential 
Regulatory Authority (APRA) tightened 
requirements on lenders, particularly for 
investment and interest only loans. 

In this environment, our priority 
in 2017 was to help protect our 
customers’ financial wellbeing.  
We maintained a fair and competitive 
suite of banking products, returning 
value to our customers through  
pricing benefits (valued by CANSTAR) 
of more than $48.7 million – up 46.7% 
from 2016. Appendix 5 provides more 
information about how CANSTAR 
measures our pricing benefit  
to customers. 

In 2018 we will continue to focus 
on making customer experience 
improvements a priority.
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What’s more, along with our growth  
in both lending (33.4%, up from our 
target of 12%) and deposits (22.6%, up 
from our target of 10%), we continued 
to build up strong customer owned 
reserves to support our growth as 
a bank. This growth in lending and 
deposits includes that generated by 
the merger with Intech Credit Union  
on 1 January 2017.

How we helped customers 
Here are three examples of our work  
in 2017 to serve the best interests  
of our customers.

We set up a Customer Advocate
In 2017 we set up a Customer 
Advocate role that is independent from 
our internal dispute resolution process, 
to give our customers an alternative 
voice. The Customer Advocate 
is responsible for understanding 
customers’ issues and promoting 
customers’ interests in our operations. 
The role does not manage individual 
matters; instead, it works across the 
bank to identify any system, process  
or service issues, and to ensure we 
resolve customer concerns promptly 
and fairly.

We tackled financial exclusion
In 2017 we launched our first Financial 
Inclusion Action Plan. This plan is our 
response to the financial exclusion 
that affects at least three million 
Australians3. We do not think it is 
acceptable that these Australians 
struggle to access financial products 
and services, and are more likely to 
face hardship. Our action plan commits 
us to improving our customers’ access 
to low cost, convenient and effective 
financial products and services,  
and helping customers build their 
financial capability. 

To develop the plan, we reviewed  
how we now work with customers 
who may be vulnerable to financial 
exclusion. One outcome of our review 
was the launch of a fee-free basic 
access account for customers who 
are on low incomes and receive 
government support. Our Pension 
Access account offers fee free 
transactions to customers who  
receive an aged, disability or  
veteran government pension.

We worked hard to protect  
our customers from fraud
Bank Australia is committed to 
protecting our customers’ wealth  
from fraud. Consistent with industry 
trends (including increased online 
targeting of people’s bank accounts, 
identity takeover, lending fraud, ATM 
skimming and email scams), our fraud 
losses rose over the past five years  
in line with other banks.

Card skimming, card misuse and 
internet banking fraud accounted  
for 90% of these losses. Fraud losses 
accounted for 1.8% of that banks  
net profit after tax, an increase  
of 0.3% from 2016.

This year, to further develop our 
capability in tackling internal and 
external fraud: 
• We continued to improve our 

systems to monitor vigilantly  
for suspicious activity on our 
customers’ accounts.

• We implemented further fraud 
awareness training for our staff, 
building their confidence to act 
on and escalate concerns about 
potential fraud activity.

• We continued to educate  
customers about fraud risks  
and emerging scams through  
our customer newsletter, social 
media channels and website.

3  Centre for Social Impact 2014, Measuring financial exclusion in Australia.

> We support housing affordability
Everyone is talking about affordable housing, and we know 
it is a key issue for our customers. In 2017 we supported 
efforts to improve housing affordability such as the ACT Land 
Rent Scheme. This scheme allows eligible borrowers to rent 
land from the ACT Government to build a home on, so the 
customer needs to finance only the home construction. 

We also finance social and disability housing providers to 
support the development of housing projects that create 
safe and secure accommodation for people with disability, 
escaping family violence, or at risk of homelessness. 
Appendix 7 contains a breakdown of our lending portfolio.
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> We talk to our customers
We asked the market research company Forethought to 
ask our customers about their satisfaction with the bank 
and their own financial situation.
Customer satisfaction with Bank Australia
Overall, customer satisfaction with Bank Australia remained healthy 
in 2017. Across all customers, 86.4% were satisfied or extremely 
satisfied – equivalent to our 2016 result of 86.0%. We’ll use the 
detailed survey findings to enhance the experience that the bank 
provides to customers.

Customer satisfaction with their financial situation
When it comes to customers’ satisfaction with their financial situation, 
74.3% were satisfied (including 38.7% who were very satisfied).  
We asked the same question of a sample from the general Australian 
population; of these people, only 49.0% were satisfied with their 
overall financial situation.
Note: The method for measuring customers’ satisfaction with their financial situation changed this year 
to increase its accuracy. For this reason, we cannot directly compare the 2016 and 2017 figures. However, 
we observed the gap between the satisfaction of Bank Australia customers and of the general population 
grew. In 2016, 69.0% of customers reported they were satisfied, compared with 51.0% of the general 
population. Appendix 6 contains more information about the survey method and results.

We have plans to do more
We are already thinking about 
2018 and beyond. We’re taking 
steps to:
• do more to improve our 

customers’ experience when 
banking with us

• understand and promote the 
development of innovative 
housing that meets the needs  
of different Australians

• find new ways to support 
vulnerable customers and 
help them build their financial 
capability.
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Our customer Erin 
wears various hats 
as a small business 
owner, community 
leader, mother, artist, 
dancer and teacher.
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We use the tools of banking 
to create positive social 
change, and our customers 
want us to act to address 
the social issues that they 
care about. Here, we  
explain how we funded  
or supported initiatives  
in 2017 that create positive 
impact for people and  
their communities. 

Lending that benefits 
people
As a member of the Global Alliance  
for Banking on Values, we track 
the share of our loan portfolio that 
particularly benefits people and the 
community. This share includes loans 
to the community housing sector,  
and loans for environmental reasons 
such as solar panels or energy  
efficiency upgrades.

In 2017 loans that benefited people 
represented 4.1% of our lending 
portfolio at $178.2 million, compared 
with 4.8% ($155.6 million) in 2016. 
They were mostly loans for affordable 
housing, and to support the social 
and disability housing sector. While 
these loans grew by $22.2 million, 
they represented a slightly lower 
percentage of our overall lending 
portfolio because individual home 
lending grew significantly in 2017. 

One example is our relationship  
with Women’s Property Initiatives  
(see page 24). Through our lending  
to develop and provide good quality,  
long term, affordable housing, we’ve 
helped build a secure future for  
women and children in need. 

Appendix 7 contains more information  
on our lending portfolio. 

We want all Australians to do well,  
and to see prosperity being shared  
in a fair and just society.
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Social projects supported 
by our Impact Fund
In 2017 we invested $535,205 from 
our Impact Fund to support activities 
that create positive impacts, benefit 
people, and help build strong and 
resilient communities. Here’s a 
rundown on our main activity.

Reconciliation activity 
Our Reconciliation Action Plan  
outlines tangible actions to help  
close the gap between Indigenous  
and non-Indigenous Australians.  
These actions aim to improve  
cultural awareness, build capacity  
and empower individuals. 

In 2017 we invested $97,047 from the 
Impact Fund in reconciliation projects:
• Community leadership scholarships 

help emerging Indigenous leaders 
to develop skills, build networks and 
share their experience with non-
Indigenous leaders in their regions. 

• CSIRO Science Pathways for 
Indigenous Communities combines 
indigenous knowledge with Western 
science, to teach students and help 
communities look after their country. 
It also creates opportunities to lead 
Indigenous students to further 
education and employment in 
science related fields. 

• Community HART awards celebrate 
initiatives that are Helping Achieve 
Reconciliation Together (HART).  
The 2017 winners included the 
Rural City of Wangaratta Bullawah 
Cultural Trail Project, the Mullagh 
Wills Foundation ‘Journey to the G’ 
program to promote reconciliation 
through sport, and the Sovereign Hill 
Museums Association / Wathaurung 
Aboriginal Corporation Gnarrwirring 
Ngitj (Learning Together) Festival. 

Financial inclusion activity 
Our Financial Inclusion Action Plan 
(FIAP) demonstrates our commitment 
to helping the more than 3 million 
Australians who are experiencing 
serious or complete financial exclusion. 
Bank Australia is one of 12 trailblazing 
organisations that have developed 
a plan to support greater financial 
inclusion and improve Australia’s 
financial resilience. 

Our FIAP sets out clear actions for  
us to implement over the next  
12 months, focusing on people and 
communities vulnerable to financial 
exclusion. These actions include:
• continuing our responsible approach  

to banking, lending money to 
customers who can repay debt, 
not paying sales performance 
based commissions to our staff, 
and offering accounts with fee-free 
features for customers who receive 
government benefits

> We finance Women’s Property Initiatives
Women’s Property Initiatives’ (WPI) is a long standing  
Bank Australia customer, having received our commercial 
finance for a number of community housing projects.  
Our relationship with WPI demonstrates how we use our 
lending activity to help address societal issues that concern 
our customers, such as increasing the stock of housing 
available to women and children escaping violence.
WPI develops and manages safe and secure housing for  
women who face disadvantage in their ability to access housing.  
This disadvantage can arise for many reasons, including unemployment 
or under-employment, lower wages, carer responsibilities (for children  
or elderly parents) and other barriers.

WPI provides high quality, long term homes for over 180 women and 
children around Melbourne. Tenants pay rent that is no more than 30%  
of their household income, so they have the financial capacity to do  
more than just exist. Many women return to work or study. Others can 
focus on parenting children who have suffered trauma from family 
violence or the instability of their living situation.
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Our CSIRO Science Pathways for 
Indigenous Communities project is 
helping link Aboriginal and Torres 
Strait Islander young people to 
scientific education.

> We support emerging Indigenous leaders
As part of Bank Australia’s commitment to reconciliation, we 
support emerging Indigenous leaders to develop their skills, 
knowledge, confidence and networks so they can participate 
more fully in local community leadership programs.

Each year, we provide scholarships for community leadership 
programs across Victoria’s Loddon Murray, Northern Mallee, 
Gippsland and Ballarat regions, and in South Australia. By 
providing these scholarships, we can help Indigenous leaders 
build their skills and networks, and share their experience with 
non-Indigenous leaders in their regions.
‘I wanted to pursue a pathway within justice, to make those hard decisions at a 
higher level in government because the importance of having Aboriginal people part 
of those conversations is invaluable, and we don’t want non-Indigenous people at 
a higher level making those decisions on our behalf. We need to be able to join that 
party and join that conversation and say look, we’re doing this together. The best 
advice for Aboriginal communities should come from Aboriginal people.’

Jon Kanoa, Bank Australia Indigenous Scholarship recipient (Ballarat & Western 
region program) and now Director of Family Support Services, Ballarat & 
District Aboriginal Co-operative
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• focusing on communities where 
we have links to customers and 
communities at high risk of social 
exclusion, such as Melbourne’s  
inner north and the Latrobe Valley  
in regional Victoria

• raising awareness of the bank’s 
approach to helping customers 
experiencing financial hardship

• improving data collection and 
analysis to inform actions in  
future FIAPs

• exploring links between financial 
exclusion and other customer 
priorities for action, such as  
reducing family violence and its 
impacts, treating refugees fairly  
and humanely, taking action on 
climate change, and closing the  
gap between Indigenous and  
non-Indigenous Australians. 

We will report on our performance  
against these actions in our 2018 
corporate report. 

Disability inclusion activity
We launched our first Disability  
Action Plan in November 2016.  
The plan commits us to improving 
access for people with a disability, 
whether they are customers or 
employees. The plan covers four areas:
• improving customer access to 

products, services and buildings
• increasing the recruitment and 

retention of people with a disability
• increasing awareness of inclusion 

and accessibility
• creating a positive community 

impact. 

In the plan’s first year, we focused 
on better understanding the tangible 
opportunities to increase inclusion and  
the investment required. We will report  
on our performance against these 
actions in our 2018 corporate report. 

Education related activity
We are helping to address Australia’s 
large and growing problem of 
educational disadvantage, especially 
among students from regional, 
Indigenous and low socioeconomic 
backgrounds. 

In 2017 we invested $311,500 from  
the Impact Fund in educational 
projects:
• The QUT Learning Potential Fund 

provides scholarships to QUT 
students who are disadvantaged and 
who are enrolled in or applying for  
an undergraduate course in business, 
creative industries, education, 
health, law, science or engineering. 

• The Intech Bank Scholarship in IT 
at the University of Technology 
Sydney and the Intech Swinburne 
Scholarship help IT students who 
are disadvantaged to complete  
their first year of study.

• State Schools Relief distributes 
uniforms and other school 
necessities such as scientific 
calculators to families who cannot 
afford them. These items are a 
symbol of acceptance, inclusion  
and equality. 

Bank Australia MD 
Damien Walsh with  
Big Issue vendor  
Robert. Our partnership 
with the Big Issue is 
helping to address 
financial exclusion  
and disadvantage.
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Other important activity in 2017
Here are some other key social issues  
that we tackled in 2017:
• We supported customers in the 

Latrobe Valley affected by the 
closure of the Hazelwood power 
station. We ran information sessions 
for nearly 100 customers and offered 
reduced costs for financial advice  
for those who wanted more 
guidance. This work is ongoing. 

• We are working to improve education 
and employment opportunities for 
young people via our Youth Choices 
initiative, for example. We are also 
helping to create new jobs in our 
Latrobe Valley operations as the 
bank grows. 

• We supported the Progress 2017 
conference, which is a leading 
event for progressive civil society 
organisations. Australia’s progressive 
thought leaders, policy advocates, 
campaigners and change makers 
gathered to build skills and form 
networks to take action on climate 
change, social justice and human 
rights issues.

• We became the vendor uniform 
partner of The Big Issue, which 
creates job opportunities for people 
who are homeless, marginalised 
and disadvantaged. Also through 
the partnership, our staff are 
volunteering to help via activities 
such as cooking at vendor breakfasts 
and participating in street soccer.

• We worked with the Victorian 
Women’s Trust on the Breakthrough 
event, which brought together 
leading thinkers to tackle topics 
such as gender equality and family 
violence. As part of this event, 
we hosted the workshop ‘Life, 
Relationships + Money: Discuss’  
where participants discussed the 
financial issues that arise in family 
violence situations and how they can  
be addressed. The output from this 
session continues to inform our work  
on financial inclusion.

• We entered our fifth year as the 
Principal Partner of Melbourne 
Fringe which provides an important 
platform for artists to test bold 
creative ideas, and to challenge 
norms in art and society by 
celebrating the unconventional.

We have plans to do more
We are already thinking about 
2018 and beyond. We’re taking 
steps to: 
• launch our fourth Reconciliation 

Action Plan 
• pilot a program of practical 

budgeting workshops with  
Big Issue vendors as part  
of our FIAP

• prepare for growth by  
refurbishing and expanding  
our National Contact Centre  
in Moe to accommodate up  
to 50 more employees. 
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Lara lives in Melbourne 
with her partner Eddie 
and son Raffi.
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We have a responsibility to support 
action and invest in work that  
protects our environment.

We know our customers 
share this view, and we 
focus on the environmental 
issues that they tell us are 
their priorities. Here’s a 
rundown of our work for  
the environment in 2017.

Our work to address  
climate risk
Climate change poses significant risks  
to the sustainability of our planet, 
including:
• increasing instances of natural 

disasters and extreme weather 
events

• threats to agriculture through the 
increased likelihood and severity  
of droughts and pestilence

• melting of polar ice, leading to the 
rising sea level and displacement  
of people living in low lying areas

• increasing threats to health posed  
by air and water pollution. 

These risks may impact the 
communities in which we operate and 
our customers live, so they carry risks 
for our bank and the assets that we 
finance. So, to protect the interests of 
our customers, we must actively and 
seriously consider the risks posed by 
climate change. And we must respond 
to them in how we operate the bank 
and through our advocacy for the 
transition to a low carbon economy. 

We also believe a transition to a lower 
carbon economy provides opportunity 
for new markets powered by innovative 
technologies, and for new, more 
sustainable ways of living.

We manage these risks by not lending 
to businesses that operate in climate 
exposed industries (such as fossil fuel 
extraction or burning), and by reducing  
the environmental impact of our 
operations by offsetting carbon 
emissions, purchasing and generating 
renewable electricity, and owning the 
Bank Australia Conservation Reserve.

We recognise the current reliance that 
Australia has on the generation of 
electricity from fossil fuels. We believe 
that we must transition the economy 
and support affected communities 
such as the Latrobe Valley in Victoria, 
to adopt more renewable sources of 
energy to address the risks posed by 
climate change. 
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Lending that benefits  
the planet
In 2017 loans that benefited the 
planet represented 5.2% of our 
lending portfolio, at $225.3 million, 
compared with 6.2% at $198.9 million 
in 2016. They included lending to 
environmental organisations and 
projects for renewable energy, energy 
efficiency and retrofits, and ‘green’ 
housing and buildings. While planet 
related lending grew by $26.3 million, 
it fell slightly as a share of our total 
lending because home lending grew 
significantly in 2017. 

Appendix 7 contains more information  
on our lending portfolio.

Our Impact Fund’s 
environmental projects
In 2017 we invested $434,001  
from our Impact Fund to support 
activities that benefit the environment. 
We support the environment that 
supports us, because we recognise we 
cannot be successful in business or in 
life without a healthy environment. 

Our single largest investment is our 
Conservation Reserve, which comprises 
927 hectares of biodiverse bushland 
that is protected against future 
development or clearing. It is one of 
the ways we address our customers’ 
concerns about climate change and 
threatened animals and plants.

In 2017 we appointed Greening 
Australia and Trust for Nature to 
partner with us to manage the reserve. 
With our partners, we have created  
a new strategic vision for the reserve, 
building on developments in science 
and conservation practice. 

In particular, we are implementing  
a more resilient and innovative 
approach to land management and 
the creation of habitat for threatened 
species on the reserve. 

Through the reserve, we also offset 
the environmental impacts of new 
home constructions that we finance 
by protecting the equivalent amount 
of land. In 2017 we offset 95,709 m2 
of new home constructions (from 
109,955 m2 in 2016). While we funded 
more new construction loans in 2017, 
the average land size of these loans 
was lower than in 2016. 

We also improved our method of  
offsetting carbon emissions associated 
with our car loans. In previous years  
we used tree planting on the reserve 
to offset these emissions. In 2017 we 
switched to purchasing offsets eligible 
under the National Carbon Offset 
Standard, to align our approach with 
current best practice. Appendix 10 
contains more information about our 
environmental management plan. 

Bank Australia does not, and will never, 
lend funds to the fossil fuel industry. 
Like our customers, we believe this 
lending policy is the appropriate ethical 
and financial decision for Australia’s 
leading responsible bank. 
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We also worked at the community 
level in 2017:
• We continued our three year 

investment in the Woodlands and 
Wetlands Trust’s Bettong Buddies 
project, which protects eastern 
bettongs in a nationally significant 
sanctuary in the ACT. The project 
introduces primary school students 
to concepts of food webs, weeds, 
feral animals and unique Australian 
biodiversity. 

• We helped the Bendigo 
Sustainability Group fund 
community owned solar panels. 
The group places solar panels on 
community buildings, and receives 
market value for the electricity that 
they generate. 

Creating positive impact for the planet

> We’re using the Conservation Reserve  
to protect threatened species

Over the summer, we worked with our partners Greening 
Australia and Trust for Nature, and our customer the Nature 
Glenelg Trust, to conduct scientific monitoring across the 
Bank Australia Conservation Reserve. 

This work found 227 native plant and 270 native animal 
species live on the reserve, including iconic species such  
as red kangaroos, emus and echidnas, and much loved 
species such as sugar gliders and shingleback (stumpy) 
lizards. Of these species, 13 animal species and 11 plant 
species are under threat.

This information gave us even more reason to keep 
pursuing conservation initiatives that increase habitat  
and food availability for all species that call the Bank 
Australia Conservation Reserve home. Appendix 11  
contains more information on our strategic plan for the 
Conservation Reserve.
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The Bendigo Archives 
Centre is fitted with 
solar panels.

> We support community owned renewable energy
In 2016 our customer Bendigo Sustainability Group 
completed a major community sustainability project in 
Bendigo by accessing both a loan and a grant from Bank 
Australia. The project received $10,000 in funding from our 
Impact Fund, and a $10,000 commercial loan.

The 31 kilowatt solar photovoltaic system has since been 
installed on the Bendigo Archives Centre and supplies 
around 25% of the centre’s total energy needs. Under the 
agreement between the City of Greater Bendigo and the 
Bendigo Sustainability Group, the electricity generated by 
the solar system will be sold to the council at a commercial 
rate. 

After 15 years, the Bendigo Sustainability Group will hand 
over the panels to the council, to remain with the city and the 
community. 

In addition to the benefits to the Bendigo Archives Centre, 
the project generates an income stream that will allow the 
Bendigo Sustainability Group to pursue more sustainability 
projects. The group is already developing a community 
health project and a community housing project.
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Our Environmental 
Management Action Plan
We work to minimise the 
environmental effects of our 
operations, being a signatory to 
agreements such as the United 
Nations Global Compact and the  
We Mean Business climate 
commitments. In 2017 we also 
became a Founding Partner in the 
Victoria Government’s TAKE2 pledge. 

This is how we fared in 2017:
• Greenhouse gas emissions  

decreased by 2% to 1494 tonnes 
tonnes, thanks to efforts including  
an upgrade to LED lighting at our  
head office and most other  
branch locations. 

• Greenhouse gas emissions per  
FTE staff member decreased –  
down 7% to 4 tonnes per FTE.

• We kept our operations carbon 
neutral, purchasing 1494 tonnes  
of offsets. 

• The solar panels installed on our 
head office at Kew generated 13% 
of the building’s annual electricity 
consumption. 

This year we improved our method 
of offsetting the carbon emissions 
generated by the cars that we finance 
through our car loans. In previous years 
we used the carbon sequestration 
through tree planting on the reserve  
to offset these emissions. 

We have now switched to purchasing 
offsets eligible under the National 
Carbon Offset Standard to align 
our approach with current best 
practice. Appendix 10 contains more 
information about our environmental 
management plan.
• We offset 7,908 tonnes of carbon  

for emissions from our customers’  
car loans in 2017.

• We purchased a total 74,015 tonnes 
of carbon offsets from Verified 
Carbon Standard Projects in India 
to account for changes to our car 
loan offset methodology since 2008. 
These offsets were chosen as it was 
challenging to find available verified 
Australian offsets within our budget.

A responsible supply chain
Our approach to responsible banking 
extends to the environmental 
performance of our supply chain.  
We have started implementation  
of a new tool to help us better select 
and monitor our suppliers. 

The tool will help us assess suppliers 
based on their responses to questions 
about organisational governance, 
human rights, labour practices, the 
environment, fair operating practices, 
consumer issues, community 
involvement and climate risk. It will 
also help us generate a personalised 
supplier action plan, to encourage 
suppliers to adopt more sustainable 
business practices where needed.

We have plans to do more
We are already thinking about 
2018 and beyond. We’re taking 
steps to:
• buy energy through the  

Melbourne Renewable Energy 
Project to meet our commitment 
to buy 100% renewable electricity

• align the Bank Australia 
Conservation Reserve with 
international carbon offsetting 
standards

• adopt a science based target for 
reducing our greenhouse gas 
emissions.



34 Bank Australia 2017 Corporate Report

Appendices

1. About this report

2. Governance and managing risk

3. Workforce data

4. Bank Australia Impact Fund

5. CANSTAR customer benefit

6. Customer profile

7. Lending portfolio

8. Statement of Assurance

9. Responsible banking commitments

10.  Environmental management

11.  Bank Australia Conservation Reserve

12.  Glossary



35 Bank Australia 2017 Corporate Report

Appendices

Appendix 1:  
About this report

This report presents Bank Australia’s performance against  
our strategic plan for the period 1 July 2016 to 30 June 
2017 (called 2017 in this report), unless otherwise stated.

Bank Australia also provides statutory accounts (the 2017 
Financial Report) to support this corporate report, as 
required by law.

This report incorporates the activities of Bank Australia 
Limited and its subsidiaries. For the period 1 July 2016 to 
5 December 2016, the company’s entity name was mecu 
Limited (trading as Bank Australia). 

The company changed its name to Bank Australia Limited  
on 6 December 2016. 

This report does not include the performance of third party 
organisations that provide services to Bank Australia and  
our customers. 

Our reporting frameworks
In developing this 2017 Corporate Report, we applied  
the following sustainability reporting frameworks to guide  
our thinking:

Framework Purpose

AA1000 Accountability Principles  
Standard 2008

To guide the development of our Stakeholder Engagement Strategy

To guide our approach to identifying, analysing and prioritising the material 
issues for the report

Integrated Reporting Framework To guide our reporting process for the bank

To guide how we identify material issues with reference to the seven capitals

To guide how we identify links between our strategic plan and the indicators 
selected for reporting

Global Reporting Initiative’s (GRI) G4 
sustainable reporting framework

To guide how we identify indicators for reporting. This report does not report  
on the full list of GRI indicators; rather, it covers a selection of indicators that 
are a priority for our customers.
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How we engaged our stakeholders
Stakeholder feedback is the starting point for Bank 
Australia’s planning and reporting processes. It is 
fundamental to how we create, protect and distribute value 
for our customers. We conduct stakeholder engagement in 
line with our Stakeholder Engagement Policy, and we report 
this activity to the Board via monthly Executive reports.

We prepared a Stakeholder Engagement Strategy to enact  
our policy, which defines: 
• who the bank’s stakeholders are and how we will engage  

with them
• how that engagement will be linked to and inform our  

corporate strategy
• how the bank’s decision making and activity will use  

information gained from stakeholder engagement.

To help us enact the strategy, we developed a high level Stakeholder Engagement Plan. Key stakeholder engagement  
in 2017 included:

Stakeholder Topic Purpose

Staff and customers Customer experience Workshops and research to inform the development of 
our customer experience strategy and priority areas for 
attention

Customers The use of credit cards for  
online gambling

Research and engagement with customers to help us 
assess the ongoing use of its credit cards for online 
gambling

Renewable energy 
stakeholders – government, 
community and commercial

Renewable energy 
development in Australia

Engagement to identify how we can promote the 
development and uptake of renewable energy as part  
of our climate change commitments

Refugee stakeholders –  
service and advocacy 
organisations

Support for refugees and 
people seeking asylum in 
Australia

Engagement to understand the issues facing refugees  
settling in Australia and those seeking asylum, and how  
we can contribute to supporting people and promoting 
humane treatment

Financial inclusion  
stakeholders – community 
organisations, financial 
counsellors, microfinance 
providers

Financial inclusion Engagement to advance our Financial Inclusion Action  
Plan and prioritise actions to support customers  
experiencing financial hardship
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How we assessed material issues
Our approach to identifying and assessing material issues  
for the bank is core to our communication. It demonstrates  
Bank Australia is aware of and responding to issues that 
matter to our key stakeholders. It also demonstrates how 
we frame our planning and reporting process.

In 2016 Bank Australia revised our materiality approach  
to (1) strengthen its link to our purpose of creating mutual 
prosperity and (2) address feedback from our external 
auditor, EY.

Process of identifying material issues
In 2017 we identified material issues using a wider range of internal and external sources, including:

Internal External

• Risk Appetite Statement 
• Bank’s social media platforms
• Employee surveys
• Customer feedback – complaints and compliments
• Annual General Meeting questions raised and discussion
• Customer forums
• Customer research
• Bank policies
• Mutual Prosperity Measurement framework

• Participation in conferences 
• Participation in industry working groups – Australian 

Bankers’ Association, Customer Owned Banking 
Association, Global Alliance for Banking on Values (GABV)

• Media coverage and commentary
• Stakeholder engagement
• Industry reports – financial, sustainability
• Engagement with bodies associated with the bank’s 

public commitments – GABV, UNGC, We Mean Business, 
Reconciliation Victoria

• Global Reporting Initiative indicators

We then used the following criteria to prioritise these issues:
• The issue has been identified as an important issue in 

research conducted with customers and in feedback 
provided by customers and key stakeholders 

• The bank has publicly committed to act on and publicly 
report on the issue

• The issue is pertinent to the achievement of the bank’s 
strategy

• The bank has a strong ability to have a direct impact on 
the issue and/or to influence an outcome on the issue.

• The issue is relevant to the bank and has been the subject  
of sustained and widespread commentary by customers 
and/or public debate and/or media coverage.
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2017 material issues

Material issue Addressed  
in this report

Customer experience and value

Safe and secure banking (preventing cyber-fraud) 20

Access to banking services and technology 19

Pricing benefits 19, 48, 49

High level of customer service* 20

Staff engagement* 14

Prosperity

Affordable housing 20

Financial inclusion and literacy 20, 24, 26

Financial wellbeing of customers 19, 51

Responsible lending and investment 12, 23, 29, 52-53

Trust in banking / remuneration practices 14, 39, 44

People

Improving access to education for disadvantaged young people 16, 24, 26, 45-46

Promoting gender equality and empowering women 27, 47

Indigenous reconciliation 24, 25, 45, 47

Reducing family violence 20, 24, 26, 27

Supporting the Latrobe Valley community following closure of the Hazelwood Power Station 27

Promoting the inclusion of people with a disability 20, 23, 26

Planet

Renewable energy 29, 30, 32, 33

Action on climate change 29, 30, 57, 58, 63, 64

Protection of threatened species and habitat 30, 31, 63, 64

Bank performance

Financial performance* 10, 11, 12

Growth and access to capital* 11, 12, 16, 40

Clear focus on target market* 8

* An issue for which our strategic plan lists performance indicators, so will be reported on here.
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Appendix 2:  
Governance and managing risk

Learn about our governance 
We are governed by a Board of directors. The Board 
is accountable to our customers, who own the bank. 
Customers elect the majority of non-executive directors 
to the Board and vote on issues at our annual general 
meeting.

The Board:
• establishes corporate objectives
• develops, with management, the corporate culture, 

strategy and policy
• appoints the Managing Director and evaluates 

performance
• provides oversight for Bank Australia’s operations and  

ensures they align with our values
• accepts responsibility for compliance with the Australian 

Prudential Regulation Authority’s (APRA) prudential 
standards, the Australian Corporations Act 2017, and  
other regulatory and legislative requirements

• approves the budget.

Comprised of eight directors, the Board:
• meets 10 times a year plus conducts an Annual General 

Meeting and a Strategic Planning meeting
• has the following committees: Risk (which meets 10 times  

a year), Audit (4 times), Governance (3 times) and  
Nominations (once a year)

• has limited directors’ tenure (as outlined in the bank’s 
constitution) to 12 years.

The board has a formal director renewal program that 
provides for appropriate expertise as well as diversity, 
commercial experience and fresh perspectives. The renewal 
program recognises the importance of preserving and 
building on the bank’s history, values and culture. 

Customers have elected five independent, non-executive 
directors. And the Board has appointed three directors – 
our Managing Director (currently Damien Walsh) and two 
independent non-executive directors. The Chair of the  
Board (currently Judith Downes) is independent and  
a non-executive director.

The Managing Director is charged with the bank’s day-
to-day leadership and management, and is supported 
by a senior management team that oversees the bank’s 
operations. Together, the Managing Director and the 
senior management team are responsible for embedding 
culture and sustainability principles within the business and 
delivering strategy and leadership, product development, 
commercial oversight, stakeholder engagement, 
community partnerships and communications.

The collective remuneration for the seven non-executive 
directors of the Board, as approved by customers at the 
2016 annual general meeting, is $573,924 per year pro 
rata. This sum represents total Board remuneration for the 
non Executive directors, including superannuation plus all 
relevant taxes payable by either the bank or these directors.
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Learn about our capital and regulatory 
requirements
Bank Australia is regulated by APRA which requires us to 
follow a complex set of rules when we invest our capital. 
We must manage a diversified investment portfolio 
across a number of authorised deposit taking institutions 
(ADIs), including the four major banks and regional banks. 
This portfolio includes fixed term deposits, negotiated 
certificates of deposits, bank bills, bonds, covered bonds, 
mortgage backed securities and floating rate notes, and 
is required by APRA for liquidity purposes. It is not possible 
to determine the exact purpose of every dollar invested in 
these APRA regulated ADI products, so we cannot  
be sure whether the use of every dollar of these funds 
matches our responsible investment and lending policy.

Learn about our share holdings
Bank Australia holds shares in subsidiary companies,  
and is a shareholder in two major service suppliers:
• Cuscal – a provider of wholesale and transactional  

banking services
• Data Action – a supplier of core banking and data  

network facilities.

Learn about our risk management
To minimise and manage our exposure to risk, we maintain  
a risk management framework that monitors the operating 
environment, uses reliable information for our risk analysis,  
and has effective controls in place across the bank. 

Bank Australia had no material risk incidents in 2017.  
We addressed fraud incidents and computer system 
downtime incidents as part of business operations, 
improving controls when appropriate.

Our three lines of defence to manage risk
1. Each operational area across the bank manages its own  

risks. This first line of defence encourages a risk culture  
that involves all staff. 

2. A central risk and compliance team, led by our Chief Risk 
Officer, creates a second line of defence. This team is 
responsible for:
• ensuring the risk framework is consistent with 

prudential and industry practice
• developing risk strategy and risk treatment plans
• overseeing risk management practices
• maintaining risk registers, incident and issue registers, 

complaints and dispute registers
• monitoring compliance obligations
• coordinating how risk appetite applies in day-to-day 

business.
3. Internal audit provides our third line of defence, via 

independent assurance. Our internal auditor, KPMG,  
reports to the Audit Committee, which meets quarterly.

The Board’s Risk Committee meets most months and 
considers our risk management framework, including our 
risk appetite and risk monitoring. Our tolerances for credit 
risk, capital risk and liquidity risk are well above those set  
by APRA, reflecting our responsible banking practices.

How we all fit together

Chief Strategy 
Officer

Rowan Dowland

Chief Financial 
Officer

Louise O’Brien

Chief Risk  
Officer

Patrick Ashkettle

Chief Operating 
Officer

Lorna Heyward

Board of Directors

Judith Downes (Chair), Helen Clarke (Deputy Chair), 
David Wakley,  Melissa Bastian, Greg Camm, 

Anne-Marie Corboy, Michelle Somerville

Managing Director

Damien Walsh

Nominations Committee

Governance CommitteeAudit Committee

Risk Committee

Deputy Chief 
Executive Officer

John Yardley
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Appendix 3:  
Our people and culture

This appendix contains information and statistics about our workforce, and our people and culture activities in 2017. 

Our workforce summary, 2017

2017 2016 2015 2014 2013

Total employees
• Female
• Male

394

265

129

370

251

119

335

234

101

353

251

102

348

253

95

Full time equivalents (FTEs) 356.3 337.9 304.2 315.0 304.2

Staff turnover rate (continuing) 10.7% 10.2% 14.3% 9.8% 10.4%

Absentee rate 3.6% 2.7% 3.9% 3.6% 3.4%

Occupational health and safety 
incidents and injuries

19 18 15 14 15

Days lost to injury 38.7 32.0 5.4 2.4 36.0

Most employees in 2017 worked full time (75.6%), followed by those who worked part time (14.5%), employees on contract 
(4.3%), trainees (3.3%) and casual employees (2.3%).
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Where our people work

Here’s more about our staff locations in 2017:
• 85.3% of our total workforce was based in Victoria
• 49.8% were based in regional Victoria (Gippsland  

and Western regions), reflecting our commitment  
to creating employment opportunities in regional 
Australia

• 34.3% were based in the Latrobe Valley  
(Gippsland, Victoria)

• 6.6% were based in Bendigo.

Employee age, 2017

Employee age Number Share of  
total staff

< 25 years 46 12%

25–55 years 307 78%

> 55 years 41 10%

Total 394  

Note: The average age of our employees was 40 years in 2017 (up from 39 years 
in 2016).

Employee age distribution, 2017

Gender equity
We had a higher percentage of female staff (67.3%) 
compared with male staff (32.7%). Across roles, female 
staff made up a high percentage of sales / customer service 
/ frontline positions (74.9%), clerical and administrative 
positions (73.0%), and Directors (71.4%). They made up  
a relatively lower percentage of the Executive (33.3%) and 
senior management (33.3%).

Employee gender split Number 

Female 265

Male 129

Total 394

Employee gender distribution, 2017

15%

15%

34%

36%

78%

12%10%

67.3%

32.7%

 Metro Victoria

 Regional Victoria –
Gippsland

 Regional Victoria –
Western Region

 NSW / QLD /  
ACT / SA

 < 25yrs

 25 – 55yrs

 > 55yrs

 Female

 Male
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Employee gender split, by type  
of employment

Number 

Full time employees

Female 184

Male 114

Part time employees

Female 56

Male 1

Casual employees

Female 4

Male 5

Contract staff

Female 13

Male 4

Trainees

Female 8

Male 5

Total 394

Role classification
We classified roles within the bank based on the Workforce 
Gender Equality Agency (WGEA) classification of roles: 
frontline/sales, professionals, clerical/administrative staff, 
executive managers, senior managers and other managers. 
In 2017 almost half of our staff (49.5%) were employed in 
sales roles, followed by staff in clerical/administrative roles 
(22.6%), other managers (13.7%), professionals (10.4%), 
senior managers (2.3%) and our Executives (1.5%). 

Employees, by role classification Number 

Managing Director 1

Executives 5

Senior managers 9

Other managers 54

Frontline/sales 195

Professionals 41

Clerical and administrative 89

Total 394
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Remuneration policy

Remuneration initiatives 
As part of the 2017 performance review cycle, we undertook 
initiatives to ensure we pay salaries within market standards 
where applicable, and that we move our workforce towards 
the 75th percentile. We also decided to move towards  
more flexible remuneration bands to ensure the bank  
offers competitive salaries based on skills, capability  
and performance. 

We will review our remuneration policy in 2018. 

Gender pay equity
We undertook a gender pay gap analysis in September 
2015, based on the Mercer remuneration evaluation 
method. The next formal review will take place in late 2017 
as part of our ongoing effort to achieve gender pay equity.

The average salary packages for employees at different 
levels of the bank at 30 June 2017 reflect the need for this 
ongoing effort (although some discrepancy in these figures 
may reflect factors not related to gender). 

The higher average salaries for men reflect a larger number  
of men currently employed at higher role classifications.  
Another contributing factor is the different size and scope 
of roles within each grade. The next formal review in 2017 
will examine these factors, as well as experience and 
qualifications, to inform where we need to close gaps.

Salary packages,  
by gender, 2017 

Female 
salary 

package 
(average)

Male salary 
package 

(average)

Frontline and support staff $67,220 $67,563

Middle management $112,806 $122,412

Senior management $273,558 $297,397

Notes:
Frontline and support staff are all those employed at grade 1 and 2.
Middle management are all those employed at grades 3 and 4.
Senior management are all those employed at grades 5 and 6 (Executive).

Employee gender split, by role classification, 2017

 Male  Female

67.3% 32.7%

25.1%

27.0%

39.0%

51.9%

66.7%

66.7%

28.6%

74.9%

73.0%

61.0%

48.1%

33.3%

33.3%

71.4%

Total

Sales / customer service / frontline

Clerical and administrative

Enabling

Other managers

Senior managers

Executives

Board of Directors
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Appendix 4:  
Bank Australia Impact Fund

The bank commits 4% of after tax profits to the Bank 
Australia Impact Fund. We support small projects carried 
out by organisations that bank with us, and larger projects 
aimed at addressing key social and environmental issues.  
In 2017, we invested 4.11% of after tax profits (generated  
in 2016) through the Impact Fund. 

As a customer owned bank, we regularly ask our customers  
to tell us which issues they want us to act on. This feedback  
is used to determine which projects to support through the 
Impact Fund.

Impact Fund’s 2017 investments

Organisation Program Interest area Investment

Latrobe Youth Choices Collective Impact Project Just One Thing Young people  $30,318

Australian Mutuals Foundation Laos Savings Group Financial literacy  $25,000

Gippsland Community Leadership Program Indigenous Scholarship Reconciliation  $6,700

Leadership Ballarat and Western Victoria Indigenous Scholarship Reconciliation  $5,555

Community Leadership Loddon Murray Indigenous scholarship Reconciliation  $5,500

The Leaders Institute Indigenous Scholarship Reconciliation  $7,260

Victorian Local Government  
Association/Reconciliation Victoria

Community HART 
Program

Reconciliation  $2,750

CSIRO Science Pathways  
in remote Australia

Reconciliation  $52,000

Indigenous Scholarship Alumni meeting Alumni program Reconciliation  $1,782

Illawarra Housing Trust Tylah West Education 
Scholarship

Education  $5,500
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Organisation Program Interest area Investment

Impact Fund large investments (continued)

Australian Education Union Professional 
development

Education $40,0001

Victorian Association of Secondary School 
Principals

Professional 
development

Education  $40,000

State Schools Relief STEM program Education  $42,000

Association of Business Managers in Victorian  
State Schools (ABMVSS)

Professional 
development

Education  $35,000

School for Student Leadership Scholarships Education  $2,000

QUT (Queensland University of Technology) Learning Potential Fund Education  $125,0002

Swinburne University Intech Scholarship 
(Swinburne)

Education  $2,500

Woodlands and Wetlands, ACT Bettong Buddies Conservation  $31,500

Greening Australia / Trust for Nature Conservation planning 
process and on ground 
works

Conservation Reserve  $255,544

Greening Australia / Glenelg Trust Fauna and flora  
monitoring project

Conservation Reserve  $85,692

Trust for Nature Oversight of covenant 
and on-ground 
monitoring

Conservation Reserve  $13,585

Western Grampians Leaders Conference Conference Social services  $1,100

Victorian Council of Social Services (VCOSS) VCOSS Link Social services  $15,000

Ballarat Community Homelessness forum Social services  $1,700

Human Rights Watch Australian Office Human Rights  $14,000

Total $846,986
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Organisation Program Interest area Investment

Customer grants: projects supported in 2017

Zoe Support Australia, Mildura Young mothers program Education  $9,500

Carrum Downs Secondary College (CDSC) CDSC Community Café Education  $10,000 

Inclusion Melbourne Nothing about me  
without me

Disability  $9,980

Kensington Neighbourhood House Learn and Play Disability  $5,060

Carers Victoria Young Carers  
Scholarship (YCS)

Disability  $10,000 

Moe Life Skills L.I.F.E. program Disability  $10,000 

Wire Women’s Information Building Job Skills and 
Confidence for Women

Gender equality  $10,000

Lara Secondary College, Geelong Reconciliation Program Reconciliation  $10,000

Greening Australia Capital Region, ACT Greening with Meaning Conservation  $10,000

Victorian National Parks Association Wild Families Project Conservation  $9,680

Hindmarsh Landcare Network Inc Nhill Environmental and 
Community Tree Planting

Conservation  $8,000

Earthwatch Institute Australia TeachLive: Biodiversity  
of Australia

Climate action  $10,000 

Bendigo Sustainability Group Solar on Bendigo Archive 
Centre

Renewable energy  $10,000 

Total $122,220

For our Impact Fund investments, we are transitioning 
from reporting on commitments in each financial year 
(as outlined in each Memorandum of Understanding) to 
reporting on actual fund disbursements in the relevant 
financial year. This reporting change affects two payments 
reported in the above table:

1. The payment to the Australian Education Union 
(Victorian branch) was made before 1 July 2016 but  
is reported in 2017 because it relates to activity during 
the 2017 financial year. 

2. The payment to the Queensland University of 
Technology Learning Potential Fund was made in the 
2017 financial year, but our 2016 Corporate Report also 
mentioned this investment because the agreement was 
signed before the end of the 2016 financial year.
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To help create prosperity for our customers, we need to offer 
competitive pricing. We aim to have lower interest rates for 
customers who borrow from us, compared with the interest  
rates charged by the four major banks and we aim to have 
higher interest rates for the customers who deposit with us.  
We also provide a fair approach to fees.

Bank Australia engages CANSTAR to conduct a valuation  
of the benefits that our customers receive by choosing to 
bank with us. Measured at 30 June and 31 December each 
year, the CANSTAR valuation quantifies the pricing benefits 
that Bank Australia customers receive, compared with the 
four major banks.

Appendix 5:  
CANSTAR customer benefit

CANSTAR customer benefit valuation, 2017

Product Annual customer value Distribution: customer value

Deposit products $12,279,479.35 22.2%

Lending products $36,408,426.57 74.8%

Total value at 30 June 2017 $48,687,905.92  



49 Bank Australia 2017 Corporate Report

Appendices

Portfolio valuation method 
The CANSTAR customer benefit valuation is a comparative 
analysis of Bank Australia’s pricing against the four major  
banks. It is based on our actual portfolio, actual pricing 
systems and actual customer transaction behaviour. It 
compares Bank Australia products with products that havea 
similar structure, to ensure a fair comparison.

The analysis is carried out in three steps:
1. Rate comparative analysis: a comparative analysis 

of rate differentials based on Bank Australia’s entire 
portfolio

2. Loan fee analysis: a comparative analysis of fees for 
newly established and existing loans

3. Transaction calculator: a comparative analysis of 
transaction pricing based on customer transaction 
behaviour. 

CANSTAR takes real transaction data from all Bank Australia 
customers and applies this data to comparable competitor 
products held in CANSTAR’s database. It then compares the 
overall competitiveness of Bank Australia products with the  
cost of transacting using competitor products. 

Our CANSTAR valuation: a year-on-year comparison

2017 2016 2015 2014 2013

Customer benefit valuation $48.7 million $33.2 million $23.5 million $22.7 million $25.0 million
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Strong customer growth in 2017 was driven by both organic 
growth and our merger with Intech Credit Union. Customer 
satisfaction with the bank was 86.4%, which is consistent 
with 2016. Our customers’ satisfaction with their financial 
wellbeing in 2017 (74%) was markedly higher than that of 
the general population (49%).

Appendix 6:  
Customer profile

1 Our methods for calculating customer numbers and customer age changed in 2017. We have updated past figures to reflect the new method. The total number for 
2017 includes the 9,171 customers who joined the bank through our merger with Intech Credit Union on 1 January 2017. 64% of those customers live in New South 
Wales, which contributed to the growth of our customer base in this state.

2 Customer retention, customer age, customer satisfaction and customer satisfaction with overall financial situation measures do not include Intech Bank customers.
3 Number of customers is at 30 June.
4 New customers are those who joined the bank within the year via organic growth.
5 Customers who left the bank are those who closed their banking with us during the year. Customers who gave fees as their reason for leaving the bank fell from 12% 

of those who left in 2016 to 5% in 2017. The majority of customers who left the bank did so for unspecified reasons.

More about our customers

Customer numbers and demographics1,2 2017 2016 2015 Change  
2016 to  

2017

Number of customers3

Total customers1 141,071 125,327 127,837 13%

New customers4 13,973 10,578 10,691 32%

Customers who left the bank5 7,830 13,088 8,973 –40% 

Net customer growth 6,143 –2,510 1,718 345%

Customer retention rate2 94% 90% 93% 4%
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Customer numbers and demographics1,2 2017 2016 2015 Change  
2016 to  

2017

Customer locations

Victoria 67% 73% 78% –

Queensland 9% 9% 8% –

New South Wales 11% 6% 6% –

Australian Capital Territory 3% 4% 3% –

Western Australia 2% 1% 1% –

South Australia 2% 1% 1% –

Tasmania 1% 1% 1% –

Northern Territory 0.2% 0.3% 0.2% –

Other 5% 4% 2% –

Customer age

Average age of new customers (years)2 39 42 39 –7%

Customer satisfaction

Customer satisfaction2,6 86% 86% – 0%

Customer complaints 230 366 292 –37%

Customer complaints as a share of total 
customers 

0.2% 0.3% 0.2% –

Complaints resolved in under 21 days7 85% 98% 99% –

Financial wellbeing8

Our customers’ satisfaction with overall 
financial situation2

74% – – –

General Australian population’s satisfaction  
with financial situation

49% – – – 

Hardship 

Loans varied due to hardship9 164 111 102 48%

6 We did not measure customer satisfaction in 2015.
7 Full year data for 2015 is not available.
8 Our method for tracking financial wellbeing changed from 2016 to 2017, so past results are not comparable.
9 In 2017, we improved the availability of hardship information on our website and in Internet banking, which partly accounted for an increase in hardship 

applications. The main reasons for loan variations due to hardship in 2017 were unemployment (37%), reduced income (29%) and medical reasons (18%).
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Our total lending portfolio was $4,292 million at 30 June 
2017. All our loans are funded in line with our responsible 
lending criteria, which makes sure we lend to those who can 
afford to take on and meet their obligations to repay debt.

Here are three key points about our leading in 2017:
• Helping customers buy their homes is the main purpose  

for our lending. Home loans made up $3,877 million of 
our total lending at 30 June. Another $307 million was 
for commercial lending into areas such as community 
housing.

• Of our lending to personal customers in 2017, 97% of the  
value was for home loans and the remainder was for car  
loans, personal loans and overdrafts.

• We continued to build relationships with mortgage 
brokers in 2017, which accounted for $606 million  
of new loans funded in 2017.

Value of lending portfolio, by customer type,  
30 June 2017

Appendix 7:  
Lending portfolio

93%

7%

 Personal customers

 Commercial loans
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Commercial lending, by sector, 30 June 2017

Sector Loan value 
($m)

Affordable housing 145

Services 53

Rental, hiring and real estate services 45

Education and training 27

Construction 10

Transport, wholesale and retail trade 8

Manufacturing 6

Health care and social assistance 5

Agriculture, forestry and fishing 3

Community services 2

Government and government services 2

Disability 1

Total commercial lending 307

Notes
• Values at 30 June of the given year. 
• As a member of the Global Alliance for Banking on Values,  

we track the share of our loan portfolio that is of particular 
benefit to people and the community. This lending 
includes commercial loans to the community sector, the 
disability sector and the affordable housing sector.

•  As a member of the Global Alliance for Banking on Values,  
we track the share of our loan portfolio that is of 
particular benefit to the environment. This lending 
includes commercial loans with an environmental benefit 
(including solar panels, energy efficient buildings and 
retrofits), car loans (because we offset the emissions) 
and new construction loans (because we protect an 
equivalent amount of land on the Conservation Reserve).

Lending to benefit people and planet, 2017

2017 2016 Change  
2016 to  

2017

Lending to benefit people and community

Balance ($m) $178 $156 14%

Share of total lending portfolio 4.1% 4.8% –0.7%

Lending to benefit the environment

Balance ($m) $225 $199 13%

Share of total lending portfolio 5.2% 6.2% - 1.0%
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Appendix 8:  
Statement of Assurance
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We are part of a global movement of banks supporting 
growth in economic, social and environmental performance 
and initiatives that mirror our values. 

We know we need to listen to and learn from others, and be  
open to new ideas to make our bank better and stronger.  
For this reason, we seek to learn from like-minded 
organisations in Australia and around the world. 

We are members of:
• the Global Alliance for Banking on Values – a global 

network of banks committed to advancing positive 
change in the banking sector.

• the United Nations Global Compact – the largest corporate 
citizenship and sustainability initiative in the world

• the Business Council of Cooperatives and Mutuals – the 
national peak body representing the co-operative and 
mutual models of enterprise.

• the Customer Owned Banking Association – the industry 
advocate for Australia’s customer owned banking sector

• the Australian Bankers’ Association – a main contributor  
of analysis, advice and advocacy for the banking industry,  
and to the development of public policy on banking and  
other financial services.

All our associations bring different perspectives to the bank.  
They help us network, share information, learn and question  
our own thinking, making sure we’re working in ways that 
help us to achieve our purpose.

Appendix 9:  
Responsible banking commitments 

Progress against our public commitments to values based banking in 2017

Commitment Commitment description Progress in 2017

Financial Inclusion  
Action Plan

To understand and address the drivers  
of financial exclusion among groups  
of customers who are vulnerable

Released First Financial Inclusion Action Plan  
in November 2016. 
Completed significant stakeholder 
engagement.

Strengthened communications to customers  
about the bank’s financial hardship program.
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Commitment Commitment description Progress in 2017

We Mean Business 
climate change action 
plan

To help global efforts to keep the warming  
of the earth to below 2 degrees Celsius

On track to meet seven commitments.  
See Appendix 10 for more detail.

Global Alliance for 
Banking on Values 

To operate in alignment with the agreed 
principles of values based banking. This 
commitment is articulated as a shared 
mission to use finance to deliver sustainable 
economic, social and environmental 
development, with a focus on helping 
individuals fulfil their potential and build 
stronger communities.

Operated in alignment with values based 
banking through our stated purpose of 
creating mutual prosperity in the form of 
positive economic, social, environmental  
and cultural outcomes.

Reconciliation Action Plan To promote understanding and close the gap 
between Indigenous and non-Indigenous 
Australians.

Meeting our commitments in the plan. 
Currently drafting the fourth update to our 
Reconciliation Action Plan, in consultation  
with Reconciliation Australia. The plan will  
be published in late 2017.

Disability Action Plan To promote the inclusion of people with 
a disability as employees, customers and 
community members.

Published our first Disability Action Plan on the 
Australian Human Rights Commission website  
in October 2016. 

UN Global Compact To operate sustainably and contribute  
to global sustainable development.

Meeting our commitments via a range of 
actions on environmental and social issues. 
Communicating our progress to UN Global 
Compact bi-annually.

Paris Pledge To help global efforts to keep the warming  
of the earth to below 2 degrees Celsius.

On track to meet commitments. See Appendix 
10. Environmental Management for more 
detail.

Carbon neutrality To calculate and offset the carbon emissions 
generated through the operations of the 
bank.

Meeting our commitment. See Appendix 10  
for more detail.

Take2 Pledge (Victorian 
Government’s collective 
climate action program)

To help global efforts to keep the warming  
of the earth to below 2 degrees Celsius.

On track to meet commitments. See Appendix 
10 for more detail.

Bank Australia Impact 
Fund

To invest 4% of annual after tax profits  
into projects that create positive social  
and environmental change.

Meeting our commitment. See Appendix 4  
for more detail.

Commitment not to lend 
to the fossil fuel sector

To not invest customers’ funds in companies 
involved in extracting or processing fossil 
fuels.

Meeting our commitment.

Commitment to create 
and keep jobs in Australia

To create and keep all employment with 
Bank Australia in Australia, with a focus on 
generating employment in regional Australia.

Meeting our commitment.
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Carbon neutrality
Our operations remained carbon neutral in 2017. Our 
greenhouse gas emissions were 1,494 tonnes, which was 
a decrease of 2% compared to the previous year. Our main 
emissions reduction activity in 2017 was switching to LED 
lighting at our head office and most branch locations. 

The decrease in emissions was achieved despite the bank’s 
growth, including four new branch and office locations that 
were added through our merger with Intech Credit Union. 
Emissions per full time equivalent (FTE) staff member 
decreased by 7% in 2017 compared to the previous year. 
Since 2013, we’ve decreased our absolute operational 
emissions by 21%. 

To offset our emissions, we forward purchased offsets from  
two Australian projects: forestry protection in Tasmania 
and savannah burning using traditional land management 
practices in the Northern Territory. We purchased 1,494 
tonnes of carbon dioxide equivalent to offset the emissions 
from our operations in 2017 at a cost of $24,239.

Appendix 10:  
Environmental management

Greenhouse gas emissions – tonnes of carbon dioxide equivalent (CO2-e)

Emissions source1 2017 2016 2015 2014 2013 Change 
2016 to 

2017

Change 
2013 to 

2017

Scope 1 – direct emissions

Car travel – company 
owned

 21  19  16  19  21 11% 0%

Gas – scope 1  49  55  63  76  85 -11% -42%

Total scope 1  70  74  79  95  107 -5% -34%
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Emissions source1 2017 2016 2015 2014 2013 Change 
2016 to 

2017

Change 
2013 to 

2017

Scope 2 – indirect emissions 

Electricity – scope 2 1,001  978  1,184  1,243  1,340 2% -25%

Scope 3 – other indirect emissions 

Gas – scope 3  3.7  4.2  4.8  6  6.9 -11% -46%

Electricity – scope 3  103  117  152  165  178 -12% -42%

Car travel – company 
owned

 1.1  1.0  1.3  1.5 1.7 10% -35%

Car travel – employee 
owned claims2

 14  10  11  6  5 47% 169%

Car travel – packaged  
and job needs cars2

 44  31  45  47  42 42% 5%

Air travel2 151  99  76  94  118 53% 28%

Office paper  
(6.3 tonnes)3

 0  12  13  14  14 -100% -100%

Statement paper  
(3.9 tonnes)3

 0  6 – – – -100% NA

Printing jobs, including 
paper and production4

 40  140  51  62  23 -71% 71%

Waste – general waste 
to landfill2

 66  56  52  53  46 17% 42%

Total scope 3 423  475  407  449  435 -11% -3%

TOTAL EMISSIONS  1,494 1,527  1,670  1,788  1,882 -2% -21%

TOTAL per FTE  4  5  5  6  6 -7% -32%

Notes
1 Our greenhouse gas emissions are defined in the Greenhouse Gas Protocol: 

• Scope 1: direct emissions that we own or control (for example, owned motor vehicles)
• Scope 2: indirect emissions, including emissions from the generation of purchased electricity
• Scope 3: other indirect emissions that are a consequence of our activities but have sources that we do not own or control (for example, air travel).

2 Increases in several emissions sources were due to:
• waste: an increase in FTE staff members
• air travel: extra travel required by the merger with Intech Credit Union
• car travel: new cars added to the fleet through the merger with Intech Credit Union.

3 Emissions from paper use (office and statement paper) are recorded as zero because National Carbon Offset Standard certified carbon neutral paper was used.
4 Emissions from printing returned to a usual level in 2017; in 2016, we needed extra printing for the rebrand to Bank Australia.
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Carbon offsets, 2017

Offset type Registry Serial numbers Year  
retired

Tonnes  
of CO2-e

VCU – Tasmanian forestry APX  4147-176344788- 
176345601-VCU-016-MER-
AU-14-641-16042012-15042013-0 

2016-17 814

ACCU – savannah burning ANREU 3,745,332,012-3,745,332,824 2016-17 813

Total offsets purchased and retired  1,627 

Total emissions 1,494

Surplus offsets banked for future years  133

We Mean Business commitments
Ahead of the Paris climate change talks in 2015, Bank Australia  
made seven commitments as part of We Mean Business – a global  
platform to demonstrate business leadership on climate action.  
These commitments helped shape priorities of our environmental  
management plan for the coming years. 

Progress against We Mean Business commitments in 2017

Commitment Description Progress in 2017

Adopt a science based 
emissions reduction 
target

We will ensure our emissions are in line with 
global budgets for limiting temperature 
increase to under 2 degrees Celsius

We continued to measure and report on 
company-wide greenhouse gas emissions.
We are reviewing our emissions boundaries 
and screening our sources of scope 3 
emissions.
We plan to set our targets in 2018.

Put a price on carbon We will set an internal price per tonne  
of carbon dioxide equivalent and use it  
in decision making.

We used a carbon price of $16/tonne of 
carbon dioxide equivalent when modelling 
scenarios for switching to 100% renewable 
electricity.

Commit to 100% 
renewable power

We will switch our electricity supply to 
renewable sources.

We continued participating in the Melbourne 
Renewable Energy Project, aiming to motivate 
construction of a new renewable electricity 
facility.

Responsible corporate 
engagement in climate 
policy

We will engage consistently and positively 
with policymakers on climate change.

We became a Founding Partner of the 
Victorian Government’s TAKE2 pledge.

Report climate 
change information in 
mainstream reports  
as a fiduciary duty

We will include information on climate-
relevant topics in our corporate report.

We continued to report on our greenhouse 
gas emissions and offsetting in our corporate 
report.
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Commitment Description Progress in 2017

Remove commodity 
driven deforestation  
from all supply chains  
by 2020

We will stop purchasing products that  
contribute to deforestation.

We used 100% recycled paper for office and 
statement printing.
We continued developing a new supply chain  
tool, which will include assessment of whether 
products could contribute to deforestation.

Reduce short lived 
climate pollutant 
emissions

We will track and reduce emissions  
of greenhouse gases such as 
hydrofluorocarbons (HFCs).

We continued reporting on sources of 
methane (e.g. gas combustion and waste)  
in greenhouse gas emissions accounts.
We started a review of our HFC sources and 
opportunities for HFC reductions.

Car loan offsets
Bank Australia offsets emissions associated with each car  
loan that it finances during the life of the loan. In 2017,  
we improved our method of doing this. 

Since January 2008, the bank had been using tree planting  
on its Conservation Reserve to offset the emissions 
associated with its car loans. We have now switched to 
purchasing offset certificates that are eligible under the 
National Carbon Offset Standard to offset the emissions 
associated with our car loans, which is more in line with 
current best practice.

In line with this change, we reviewed our offset obligations 
from the time offsetting on the Conservation Reserve 
started, and purchased offsets from wind projects in India 
to meet this obligation. These offsets were chosen as it 
was challenging to find available verified Australian offsets 
within our budget. The total emissions associated with car 
loans that we financed from 1 January 2008 to 30 June 
2017 were 74,015 tonnes of CO2-e.

Car loan emissions

Period Greenhouse gas 
emissions  

(tonnes CO2-e)

1 January 2008 – 30 June 2008 4,458

1 July 2008 – 30 June 2009 8,862

1 July 2009 – 30 June 2010 8,673

1 July 2010 – 30 June 2011 8,016

1 July 2011 – 30 June 2012 7,138

1 July 2012 – 30 June 2013 6,776

1 July 2013 – 30 June 2014 7,023

1 July 2014 – 30 June 2015 7,550

1 July 2015 – 30 June 2016 7,609

1 July 2016 – 30 June 2017 7,908

Total emissions 74,015
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Carbon offsets, 2017

Offset type Registry Serial numbers Year  
retired

Tonnes  
of CO2-e

CER ANREU 219,369,679 – 219,415,243 2016-17 45,565

CER ANREU 226,237,291 – 226,266,725 2016-17 29,435

Total offsets purchased and retired  75,000

Total emissions 1 January 2008 – 30 June 2017 74,015

Surplus offsets banked for future years  985
 
Note 
We calculate emissions associated with each car loan based on average vehicle emissions figures and average mileage figures for Australian vehicles (sources: 
National Greenhouse Accounts Factors and Australian Bureau of Statistics). For each car loan, we use the average vehicle emissions factor multiplied by the share of 
the year that the car loan was active. In 2017 we calculated all emissions since January 2008 using relevant emissions factors for each year to confirm the total offset 
obligation of 74,105 tonnes of carbon dioxide equivalent.
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The Bank Australia Conservation Reserve is a key way in 
which we are addressing customer concerns about climate 
change and threatened species and habitat.

In July 2016 we formed a new partnership with Greening 
Australia and Trust for Nature. Then, over the past 12 
months, we developed a 10 year strategy that draws on the 
latest scientific developments in conservation planning. 

This strategy articulates what we aim to achieve at the  
reserve over the coming years. Having clear goals means  
we can better report on the outcomes achieved through  
the Conservation Reserve. 

Meeting our strategic objectives in 2017

Action area Objectives Progress

Wildlife and land 
conservation 

By 2026, we will maintain or improve 
the quality of at least 800 hectares of 
our Conservation Reserve to support and 
increase the populations of up to five 
existing threatened plants and four existing 
threatened animals, as identified through 
baseline ecological monitoring.

Baseline monitoring was conducted on the 
reserve to determine the species present.  
A total of 270 animal species and 227 plant 
species were found on the reserve, with 13 
threatened animal species and 11 threatened 
plant species.

By 2026, we will extend and enhance the 
condition of existing revegetation across 200 
hectares of previously degraded land in our 
reserve to provide habitat for at least five 
other wildlife species, as identified through 
baseline ecological monitoring.

Baseline monitoring was conducted on the 
reserve to determine the quality and type  
of vegetation present. Targets have been 
set for revegetation in line with wildlife 
conservation goals. 

By 2020, we will integrate social and 
indigenous ecological knowledge into the 
management of our reserve.

We engaged Barengi Gadjin Land Council to 
provide advice and services for the ongoing 
land management works on the reserve. 

Appendix 11:  
Bank Australia Conservation Reserve
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Action area Objectives Progress

Climate change 
resilience 

By 2026, the current extent of our 
Conservation Reserve system will be 
revegetated with native species, and 
managed to maximise both habitat and 
biodiverse carbon storage.

Baseline monitoring conducted in 2017 
identified the threatened species on the 
property and four priority species have been 
identified. Ongoing management planning 
and the climate change resilience plan to 
be prepared in the 2019 financial year will 
address how to best create habitat for those 
species through to 2050.

By 2026, our Conservation Reserve will provide 
critical habitat (based on 2050 climate 
models) for up to four identified threatened 
wildlife species, as identified through baseline 
ecological monitoring.

Engaging the  
community

By 2020, indigenous land management 
practices and stories will be implemented 
and celebrated within our Conservation 
Reserve.

We have engaged Barengi Gadjin Land 
Council to provide cultural heritage advice  
on the reserve.
We ran two events on the reserve (in October 
2016 and May 2017), which included a 
Welcome to Country, indigenous stories, 
and cultural education for staff, the general 
public and school children. 

Each year we will run one project at our 
Conservation Reserve that ties in with an 
identified social priority of our customers 
other than conservation (for example, 
supporting people with a disability or refugee 
communities).

Each year until 2021 we will engage the  
local community, including children, with  
our Conservation Reserve.

Demonstrating  
corporate  
environmental  
leadership

By 2021, we will have partnerships with 
at least three research institutions and/
or conservation networks relating to the 
Conservation Reserve.

We are exploring opportunities to work with  
other research partners in addition to our 
work with Trust for Nature and Greening 
Australia. 

At least once each year we will inform  
a banking industry or corporate audience  
about the Conservation Reserve, such as 
through conferences, presentations, visits  
or publications.

We presented at the Wimmera Biodiversity 
Seminar in September 2016 and the Oceania 
Ecosystem Services Forum in March 2017.

Delivering value to  
Bank Australia and  
our customers

By 2021, 60% of our customers will be  
aware of our Conservation Reserve.

We last measured awareness in February 
2016, when 33% of our customers were 
aware of the Conservation Reserve. We will 
measure again in early 2018.

Every year a greater number of our customers  
will identify our Conservation Reserve as being  
a factor in deciding to join Bank Australia.

We will include this new measure in 
customer research in 2018.

Each year, 10% of our current staff will have  
the opportunity to visit the Conservation  
Reserve for the first time and to share their  
stories with customers.

37 staff attended the Bank Australia 
Conservation Reserve in October 2016 and  
May 2017, representing 10.22% of staff.
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Appendix 12.  
Glossary 

Terms that we use in this report

Term Description

authorised deposit taking institution 
(ADI)

Corporations authorised under the Banking Act 1959 (Cth), including banks, 
building societies and credit unions that must meet certain criteria

Australian Prudential Regulation  
Authority (APRA)

An independent Commonwealth statutory authority that administers the 
Banking Act 1959 (Cth) and sets prudential requirements for ADIs, including 
monitoring their lending activities

capital adequacy ratio The percentage of a bank’s adjusted capital compared to its risk weighted 
assets, as per Prudential Standard APS110

cost to income ratio The percentage relationship between operating expenses and effective gross 
income

credit quality The percentage of delinquent loans 30 days or more in arrears to the total loan 
portfolio

Cuscal An ADI regulated by APRA, which provides payment services to the majority  
of Australia’s mutual ADIs

customer An account holder. Customers also hold one share in the bank.
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Term Description

Global Reporting Initiative An independent Commonwealth statutory authority that administers the 
Banking Act 1959 (Cth) and sets prudential requirements for ADIs, including 
monitoring their lending activities

(GRI G4) The current version of global voluntary guidelines for companies to report their 
sustainability performance and workplace practices

incident (occupational health  
and safety related)

An occupational health and safety (OH&S) event that affects staff but does not  
result in physiological or psychological change. It includes when a person or 
process is impacted by a hazard (for example, when a person trips on a broken 
floor tile). It does not include near misses (for example, when a plywood 
sign falls from its mounting but does not hit a person). The total number of 
incidents includes injury numbers.

material issue As identified by AA1000 Accountability Principles Standard 2008, an issue  
that will influence the decisions, actions and performance of an organisation

mutual prosperity Creating prosperity for Bank Australia customers, their communities and the 
environment we all share by investing responsibly, operating ethically and 
allocating 4% of our after-tax profits to the Bank Australia Impact Fund.

net profit after tax The amount of profit achieved after tax

shared value When policies and practices enhance the competitiveness of companies while 
improving social and environmental conditions in the regions where they 
operate

sustainable development Systematic and balanced business strategies that satisfy the economic, social  
and environmental performance expectations of stakeholders, while protecting, 
sustaining and enhancing the financial, human and natural resources needed  
for future development
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Terms that we use in this report

Term Description

ADI authorised deposit taking institution

APRA Australian Prudential Regulation Authority

CO2-e carbon dioxide equivalent

FIAP Financial Inclusion Action Plan

FTE full time equivalent

WGEA Workforce Gender Equality Agency
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The bank that turns profit 
into positive change is  
the bank Australia needs.
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