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present and emerging, and acknowledge the connection that Aboriginal and 
Torres Strait Islander peoples have with Australia’s land and waters.
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Our Purpose 
Bank Australia exists to create  
mutual prosperity in the form 
of positive economic, social, 
environmental and cultural impact.



Or, if you’ve been with us a while,  
welcome back! Sticking together is  
exactly the reason Bank Australia exists 
today to serve our customers: we share  
a belief in a better future, together.

That’s why this report is important.  
It shows you how we worked to achieve 
the best outcomes for our customers  
and stayed true to our purpose during  
the 2019 financial year.

From this report, you’ll get a clear picture of our 
performance and the impact we made in the period 
1 July 2018 to 30 June 2019, 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.

If you have any thoughts to share on this report,  
please email us on mail@bankaust.com.au or call  
us on 132 888 (+61 3 9854 4666).
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2019 in numbers

(up from $5.7 billion in 2018) (down from $26.1 million in 2018)

(up from 9.3% in 2018)

 (up from 11.3% in 2018)

(up from 67% in 2018)

(up from $854,471 in 2018)

 (up from 411 in 2018)

(up from 8.1% ($457.0 million) in 2018)

Total assets Net profit after tax

Lending 
growth

Deposit growth

Staff engagement

Impact finance
Assets generated to 
benefit people, planet 
and prosperity

Impact Fund 
investment 

Our people

$6.3billion $22.8million

11.5%

9.6% ($610.7million)

13.7%

71%

$1.3million

427
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All data is as at 30 June unless otherwise stated.



 (slightly down from 91% in 2018)

Customer satisfaction

88%
(up from 143,2441 in 2018)

Our customers

146,400

$1.3million
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Rosie with daughters Odessa and Aurora. Rosie 
joined the bank in 2015 and loves her local branch 
in Castlemaine, because they “always remember 
my name, are always happy to see me, always 
have time for me and always laugh at my terrible 
jokes. Bank Australia just feels good.”

1 Last year’s customer number has been restated due a change in customer definition (for further detail see appendix 4)
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On behalf of the Board  
and management of  
Bank Australia, we are 
pleased to present the  
2019 Impact Report.

During 2019 we remained focussed 
on creating positive impact, putting 
customer wellbeing at the centre  
of our business and supporting our 
staff to thrive.

We continued to raise the bar for 
responsible banking in Australia, and 
to improve the customer experience 
by investing in internal systems and 
processes. We delivered important 
projects to support people and the 
planet, such as our first community 
renewable energy grants through  
the Bank Australia Impact Fund.  
And we achieved our transition to 
sourcing 100% of our electricity  
from renewable sources one year 
ahead of our target. 

We performed well 
financially. We maintained 
our fair and competitive 
interest rates and fees  
in a low growth economic 
environment where  
interest rates have fallen  
to historic lows

We achieved strong growth, including 
double digit lending and deposit 
growth. Our growth in loans (up 
11.5%) and assets (up 12.0%) was 
significantly higher than the overall 
financial system. Deposit growth was 
strong at 13.7% (11.3% in 2018). 
Our profit, while below last year’s, 
remained sound at $22.8 million,  
and our customer owned capital 
reserve grew to $533.2 million. 

We focussed our efforts 
on raising the bar for 
responsible banking

This year we published our new 
Responsible Banking Policy clearly 
articulating how we use our 
customers’ funds, and identifying the 
sectors and purposes to which we do 
and don’t lend money to. This policy 
reaffirms our commitment to never 
lend money to the fossil fuel sector, 
and introduced a new commitment  
to never lend money to the live  
animal export and intensive animal 
farming sectors. 

In July 2018 we launched our fourth 
Reconciliation Action Plan (RAP),  
which for the first time raised us  
to the ‘Stretch’ level. Our new RAP  
sets out our ambitions and targets  
to embed reconciliation in all  
aspects of our business. 

Following the Royal Commission 
into Misconduct in the Banking, 
Superannuation and Financial Services 
Industry’s final report in February 
2019, we have seen a much greater 
focus on regulation and compliance 
across the financial sector. 

This has prompted us to reflect 
on ensuring that we are prepared 
for a future in which all banks aim 
to become more responsible. The 
scrutiny on bank governance and 
the commencement of the Banking 
Executive Accountability Regime 
(BEAR) have also required us to 
increase our focus on our governance, 
risk and compliance frameworks.

The Royal Commission’s attention on 
remuneration practices reinforced our 
long standing approach, which is not 
to provide incentives or bonuses to  
our staff and executives to increase 
sales or profit targets. 

We also: 
• became a signatory to the new 

Australian Banking Association 
Banking Code of Practice, which 
came into effect on 1 July 2019

• publicly pledged our support for the 
Uluru Statement from the Heart 

• continued to engage with our peers 
to promote responsible banking. 

Hear from our Chair  
and Managing Director
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We’re creating new ways 
of increasing the positive 
impact of our responsible 
banking activity 

In 2019 we developed a new  
strategy to increase the positive 
impact that our customers’ money 
can have for people and the planet 
through our lending activity. We call 
this impact finance, and in April  
2019 we established a new business 
unit to grow our portfolio of impact 
assets. The Impact Finance team  
has already developed a lending 
pipeline across the community 
housing, renewable energy and  
social enterprise sectors. 

We were also proud to launch  
our first sustainability bond,  
becoming the first customer owned 
bank in Australia to do so. This is a 
clear example of how we use the 
business of banking to create positive 
change. The proceeds of the three-
year, $125 million bond are being 
used to finance loans for community 
housing, specialist disability 
accommodation and mortgages  
for energy efficient homes.

The bank with clean  
money is the bank  
Australia needs

In 2019 we continued to  
evolve our market positioning, 
introducing the concept of clean 
money to the bank Australia needs 
brand. Clean money is money that 
does good, not harm and we have 
used this concept to prompt  
people to start asking themselves 
how banks use their money. Our 
Responsible Banking Policy underpins 
the campaign. Since we launched 
clean money in October 2018, we 
have seen increased brand awareness 
and customer acquisition. We believe 
this campaign contributed to a record 
number of new customers joining  
us in 2019.

We are proud to be a 
customer owned bank 
and we will always 
focus on providing 
the best outcomes for 
our customers, their 
communities and the  
planet we all share

To ensure that we’re meeting the 
changing expectations of existing  
and new customers, we continued  
to invest in improvements that  
make banking with us easier. 
Throughout 2019 we made a  
number of enhancements including 
upgrading our mobile app and 
launching a new online account 
opening system. We’ve also been 
increasing process automation to 
allow our people to focus on more 
meaningful work that ultimately  
leads to better customer service. 

Pleasingly, our efforts to provide  
the best service to our customers 
were noticed by others: our customer 
satisfaction remained high at 88%  
in 2019 (slightly down from 91%  
in 2018). 

We were also recognised with a 
number of awards including CANSTAR 
Customer Owned Bank of the Year 
for the fourth year in a row, Money 
Magazine’s Customer Owned 
Institution of the Year for the second 
year in a row, and four Mozo People’s 
Choice Awards including Most Highly 
Trusted Bank. 

We’re creating new ways  
of increasing the positive impact  
of our responsible banking activity.

5



Bank Australia Limited 2019 Impact Report

We support and empower 
our people to help our 
customers achieve their 
financial goals, to support 
customers through difficult 
times and to create a 
positive impact in the 
community

For the second consecutive year, we 
were recognised as an Employer of 
Choice by the Australian Business 
Awards. We were also pleased to see 
our staff engagement level increase 
to 71% (from 67% in 2018), however 
this remains below our target of 
80% (by 2023). While this positive 
improvement is welcome, we know 
we need to continue key activities 
and investment in learning and 
development, leadership capability 
and ensuring our culture continues 
to reflect our values and strengthens 
our employee experience and 
commitment to responsible banking. 

While we experienced  
many successes, there 
were also challenges 
along the way to achieve 
our aspiration of being 
Australia’s leading 
customer owned bank

As we continued to evolve our 
customer experience to meet the 
growing demand for online services, 
we also made some difficult decisions 
about our branch network. In response 
to changing customer preferences 
and declining branch use in some 
locations, we closed four branches 
in 2019 with a further three closing 
soon after financial year end. While 
these were not easy decisions, we 
believe that on balance, the closures 
were ultimately the most responsible 
course of action and the best use of 
our customers’ funds. 

Economic conditions also posed 
challenges with record low interest 
rates putting pressure on revenue and 
our net interest margin. While low 
rates benefit borrowers, they adversely 
affect many of our customers who 
deposit with us and rely on interest 
income. Our challenge is to continue 
to fairly balance rates for depositors 
and borrowers, while ensuring the 
bank’s long term sustainability. 

The softening property market and 
slowing economy also affected the 
financial wellbeing of some of our 
customers. When customers do 
experience financial difficulty, we 
support them with care and empathy. 
This year we delivered vulnerable 
customer training to our people to 
ensure we are supporting customers 
experiencing difficult circumstances. 

We’re proud of our 
achievements this year

In 2019 we continued to work  
on increasing our lending to people 
and the planet, developing our 
workforce, investing in technology, 
and growing awareness of our  
brand. These plans saw us: 
• continue to improve our range of 

digital services, while evolving our 
branches and creating dedicated 
lending hubs to focus on helping 
customers with their home loan 
enquires and to be better positioned 
for future growth (page 28 and 31) 

• maintain our strong net promoter 
score, the likelihood that customers 
will recommend us to others, at 45 
compared with 47 in 2018 (page 69)

• attract a record number of new 
customers at 19,199 (page 68)

• grow awareness of our brand within 
our target market to 34%, and 
attract an increase of 48% of  
new customers (page 19)

• create more new jobs in our  
Contact Centre in the Latrobe  
Valley, including four traineeships  
for young people in the region

• employ more people to deliver  
on a better customer experience 
and support growth (page 28,  
37 and 38)
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• disburse $1,309,399 from the 
Impact Fund for programs that 
benefit people and planet.

We’re committed to 
creating positive impact  
for people and the planet

Our purpose and our strategy are 
clear. Our brand is strong, awareness 
of our responsible banking promise is 
growing quickly and momentum to 
align banking with values is building. 
Within increased regulatory pressures, 
historic low interest rates and a 
challenging economic environment, 
we are well placed to grow our  
bank and make a positive impact.

Looking ahead, we have some clear 
priorities: 
1. Continuing to grow the bank 

sustainably for the benefit of  
our customers while adapting  
to the challenges posed by  
record low interest rates. 

2. Ensuring that we have the right 
policies, governance and culture 
in place to meet the increased 
regulatory and compliance 
expectations following the  
Royal Commission.

3. Continuing to develop and 
support our staff as they respond 
to the challenges of a changing 
regulatory environment, building 
critical leadership skills and 
improving employee experience.

4. Serving and supporting our 
customers in a challenging 
economy, low wages growth 
and increasing levels of financial 
hardship. 

5. Enhancing our digital banking 
services in response to customer 
needs, and ensuring we are at  
the forefront of innovative ways  
to combat cybersecurity risks. 

6. Building our impact finance 
capability to finance more projects 
that create positive impact for 
people and the planet with the 
money our customers deposit  
with us. 

7. Sourcing funding that aligns with 
our purpose and values that 
helps us grow in line with our 
Responsible Banking Policy. 

Signing off this 2019 report, we thank 
you. As we hold firm to our purpose 
and values, we know the support of 
our customers and staff is essential  
to truly be the bank Australia needs.

Judith Downes, Chair

Damien Walsh, Managing Director
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Eileen and her husband Robert 
live in Bendigo. They’ve been 
customers since 1981.
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To understand what matters most to our customers,  
our staff and other stakeholders, we regularly consult  
with them and assess current and emerging issues.

In the first half of 2019, we asked our customers,  
our staff and other key stakeholders what was most 
important to them. We assessed these topics against  
the issues on which Bank Australia could have the  
most impact, in line with the materiality principle  
of the Global Reporting Initiative and Integrated  
Reporting Framework principles (appendix 1). We 
also conducted a formal assessment with our senior 
management and some stakeholders, validating the 
outcomes with the Board of Directors to confirm the list  
of topics that are currently most relevant to the bank.

From the assessment, we identified and ranked topics 
that are the most important to our stakeholders. 
We’re prioritising 10 topics (appendix 1) that met the 
assessment’s threshold to include in this year’s report. 
We’ve broken those topics into four broad themes: 
responsible banking (chapter 4), our customers  
(chapter 5), our people (chapter 6) and people and  
planet (chapter 7). These themes inform the structure  
and content of this report.

For a full list of the disclosures included in this report 
against Global Reporting Initiative’s (GRI) Standards,  
please see appendix 12.

Who has a say?
Because we’re a customer owned bank, a unique 
mix of stakeholders inform our strategy, planning 
and reporting. As part of our reporting cycle, we 
consult formally and informally with a range of 
these stakeholders, including:
• our personal customers
• our community customers (organisations that 

bank with us)
• our staff
• our regulators – the Australian Securities and 

Investment Commission (ASIC) and the Australian 
Prudential Regulation Authority (APRA)

• our Board of Directors
• our sector – the Customer Owned Banking 

Association, the Global Alliance for Banking on 
Values, the Business Council of Cooperatives and 
Mutuals, the United Nations Global Compact,  
and the Australian Banking Association.

Bank Australia Limited 2019 Impact Report 9

We report on what matters most  
to you (and us).
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Here’s how it works…
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How we’re set up
• Bank Australia Limited (ACN 087 651 607) is a customer 

owned bank. 
• We are a mutually owned Authorised Deposit-taking 

Institution (ADI) and an unlisted public company. 
• We are 100% owned by our customers. Each customer 

owns one share in the bank.

How we operate
• We are governed by an Australian-based Board  

of Directors.
• Our day-to-day operations are led by a single executive 

team, and our 427 staff are 100% Australian based. 
• Our headquarters are in Kew, Melbourne and our Contact 

Centre is in Moe in Gippsland Victoria. As at June 30 
2019, we had 23 branches.1

• We represent more than 146,400 customers, and we’re 
custodians of $6.3 billion in assets (at 30 June 2019). 

• We are primarily a retail bank financing home loans  
with a growing commercial and impact finance portfolio 
of assets. 

What we do
• We accept deposits from savers and lend money  

to borrowers to help them achieve their goals. 
• We offer savers fair and competitive interest rates on 

their savings, and we promise to only lend their money 
to borrowers in ways that do good, not harm to people 
and the planet.

• We lend our borrowers money to buy homes, cars, 
undertake renovations and a range of other purposes. 
We currently have $4.7 billion in home loans, which help 
tens of thousands of customers to buy their own homes 
or investment properties.

What customer owned banking means
• Customer owned or mutual banks evolved from the 

Australian credit union movement and are guided by the 
International Cooperative Principles. Customer owned 
banks exist to benefit their customers, not to deliver 
profits to external investors. 

• As bank owners, our customers share in the prosperity 
that we create. We benefit our customers through 
competitive rates and fees and service improvements. 
We retain most profit as capital to ensure the bank 
remains strong, and use a portion to create positive 
social and environmental change. 

• Our business model seeks to offer competitively priced 
banking products and services to our customers. 

• As owners of the bank, each customer has an equal 
vote in the governance of their bank (appendix 2), 
such as electing Directors and approving total Director 
remuneration. 

• Customers can play an active role in their bank’s 
future. They have a voice on what matters to them.

The company we keep
• Our full range of deposit and home lending products are 

certified as ‘responsible’ by the Responsible Investment 
Association of Australasia (RIAA). 

• We were the first Australian bank of the Global Alliance 
for Banking on Values (GABV) – an international network 
of banking institutions that use the business of banking 
to create social and environmental good. We continually 
engage with other GABV members from around the 
world to collaborate on how we can all deliver on our 
purpose as values driven banks, in ways that increase 
awareness of the importance of ‘banking on values’. 

• We’re active in banking and mutual sector industry 
forums as a member of the Customer Owned Banking 
Association (COBA), the Australian Banking Association 
(ABA) and the Business Council of Cooperatives and 
Mutuals (BCCM).

• We also work with partners who share our values, such 
as Greening Australia, Trust for Nature, Human Rights 
Watch, The Big Issue and Australian Progress. These 
partnerships help to raise awareness of social and 
environmental issues and support shared goals.

1 We had 20 branches at the time of printing.



Our purpose and values

Purpose
Bank Australia exists to create  
mutual prosperity in the form 
of positive economic, social, 
environmental and cultural impact.

Brand
We are the bank Australia needs.

Aspiration
To be Australia’s leading customer 
owned responsible bank.

Values
We developed these five core values 
with our customers and staff, to 
reflect the values we all share:
• Honesty and integrity
• Compassion and caring
• Belonging and empathy
• Future and generational thinking
• Transparency and authenticity

Our strategy
Our corporate plan provides long  
term clarity for the bank and outlines 
our strategic objectives, performance 
goals and projects to 2023.

Our strategic approach 
We focus on three differentiated 
capabilities that will drive our  
growth, distinguish us in the market 
and prioritise our business plans  
and projects.

1. Putting customer wellbeing 
at the centre
We care for our customers, basing  
our decisions on their wellbeing.  
Our commitment to customer 
ownership enables this capability.

2. Looking after our staff  
and culture
Our staff are engaged and empowered 
to be the champions of responsible 
banking. We care for our staff, support 
each other’s needs and work together 
to provide responsible banking.

3. Raising the bar for 
responsible banking
Our commitment to responsible 
banking is demonstrated in  
everything we do – our products,  
our services, our leadership.

We put our customers first because 
they own the bank.
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What does values based banking mean?

As a member of the Global  
Alliance for Banking on Values, 
we uphold its principles:
1. A triple bottom line 

approach at the heart  
of the business model 
(people, planet, prosperity)

2. A grounding in 
communities, serving the 
real economy and enabling 
new business models to 
meet the needs of both

3. Long term relationships  
with customers, and a  
direct understanding of  
their economic activities  
and the risks involved

4. A business model that  
is long term, self-sustaining  
and resilient to outside 
disruptions

5. Transparent and inclusive 
governance



3. Our financial performance  
and growth
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because of our responsible 
approach to banking.



Our 2019 financials
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Our financial 
performance 
We were pleased with our 
financial performance in  
2019 despite experiencing  
a more challenging economic 
environment. 

Our profit, while below our 
target, remained sound at 
$22.8 million, and our customer 
owned capital reserve grew 
to $533.2 million. We also 
exceeded our deposit growth 
target by 1.7%. 

While we fell just short of our 
lending target and asset growth 
targets, we still grew more than 
the overall financial system 
in a low growth economic 
environment which was a 
positive result. This outcome 
reflected our strong customer 
growth, the improvements 
we made to internal systems 
and processes, and our sound 
approach to managing our 
costs.

For more information on  
our financial performance, 
please refer to the 2019 
Financial Report.

($5.7 billion in 2018)

Total assets

$6.3billion
(9.3% in 2018)

Loan growth

11.5%

(11.3% in 2018)

Deposit growth

13.7%
($26.1 million in 2018)

Net profit after tax

$22.8million

(16.6% in 2018)

Capital adequacy ratio 
(capital held against 
risk weighted assets)

16.4%
(13.7% in 2018) 

Total liquidity as  
a percentage of on 
balance sheet liabilities

14.8%

(0.3% in 2018)

Loans 30 days or 
more in arrears as 
percentage of total 
loan portfolio

0.3%

($510.2 million in 2018)

Customer owned 
reserves

$533.2million
(69.6% in 2018)

Costs as percentage 
of income

73.5%



4. Responsible banking
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Responsible banking 
guides how we lend  
money, how we support 
social and environmental 
issues and, most 
importantly, how we  
look after our customers 
and staff.

We publicly launched  
our new Responsible 
Banking Policy
We published our new Responsible 
Banking Policy in October 2018.  
The policy was developed in 
consultation with customers  
and approved by our Board. 

Our new policy builds on our  
earlier Responsible Investment and 
Lending Policy, first established in 
2006. Since that time our customers 
have told us that they would like  
us to share more information about  
how and where we invest their money. 

The Responsible Banking Policy  
sets out who we lend our customers’ 
money to and who we do not lend 
money to. 

It also articulates our core approach 
to responsible lending to personal 
customers which includes only  
lending an amount of money that 
people can afford to repay. 

Importantly the policy also sets out 
who we will accept deposits and 
funding from to ensure we fund  
our bank from responsible sources.

Responsible banking is 
at the heart of everything 
we do at Bank Australia.

Bank Australia Limited 2019 Impact Report 17
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Investing your  
money in good,  
not harm
We believe that a truly 
responsible bank can 
make society better, and 
that where people and 
organisations put their 
money has a big impact 
on the world. 

That’s why we embed our values 
into everything we do – from the 
loans we provide to the types of 
organisations we do business with. 
Our Responsible Banking Policy sets 
out how we put this into practice.

By choosing to bank with us, you 
can be confident that your money is 
working to create a positive impact.

We lend to:
• Individual customers for homes, 

cars and everyday living
• Community housing 

and specialist disability 
accommodation 

• Better housing developments 
(sustainable, affordable, and 
community focussed)

• Community renewable energy
• Not-for-profit community 

organisations

We don’t lend to the: 
• Fossil fuel sector
• Intensive animal farming 

and the live animal export 
industry

• Gambling industry
• Arms industry
• Tobacco industry

The sectors subject to inclusion 
and exclusion have been 
informed through customer 
research and engagement  
with key stakeholder groups.

The Responsible Banking Policy 
will be reviewed periodically 
with new inclusions and 
exclusions considered in line 
with customer feedback and 
stakeholder engagement. 
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The bank with clean 
money is the bank 
Australia needs
Building greater 
awareness of Bank 
Australia and the values 
that we hold is one of 
our strategic priorities. 
Why? Because we want 
people to know there is 
an alternative approach  
to banking.

In October 2018 we launched the  
next phase of our ‘bank Australia 
needs’ brand strategy, introducing  
the concept of clean money. Put 
simply, clean money is money that 
does good, not harm to people  
and our planet. 

The concept of clean money has 
been popularised by Canada-based 
author and impact investor Joel 
Solomon. Joel’s book, The Clean Money 
Revolution, proposes that we all need 
to be aware of how our money is 
used by banks, insurance companies 
and superannuation and consider the 
impact of our choices on other  
people, our environment and society. 

The strategy features a new television 
commercial that contrasts the 
everyday transactions we make 
with our bank cards and the kinds 
of activity our money could be 
supporting without our knowledge, 
like funding entities involved in fossil 

fuels, weapons, or live animal 
exports. The strategy aims to 
challenge Australians to start 
asking themselves if they  
know what their money might 
be funding, and then to ask 
their bank how it is investing 
their money. 

Results
After just eight months in 
market, we saw a 48% increase 
in new customers compared 
to the previous eight-month 
period. Prompted brand 
awareness increased to 34%.

The strategy has been 
successful in driving action 
among our target market, with 
strong growth in new Everyday 
Access transaction accounts 
and pleasingly an increasing 
number being opened by 
younger customers.
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The bank that doesn’t pay 
executive bonuses is the  
bank Australia needs.

Living up to our promise 
and meeting your 
expectations
We’re continuing to develop our 
approach to risk management 
practices to ensure we’re living 
up to our responsible banking 
promise. Our governance structure 
includes an Executive Responsible 
Banking Committee. The committee 
oversees a ‘whole of bank’ approach 
to responsible banking, including 
ensuring our approach is embedded  
in departmental plans, monitoring 
staff engagement, managing risk 
(appendix 3) and ensuring we deliver 
all the bank’s public commitments 
(appendix 8). 

We reflected on the 
findings of the Royal 
Commission
In February 2019, the Royal 
Commission into Misconduct  
in the Banking, Superannuation  
and Financial Services Industry 
publicly released its final report. 
Commissioner Kenneth Hayne  
made 76 recommendations to the 
Australian Government to address 

the broad range of issues identified 
throughout the course of the Royal 
Commission. 

Throughout the report Commissioner 
Hayne returned to two key themes 
that contributed to many of the 
failings identified:
1. the pursuit of profit and individual 
gain above customer needs, and 
2. that primary responsibility for 
cultural and governance failures lies 
with boards and senior executives. 

While the Commission’s findings  
and commentary firmly focussed 
on the major banks, the resulting 
regulatory and compliance  
scrutiny foreshadowed in the  
76 recommendations will be  
relevant across the financial services  
industry. This includes all banks,  
as well as mortgage brokers, wealth 
managers, insurance providers  
and superannuation funds. 

Pleasingly, many of the issues 
identified in the report are in areas 
where we feel confident in our plans, 
processes and procedures, particularly 
those focussed on ethical conduct, 
remuneration, risk and compliance 
culture, and financial inclusion. 

As the Commonwealth Government’s 
legislative response to the  
Commission is implemented over  
the coming year, we will continue  
to focus on strengthening those  
areas where improvement 
opportunities are identified, and  
to work with regulators to continue  
to help them understand our 
approach to responsible banking.

Introduction of the  
Bank Executive 
Accountability Regime
This year we prepared for the Banking 
Executive Accountability Regime 
(BEAR) to come into effect for small to 
medium sized banks on 1 July 2019. 

Consistent with the themes that 
emerged from the Royal Commission, 
the BEAR increases the accountability 
of executives and directors for their 
behaviour, decision making and the 
banking cultures they oversee. 

The BEAR sets clear and heightened 
expectations of accountability for 
banks, and ensures there are clear 
consequences for failing to meet 
those expectations.
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We became the first bank in Australia  
to switch to 100% renewable electricity
In May 2019 we became the first bank in the country  
to switch to 100% renewable electricity, one year  
ahead of our 2020 target.

We achieved this through  
a range of actions including:
• installing 88 solar panels on  

our head office in Melbourne 
• installing 110 solar panels on  

our Contact Centre in Moe 
• buying renewable electricity from 

Crowlands Wind Farm in Victoria 
as a member of the Melbourne 
Renewable Energy Project.

“Being the first bank in Australia 
to switch to 100% renewable 
electricity is a huge achievement 
for us,” said Damien Walsh, 
Managing Director.

“Our customers have told us  
they want to see clear action  
on climate change and we’re 
pleased to show how business  
can lead on climate action.” 

Running on 100% renewable 
electricity means avoiding 780 
tonnes of carbon emissions per 
year, which is the equivalent  
to taking 232 cars off the road.

Bank Australia is a member 
of RE100, a global business 
initiative of influential 
companies committed to 
100% renewable power.

Jon Dee, RE100 Australia 
Coordinator, said, “As the 
first Australian member of 
RE100 to achieve a switch to 
100% renewable electricity, 
Bank Australia has set a really 
positive example.”

Image provided by Pacific Hydro – developer of the Melbourne Renewable Energy Project wind farm at Crowlands in Victoria
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This traineeship is part of our 
commitment to integrating 
Indigenous ecological knowledge 
into the management of our 
Conversation Reserve.

The traineeship is an exchange  
of knowledge. It gives the trainee 
experience of western science 
and shares traditional land 
management expertise with 
Greening Australia and Trust for 
Nature.

The traineeship also supports 
connection to country for the 
traditional owners, the Wotjobaluk, 
Jaadwa, Jadawadjali, Wergaia and 
Jupagulk people. 

Our first trainee is Yasmin 
Harradine. This year she 
completed two TAFE units 
towards her Certificate III 
in Conservation and Land 
Management as well as gaining 
practical experience through 
working on the Conservation 
Reserve.

We’re grateful to Yasmin  
for her commitment to our 
Reserve and are proud to be 
part of her career. 

As a Bank Australia customer 
you are a part owner of our 
Conservation Reserve.

Indigenous 
traineeship at 
our Conservation 
Reserve
In 2019 Greening 
Australia and Trust for 
Nature, our partners 
in managing the Bank 
Australia Conservation 
Reserve, offered an 
inaugural two year 
Indigenous Traineeship. 
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While our business does not have 
the complexity of many larger 
institutions, we have worked hard to 
ensure that we are prepared to meet 
our obligations under the BEAR. We 
recognise that strong governance and 
accountability is crucial to maintaining 
the high level of trust our customers 
place in us to protect their money,  
and to keep their best interests at  
the centre of everything we do. 

Our approach to bonuses 
and commissions
The attention given to bank 
remuneration practices by the  
Royal Commission reinforced our  
belief that our approach remains in 
the best interests of our customers. 
Offering bonuses to drive sales creates 
a risk of encouraging unethical 
behaviour that may negatively  
impact customers. We want 
our people to focus on serving 
customers, which is why we don’t 
provide financial incentives to drive 
sales. Instead, we pay our staff fair 
salaries that reflect their position, 
qualifications, experience and overall 
performance. We don’t pay any  
sales-based commissions or bonuses 
to our executives or any other staff.  
We outline the remuneration  
received by our staff on page 38  
and in appendix 5.

Mortgage brokers
Growing the business and attracting 
new customers are important to our 
future, so we do pay commissions to 
mortgage brokers. We take steps to 
ensure our broker network reflects 
Bank Australia’s values in promoting 
our brand and products. 

We started working with mortgage 
brokers in August 2015. We now  
work with over 2400 brokers, 
generating over $558.5 million in  
new home loans (up from $504 
million in 2018) and $57 million in 
new commercial loans in 2019.  
We apply one common commission 
structure across all products.

Effective 1 July 2018 our commission 
payments were 0.6% plus GST 
(upfront commission) and 0.15% plus 
GST (trail commission) for brokers who 
are part of an aggregator, and 0.5% 
plus GST (upfront commission) and 
0.15% plus GST (trail commission) for 
brokers holding their own Australian 
Credit Licence who have a direct 
relationship with the bank. Upfront 
commission payments are based 
on the settled value of the loan less 
offset and redraw balance, and trail 
commission payments are assessed 
on the closing balance of the loan, 
less offset balance, each month.

We work closely with our broker 
partners to help them understand 
Bank Australia’s unique value 
proposition and purpose. 

Affinity partners
In 2019 we made the decision 
to cease our program of affinity 
partnerships with the community  
and not-for-profit sector following 
a review of the program. We will 
continue to partner with the not-for-
profit sector and will work on a new 
partnership model in 2020. 

Affinity partners are organisations  
that referred customers to Bank 
Australia. These organisations received 
a commission payment for successful 
customer referrals. For customers 
who switched their loan to us, we 
paid 0.40% of the total loan amount 
plus GST to the affinity partner. In 
2019 we paid a total of $29,804 to 
organisations through this program.

Insurance partners
Our customers sometimes need 
access to products that are not part  
of our core product suite, such as 
general insurance. 

We have an agreement with Allianz 
Australia Limited to offer our 
customers general insurance and 
consumer credit insurance. In early 
2019, we made a decision to cease 
selling consumer credit insurance. 

We continue to offer Allianz general 
insurance products. As part of this 
relationship, we earn a commission 
on sales based on the gross written 
premium of products taken up. Allianz 
also provides us with a contribution 
toward a sales leader position as well 
as a marketing allowance to support 
the promotion and sales of insurance. 
We can also receive a percentage of 
the underwriting profits (if any) each 
year depending on the performance  
of the partnership. 

We influence positive 
change in the banking 
sector
As a GABV member, we are committed 
to influencing positive change in 
the wider banking sector. We do 
this in many ways, from the way we 
operate our business to the issues 
that we advocate for on behalf of 
our customers. While we are small in 
the overall context of the Australian 
banking sector, we feel a responsibility 
to help influence the sector through 
our thought leadership. 

Our clean money brand strategy and 
our partnerships with civil society 
organisations provide valuable 
opportunities to start important public 
conversations about the role banks 
can play creating positive change.  
We aim to educate Australians about 
how banks use their money, and 
challenge them to consider if their 
banks are investing in industries that 
don’t align with their personal values. 

In June we hosted international 
impact investor and author Joel 
Solomon on a public speaking tour to 
discuss the concept of clean money 
with our customers, our employees, 
values aligned audiences and the 
media. During Joel’s visit we hosted 
panel discussions in Melbourne and 
Sydney for Bank Australia customers 
featuring other guest speakers from 
Animals Australia, Market Forces, 
Australian Ethical Investments and 
The Guardian Australia. 



The discussions delved into the role 
money plays in creating positive 
change, and the need to help 
connect people with the impact of 
their financial decisions. Joel also 
spoke at Progress 2019, a conference 
supported by Bank Australia that 
brings together more than 1200 
Australians working across the  
civil society, climate action and 
progressive change sectors. 

We have also taken leadership 
positions in a number of industry level 
initiatives and forums to influence 
the finance sector to become more 
focussed on sustainable development 
and responsible business practices. 

In February 2019, Bank Australia’s 
Managing Director Damien Walsh 
joined the Steering Committee of 
the Australian Sustainable Finance 
Initiative (ASFI). ASFI brings together 
leaders from institutions across 
the banking, finance, investment 
and insurance sectors to develop 
a common roadmap for the 
development of a more sustainable 
finance system and a more resilient 
Australian economy. 

The Managing Director also sits on 
the ABA’s Council, and we participate 
in the Responsible Investment 
Association of Australasia’s Human 
Rights Working Group.

We’re part of the 
conversation on  
affordable housing 
Access to affordable housing remains 
a significant issue in Australia and  
we want to be part of the solution.

We funded several affordable  
housing developments in 2019,  
helping people who are on low 
incomes or experiencing disadvantage 
to access more secure, safe and 
affordable housing. 

In 2019 we brought together a 
number of organisations for a 
workshop on exploring opportunities 
to create housing models that 
increase affordability and inclusivity. 
This work helped inform our 
Impact Finance Strategy which 
will have a strong focus on funding 
affordable and sustainable housing 
developments.

Working on a responsible 
supply chain 
A responsible supply chain is an 
important part of being a responsible 
bank. 

We believe the goods and services  
we purchase shouldn’t do harm 
to people or planet, and that our 
approach to procurement should 
support businesses and other 
organisations that are aligned  
with our values. 

The introduction of the Modern 
Slavery Bill 2018 has put an increased 
focus on the risks of modern slavery 
practices, such as human trafficking, 
forced labour and child labour in 
Australian business’ supply chains. 
We will need to submit our first public 
statement in 2020 which will identify 
any potential risks in our supply chain, 
the actions we have undertaken to 
assess and address those risks and  
the effectiveness of those actions. 

We continued to monitor our supply 
chain and look for opportunities to 
introduce more responsible practices 
in 2019 by:
• monitoring our supply chain to 

ensure the absence of deforestation 
as part of our We Mean Business 
commitments (appendix 8) 

• setting a target in our new 
Reconciliation Action Plan to 
increase the products and services 
that we purchase from businesses 
owned by Aboriginal and/or Torres 
Strait Islander people. In 2019 
we engaged Aboriginal owned 
businesses to supply graphic design 
services, artwork for our Canberra 
branch and catering for our internal 
events

• updating our procurement policy  
to reflect Bank Australia’s values 
and public commitments

• introducing our new procurement 
tool that includes questions on 
operating practices, human rights 
and environmental management 
which applies to all of our suppliers. 

But, we identified gaps in our policy 
and process for procurement across 
the business which we intend to 
improve in 2020 by:
• evaluating our procurement 

processes to manage our supply 
chain exposure to modern slavery 
in preparation for the 2018 Modern 
Slavery Act’s reporting requirements

• increasing our procurement from 
organisations that are owned by or 
employ people with a disability 

• understanding the security 
capability of third parties who 
manage information in our supply 
chain in preparation to meet  
APRA Standards. 
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What is impact 
finance?
You might have heard the 
term ‘impact investing’ 
before. At its simplest, 
impact investing is 
where investors seek to 
combine financial return 
with a positive social or 
environmental impact on 
their investment. 

We’re using the term impact finance 
because we think it better suits our 
business. To us, impact finance means 
using our lending and investments  
to create positive impact for people 
and the planet. 

For example, lending to projects 
that address affordable housing, 
that create housing for women and 
children escaping violence, or people 
living with a disability. We’re also 
looking at financing more sustainably 
designed homes, and smaller scale 
renewable energy projects. 

We already do some of this type  
of lending, but we’re planning to  
grow this part of our business over  
the coming years. 

Building our impact finance 
capability means we’ll continue 
to meet our customers’ 
expectations that we invest 
their money in positive ways, 
and increase our collective 
impact. 

You can read more about 
impact finance in the People 
and Planet section and 
appendix 7.
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Nancy joined Bank Australia 
in 2018. What she loves 
most is that we don’t loan  
to industries that do harm.



Our banking products and 
services help our customers 
to achieve their financial 
and personal goals. 
We were pleased to see customer 
satisfaction remain strong at 88% 
(slightly down from 91% in 2018).  
We see this outcome as an 
endorsement of our brand values, 
improved customer experience and 
high levels of customer service being 
provided by our team across the bank. 
Our research found that the slight 
decrease was in part due to a small 
decrease in customer satisfaction 
with interest rates and the application 
process for home loans. 

Through our customer experience 
research program, we also saw some 
very positive results from newer 
customers who have joined us over 
the past 12 months. We were pleased 
to see that 55% of new customers  
this year identified our responsible 
banking values as their primary  
reason for joining Bank Australia. 

We also value our long term 
relationship with customers. In fact, 
almost half of our customers have 
been with us at least 15 years.

This year we also asked new 
customers how many people they  
had recommended Bank Australia  
to since becoming a customer, with 
new customers recommending us to 
an average of 11 people. This is  
a very positive result. We thank our 
customers for helping to grow  
our bank through recommending  
Bank Australia to their families,  
friends and colleagues. 

We offer fair and 
competitive rates and fees
As a customer owned bank we  
aim to offer competitive rates and 
fees to our customers. We continued 
to work hard to find the right balance 
between the interest rates we offer 
depositors and borrowers. As official 
interest rates fell to new lows towards 
the end of the financial year, we 
were careful to assess the impact 
of our decision to pass on rate cuts 
to all of our customers. With low 
rates expected to continue for the 
foreseeable future, we will remain 
focussed on customer value and 
keeping our rates competitive,  
while protecting the long term 
sustainability of our bank. 

Helping customers avoid fees and 
get the most out of their banking is 
an important way we provided value 
to our customers. For this reason, we 
continued to improve our automation 
processes in 2019 so we can better:
• identify customers who are paying 

avoidable fees on their accounts, 
and let them know how to avoid 
these fees through direct, event 
based communications

• identify customers who may be 
better suited to another product

• help customers to set up convenient 
banking tools such as PayID, 
internet banking and digital banking 
apps, and digital wallet services 
such as Apple Pay, Google Pay  
and Samsung Pay.

And we’re offering better 
products too
We see an opportunity to include 
responsible and sustainable features 
as part of our range of everyday 
banking products.

This is why we:
• offer a family pause and an  

eco-pause with our home loans

The bank that puts people before 
profit is the bank Australia needs.
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• offset carbon emissions from 
the cars we finance, and offer 
a discounted interest rate for 
customers purchasing a low-
emissions vehicle 

• balance the loss of cleared land 
from new construction loans we 
finance by protecting an equivalent 
amount of land on the Bank 
Australia Conservation Reserve  
(see appendix 10)

• offer paperless loan contracting  
and e-statements. 

Evolving our branch 
network 
In 2019 we conducted research into 
our physical branch footprint to better 
understand how our branches are 
used and perceived by our customers. 
We looked closely at how our 
customers interact with us and access 
our services. This information helped 
us think about the future role of our 
branches, recognising that customer 
expectations of banks are changing  
as new technologies are developed. 

While we remain committed to 
maintaining a branch network to meet 
the needs of our customers, we have 
continued to evolve how and where 
our branches operate over the past 
year, while increasing investment in 
improving our digital and Contact 
Centre experience. 

The way we think about our 
branches is changing
As we continued to evolve our 
customer service model in response  
to growing demand for online services, 
we have made some difficult decisions 
about our branch network this year. 
With this demand and declining 
branch use in some locations, we 
decided to close seven branches in 
2019. Four branches were closed 
before June 30 and three more  
shortly afterwards. 

Our branch network now consists of 
20 branches. While these were not 
easy decisions, we believe that on 
balance, the closures were the most 
responsible course of action and the 
best use of our customers funds. 

In managing these closures, we 
focussed on supporting our customers 
with their banking needs and offered 
personal support to customers with 
more complex banking needs or 
who require higher levels of support. 
In some cases, this meant helping 
customers move their accounts to 
another bank in their local area. 

As a result of these closures, eight of 
our team members relocated from 
our Southbank, St Lucia, North Ryde 
and Cumberland Forrest branches into 
other locations. We also said goodbye 
to three of our team members from 
our Kyneton branch. When we cannot 
find other suitable employment 
options for staff, we support them  
by offering outplacement services. 

When closing a branch, we follow the 
Australian Banking Association Branch 
Closure Protocol. The protocol ensures 
that personal and small business 
customers continue to have access to 
banking products and services. We are 
especially mindful of our customers  
in remote, rural and regional areas.

Designing the services  
of the future
As we look at the future role of our 
branches, we’re engaging our people 
and customers in designing our 
branch of the future. 

In February 2019 we re-opened 
our Canberra branch using a new 
design concept with accessibility 
and inclusivity at the forefront of our 
thinking. Working with our staff and 
accessibility consulting firm Design 
for Dignity to ensure the new branch 
was accessible, the design moved 
the branch away from the traditional 
transactional banking model. 

The teller desks have disappeared, 
replaced with open space, teller 
booths, and new technology to 
allow staff to understand and meet 
customers’ needs in a more relaxed 
environment. 

We’re implementing new  
ideas to create a better  
customer service
We’re piloting new ideas, initiatives 
and practices in our branches and 
Contact Centre to develop the support 
and structures that will help our 
people deliver a better customer 
experience. 

In 2019 we implemented a new 
approach to how we service borrowers 
with our new ‘regional lending hub’ 
model. This model centralises our 
lenders into hubs that service multiple 
branches across a region, rather than 
being based in a single branch. Our 
lenders can now spend more time 
supporting customers through the 
lending process. 

We also continued to evolve our 
Contact Centre in Moe, Gippsland 
Victoria so that we’ve got the people, 
resources and technology to be 
available when our customers want 
and need us. At times we fell short  
of our target of answering 80% of our 
customer calls within 40 seconds. Our 
average speed to answer customer 
calls was 1 minute and 30 seconds. 
We created more roles and welcomed 
new people into the team, as well 
as extending the opening hours to 
Saturdays and as a result we have 
already seen improvements in 
customer experience.
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Helping customers 
better access 
banking with dignity
Design for Dignity 
specialises in helping 
organisations to build 
inclusive design and 
dignified access for 
people with disabilities 
and improve existing 
products and services.

Bank Australia is working with Design 
for Dignity on all new branch designs 
and refits, ensuring that all customers 
are able to access our premises, 
products, and services in a safe, 
equitable, and dignified way. 

Design for Dignity look at accessibility 
beyond compliance. This includes:
• independent access to premises, 

goods, and services 
• access that doesn’t take longer or 

make anyone go further
• making people feel at ease, safe, 

certain, and connected.

For example, we worked with Design 
for Dignity to review the accessibility 

of our Canberra branch in 
late 2018 and implemented 
their recommendations 
on our website, shopping 
centre accessibility, signage, 
communications materials, and 
branch design. Branch design 
improvements included the 
installation of tactile building 
signage, increased instructional 
signage contrast, appropriate 
clearance around walkways 
and entrances, and choice  
of furniture were also 
incorporated into the design  
of our new branch at West End  
in Brisbane (pictured).
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Making saving easier 
with Round UP
Our customers told us 
they were looking for  
help managing their 
money, so we created 
Round UP, an easy way  
to save that little bit  
faster.

It’s also a handy tool for our 
customers to reach the $100  
monthly deposits required to receive 
the highest possible rate on their 
Bonus Saver account. 

Any eligible purchase made using  
your VISA debit card is rounded up 
to the nearest dollar. The amount 
rounded up is then credited to your 
chosen savings account.

For example: imagine you buy a  
coffee for $3.30. This would be 
rounded up to $4.00, with the $0.70 
Round UP automatically transferring 
to your nominated savings account.

In just the first two months, 
from May to June 2019, 
customers rounded up $54,000 
to help achieve their savings 
goal. Round UP works on 
purchases using your VISA  
debit card with payWave and 
digital wallet.

A Round UP won’t occur 
on BPAY, transfers between 
accounts, ATM withdrawals, if 
your account is in overdraft or if 
the Round UP would cause your 
account to go into overdraft. 
You can activate Round UP in 
the Bank Australia app. 
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Growing use of our digital services

(June 2018: 44,177 
June 2019: 60,484) 

(June 2018: 12,274, June 2019: 17,089)

Increase in 
number of 
customers using 
our mobile app 

Increase in number 
of customers  
using digital  
wallet services 
such as Apple Pay, 
Samsung Pay  
and Google Pay

Increase in 
number of 
customers signed 
up for PayID

37% 67% 39%

(June 2018: 9,289, 
June 2019: 15,483)

Improving customer 
experience was  
a focus this year
We improved our customer  
experience this year by developing  
the technology that customers  
use for their daily banking and by 
improving the services provided  
by our staff. This year we also:
• delivered regular mobile app 

updates, and introduced new 
features such as card controls, 
international travel notifications, 
and Round UP to help customers 
save (see case study on page 30) 

• implemented the first phase of 
a new Customer Relationship 
Management (CRM) software 
solution. The first module supports 
our hardship case management 
activities and our fraud monitoring 
program 

• invested in systems and processes 
to make them more efficient and 
increased our robotics and process 
automation capability. We launched 
our first robot, known as ‘T-bot’, that 
automates title searches during 
property purchases, allowing our 
employees to concentrate on  
higher value work

• continued to make improvements 
to our digital customer onboarding 
channel, including improvements 
to the customer identity verification 
process. This resulted in a significant 
increase in customers successfully 
opening an account

• implemented values-based service 
behaviour training across the 
bank. Led by the internal Customer 
Advocacy Group, this training 
focussed on fostering consistent 
customer service behaviours that 
align to our values. 

In 2020 we will:
• implement a new voice identity 

verification system at our Contact 
Centre to improve the customer 
experience and increase the  
security of our customer service  
over the phone.

• extend the CRM software solution  
to our lending operations

• add new features to our digital 
banking services including enriched 
information about transactions 
on the app and virtual cards that 
will allow new customers to start 
transacting immediately while they 
wait for their physical card to arrive 

• prepare for open banking which 
will provide our customers, and all 
Australians, with greater control  
and choice about accessing and 
sharing their banking data 

• develop new product features 
that reward customers for making 
environmentally sustainable choices.
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Your financial goals  
are important to us
A critical role we play is helping 
support our customers’ financial 
wellbeing. In 2019 we provided more 
resources for our customers and we: 
• launched ‘Your Money’, a new 

customer e-newsletter with 
educational stories and simple  
tips on managing money

• reminded people of product features 
that can save them money or 
benefit them, for example, the eco 
and family pause on mortgage 
repayments to assist customers  
at different life stages

• conducted a financial capability 
program to equip customers with 
more skills to manage their money 
and budget. We ran budgeting 
sessions in branches for our 
customers and developed a suite 
of written resources to help support 
our customers’ financial capability 

• worked with the Victorian Women’s 
Trust to develop a podcast series 
focussed on developing women’s 
financial knowledge and capability. 
The podcast series will launch later 
in 2019

• continued to implement our 
Financial Inclusion Action Plan 
(appendix 8).

But we recognise some customers 
are finding it hard to achieve a sense 
of financial wellbeing. Reflecting 
these pressures, customers’ personal 
satisfaction with their financial 
situation remained steady at 71% in 
2019 (from 70% in 2018). Forethought 
conducts this research annually by 
asking customers how satisfied they 
are with their current level of income, 
savings and investments, debt and 
ability to meet their living expenses. 

While some customers experienced 
financial hardship, we were pleased 
that there was an increase in 
customers rating their satisfaction 
with their financial situation at 10 
out of 10 (from 8% to 11%), and the 
proportion of customers extremely 
satisfied with their Financial Situation 
(8 out of 10 or higher) (from 38%  
to 40%).

We’re supporting 
customers experiencing 
financial difficulties
Supporting customers who are 
experiencing financial difficulties  
is a high priority for us. Here’s a 
rundown on our efforts in 2019:
• We maintained our approach to 

responsible lending, with a low 
number of loans in arrears greater 
than 30 days (0.30% of all loans). 

 Our responsible approach to lending 
means we only lend amounts 
customers can repay without facing 
financial stress or hardship. 

• When customers do experience 
financial hardship, our Hardship 
Assistance team helps them 
manage their loan repayments  
and vary the loan if needed. In 
2019, our team varied 121 loan 
accounts, down 30.46% from  
174 variations in 2018. 

• As in previous years, our customers’ 
primary reasons for hardship were 
unemployment, reduced income 
and medical reasons. We continued 
to communicate with customers 
about avenues of financial support 
and assistance. 

• We engaged with other 
organisations such as WIRE 
(Women’s Information and Referral 
Service) and Uniting Kildonan to 
deepen our understanding of the 
impacts of family violence and 
identify how we can better support 
customers experiencing hardship  
in these situations.

Banking should create a more 
inclusive society. If we can help people 
secure affordable housing, we’re being 
true to our fundamental principle  
of mutual prosperity.
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Upskilling our staff to support vulnerable customers

We partnered with Uniting Kildonan to develop and deliver 
vulnerable customer training for all staff at the bank.

The training focussed on  
helping our staff understand  
the different circumstances  
that create difficulties for  
our customers and what  
this means when providing  
banking services to them.

This is part of our ongoing 
commitment to financial 
inclusion, and meeting our 
commitment to the standards 
set by the Australian Banking 
Association Banking Code  
of Practice. 

Bank Australia staff, across all areas  
of the bank, complete an online 
training module and our frontline  
staff undertake additional learning. 

This year, 88 frontline staff have 
participated in face-to-face  
workshops with Uniting Kildonan  
and 95% of all staff have  
completed the online module.

We continue to work across all  
areas of the bank to ensure our 
guidelines and processes recognise 
and support vulnerability. 
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Fraud is on the rise,  
so we’ve escalated  
our response 
Fraud is a serious and growing  
issue in Australia and internationally. 
Our team works hard to mitigate  
the risk of fraud, notify our customers 
of suspicious transactions, and offer 
support to those who have been 
defrauded. 

Our help for customers includes:
• publishing articles and alerts on  

our website, social media channels, 
and customer e-newsletters about 
new and emerging fraud threats 
and scams 

• constantly improving our fraud 
monitoring activities, to inform 
customers quickly of suspicious 
activities on their accounts

• staying abreast of trends and  
new types of fraud, and regularly 
sharing the Australian Government’s 
Stay Smart Online updates with  
our customers 

• supporting customers affected  
by fraud or scams

• collaborating with industry and 
various government agencies  
set up to fight financial crime.

In 2019 we improved our approach  
to managing fraud by:
• running cybersecurity sessions 

for customers in our branches 
to educate about online safety 
and identity protection, and build 
awareness of fraud risks and 
common scams

• implementing a new case 
management system to manage 
fraud cases, making it easier for  
our staff to respond to scams  
and incidences of fraud

• implementing further fraud 
awareness training for our staff,  
so they are confident to act on  
and escalate concerns about 
potential fraud activity. The  
one-on-one training was tailored  
to each staff member’s role and  
was rolled out to 31% of our staff. 
This training was in addition to 
online fraud training that all staff 
are expected to complete annually.

In 2020 we will:
• continue to invest in fraud 

mitigation systems and technology
• increase our focus on Anti Money 

Laundering and Counter Terrorism 
Finance training and awareness  
for our staff. 

Our Customer Advocate  
is there for our customers
We have had a designated Customer 
Advocate since 2016. The purpose 
of this role is to provide an objective 
voice to ensure customer complaints 
and disputes are appropriately 
addressed. The Customer Advocate 
role is independent from the bank’s 
retail, operations, risk and internal 
dispute resolution functions. The 
Customer Advocate aims to ensure 
we are living up to our customer 
service commitments. The Customer 
Advocate also meets our obligations 
under the Australian Banking 
Association Banking Code of Practice. 
In 2020, we will consider how this role 
can be further developed to meet the 
needs of our customers.

The bank that stays true to its  
purpose is the bank Australia needs.
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Not all clothing 
labels are  
created equal
HoMie is a Melbourne-
based streetwear  
label selling ethical  
and sustainably  
made streetwear. 

Set up by three friends, 100% of profits 
go towards helping young people 
experiencing homelessness or hardship 
– the first of its kind in Australia.

“So anyone who purchases something 
from us immediately becomes a 
HoMie” says co-founder Nick Pearce.

HoMie hosts monthly VIP shopping 
experiences, where young people at 
risk of or experiencing homelessness 
visit the store to choose clothing, use 
the barber and have their nails done.

Profits also go towards the Pathways 
Project. Twice a year, HoMie takes on 
seven interns and sends them on a six 
month, fully accredited retail training 
and employment program. 

Interns graduate with a 
Certificate III in retail. From 
the program’s pilot in 2017, all 
graduates found meaningful 
employment. 

“We know new clothes won’t 
help solve homelessness, 
but we think access to 
opportunities can.”

Visit HoMie online or on the 
corner of Brunswick and 
Johnston Streets in Fitzroy, 
Melbourne. HoMie is a Bank 
Australia customer, and 
received a Customer Grant in 
2019 that will support  
a Pathways Project intern.



6. Our people
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Our Contact Centre in Moe 
employs 56 people, as part 
of our commitment to the 
Latrobe Valley.



We know that if our 
staff are engaged and 
committed to our purpose 
and values we’ll do an  
even better job of meeting 
our customers’ needs.  
We are also working to 
build a more diverse and 
inclusive workforce. 

Our workforce continues  
to grow... 
Our workforce grew to 427 people 
in 2019 (from 411 in 2018) and in 
keeping with our commitment not  
to offshore jobs, all of these roles  
are located in Australia. 

With our focus on customer 
growth and system and process 
improvements, we increased  
our recruitment of specialist skills  
and experience across the bank.  
We created new roles that built 
capability in key areas including 
people and culture, project 
management, robotics and 
automation, data management and 
analysis, digital service development, 
product management and impact 
finance. 

…and we’re focusing  
on engaging our people
We run an annual staff engagement 
survey to measure overall levels 
of engagement. The results of this 
year’s survey showed our overall staff 
engagement was 71% in 2019 (an 
increase from 67% in 2018). In the 
context of significant change across 
the business, heavy investment in 
systems upgrade and a large number 
of people joining the bank, this is 
a positive result. We will continue 
to strive for our target of 80%+ 
engagement by 2023. 

81% of our people completed the 
voluntary survey, and when we asked 
what they like most about working 
at Bank Australia, their responses 
included the people they work with, 
the bank’s purpose and our values. 
There was a very strong endorsement 
by our people of the importance of  
the bank’s values, strategic direction 
and risk culture. 

This year we invested in developing 
the capability of our staff.
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(up from 411 in 2018)

Our staff

427



Our aim is to have a highly engaged 
culture. We are strongly committed 
to working in ways that will 
encourage people to fully  
contribute to the bank’s work.
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When asked what we could do better, 
our people said improving physical 
space, ensuring consistency of 
policies and processes, and improving 
resourcing across the bank (including 
systems and people). We have acted 
on the feedback by continuing to 
review our resourcing levels which has 
included the introduction of new roles, 
ensuring we recruit the right capability 
and skills to build our capacity. 

We maintain a detailed policy register 
that ensures our policies are regularly 
reviewed. Similarly, processes are 
reviewed and continually improved 
to strengthen efficiencies and 
effectiveness across the business.

We know our people are our greatest 
asset, and that an engaged and high 
performing workforce will enable us  
to achieve our strategic goals and 
meet the needs of our customers  
and our stakeholders.

Our people are highly committed to 
our values and to supporting their 
local communities. We encourage 
our staff to support the community 
by offering one day of paid volunteer 
leave each year. 

During 2019, 33 staff took volunteer 
leave to support organisations such 
as Polished Man, The Big Issue, Bicycle 
Network and Righteous Pup. 

We continued to encourage our 
people to use our internal social 
media platform (Workplace) to build 
connections across our different 
locations, and to share their 
experiences with each other.  
All of our people have a Workplace 
profile and 86% were using the 
platform regularly. 

Our approach to 
remuneration
We pay our people appropriately  
for the work they do that also focuses 
on generating the best possible 
outcome for our customers. 

Here’s a few of the principles  
that we apply: 
• We don’t pay bonuses or sales 

based commissions to any of  
our staff including executives

• We believe in rewarding our  
staff for behaviours that drives  
Bank Australia’s purpose as a 
responsible bank, which we 
recognise in two ways:

– Frontline staff may receive a 
small recognition payment for 
going above and beyond in their 
role. Managers nominate staff 
and these are approved by the 
executive. These payments are  
not linked to sales targets.

– All staff (except executives) can 
be nominated for our 3P Awards, 
which recognise outstanding 
behaviours linked to people, 
planet and prosperity. Award 
winners receive a certificate and 
gift card acknowledging their 
achievements and to thank them 
for demonstrating the bank’s 
values in their work. The bank  
also makes a financial donation  
to a charity nominated by each  
of the winners.

We also benchmark remuneration  
for the Managing Director position 
against independent market data.  
The ratio of our Managing Director’s 
wage to the median wage at the bank 
and in 2019 it was 13:1. We believe 
this is low compared with the ratio 
of other private sector businesses 
and reflects our approach to sound 
remuneration management.
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In October 2018, we partnered with 
Polished Man, a campaign run by 
Bank Australia customer YGAP, who 
raises funds and awareness to end 
violence against children. 

Polished Man encourages Australians 
to show their commitment to ending 
violence against children by painting 
one nail every October – a nail that 
represents the one child that  
dies every five minutes globally  
as a result of violence.

We set up a Bank Australia 
fundraising team with an initial 
goal of $30,000. We contributed 

$10 to anyone who joined our 
team once they received their 
first donation. We significantly 
exceeded our goal, raising  
a total of $174,913. 

The funds raised through 
Polished Man are channelled 
into trauma prevention and 
recovery programs for children. 
These include YGAP impact 
entrepreneurs and agencies 
around the world including the 
Australian Childhood Foundation, 
Survivors and Mates Network 
(SAMSN), and Hagar Australia.

Taking a stand to 
help end violence  
against children 
Tackling family violence 
is an issue of real 
importance for both  
our customers and staff.
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A big year for awards

We’re proud to say we 
won 10 financial industry 
awards this year, from 
four awarding bodies. 
A consistent theme 
is our success as a 
customer owned bank, 
which shows that putting 
customers first is the 
key to responsible and 
successful banking.

We believe the commitment  
of our staff to our values and to 
putting our customers’ needs and 
wellbeing at the centre of everything 
we do are two of the key drivers  
for winning these awards. 

Mozo Experts Choice Awards 2019:
• Australia’s Best Customer  

Owned Bank
• Investor Fixed Home Loan
• Excellent Banking App

Mozo People’s Choice Awards 2019:
• Outstanding Customer Satisfaction
• Excellent Customer Service
• Highly Trusted
• Most Recommended

Canstar: 
• 2019 Customer Owned 

Institution of the Year Award 
(for the fourth year running!)

• Home Loans 5-Star Rated 
Lender

Money Magazine:
• Customer-Owned Institution 

of the Year (for the second 
year running!)
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We’re working to ensure 
gender equality 
We are committed to pay equity 
across our workforce and do not 
discriminate based on gender, 
background, or identity. Every year 
we assess for potential gender gaps 
in pay. This assessment accounts for 
factors such as performance, skill set 
and experience, tenure at the bank 
and differences in roles. A formal 
review of salaries is undertaken  
each year and in September 2018  
we identified 19 staff whose  
salaries were adjusted.

We’re investing in staff 
capability and training
Investing in our workforce is essential 
for our success as a values based 
bank. At Bank Australia our staff are 
engaged and empowered to be the 
champions of responsible banking.  
In 2019 we: 
• delivered training in the lead up  

to launching the clean money brand 
strategy (98% staff completed)

• delivered cybersecurity training  
to all staff (95.5% completed)

• committed to deliver the Values-
Based Leadership Program (VBLP) 
designed to help our leaders 
advance their leadership skills 
in the context of values-based 
banking, as well as to develop 
change management capacity to 
successfully face challenges in the 
workplace. The VBLP aligns with 
the Global Alliance for Banking on 
Values (GABV) leadership program

• commenced delivering leading 
service capability training for our 
leaders in customer and non-
customer facing business units  
(128 staff in total) and we will 
continue this work with our  
frontline staff in the coming year

• took two groups of staff from  
across the business to the Bank 
Australia Conservation Reserve  
(37 staff in total) 

• delivered values based leading 
service capability training for the 
leaders in customer and non-
customer facing business units  
(128 staff in total). We will continue 
this work with our frontline staff 
next year

• conducted compliance training for 
all staff (99% completed)

• delivered vulnerable customer 
training to frontline staff (88 staff).

• worked across and with the business 
enabling and supporting our 
leaders to create high performing, 
collaborative teams with the right 
people in the right roles

• supported our people’s development 
by providing on-the-job feedback 
and coaching to improve 
performance, individual professional 
development opportunities 
and recognition of outstanding 
performance.

Workforce diversity and 
inclusion is a priority
Staff diversity and inclusion are 
critical for our continued growth 
and success. We want our workforce 
to represent the varied cultures 
and life experiences of Australia’s 
society, and for our staff to champion 
making the bank more accessible and 
inclusive. We offer flexible working 
arrangements for staff who have 
other commitments and interests  
and encourage staff to lead a 
balanced work and home life.

In 2019:
• We committed to reaching a 2% 

employment target for Aboriginal 
and Torres Strait Islander people 
in our new Stretch Reconciliation 
Action Plan. Achieving this target  
is a priority area of focus and 
dedicated resourcing. 

• We continued our financial 
services traineeship program 
which offers places for people 
from disadvantaged background 
including, refugees and people 
seeking asylum, Aboriginal and 
Torres Strait Islander people, and 
people with a lived experience  
of disability. 

• Our staff-led GLOW Network for 
LGBTQI+ employees and allies grew 
over the past 12 months, with 60 
members now following the GLOW 
Network on our Workplace platform. 
Throughout the year the GLOW 
Network continued to champion 
diversity in our workplaces and 
led a number of celebration and 
fundraising events for staff and 
customers. 

In 2020 we plan to:
• Increase our learning and 

development activities, with a  
focus on purpose driven leadership 
and values-based behaviours. 

• Partner with fellow Global Alliance 
for Banking on Values member, 
Teachers Mutual Bank Limited,  
on a joint Values-Based Leadership 
Program for leaders across both 
banks to increase their capability  
to further embed values across  
their business. 

• Continue to invest in systems, 
processes and policies to improve 
our employees’ experience at work.
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Ladder helps young people aged  
16-25 to increase their confidence, 
build foundational skills, connect 
with the community and engage 
in education, employment and 
training. 

We’re proud to support the 
Latrobe Valley pilot of Ladder’s 
Step Up program through a 
$35,000 partnership. Participants 
receive support from a Ladder 
Development Coach and have  
the option for continued 
mentorship after the program  
as they work towards goals in  
their lives including for study  
and employment. 

Part of our support is through a 
number of Bank Australia staff 
participating as mentors to the 
young people in the Step Up 
program. Our people also run 
workshops on personal finance 
and budgeting skills that help 
build the financial capability and 
confidence of the participants. 

Since April 2018, the program has 
celebrated 59 graduates and is on 
track to support 80 young people 
by the end of 2019. Over 500 
sessions have been delivered, with 
97% of participants completing 
job tasters with businesses in 14 
different industries in the Latrobe 
Valley and across Melbourne.

Kaycee, a recent Ladder graduate, 
was matched with a Bank Australia 
mentor in Gippsland and has 
now completed her mentee 
training. During the program she 
participated in a job taster with 
Bank Australia, where she received 
exceptional feedback, ultimately 
receiving the Bank Australia 
Outstanding Achievement Award.

Preventing youth homelessness in the Latrobe  
Valley through mentorship
Ladder was established in 2007 to help address youth 
homelessness, and is the official charity of the AFL  
Players’ Association.
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We’ve been  
recognised as an 
Employer of Choice
We were proud to 
be recognised as an 
Employer of Choice at 
The Australian Business 
Awards 2018 and again  
in 2019.

This award recognises 
organisations who have 
‘developed leading workplaces 
that maximise the full potential 
of their workforce through 
practices that demonstrate 
effective employee recruitment, 
engagement and retention’.

Bank Australia was measured 
against rigorous assessment 
criteria to ensure we met 
the highest standards as an 
employer. This covered areas 
such as organisational culture, 
health and safety, training and 
development, leadership, strategy 
and recognition. 

In response, Managing Director 
Damien Walsh said “Our people 
are engaged and empowered to 
be the champions of responsible 
banking, and they work to finance 
change for positive economic, 
social, environmental and cultural 
impact here in Australia.” 

“This award recognises the 
positive culture that our people 
have helped create, and has been 
made possible by our shared 
commitment to a collaborative 
and inclusive work environment.”



7. People and planet

The Bank Australia 
Conservation Reserve  
is a 927 hectare private  
land reserve owned by the 
bank and its customers.
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Our purpose is to create mutual 
prosperity in the form of positive 
economic, social, environmental 
and cultural impact. As social and 
environmental issues become more 
complex, thinking about our impact 
is even more vital.
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Our Impact Fund 
supports projects 
that address the 
issues our customers 
care about
The Bank Australia Impact Fund 
supports projects that deliver 
positive outcomes for people 
and the planet. Each year we 
commit 4% of our after-tax 
profit to the Impact Fund. In 
2019 we disbursed $1,309,399 
from the Impact Fund split 
across programs that benefit 
people (50.29%) and programs 
that benefit the planet 
(49.71%). This represented 
4.67% of 2018 after-profit tax 
plus unallocated funds from  
the previous year (see below  
for explanation and appendix 
6 for more detail). The Bank 
Australia Conservation Reserve 
(appendix 10) is the fund’s 
largest project, with funding  
of $380,363 in 2019.

(4.67% of 2018 after tax profits plus 
unallocated funds from the previous year)

(the fund’s largest project, see appendix 10)

(for programs that benefit people) (for programs that benefit the planet)

Impact Fund expenditure

People impact Planet impact

Bank Australia Conservation Reserve

$1,309,399

$380,363

50% 50%



In 2019 we:
• entered new partnerships with 

Oxfam to support advocacy in 
reconciliation and economic justice 
issues, and with YGAP to support 
its Polished Man campaign that 
raises funds and awareness for 
the prevention of violence against 
children 

• continued to fund significant 
partnerships with The Big Issue,  
the Woodlands and Wetlands  
Trust and Human Rights Watch

• addressed educational disadvantage 
through our scholarship with 
the Queensland University of 
Technology Learning Potential Fund 
and our partnership with State 
Schools Relief.

During 2018 our percentage of profits 
disbursed from the Impact Fund was 
below our usual 4% for two reasons:
1. We were conducting a review 

to ensure the fund can have the 
strongest impact and we were 
waiting to complete it before  
we funded new projects.

2. Our profit was higher than  
forecast, which meant that the 
amount of money allocated to 
the fund equated to a lower 
percentage of our profits.

In 2019 we allocated the 0.6% 
($91,062) of profit not spent in 2018 
to fund new projects in 2019. Our 
ongoing review will look at the role 
of the Impact Fund to be sure we’re 
delivering what customers expect  
of the fund, and measuring our 
impact in line with best practice. 

Customer grants from  
the Impact Fund
Our annual customer grants program 
supports community organisations 
that bank with us to create positive 
impact across a diverse range of 
initiatives. Since introducing these 
grants in 2016, we have funded 
almost $550,000 in projects.

In 2019 we provided grants of 
up to $10,000 to 33 customer 
organisations for projects addressing 
issues including climate change, 
environmental conservation, diversity 
and inclusion, family and gendered 
violence, disadvantage, reconciliation, 
refugees and people seeking asylum, 
and education and educational 
disadvantage across two funding 
rounds. In total we provided financial 
support of almost $320,000 towards 
these projects. 

The grant recipients included:
• a program to promote positive 

conversations about climate change 
and the transition to a low carbon 
world in the Latrobe Valley

• an underground roller disco 
to support interaction among 
neighbours in community housing

• a community legal centre to 
increase its capacity to be culturally 
safe for First Nations staff and 
clients

• a social enterprise helping furnish 
homes for up to 150 people 
escaping family violence with 
repaired and repurposed furniture.

For a full list, please see appendix 6.

We also supported the 
community renewable 
energy sector with  
new grants from the  
Impact Fund
This year we launched a new stream 
of funding offering grants of up to 
$25,000 for projects that grow the 
scale and capacity of the community 
renewable energy sector. To enable 
these funds to support the growth  
of renewable energy across Australia, 
we opened our grants up to non-Bank 
Australia customers. 

We supported five community 
renewable energy projects with  
grants totalling $110,000, including: 
• Central Victorian Greenhouse 

Alliance’s ‘Social SunPower’ project 
installing solar PV systems across 
a social housing co-operative, 
ensuring the benefits are shared 
amongst all houses regardless of 
where the system is installed.

• Community Power Agency  
Co-operative Limited; providing 
funding for a Solar Garden, which 
enables access to renewable 
electricity to households who can’t 
put solar panels on their own roof.

For a full list, please see appendix 6.
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The goal is to build public support 
for the action needed to tackle 
climate change. In 2019 we 
provided $10,910 from our 
customer grants towards their 
Communities Leading Change 
program – a four month project 
that empowers people to engage 
their communities to find the right 
solutions and to build support for 
a more sustainable and fair future 
for the Latrobe Valley.

The program recruited and 
trained Latrobe Valley residents 
to deliver workshops in their 
communities. The workshops 
provided the practical skills to 
have meaningful, considered 
and inclusive conversations 
around climate change and the 
transition to a low carbon future.

Creating a climate for 
change in Australia
Bank Australia is proud 
to support Climate for 
Change, an organisation 
helping people have 
conversations around 
climate change with  
their peers.
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Taking back the 
refugee narrative
Founded in 2012, Road 
to Refuge is a volunteer-
based non-profit that 
runs community events, 
educational initiatives and 
workshops with a mission 
to amplify refugee and 
asylum seeker voices. 

Supported by a Bank Australia grant, 
Road to Refuge launched a new 
program in 2019, called ‘In My  
Own Words’. The initiative teaches 
people from refugee backgrounds  
the essential skills they need to  
tell their stories and helps them  
kick-start their careers in media. 

“The more stories we get out there, 
the more likely we are to overthrow 
the negativity that permeates 
Australian society and move towards 
a more inclusive Australia,” says 
Program Director Jeanine Hourani. 

“The program helps to catalyse  
this process by equipping participants 
with the skills and opportunities they 
need to tell their stories on their  
terms and in their words.”

Participants went through  
a series of workshops around 
what it means to be a 
storyteller in 2019, covering 
all mediums from writing to 
filmmaking, photography, 
podcasts, media pitching  
and personal branding.

In July 2019 Road to Refuge 
held ‘Our Words’, a night of 
creative storytelling presented 
by program participants in 
Melbourne. The night put 
a human voice to the lived 
experience of refugees in 
Australia, contributing to  
the national conversation.
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We continue to provide 
scholarships for community 
leadership programs across 
Victoria’s Loddon Murray, 
Northern Mallee, Gippsland 
and Ballarat regions and in 
Adelaide, 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. 

Our current Gippsland 
scholarship recipient, Tanarly 
Hood, is the youngest 
participant this year.

Speaking about why she 
applied for the scholarship, 
Tanarly says “Alone we can do 
so little, together we can do so 
much.”

Tanarly is a proud Gunaikurnai 
woman and is the first Youth 
Worker for the Baw Baw Shire 
Council. Born and raised in the 
Latrobe Valley, Tanarly is a big 
advocate for paving a pathway 
for youth and her people. She is 
motivated to improve the lives 
of her community, one day at 
a time. Tanarly said that one 
of the big learnings is around 
communication and empathy, 
and understanding why people 
react the way they do.

Continuing to 
support emerging 
Indigenous leaders
Leadership is important 
to Bank Australia, 
that’s why we have 
strengthened our 
commitment to 
reconciliation and 
support for emerging 
Indigenous leaders. 
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Breakdown of our portfolio across people, plant and prosperity

People lending  
(e.g. commercial loans to the 
community and disability sector and  
to affordable housing developments)

Total

Prosperity lending 
(e.g. shared equity schemes  
for first home buyers)

Green and  
sustainability bonds

$115.4 million $324.7 million

$47.0 million $123.6 million

$610.7 million

Planet lending 
(e.g. car loans with emissions  
offsets, commercial loans with  
an environmental benefit)

Increasing impact finance will help  
us create more positive impact.
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Unlocking cost efficiencies and improving 
environmental outcomes
Sustainable Australia Fund is Australia’s leading financier 
of loans that provide up to 100% of the capital needed 
by businesses to upgrade their energy infrastructure for 
environmental outcomes. This finance is repaid through 
Council rates over periods of up to 20 years.

Originally established as the 
Sustainable Melbourne Fund by the 
City of Melbourne in 2002, in May 
2019 Bank Australia announced 
a new partnership with the 
Sustainable Australia Fund to help 
them significantly recapitalise and 
scale up across Victoria, New South 
Wales and South Australia.

By the end of June 2019, we’d 
funded $17m of loans to make 
buildings more energy efficient and 
help them install solar.

“We’re proud to support the launch 
of the Sustainable Australia Fund 
to enable it to expand its impact 
across Australia which aligns with 
our purpose of creating positive 

impact for people and the 
planet,” says Head of Impact 
Finance at Bank Australia,  
Darren Dawson.

“We’re committed to using 
customers’ money in ways that 
directly contribute to creating 
a more sustainable future for 
people and communities  
around Australia.”

“With a loan facility up to $200 
million, the Sustainable Australia 
Fund will unlock environmental 
upgrades, facilitating significant 
increases in energy efficiency and 
enable communities to adopt 
more affordable renewable 
energy technology.” 
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Increasing impact finance 
will help us create more 
positive impact
We define impact finance as finance 
that has a measurable positive impact 
on people, planet or prosperity. As 
a member of the Global Alliance for 
Banking on Values (GABV), we align 
how we measure our impact finance 
assets with the GABV Scorecard. 

Our impact finance assets include 
loans for people, planet or prosperity 
as well as investments from our 
liquidity portfolio in green bonds 
and sustainability bonds. At 30 June 
2019 our impact finance assets were 
$610.7m, or 9.6% of our total assets. 
For more detail on our lending and 
investments, please see appendix 7.

This year we committed to growing 
the bank’s impact finance portfolio 
in ways that will have a positive 
impact on economic, social and 
environmental issues. In other words, 
we want to lend more money to 
projects where the loan will benefit 
people and the planet, and bring 
about prosperity.

During 2019 we: 
• launched our new approach to 

impact finance and created a new 
team committed to increasing our 
impact finance assets

• announced a new partnership with 
the Sustainable Australia Fund (see 
case study on page 51), supported 
first home buyers via HomesVic, 
and made Australia’s first individual 
home loan for specialist disability 
accommodation under the National 
Disability Insurance Scheme (NDIS)

• became the first customer owned 
bank in Australia to launch a 
sustainability bond. The three year, 
$125m bond included assets that 
help achieve three of the United 
Nations Sustainable Development 
Goals: reduced inequalities, 
sustainable cities and communities, 
and life on land

• launched a discounted car loan 
interest rate for low-emissions 
vehicles, including electric and 
hybrid cars.

In 2020 we plan to: 
• grow our commercial lending to 

accessible housing and clean energy
• explore new retail products with a 

positive impact
• refine our approach to measuring 

the impact of our lending and 
investments.

Impact finance highlights

60 green building upgrade 
loans through the Sustainable 
Australia Fund

$81.2 million  
to community housing  
providers to help them build  
social and affordable housing

81 first-home buyers who  
got loans through HomesVic

604,336 m2
 

protected on the Conservation 
Reserve to balance out the impact 
of construction loans

$123.6 million  
invested in green and  
sustainability bonds

52 Solar Savers loans  
to help pensioner households 
put solar on their roofs
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Endangered species from the
Bank Australia Conservation
Reserve – Fiery Jewel Butterfly,
Growling Grass Frog and Jewel 
Beetle.
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We will respond to climate change by 
maintaining carbon neutral operations, 
meeting our renewable energy target, 
supporting community action on 
climate change and providing products 
with environmental benefits.

We’re stepping up our 
climate action
Our commitment to the environment 
remains strong. This year:
• we became the first bank in 

Australia to switch to 100% 
renewable electricity, one year 
ahead of our 2020 target

• we started buying power from the 
Crowlands Wind Farm in Western 
Victoria, as part of a power purchase 
agreement with the Melbourne 
Renewable Energy Project group. 
This was a first of its kind in Australia 
where 14 organisations from a 
mix of industries came together 
in a group tender for renewable 
electricity

• we joined RE100, a global business 
initiative led by the Climate Group 
in partnership with CDP (formerly 
the Carbon Disclosure Project), 
that brings together influential 
companies committed to 100% 
renewable power

• we continued to be carbon  
neutral, and we achieved 
certification under the Australian 
Government’s National Carbon 
Offset Standard (NCOS). 

We supported activities that 
demonstrate clear and tangible  
action on climate change,  
including continuing to:
• achieve our emissions reduction 

target. Our emissions reduction 
target was set using a science-
based method that helps companies 
determine how much they must 
cut emissions in line with the scale 
of reductions needed to keep 
the global temperature increase 
below 2°C. Our target is to reduce 
our scope 1 and 2 greenhouse 
gas emissions by 16% by 2025 
(from a 2017 baseline). In 2019 
we were able to exceed this by 
purchasing GreenPower, and by 
buying renewable electricity through 
the Melbourne Renewable Energy 
Project, which saw our net scope 
1 and 2 emissions reduce to 50% 
below our 2017 baseline

• offset the emissions associated  
with the cars we finance.
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We’re also addressing 
climate risk 
The Task Force on Climate related 
Financial Disclosures (TCFD) was set 
up in 2015 by the global Financial 
Stability Board. The taskforce 
developed voluntary, consistent 
climate related financial risk 
disclosures that companies can  
use to inform stakeholders and to 
manage climate change related risks. 

The taskforce published its final 
recommendations in June 2017. 

In 2019:
• our risk team ran a series of 

workshops across the business  
to assess and embed climate  
risk into our risk register and  
Risk Management Strategy

• we had an external expert 
on climate risk present to our 
Board and staff on the risks 
and opportunities for financial 
institutions

• we mapped our current disclosures 
against the requirements of the 
TCFD and planned a path towards 
compliance 

• we formally assessed the 
geographic regions in which  
we operate and provide finance, 
using this data to stress test our 
portfolio for climate events such  
as flood, drought and bushfires. 

In 2020 we plan to:
• look more generally at the 

climate change threat facing 
the communities in which we 
operate, because climate change 
will have flow-on effects to our 
customers and their communities. 
This assessment will look at (a) 
how we manage financial risk 
associated with community assets 
and (b) the role of a responsible 
bank in addressing climate related 
issues for our customers and their 
communities

• develop a climate change resilience 
plan to protect the precious 
biodiversity on the Bank Australia 
Conservation Reserve in partnership 
with Trust for Nature and Greening 
Australia.

We’re standing  
with The Big Issue
We’ve supported The Big Issue since 
2016 as a principal partner and  
vendor uniform partner. The Big  
Issue is a social enterprise that 
works across Australia to create 
job opportunities for people who 
experience homelessness and 
disadvantage, and are marginalised.

We provide funding to The Big 
Issue through the Bank Australia 
Impact Fund, offering volunteering 
opportunities with The Big Issue to  
our staff and using our Sydney branch 
as a restocking site for vendors in 
central Sydney. We’re also running 
financial capability sessions for  
The Big Issue vendors, helping them 
to develop skills and confidence in 
managing their money.

In 2019 we had staff across the 
bank volunteer with The Big Issue. 
This included cooking breakfast for 
vendors. 

We’re taking the next step 
in our reconciliation action
We launched our fourth Reconciliation 
Action Plan (RAP). Our new RAP 
represents the next step on our 
journey towards reconciliation 
between the wider Australian 
community and Aboriginal and Torres 
Strait Islander peoples. It’s also our 
first ‘Stretch’ level RAP, an advanced 
plan for businesses that have a 
strong track record of implementing 
meaningful and measurable initiatives 
to advance reconciliation.

Our new RAP spans the three years 
from 2018-2021, and reflects our 
ambitions to extend and build upon 
the past eight years of achievements 
and learnings we’ve experienced 
under our three previous plans.

Since launching our first RAP in 2011, 
we’ve recruited 13 Aboriginal and 
Torres Strait Islander staff into our 
financial services traineeship program, 
we’ve raised awareness about 
reconciliation and the rich histories, 
cultures and spiritualties of our First 
Peoples through staff and customer 
engagement, and we’ve provided 
scholarships to 21 emerging Aboriginal 
and Torres Strait Islander leaders 
through the Bank Australia Impact 
Fund. We’ve also integrated Traditional 
Owner knowledge into managing our 
cornerstone environmental project, the 
Bank Australia Conservation Reserve.

While we’re proud of these 
achievements we know we must  
do more.

Our new RAP sets out our ambitions 
to elevate the voices of First Peoples 
within our business and community, 
support more emerging leaders and 
grow a workforce that is culturally 
diverse and aware.

Specific targets in our plan include:
• increasing our employment of 

Aboriginal and/or Torres Strait 
Islander people to 2% of our 
workforce

• supporting emerging Aboriginal 
and/or Torres Strait Islander leaders 
through the Bank Australia Impact 
Fund

• increasing awareness, education 
and respect for our nation’s First 
Peoples through cultural awareness 
training, staff cultural education 
at the Bank Australia Conservation 
Reserve, and recognising important 
cultural events like NAIDOC Week 
and National Reconciliation Week

• supporting Aboriginal and/or Torres 
Strait Islander owned businesses 
through procurement of goods and 
services.

Many of these targets will stretch us, 
nevertheless we are committed to 
achieving them.
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The bank that protects endangered 
species is the bank Australia needs.

Our Conservation Reserve 
continues to thrive
We continue to work with our partners 
Greening Australia and Trust for 
Nature to manage the Bank Australia 
Conservation Reserve. In 2019, we 
were pleased to be recognised with 
a Banksia Foundation Large Business 
Award for our ten year Conservation 
Reserve strategy ‘Reimagining the 
future’.

Our ongoing work on the reserve 
involved ground maintenance, 
strategy, communications and 
partnerships. Appendix 10 provides 
an update on specific initiatives at 
the reserve in 2019, including the 
following highlights: 
• The Barengi Gadjin Land Council 

provided land management 
services, including pest 
management, and worked with 
Greening Australia and Trust for 
Nature to incorporate traditional 
burning practices for fire 
management. 

• A large tree hollow survey was 
completed to identify potential 
habitats for threatened species 
present on the Reserve such as the 
South-Eastern Red-Tailed Black 

 Cockatoo, other birds and smaller 
marsupials. 

• We planted 10,000 Buloke trees 
which will, in time, provide an 
important food source for the 
South-Eastern Red-Tailed Black 
Cockatoo. 

• The Barengi Gadjin Land Council 
performed a cultural heritage survey 
of the Reserve in 2018, to identify 
key sites of cultural significance. The 
survey identified a number of scar 
trees within the Reserve, including a 
canoe tree, which will now be listed 
on the Victorian Aboriginal Heritage 
Register (VAHR) with Aboriginal 
Victoria. A culturally significant 
women’s area was also identified.

• We ran a community day in 
September 2018, as a part  
of Trust for Nature’s Spring  
into Nature series. 

• We commenced a two-year 
traineeship program for an 
Aboriginal and/or Torres Strait 
Islander person to learn ecology  
and land management skills.

• We encouraged other businesses 
to follow our lead by presenting 
at conferences and through our 
external communications to 
customers, stakeholders and the 
wider public.

• In addition to the $380,000 funding 
we provided through the Impact 
Fund we also leveraged $114,000 
from non-bank sources to manage 
and improve the Reserve.

In 2020 there are plans to:
• Conduct the planned cultural burn 

delivered by Traditional Owners and 
the Country Fire Authority.

• Conduct seed collection for 
understorey revegetation. 

• Prepare a climate change 
adaptation strategy.

• Develop new research partnerships 
that enable us to be even more 
effective in protecting threatened 
species and habitat.

For more detail about the Bank 
Australia Conservation Reserve,  
please see appendix 10.



Bank Australia Limited 2019 Impact Report 57

Understanding the 
cultural heritage of 
the Bank Australia 
Conservation Reserve 
This year the Bank Australia 
Conservation Reserve 
underwent a cultural heritage 
survey to identify and protect 
areas of importance to 
Traditional Owners.
The Reserve is within the traditional 
lands of the Wotjobaluk, Jaadwa, 
Jadawadjali, Wergaia and Jupagulk 
people. 

Barengi Gadjin Land Council 
Aboriginal Corporation’s (BGLC) 
survey identified significant sites 
such as scar trees, including a 
canoe tree. These sites will be listed 
on the Victorian Aboriginal Heritage 
Register. A culturally significant 
women’s area was also identified.

Protecting these sites may include 
blocking vehicle access, prioritising 
areas for restoration to improve  
the health of significant trees  
and reducing biomass to manage 
fire risk. 

Importantly, and possibly for the 
first time since colonisation, a 
cultural burn can now happen  
at the site. 

Archaeologist Darren Griffin, who 
led the survey, said “BGLC is excited 
to be part of this project, which is 
demonstrating how best practice 
land management in Victoria can 
easily be achieved by establishing 
strong and equal partnership 
between proactive landholders, 
conservation land management 
agencies and the Traditional 
Owners.”
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Appendix 1:  
How this report was developed
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Purpose of this report
We produce an impact report to be transparent to 
customers and stakeholders about how we are pursuing 
our purpose, which is to create mutual prosperity in the 
form of positive economic, social, environmental and 
cultural outcomes.

The primary audiences for the impact report are  
customers (personal and organisational), staff, and 
stakeholders and partners including Impact Fund  
partners, community organisations, broker networks,  
large depositors, investors (sustainability bond) and 
government representatives.

This report presents Bank Australia’s performance  
against its strategic plan for the period 1 July 2018 – 
30 June 2019 (called 2019 in the report), unless  
otherwise stated. It does not include the performance  
of third party organisations that provide services to  
Bank Australia and our customers.

Bank Australia also produces statutory financial  
accounts (the 2019 Financial Report) to support this  
report and as required by law.

In this 2019 Impact Report, the bank reports on:
• performance against the bank’s strategic plan  

and associated key performance indicators
• progress towards meeting the bank’s public 

commitments

• the bank’s responses to priority issues, which are  
defined as those issues that:
a) substantively influence the assessments and  

decisions of stakeholders and,
b) can be influenced or impacted by the bank’s 

operations as well as its pursuit of positive  
economic, environmental and social impacts. 

This definition aligns with Global Reporting Initiative’s  
(GRI) Standards.

Reporting frameworks 
In developing this report, we applied the following 
sustainability reporting frameworks to guide our thinking:

GRI Standards – to guide how we identify disclosures for 
reporting that are relevant to our customers as determined 
by our materiality process. 

Integrated Reporting Framework – to guide our reporting 
process for the bank and how we identify links between our 
strategic plan and the indicators selected for reporting.

This report broadly reflects Integrated Reporting principles 
and is assured against the Global Reporting Initiative (GRI) 
Standards’ materiality principle (priority issues identified 
on page 62). Selected non-financial disclosures are also 
assured. Assurance against the GRI framework reflects 
the bank’s maturing reporting approach as well as GRI’s 
emphasis on balancing stakeholder priorities with the 
economic, environmental and social impacts of the 
organisation. 



Data sources

Internal External

Risk Appetite Statement

Bank’s social media platforms 

Corporate Plan

Board planning session (March 2019)

Financial Inclusion Action Plan

Reconciliation Action Plan

Disability Action Plan

Environmental Management Action Plan

Bank’s public commitments

Bank policies

Bank’s annual general meeting: questions raised,  
feedback and discussion

Staff research: satisfaction and diversity

Customer research: responsible banking and  
customer experience and satisfaction

Participation in national and international conferences

Participation in industry working groups (Australian 
Banking Association, Customer Owned Banking 
Association, Global Alliance for Banking on Values)

Media coverage and commentary

Royal Commission into Misconduct in the Banking and 
Financial Services Industry

Stakeholder engagement with not-for-profit sector 
partners and customer organisations

Engagement with bodies associated with the bank’s public 
commitments (We Mean Business, UN Global Compact, 
Reconciliation Australia, Good Shepherd Microfinance)

Global Reporting Initiative’s Standards
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Reporting issues that matter
So this report sufficiently covers the issues that matter, 
Bank Australia conducts a materiality process to select 
and prioritise issues. This process ensures our report is 
balanced, comprehensive and strongly informed by the 
expectations and views of our stakeholders. In 2019 our 
materiality process was informed by ongoing stakeholder 
engagement that ran for the duration of the year, and by  
a formal materiality process that occurred in March.

According to the GRI materiality principle, this type  
of report should cover aspects that:
• reflect the organisation’s significant economic, 

environmental and/or social impacts, or
• substantively influence the assessments and decisions  

of stakeholders.

How we applied the GRI materiality 
principle 
We applied the GRI materiality principle by assessing  
issues using the following criteria: 

1. Stakeholder decision making
An issue meets the threshold for materiality if it has been 
identified in feedback provided by stakeholders, and:
• it has an impact on assessment or decision making  

by stakeholders, and

• such decision making has the potential to impact  
Bank Australia (for example, the brand, financial 
performance, staff or customer satisfaction or  
strategic plan).

2. Organisational impact
An issue meets the threshold for materiality if it is  
an economic, social or environmental issue that:
• the bank has an existing impact or influence on, or
• the bank’s core competencies are well aligned to 

contribute to, or
• the financial/banking sector as a whole considers  

to be a topic or future challenge, as identified by  
peers, competitors and industry experts.

How we identified issues
We identified issues using a mix of data gathered from 
internal and external data sources (policy documents, 
customer and staff research, social media, industry  
reports, and written and verbal customer feedback)  
and unstructured interviews with key Bank Australia  
staff across a range of departments and roles. We also  
met with external stakeholders such as the UN Global 
Compact, Reconciliation Australia, and Customer Owned 
Banking Association (COBA).

A mix of data sources and targeted interviews were  
used to gather information:
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Staff interviews
We conducted unstructured interviews with staff in key 
roles across the business including staff responsible for 
banking integrity and fraud, compliance, operational risk, 
lending assessment, the bank’s contact centre, digital 
support, marketing, customer experience, people and 
culture, and social media.

We also conducted a workshop with key staff responsible 
for the bank’s public commitments – including our 
Reconciliation Action Plan, Financial Inclusion Action Plan, 
Disability Action Plan and Environmental Management  
Plan – to identify issues.

Issue prioritisation and selection
We ran a workshop with Bank Australia’s departmental 
heads in May 2019. A list of 15 preliminary issues were 
circulated in advance for consideration. The workshop went 
through a process of discussing and prioritising issues using 
a Global Reporting Initiative matrix, to prioritise issues 
against (a) stakeholder importance and (b) the bank’s 
impact. This workshop identified 10 individual issues,  
within the four broader themes: responsible banking,  
our customers, our people, and people and planet.  
Our assurance provider, EY, also attended this workshop.
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Priority issues for this report

Theme Issue Definition Page number 

Responsible  
banking

Ethics governance and 
remuneration

Ethical governance, culture and remuneration, 
including the bank’s response to the Royal 
Commission, the bank’s approach to ethical 
governance and remuneration of staff, partners  
and executives.

4, 7, 20, 23, 38, 
Appendix 2

Financial performance The bank’s financial performance, including profit 
and growth, against its targets.

4, 15

Risk, fraud and 
cybersecurity

Effective management of risk, including fraud  
and cybersecurity.

7, 34, 41, 
Appendix 3

Impact finance and 
responsible banking 
leadership

Lending to people, planet and prosperity, including 
the bank’s loan book and investments, and using 
the bank’s activities as a platform for thought 
leadership on responsible banking.

2, 5, 7, 11, 18, 
23, 24, 25, 50, 

51, 52, 
Appendix 7

Our customers Customer satisfaction 
and digital experience

Customer satisfaction with the bank, as measured 
through its staff engagement figure, customer 
feedback and net promoter score. This also includes 
the bank’s efforts to improve customer experience 
via online and digital experience.

2, 3, 5, 6, 7, 27, 
28, 30, 31, 37, 

Appendix 4 
Appendix 5

Customer financial 
capability and inclusion

Customer financial knowledge and capability, 
including offering products that are inclusive and 
accessible for customers in different circumstances. 
This includes offering products that have 
transparent and fair rates and fees.

4, 11, 20, 27, 
28, 29, 32, 
33, 42, 55, 

Appendix 8

People and planet Climate action The bank’s activities to support action on climate 
change including its own footprint, partnerships, 
grants and awareness building.

4, 5, 11, 19, 21, 
23, 25, 46, 47, 
50, 51, 52, 54, 

55, 
Appendix 6 
Appendix 7 
Appendix 8 
Appendix 9

Support for our 
communities

Meaningful support for our customers and the 
communities we operate in through grants, 
partnerships, in-kind contributions, volunteering and 
promoting causes that align with the bank’s values.

4, 7, 11, 18, 23, 
35, 39, 42, 45, 
46, 47, 48, 49, 

55, 56, 
Appendix 6 

Appendix 10

Our people Staff diversity and 
inclusion

Having a workforce that reflects the broader 
community in which we operate, including flexible 
work practices and reducing the gender pay gap.

41, 
Appendix 5

Leadership, capability 
and purpose led culture

Maintaining and enhancing a bank culture that 
reflects the values of the organisation, meets 
customer and staff expectations, and delivers on the 
responsible banking brand promise. Providing staff 
with appropriate training and leadership, so they 
can deliver for our customers and communities.

6, 7, 12, 20, 31, 
33, 37, 41, 43, 

Appendix 2
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Appendix 2:  
How we’re governed

Good corporate governance and sound risk management 
practices are a fundamental part of the culture and 
business of the bank. The key aspects of our corporate 
governance framework and risk management practices  
are set out below.

We are a mutually owned public unlisted company  
limited by shares and 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 is responsible for the governance of the bank 
and ensuring that the bank establishes and implements 
risk management frameworks and processes with the 
ultimate objective of creating a sound risk culture.

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

strategy and policy
• appoints the Managing Director and evaluates their 

performance
• provides oversight for Bank Australia’s operations  

and ensures they align with our values
• ensures the appropriate control frameworks are  

in place, including the capital structure
• accepts responsibility for compliance with APRA 

prudential standards, the Australian Corporations  
Act and other regulatory and legislative requirements

• approves the budget.

The Board:
• meets eight times a year, plus the annual general 

meeting and annual Board planning (2 days)
• has committees, which meet as follows: Risk (6),  

Audit (4), Governance & Remuneration (4), and 
Nominations (1) 

• has limited Directors’ tenure (via the bank’s constitution) 
to 12 years. The average tenure of non-executive 
directors at the end of this financial year is 4.6 years.

The Board is comprised of eight Directors. Customers 
elected five independent, non-executive Directors and 
there are three Board appointed Directors – our Managing 
Director (currently Damien Walsh), and two independent 
non-executive Directors. 

Every three years of service, each member-elected Director 
will be eligible for reappointment if they would like to stand 
for the position again. This appointment occurs through a 
customer vote at the annual general meeting. Customers 
can vote for or against reappointment of specific Directors, 
and can vote for alternate candidates if other candidates 
have nominated and passed a due diligence process to 
stand for election. The Board may also reappoint Board 
appointed Directors at its discretion. 
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The personal qualities required of the bank’s Directors are:
• A comprehensive understanding of the roles and 

responsibilities of a Director
• A commitment to mutuality values, sustainability  

and responsible banking principles, including the ability  
to be seen as a role model for the Company’s brand 
through their actions and behaviours

• The ability to evaluate, form conclusions and apply  
good judgement

• The ability to understand the Company’s strategy  
and business risks, including risk identification and 
monitoring of risk mitigation

• The capacity and willingness to undertake continuous 
professional development and learning to acquire and 
update skills and knowledge relevant to the role of 
Director of the Company

• Good financial literacy, and
• An understanding of their obligations as an Accountable 

Person under the Banking Executive Accountability 
Regime, namely to:
– Act with honesty and integrity, and with due skill,  

care and diligence
– Deal with APRA in an open, constructive and  

co-operative way
– Take reasonable steps in conducting those 

responsibilities to prevent matters from arising  
that would adversely affect the prudential standing  
or prudential reputation of the Company.

As well as these qualities, directors must also possess 
particular skills or experience relevant to the business 
operations of the Group and be ‘fit and proper’ within the 
meaning of Australian legislation and regulatory regimes 
applicable to the bank’s business operations.

The Board, led by the Chair, regularly considers the skills 
represented by the directors to ensure that the mix of 
skills remains appropriate to achieve the bank’s objectives. 
The Board consists of directors with a broad range of 
experience, expertise and diversity in background and 
gender. The Board is subject to an annual review of its 
performance to ensure that it continuously identifies 
opportunities to improve its own performance.

The Board’s current skills matrix includes accounting,  
risk, treasury, marketing, banking, legal/compliance  
and operations.

Remuneration
The collective remuneration for the seven non-executive 
Directors of the Board (as approved by customers at the 
2018 annual general meeting) is $600,038 per year pro 
rata. This sum represents total Board remuneration for  
the non-Executive Directors, including fees, superannuation 
and all relevant taxes payable by either the bank or these 
Directors. 

The base salary for a Director in 2019 was $73,922.

The bank’s remuneration policy, which was developed 
by the Board on the advice of the Governance and 
Remuneration Committee, sets the framework for 
rewarding all directors, officers and employees of the 
Group. The Remuneration Report (contained in the 
Directors’ Report within the Statutory Financial Report) 
outlines the executive remuneration structure, in addition 
to details about non-executive Directors’ remuneration 
and other information specifically required under the 
Corporations Act 2001 (Cth) (the “Corporations Act”).

Avoidance of conflicts of interest
In addition to their standing notices, directors must  
declare any specific conflicts of interest arising from  
the business of a particular meeting.

Chair
The Chair, an independent non-executive director, is 
responsible for the efficient conduct of the board’s 
meetings, setting the agenda, facilitating the work of the 
board at its meetings and ensuring that the procedures 
and standards of the Board are observed.

Managing Director
The Managing Director is charged with the bank’s  
day-to-day leadership and management, 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.

Our Statutory Financial Report includes a profile of each  
of our Directors.
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The Board committees are:
• Risk Committee. The Board Risk Committee oversees 

the implementation and ongoing operation of the risk 
management framework, risk identification and control, 
and ensures the bank meets its prudential and statutory 
requirements in relation to the risk management 
framework. It fulfils the bank’s obligations under 
Prudential Standard CPS 510 Governance requiring  
a Board Risk Committee with specific responsibilities.  
The Risk Committee meets six times per year. 

• Audit Committee. The Board Audit Committee helps 
the Board fulfil its corporate governance responsibilities 
relating to the oversight of the bank’s reporting 
obligations, audit function, internal control and 
compliance framework, and promote an ethical culture 
of compliance throughout the organisation. It fulfils the 
bank’s obligations under Prudential Standard CPS 510 
- Governance requiring a Board Audit Committee with 
specific responsibilities. The audit committee meets  
four times per year. 

• Governance & Remuneration Committee. The Board 
Governance and Remuneration Committee ensures the 
bank has a strong and effective governance framework 
for fulfilling the bank’s remuneration responsibilities and 
constitutional matters, and advises the Board on related 
matters. It fulfils the bank’s obligations under Prudential 
Standard CPS 510 - Governance requiring a Board 
Remuneration Committee with specific responsibilities. 
The Governance committee meets four times per year. 

• Nominations Committee. The Nominations Committee 
is responsible for determining the appropriateness 
of candidates for Director elections. They oversee 
nominations submitted from eligible shareholders for 
Director elections, and interview nominees to assess  
their fitness and propriety to be and act as a Director.  
The Nominations Committee is formed and meets on  
an as needs basis. 

External auditor
Ernst and Young (EY) has been appointed to conduct  
an audit of the Financial Report and to report to members 
in accordance with the requirements set out in the 
Corporations Act for the year under review. It’s audit  
report is provided at the end of the Financial Report.

A representative from EY attended the November 2018 
Annual General Meeting to answer any questions from 
members on the conduct of the audit, the preparation and 
content of the auditor’s report, accounting policies adopted 
in the preparation of the financial statements and EY’s 
independence in relation to the conduct of the audit of the 
bank’s financial statements. A representative from EY will 
attend the November 2019 Annual General Meeting to fulfil 
a similar role. 

Our governance 
structure

Board of Directors

Judith Downes (Chair), Helen Gluer,  
David Wakeley, Melissa Bastian, Greg Camm, 

Anne-Marie Corboy, Michelle Somerville

Managing Director

Damien Walsh

Nominations Committee

Governance CommitteeAudit Committee

Risk Committee

Chief Strategy 
Officer

Rowan Dowland

Chief Financial 
Officer

Louise O’Brien

Chief Risk  
Officer

Patrick Ashkettle

Chief People 
Officer

Sonya Clancy

Chief Operating 
Officer

Lorna Heyward 
(to 21 June 2019)

Deputy Chief 
Executive Officer

John Yardley
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Internal audit
The bank’s audit department provides independent, 
objective assurance and consulting services to the bank’s 
operations. KPMG has been appointed to carry out this 
function for the Bank. KPMG assess whether the bank’s 
network of risk management, control and governance 
processes are adequate and functioning in a manner  
that supports various aims including: 
• the appropriate identification, reporting and 

management of risks
• the accuracy, reliability and relevance of financial, 

managerial and operating information 
• that employees’ actions comply with policies, standards, 

procedures and applicable laws and regulations.

How we’re regulated
Whilst not a listed company, the bank is committed to 
maintaining high standards of corporate governance, and 
actively applies a governance framework that reflects 
the majority of the Australian Stock Exchange Corporate 
Governance Principles and Recommendations.

The bank is regulated by the Australian Prudential 
Regulation Authority (APRA). This independent statutory 
authority supervises institutions across banking, insurance 
and superannuation, and is accountable to the Australian 
Parliament. 

According to regulatory requirements, we must manage 
a diversified liquidity portfolio across a number of 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. 

The bank is also regulated by the Australian Securities and 
Investments Commission (ASIC) who have responsibility 
for regulation under the Corporations Act 2001. ASIC is the 
country’s integrated corporate, markets, financial services 
and consumer credit regulator. 

The bank is also subject to oversight by various state, 
territory and Commonwealth regulators across its 
operations and workforce including the Department 
of Health, the Australian Taxation Office, the Fair Work 
Ombudsman, the Workplace Gender Equality Agency, 
the Australian Transaction Reports and Analysis Centre 
(AUSTRAC), the Office of the Australian Information 
Commissioner (OAIC) and several work-health and safety 
regulators.

Risk management
The bank is committed to the identification, management 
and, where relevant, quantification of risk throughout its 
business units. Risk culture, and the implementation and 
adherence to sound risk management frameworks and 
practices, is a core area of focus for the bank’s board and 
management. 

The Board approves the risk appetite statement of the 
bank. The bank’s risk management framework is annually 
reviewed to facilitate a continued proactive and consistent 
approach to risk management across all areas of activity. 
The risk management framework has been reviewed  
within the period covered by this report. 

The bank’s approach to risk is discussed in greater detail  
in appendix 3.

Compliance
The bank has a well developed and implemented 
compliance framework, supported by dedicated 
compliance managers. The focus of this function is to 
ensure ongoing compliance with all laws and regulatory 
requirements, with particular attention to industry  
specific requirements.

Transparency in our share holdings
Bank Australia holds shares in related companies. In 2018 
the bank was 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.
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Appendix 3:  
Our approach to risk

To minimise and manage our exposure to risk, we maintain 
a risk management framework that monitors the operating 
environment, uses reliable information to support our risk 
analysis, and ensures we have effective controls in place  
to manage the risks that we are exposed to.

Our three lines of defence to manage risk
Our risk management structure has been designed in line 
with the ‘three lines of defence’ framework:
1. Each operational area across the bank manages its  

own risks and is the first line of defence against threats 
and vulnerabilities. We encourage all staff to adopt/
embrace our risk culture and consider risks in every day 
decision making. 

2. A central risk and compliance team, led by our  
Chief Risk Officer, forms our 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
• identifying emerging risks and articulating the risk 

profile of the bank.

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 six times per  
year and considers our risk management framework, 
including our risk appetite and risk monitoring. 

Above the three lines – risk management 
and strategy setting
Our Board has ultimate responsibility for the risk 
management framework and risk appetite statement. 
To ensure their effectiveness, the Board is responsible for 
overseeing our risk management operations. By acting 
in an oversight capacity, Directors can form a view of risk 
culture, identify any necessary changes to culture and 
ensure steps are taken to address these changes. 

Risk incidents
When risk incidents arise they are managed as part of 
ongoing business operations. The risk team co-ordinates 
a review of each incident with the business to ensure 
that the bank has appropriate controls in place to prevent 
further occurrences.

In 2019 we managed a number of incidents, none of which 
materially impacted our customers. 

There was one incident, although not material, where 
we advised the Office of the Australian Information 
Commissioner of a data breach incurred by a third party 
affecting 438 of our customers. Bearing in mind the types 
of personal information accessible, the bank assessed  
that there was no risk of serious harm to any of the 
affected customers. All affected customers were notified  
of the breach.
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Appendix 4:  
Our customer profile

We experienced strong organic customer growth in 2019. 
We attribute some of this growth to increased brand 
awareness as a result of the bank Australia needs brand 
strategy, and some to our continued competitive rates  
and fees offering.

Customer numbers and demographics

Customer numbers and demographics 2019 20181

Number of customers

Total customers 146,400 143,244

New customers 19,199 15,162

Customers acquired through merger 0 7,842

Customers who left the bank2 16,043 7,549

Net customer growth 3,156 15,455

Customer retention rate 88% 94%
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Customer numbers and demographics 2019 20181

Customer locations

Victoria 66.2% 67.0%

Queensland 9.2% 8.9%

New South Wales 12.3% 11.6%

Australian Capital Territory 3.9% 3.7%

Western Australia 2.1% 1.9%

South Australia 2.2% 1.9%

Tasmania 0.9% 0.8%

Northern Territory 0.3% 0.2%

Other 2.9% 3.8%

Customer age

Average age of customers (years) 50 51

Average age of new customers (years) 39 44

Customer satisfaction

Customer satisfaction3 88% 91%

Net promoter score 44.6 46.8

Customer complaints 383 228

Customer complaints as a share of total customers 0.26% 0.20%

Financial wellbeing

Customer satisfaction with overall financial situation 71% 70%

Hardship 

Loans varied due to hardship 121 174

Notes on our customer profile
1. Our customer numbers for 2018 have been restated due to a change in our customer definition. Within this change we included some accounts which were 

transitioning to dormancy. For example, the total number of customers reported in our 2018 corporate report was 135,786. By dormancy, we mean customers 
with no account activity for the past 12 months that have been transitioned to dormancy.

2. The high figure for the number of customers leaving the bank was driven by a backlog of dormant customers whom were not closed prior to 2019.
3. We again worked with research agency Forethought to measure customer satisfaction late in the financial year. A representative sample of 1424 customers were 

asked how satisfied they are with Bank Australia on a ten-point scale. Scores of 6+ (satisfied or extremely satisfied) are used to calculate overall satisfaction.
4. Forethought also surveyed our 1,094 customers to determine the net promoter score, which is the likelihood that customers will recommend us to others.
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Appendix 5:  
Our people and culture

This appendix contains information and statistics about our people and our culture activities in 2019. All data was correct 
as at 30 June unless otherwise stated.

Our workforce summary, 2019

2019 2018 2017 2016 2015

Total staff 1,2 427 411 394 370 335

Female 292 281 265 251 234

Male 135 130 129 119 101

Full time equivalents (FTEs) 386 367 356 338 304

Staff turnover rate3(continuing) 12.7% 9.5% 10.7% 10.2% 14.3%

Absentee rate 2.7% 3.3% 3.6% 2.7% 3.9%

Occupational health and safety 
incidents and injuries4

44 38 19 18 15

Days lost to injury 12 30 39 32 5

Number of staff who took paid 
parental leave5

21 22 n/a n/a n/a

Staff engagement6 71% 67% 73% 77% 68%

Notes on people and culture summary figures
1. Total staff figure includes employees on parental leave, extended sick leave, 

casual and fixed term contracts, trainees. Excludes Board Directors.
2. Most staff worked full time (70.0%) followed by those who worked part-time 

(13.6%), those on a contract (9.6%), trainees (3.8%) and casual staff (3.0%). 
These figures are broadly similar to those reported in 2018.

3. Includes voluntary separations, not dismissals or redundancies.
4. Our occupational health and safety incidents and injuries figures break down 

to 30 incidents (68%) without injury, and 14 incidents with injury (32%). 
While the number of incidents increased, the number of incidents with injury 
decreased. There are no common themes/trends from the injuries sustained. 
Reasons for injuries were minor slips, bumps and falls. 

5. Our parental leave figure refers to leave that is taken and paid by Bank 
Australia for primary carers and secondary carers. We did not report on this 
measure before 2018 because this paid leave policy had not been introduced.

6. Our staff engagement measure is measured by surveying staff with a non-
compulsory survey (81% participated in February 2019) whether they agree 
with five statements. The engagement score is based on the percentage of 
staff who either agree or strongly agree with these statements. The same five 
statements used in previous year surveys, are used to enable us to monitor 
trends of engagement over time. The five statements were:
1. I would recommend Bank Australia as a great place to work. 
2. I see myself still working at Bank Australia in two years. 
3. I rarely think about looking for a job in another company. 
4. I am proud to work for Bank Australia. 
5. Working at Bank Australia motivates me to go beyond what I would in  

a similar role elsewhere.
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Where our people work 
In 2019, our people were split across our  
locations as follows:
• 33.5% in metropolitan Victoria
• 41.5% in Gippsland, Victoria
• 12.6% in Western Victoria
• 12.4% interstate – QLD, SA, ACT, NSW
• 54.1% of our people are based in regional  

Victoria – up 3% since 2018. This proportion  
reflects our commitment to creating jobs and 
opportunities in regional Australia

• 87.6% of our people are based in Victoria  
and 12.4% are based in other states

12.4%

12.6%

41.5%

33.5%
 Metro Victoria

 Regional Victoria –
Gippsland

 Regional Victoria –
Western Region

 QLD / SA / ACT / NSW 

Staff by location, 2019

Gender equity
In 2019 we continued to employ more female staff  
(292, or 68.4%) than male staff (135, or 31.6%).  
These figures exclude Bank Australia’s Board Directors.

Salary packages, by gender, 2019

Role classification Female 
salary 

package 
(average)

Male  
salary 

package 
(average)

Frontline and support staff $60,645 $65,936

Middle management $121,685 $138,308

Senior Management $254,665 $305,362

Notes:
Frontline and support staff are all those employed at grade 1 and 2  
(including trainees)
Middle management are all those employed at grades 3 and 4
Senior management are all those employed at grades 5 and 6
These figures do not include the Managing Director

68.4%

31.6%

 Female

 Male

Employee gender split, 2019

Employee age, 2019

Age bracket Number % of total

<25 years 70 16.4%

25 years to 55 years 310 72.6%

>55 years 47 11.0%

Total 427
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Employee gender split, by role classification, 2019 (as at 31 March 2019)

 Female  Male

100.0%

28.6%71.4%

50.0%50.0%

66.7%33.3%

40.9%59.1%

43.8%56.3%

22.8%77.2%

20.3%79.8%

Managing director

Non-executive directors

Executives

Senior managers

Other managers

Professionals

Clerical and administrative

Frontline staff

Employee gender split by type of employment, 2019

FTE % of total

Full time staff

Female 208 53.9%

Male 127 32.9%

Part-time staff

Female 41.1 10.7%

Male 4.1 1.1%

Trainees

Female 9 2.3%

Male 7 1.8%

Contract staff

Female 25.9 6.7%

Male 9.5 2.5%

Casual staff (head count)

Female 11

Male 2

Note: These figures do not include Non-Executive (Board) Directors.

Role classification
We classify roles across the bank based on the WGEA 
classification of roles: frontline staff, professionals, clerical/
administrative staff, executive managers, senior managers 
and other managers. As at 31 March 2019, over a third of 
our staff (37.6%) were employed in frontline roles, followed 
by staff in clerical/administrative roles (23.3%), other 
managers (10.2%), professionals (22.2%), senior managers 
(3.5%), executives (1.4%), non-executive directors 
(1.6%) and our Managing Director (0.2%). To align to our 
Workplace Gender Equality Agency (WGEA) reporting we 
have included all levels of the workforce in the Staff by role 
classification and Employee gender split by role classification 
charts. All other data excludes non-executive directors.

Staff, by role classification, 2019  
(as at 31 March 2019)

Role Number

Managing Director 1

Non-executive Directors 7

Executives 6

Senior managers 15

Other managers 44

Frontline staff 163

Professionals 96

Clerical and administrative 101

Total 433
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Appendix 6:  
Bank Australia Impact Fund

The bank allocates 4% of its after-tax profits to the  
Bank Australia Impact Fund. The fund supports a number 
of major projects and partnerships that benefit people and 
planet. Our largest social partnership is with The Big Issue, 
and our largest environmental project is the Bank Australia 
Conservation Reserve. We also run an open grant round 
each year for Bank Australia customers who can apply for 
grants of up to $10,000 for projects that benefit people or 
planet. In 2019 we introduced an additional community 
renewable energy grant program offering grants up to 
$25,000 to both existing or non-customers.

In 2018, 3.4% of after-tax profits (generated in 2017)  
was disbursed from the Impact Fund, or a total of 
$854,471. We rolled over the remaining 0.6% that  
was not spent last year, to fund new projects in 2019,  
to meet our ongoing 4% commitment.

In 2019 we disbursed $1,309,399 from the Impact Fund 
(which represented 4.67% of 2018 after-tax profits plus 
the amount carried forward from 2018). This funding was 
split across programs that benefit people (50.29%) and 
programs that benefit the planet (49.71%).

50%50%

 Planet

 People

Funding for people and planet, 2019



Welcome Our reporting  
approach

Our business  
in brief

Our financial 
performance

Responsible  
banking

Our 
customers

Our people People  
and planet

Appendices

74Bank Australia Limited 2019 Impact Report

Bank Australia Impact Fund projects, 2019

Program Partner Category Amount

Australian Sustainable Finance 
Initiative 

Responsible Investment 
Association Australasia

Climate change $29,755

Bank Australia Conservation Reserve Greening Australia/Trust for 
Nature

Environmental conservation $380,363

Bettong Buddies Woodlands and Wetlands Environmental conservation $31,242

Community Hart VLGA/Reconciliation Victoria Reconciliation $2,480

International Credit Union 
Development Program

Australian Mutuals  
Foundation

Diversity and inclusion $24,795

LIFE in Action program Moe Life Skills Diversity and inclusion $81,8251

Polished Man YGAP Family and gendered 
violence

$45,000

Refugee advocacy and research Human Rights Watch Refugees and people seeking 
asylum

$40,000

STEM Program State Schools' Relief Diversity and inclusion $42,648

Straight Talk - Indigenous program Oxfam Reconciliation $20,000

Uniform partner and financial capability The Big Issue Diversity and inclusion $87,280

Voices for Justice Human Rights Watch Refugees and people seeking 
asylum

$15,000

Wire Women's Information Wire Women's Information Family and gendered 
violence

$19,836

Young mums education  
re-engagement program

Zoe Support Education and educational 
disadvantage

$27,275

Scholarships

Indigenous leadership scholarship – 
Adelaide

The Leaders Institute Reconciliation $7,200

Indigenous leadership scholarship – 
Ballarat

Leadership Ballarat and 
Western Region

Reconciliation $5,555

Indigenous leadership scholarship – 
Bendigo

Community Leadership 
Loddon Murray

Reconciliation $5,455

Indigenous leadership scholarship – 
Mildura

Northern Mallee Community 
Leadership by Community 
Leadership Loddon Murray

Reconciliation $5,455



Bank Australia Limited 2019 Impact Report 75

Program Partner Category Amount

Indigenous leadership scholarship – 
Gippsland

Gippsland Community 
Leadership Program

Reconciliation $3,273

Scholarships - Euroa College T3  
Alpine School

School for Student  
Leadership

Education and educational 
disadvantage

$1,000

Tylah West Scholarship Illawarra Housing Trust Education and educational 
disadvantage

$5,500

Total  $880,937

1 The LIFE in Action program funding was an upfront payment for a three-year partnership.

Customer Grants

Program Partner Category Amount

Better Conversation Workshops Climate for Change Climate change $10,910

Collingwood Underground Roller Disco Collingwood Neighbourhood 
House

Diversity and inclusion $10,910

Recre8 Bush Adventure Therapy 
Program 

Human Nature Adventure 
Therapy

Disadvantage $10,000

Kids Connecting to Country James Cook University Early 
Learning Centres

Environmental 
conservation

$8,000

Motor Vessel Kiwanis Kiwanis Club of Echuca 
Moama

Diversity and inclusion $5,000

Telephone Crisis Supporter Training Lifeline Central Victoria Mallee Disadvantage $10,000

Repower Summit Nature Conservation  
Council NSW

Climate change $10,910

RE for Bre: Renewable Energy for 
Brewarrina

Pingala Climate change $10,910

Baby Planet - Community Hub Reground Environmental 
conservation

$10,910

In My Own Words: A refugee  
storytelling & mentoring program 

Road to Refuge Refugees and people 
seeking asylum

$11,000

From House to Home The Bower Reuse and  
Repair Centre

Family and gendered 
violence

$10,910

Creating Corridors to save the Richmond 
Birdwing Butterfly

Wildlife Preservation Society  
of Queensland

Environmental 
conservation

$8,183

3D printing of orthosis for Refugee 
Children

AbilityMade Refugees and people 
seeking asylum

$10,000

Support for the Ballarat Frolic Festival 
2019 

Ballarat Frolic Festival Diversity and Inclusion $10,000

Bank Australia Impact Fund projects, 2019 (continued)
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Program Partner Category Amount

Safer Beginnings Birth for Humankind Refugees and people 
seeking asylum

$9,955

Expanding the Brisbane Tool Library Brisbane Tool Library Inc. Climate change $10,000

Learning Through Play Carringbush Adult Education Diversity and Inclusion $3,910

Let's Get Proud – Youth Castlemaine District 
Community Health

Diversity and Inclusion $10,000

Increasing Queensland community  
legal centres 

Community Legal Centres 
Queensland

Reconciliation $10,000

Nest boxes for threatened  
phascogales

Connecting Country (Mount 
Alexander Region) Inc.

Refugees and people 
seeking asylum

$9,650

Pathways to Safety and Freedom Elizabeth Evatt Community 
Legal Centre

Family and gendered 
violence

$10,000

Micro Avian External Skeletal Fixation 
Pins to support injured birds

GA Medical Pty Ltd Environmental 
conservation

$9,300

HoMie Next Steps Program HoMie (Conscious Creative Ltd) Diversity and inclusion $10,000

Recre8 for Young Women  
(Second grant)

Human Nature Adventure 
Therapy

Diversity and inclusion $10,000

The Wattle Project InTouch Multicultural Centre 
Against Family Violence

Family and gendered 
violence

$10,000

Study of the Butterflies of the ACT National Parks Association of 
the Australian Capital Territory

Environmental 
conservation

$8,360

Growing First Nations Involvement  
and Knowledge

Northey Street City Farm Reconciliation $10,000

Support the Treaty process in Victoria Reconciliation Victoria Reconciliation $10,000

In My Own Words: A refugee storytelling 
& mentoring program (Second grant)

Road to Refuge Refugees and people 
seeking asylum

$10,000

Seasonal Scarf Programs Scarf Community Organisation Refugees and people 
seeking asylum

$10,000

ClimateSmart Food Classroom Sustain The Australian Food 
Network

Climate change $10,000

Girls in Physics Breakfasts Vicphysics Teachers' Network Education and educational 
disadvantage

$10,000

Endangered Leadbeater’s Possum 
Project

Victorian National Parks 
Association

Environmental 
conservation

$9,644

Total $318,462

Customer Grants (continued)
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Community Renewable Energy Grants 

Program Partner Category Amount

Brewarrina Pre Power Pingala - Community 
Renewables for Sydney 
Limited

Climate change $25,000

Inner City Solar Garden Community Power Agency  
Co-operative Limited

Climate change $25,000

Meter solar system in the  
Latrobe Valley

Gippsland Climate Change 
Network

Climate change $10,000

Seeding the CEDA Group Bendigo Sustainability Group Climate change $25,000

Social SunPower Central Victorian Greenhouse 
Alliance

Climate change $25,000

Total $110,000

Combined Total $1,309,399

19%

15%

7%

7%

6%

9%

1%

36%

 Climate change

 Disadvantage

 Diversity and inclusion

 Education and educational disadvantage

 Environmental conservation

 Family and gendered violence

 Reconciliation

 Refugees and people seeing asylum

Bank Australia Impact Fund programs, 
by funding category, 2019
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Appendix 7:  
Our lending and investments

This appendix contains information on our lending and investment activities for 2019, including our impact finance 
assets. For full reporting of our balance sheet, see our 2019 Financial Report. All data is as at 30 June unless  
otherwise stated.

Our lending portfolio

Lending portfolio Total value % of overall loan book

Total lending $5.2b 100%

Home loan lending $4.7b 90.9%

Lending to personal customers for car loans, personal loans  
and overdrafts

$0.1b 2.0%

Commercial lending $0.4b 7.1%
 



Impact finance assets
We track our impact finance assets, meaning our lending 
and investments that have a measurable impact on 
people, planet and prosperity. We’re a member of the 
GABV and we align our definitions to the GABV Scorecard’s 
definitions of triple bottom line assets. 

Total value % of total 
assets

Impact finance 
assets

$610.7m 9.6%

Our impact finance assets include loans for people, planet 
or prosperity, as well as investments from our liquidity 
portfolio in green bonds and sustainability bonds. 
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Impact finance lending

Total value % of total loan 
portfolio

Impact finance 
lending

$487.1m 9.3%

People lending $115.4m 2.2%

Planet lending $324.7m 6.2%

Prosperity lending $47.0m 0.9%
 

Commercial lending by sector

Sector Total value

Accommodation and food services $3.1m

Administrative and support services $1.8m

Agriculture, forestry and fishing $3.1m

Arts and recreation services $2.3m

Construction $9.2m

Education and training $11.1m

Electricity, gas, water and waste services $0.1m

Financial and insurance services $40.1m

Health care and social assistance $8.8m

Information media and 
telecommunications

$0.4m

Manufacturing $5.4m

Other services $5.6m

Professional, scientific and technical 
services

$5.1m

Public administration and safety $0.8m

Rental, hiring and real estate services $267.4m

Retail trade $3.3m

Transport, postal and warehousing $3.4m

Wholesale trade $3.5m

Total $374.4m
 

80%

20%

 Impact finance lending

 Impact finance investments

Total impact finance assets
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Lending for people
Our people lending includes:
• commercial loans to community housing providers  

to help them build affordable and social housing for 
people who need it

• commercial loans and individual loans for specialist 
disability accommodation suited to people with  
complex care needs

• commercial loans to not-for-profit community 
organisations that have a social focus.

People lending highlights:
• making Australia’s first individual home loan for  

specialist disability accommodation under the NDIS, 
helping our customer get into her own home and  
regain her independence

• continuing to work with the community housing  
sector – at the end of June, we had loans worth  
$81.2m to community housing providers. 

Lending for planet
Our planet lending includes:
• commercial loans and home loans for sustainable 

housing developments
• commercial loans to make green upgrades to buildings
• commercial loans to not-for-profit community 

organisations that have an environmental focus
• home loans for construction (because we protect an 

equivalent amount of land on our Conservation Reserve)
• car loans (because we offset emissions associated  

with our loans).

Planet lending highlights:
• announcing a new partnership with the Sustainable 

Australia Fund to finance environmental upgrade 
agreements. By the end of June, we’d already funded 
$17m of loans to make buildings more energy efficient 
and help commercial property owners install solar

• participating in the Solar Savers program. At the  
end of June we had 52 loans to pensioner households  
in Victoria to help them put solar on their roofs

• protecting 92,249m2 of land on our Conservation  
Reserve to balance out the impact of construction  
loans we financed during 2019. We now have a total  
of 604,336m2 protected on our Conservation Reserve  
to offset the impact of construction loans that were  
in our portfolio (as at 30 June).

Lending for prosperity
Our prosperity lending includes:
• home loans as part of affordable housing initiatives  

such as the HomesVic scheme, the Homes Smart  
Shared Equity Scheme, and ACT Land Rent. 

Prosperity lending highlights:
• At the end of June, we had 81 loans under the Victorian 

Government’s HomesVic scheme to help first home 
buyers get into their first home. 

A selection of our people, planet and prosperity loans have 
been used to underpin Bank Australia’s first sustainability 
bond (a $125m, three-year bond).

Our liquidity portfolio
We have a portfolio of liquid assets to make sure we have 
access to a sufficient amount of cash to comfortably 
meet the needs of our customers and our regulatory 
requirements. We have a range of investments, ensuring  
a diversified exposure, and this generally includes bonds 
from other banks and semi-government issuers. 

When they are available, we prioritise green bonds and 
sustainability bonds and we’re working to increase the 
share of these in our total liquidity portfolio. 

Total value % of total 
liquidity 

portfolio

Impact finance 
investments

$123.6m 13.9%

The proceeds of our investments in green and sustainability 
bonds are allocated to the sectors below.

22%

11%
12%

3%

1%

4%

1%

46%

 Low carbon buildings

 Wind farms

 Solar farms

 Light rail

 Cycleways

 Clean water

 Gender equity businesses

 Community housing

Impact finance liquidity investments
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Appendix 8:  
Our responsible banking 
commitments

We’re part of a global network of banks that are guided 
by values and pursue positive economic, social and 
environmental outcomes from the business of banking. 

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’re a member of:
• the Global Alliance for Banking on Values – a global 

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

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

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

• the Australian Banking Association – a main contributor 
of analysis, advice and advocacy for the banking industry 
and financial services

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

Our memberships and 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.
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Progress against our public commitments on values based banking, 2019

Commitment Commitment description Progress in 2018

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

We continued work on the commitments 
in our Disability Action Plan, with a focus 
on embedding accessibility in a variety of 
processes across the bank. 

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.

We continued to operate in alignment with 
values based banking through our stated 
purpose of creating mutual prosperity 
in the form of positive economic, social, 
environmental and cultural impact.

Financial Inclusion 
Action Plan

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

We continued work on the commitments in 
our Financial Inclusion Action Plan and started 
implementing new processes to further 
support vulnerable customers in line with the 
Australian Banking Association’s new  
Banking Code of Practice.

Reconciliation  
Action Plan

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

We launched our fourth Reconciliation Action 
Plan, our first ‘Stretch’ Action Plan and started 
progress towards our new targets. 

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.

We continued to operate in alignment with 
values based banking through our stated 
purpose of creating mutual prosperity 
in the form of positive economic, social, 
environmental and cultural impact.

We Mean Business 
climate change  
action plan

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

We’ve met our commitment (appendix 9).

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

We met our commitments via a range of 
actions on environmental and social issues, 
and communicate our progress to the UN 
Global Compact annually.

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

We’re on track to meet commitments 
(appendix 9).

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

We remained carbon neutral, and achieved 
certification under the National Carbon  
Offset Standard (appendix 9). 
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Progress against our public commitments on values based banking, 2019

Commitment Commitment description Progress in 2018

Take2 Pledge To support the Victorian Government’s 
collective climate action program to help 
global efforts to keep the warming of the 
earth to below 2 degrees Celsius.

We’re on track to meet commitments 
(appendix 9).

Responsible Banking 
Policy

We don’t lend to the:

• Fossil fuel sector

• Intensive animal farming and the live 
animal export industry

• Gambling industry

• Arms industry

• Tobacco industry.

We continued to operate in alignment with 
values based banking through our stated 
purpose of creating mutual prosperity 
in the form of positive economic, social, 
environmental and cultural impact.

Bank Australia Impact 
Fund

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

We invested 4.7% of after-tax profits plus 
unallocated funds from the previous year.  
We had planned to review our Impact Fund 
strategy in 2019; this review will now be 
completed in 2020.

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.

We’re meeting our commitment. 
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Appendix 9:  
Environmental management

Carbon neutrality
Our operations remained carbon neutral in 2019, and  
we achieved certification under the National Carbon  
Offset Standard with 2018 as our base year. 

We continued to track well against our target of reducing 
scope 1 and 2 emissions by 16% compared with a 2017 
baseline. In 2019, our net scope 1 and 2 emissions were 
50% below our 2017 baseline. 

Our main emissions reduction activity was switching 
to renewable electricity, running on 100% renewable 
electricity from 1 April 2019. As a result, we reduced net 
electricity emissions by 36% in 2019. We also switched  
the majority of our fleet from petrol to hybrid cars.

This year we also added several new sources of scope 3 
emissions to our greenhouse gas inventory to ensure we’re 
in line with best practice. These included staff commute, 
emissions from key suppliers and taxi travel. Adding these 
new sources led to an increase in our total emissions of 
24% compared to the previous year and emissions per 
full-time equivalent (FTE) staff member increased by 17%. 
The largest contributor to this increase was emissions from 
staff commute (staff travelling to and from work) which 
generated 516 tonnes of carbon dioxide equivalent (CO2-e). 

Our total net emissions (all scopes) were 1,742 tonnes  
of CO2-e. To offset these emissions, we forward purchased 
offsets from a leading Gold Standard project in Timor 
Leste, WithOneSeed, which works with subsistence farming 
communities to replant and protect their forests.

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

Emissions source1 2019 2018 2017 2016 2015 Change 
2018 to 

2019

Change 
2015 to 

2019

Scope 1 – direct emissions

Car travel – company 
owned

 17.6  19.5  21.2  19.2  16.2 -9.6% 8.9%

Gas – scope 1  52.3  49.5  49.1  55.1  63.1 5.6% -17.1%

Total scope 1  69.9  69.0  70.3  74.3  79.3 1.3% -11.8%
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Emissions source1 2019 2018 2017 2016 2015 Change 
2018 to 

2019

Change 
2015 to 

2019

Scope 2 – indirect emissions

Electricity – scope 2  893.9  958.2 1,000.6 977.8 1,183.8 -6.7% -24.5%

Scope 3 – other indirect emissions

Gas – transmission  
and distribution

 4.0  3.7  3.7  4.2  4.8 5.6% -18.2%

Electricity –  
transmission and 
distribution

 88.1  98.6  103.5  116.6  152.2 -10.6% -42.1%

Electricity – key 
suppliers2

57.6  –    –   –  –    N/A N/A

Car travel – company 
owned

 0.9  1.0  1.1  1.0  1.3 -9.6% -28.9%

Car travel – employee 
owned claims

 21.5  23.3  14.0  9.8  11.4 -7.8% 87.8%

Car travel – packaged 
and job needs cars

 48.9  54.4  44.0  30.8  45.3 -10.1% 8.0%

Taxi2  3.4  –    –    –    –    N/A  N/A 

Staff commute2  515.8  –    –    –    –    N/A  N/A 

Air travel3  234.7  221.2  151.2  98.9  76.0 6.1% 208.8%

Hotel accommodation3  98.5  89.4  –    –    –   10.2%  N/A 

Water4 3.0  3.3  –    –    –   -9.5%  N/A 

Base building services  37.4  36.9  –    –    –    1.34  N/A 

Office paper5 0 0  0  12.3  12.6  N/A -100%

Statements paper5 0 0  0  5.8 –  N/A -100% 

Printing jobs, including 
paper and production

 25.8  19.0  40.1  139.9  51.3 36.1% -49.6%

Waste – general waste 
to landfill

 65.5  62.1 65.6 56.2  52.3 5.5% 25.2%

Total scope 32  1,205.2  613.0  423.2 475.4  407.2 96.6% 196.0%

Total gross emissions  2,169.0  1,640.2  1,494.1 1,527.5 1,670.2 32.2% 29.9%
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Emissions source1 2019 2018 2017 2016 2015 Change 
2018 to 

2019

Change 
2015 to 

2019

GreenPower purchase6 -227.7 -232.5 – – – 2.0%  N/A 

LGCs retired -199.7 – – – –  N/A  N/A 

TOTAL NET EMISSIONS  1,741.6  1,407.7  1,494.1 1,527.5 1,670.2 23.7% 4.3%

TOTAL per FTE  4.5  3.8  4.2  4.5  5.5 17.2% -17.8%

Carbon offsets 2019

Offset type Registry Serial numbers Year  
retired

Tonnes  
of CO2-e

VER – WithOneSeed Timor Leste The Gold 
Standard 
Environmental 
Registry

GS1-1-TL-
GS4210-22-2015-5273-1446  
to 1770

2017-18 326

VER – WithOneSeed Timor Leste The Gold 
Standard 
Environmental 
Registry

GS1-1-TL-
GS4210-22-2015-6146-686  
to 1685

2018-19 1,000

VER – WithOneSeed Timor Leste The Gold 
Standard 
Environmental 
Registry

GS1-1-TL-
GS4210-21-2016-6145-6526  
to 6941

2019-20 416

Total offsets purchased and retired 1,742

Total emissions 1,742

Surplus offsets banked for future years 0

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. Total scope 3 emissions increased as new sources of scope 3 emissions were 

accounted for in 2019: electricity from key suppliers, taxis and staff commute.
3. Increases in several emissions sources were due to:

• Air travel: increase in international conferences and meetings attended
• Hotel accommodation: increase in conferences and training for staff  

and Board.

4. Water emissions for 2018 have been restated (from 0.003 to 3.3 tonnes 
CO2-e), and an additional four tonnes of carbon offsets have been retired to 
make up this difference (VER – WithOneSeed Timor Leste; The Gold Standard 
Environmental Registry; GS1-1-TL-GS4210-22-2015-5273-1442 to 1445).

5. Emissions from paper use (office and statement paper) are recorded as zero 
because National Carbon Offset Standard certified carbon neutral paper from 
Australian Paper was used. In 2019, we used 1.9 tonnes of office paper and 
4.1 tonnes of statement paper. 

6. 213 MWh of GreenPower was purchased in 2019.
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Renewable electricity
We have been working towards running our operations 
on 100% renewable electricity since we made the 
commitment in 2015. From 1 April 2019 our entire 
Australian operations have run on renewable electricity  
and we will keep doing this for an indefinite period.

Our electricity consumption is in line with our scope 2 
electricity consumption reported for our carbon neutral 
claim under the National Carbon Offset Standard (using  
the operational control method to define our 
organisational boundary).

We will be using three methods of renewable electricity 
consumption (as per the RE100 Technical Criteria):
• direct consumption from on-site installations owned 

by Bank Australia (from solar panels at our head office, 
contact centre and two branch locations)

• direct procurement from a grid connected generator 
(purchase of large-scale generation certificates directly 
from the generator under a power purchase agreement)

• unbundled energy attribute certificate purchase 
(purchase of large-scale generation certificates from  
our electricity retailers).

Our electricity consumption and renewable electricity  
use for 2019 is shown below.

Electricity source MWh % of total 2019 
consumption

Total electricity self-generated 30 3%

Total LGCs from Crowlands retired voluntarily1 203 22%

Total LGCs retired to meet renewable energy target2 151 17%

Total GreenPower purchased 213 24%

Total renewable electricity consumption 597 66%

Total non-renewable electricity consumption 305 34%

Total electricity consumption 902 100%

1 Serial number of large-scale generation certificates (LGCs) retired voluntarily: 23907-24096; 34163-34175
2 All electricity retailers are required to retire LGCs to meet the federal renewable energy target in line with the renewable power percentage set by the Clean Energy 

Regulator. In the 2019, the renewable power percentage was 18.6%; in 2018, it was 16.1%.
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Progress against We Mean Business commitments in 2019

Commitment Description Progress in 2018

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 stayed on track with our target set using 
science-based methods to reduce our scope 
1 and 2 emissions by 16% by 2025 (from  
a 2017 baseline). 
In 2019, our net scope 1 and 2 emissions 
were 50% below our 2017 baseline. 

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

We continued to review options for 
implementing carbon pricing for purposes 
beyond our switch to 100% renewable 
electricity.

Commit to 100% 
renewable power

We will switch our electricity supply to 
renewable sources.

We became the first bank in Australia to 
switch to 100% renewable electricity, one 
year ahead of our original target.

Responsible corporate 
engagement in climate 
policy

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

We continued participating in Victorian 
Government’s TAKE2 pledge and South 
Australia’s Carbon Neutral Adelaide program.
We joined RE100, a global business initiative 
led by the Climate Group in partnership 
with CDP, that brings together influential 
companies committed to 100% renewable 
power.

Report climate  
change information  
in mainstream reports 
as a fiduciary duty

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

We continued to report on our greenhouse 
gas emissions and offsetting in our impact 
report.

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, and responsible forestry 
certified paper for our other paper use  
(e.g. Forest Stewardship Council).

We updated our procurement policy to refer 
to sustainably sourced wood and paper 
products.

Reduce short lived 
climate pollutant 
emissions

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

We continued reporting on sources of 
methane (e.g. gas combustion and waste)  
in greenhouse gas emissions accounts.

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. 
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Car loan offsets
Bank Australia offsets emissions associated with each car 
loan that it finances during the life of the loan. In 2019,  
the total emissions associated with our active car loans 
was 7,678 tonnes of carbon dioxide equivalent. We offset 
these by forward purchasing certified emissions reductions 
from a solar project in India.

Carbon offsets 2019

Offset type Registry Serial numbers Year  
retired

Tonnes  
of CO2-e

CER ANREU 226,822,595-226,830,568 2018-19 7,974

Total offsets purchased and retired 7,974

Total emissions1 7,678

Surplus offsets banked  
for future years

 
296

Notes
1. 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. 
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Appendix 10:  
Bank Australia  
Conservation Reserve

We continue to work with our partners Greening Australia and Trust for Nature to manage the Bank 
Australia Conservation Reserve. The Bank Australia Conservation Reserve received funding of $380,363 from 
the Bank Australia Impact Fund in 2019. In addition, Greening Australia and Trust for Nature successfully 
secured $84,000 via the Federal Government’s Regional Land Partnership program.

Action area Objectives Progress

Wildlife and land 
conservation 

By 2026, we will maintain or improve 
the quality of at least 600 hectares of 
our Conservation Reserve to support 
and increase the populations of up to 
five existing threatened plants and four 
existing threatened animals, which have 
been identified through baseline ecological 
monitoring.

We invested significant resources in weed 
and pest control in order to protect remnant 
vegetation and native plantings. This 
included the redistribution of 12 log piles  
(to reduce fire risk, reduce rabbit harbours 
and increase habitat value of restoration 
areas). 155 ha of weeds were also treated 
across the reserve.

We planted 10,000 Buloke trees.

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, which will be identified 
through baseline ecological monitoring.

This goal was achieved through the pest  
and weed treatments.

Planted 10,000 Buloke seedlings across 
Minimay and Ozenkadnook to provide future 
food for the South Eastern Red-Tailed Black 
Cockatoo and redistributed 12 log piles.

We completed large tree hollow surveys 
across the reserve and surrounds.

The Red-Tailed Black Cockatoo Recovery 
Team installed three artificial nest boxes  
at Ozenkadnook.

We placed logs into revegetation sites  
to create homes for reptiles, insects and 
other creatures. 
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Action area Objectives Progress

Wildlife and land 
conservation 
(continued)

By 2020, social and Indigenous ecological 
knowledge will be integrated into the 
management of our reserve.

The Barengi Gadjin Land Council 
participated in ecological fire planning  
and made plans for the reintroduction  
of traditional cultural burning.

Our two-year Indigenous traineeship 
commenced with our first trainee, in 
partnership between Greening Australia 
and Trust for Nature. The traineeship 
includes a Certificate III in Conservation 
and Land Management, as well as 
practical experience gained while at the 
reserve.

A cultural heritage survey of the reserve 
was undertaken by the Barengi Gadjin 
Land Council. A number of scar trees were 
identified within the reserve, including 
a canoe tree, which will be listed on the 
Victorian Aboriginal Heritage Register.  
A culturally significant women’s area 
was also identified. We are incorporating 
protection of these sites into our 
management plans.

As a result of the cultural heritage 
survey protection measures are being 
incorporated into the Fire Plan and 
Restoration Plan.

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.

A draft Restoration Plan was developed, 
and we planted 10,000 Buloke trees. 
This includes using climate modelling 
to understand where seed should be 
collected from to ensure the plants are 
‘climate ready’.

In 2019 we developed a draft climate 
change restoration and resilience plan. 
The restoration plan includes the modelled 
future distribution of the South Eastern 
Red-tailed Black Cockatoo and other 
species to understand the likelihood  
of their persistence within the Reserve.

By 2026 our Conservation Reserve will 
provide critical habitat for up to five identified 
threatened wildlife species, based on 2050 
climate models. The species will be identified 
through baseline ecological monitoring.1

1. As part of the developing the Bank Australia Conservation Reserve strategy, Greening Australia conducted a monitoring project in September 2017 to identify the 
fauna and flora present on the reserve. The project identified 227 native plants and 270 native animals. This included 13 threatened animal species including three 
endangered species – the South Eastern Red-tailed Black Cockatoo, the Growling Grass Frog and the Brown Toadlet. The classification of the fauna and flora by 
Greening Australia was in accordance with the Victorian Government’s Advisory list of Threatened Vertebrate Fauna in Victoria 2013.
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Action area Objectives Progress

Engaging the 
community

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

In 2019 we continued to focus on 
embedding Aboriginal cultures, histories 
and stories into our community days and 
communications about the reserve.

Our two-year Indigenous traineeship 
commenced with our first trainee, in 
partnership between Greening Australia 
and Trust for Nature. Tracks in the reserve 
were re-named in local Indigenous 
language, as advised by the Indigenous 
trainee and approved by Barengi Gadjin 
Land Council.

The findings of the cultural heritage 
survey was presented to Bank Australia 
staff by Barengi Gadjin Land Council’s 
archaeologist.

The Indigenous ranger funded by the 
federal government’s National Landcare 
Program assisted with the rabbit control 
and large tree hollow surveys at the 
reserve.

We have also looked for opportunities to 
assist the local group with fundraising 
activities and engaged AccessWorks 
(disability provider) to construct the tree 
guards for the 10,000 Bulokes planted.

We ran a staff trip in May which was 
attended by 60 school children, as well as 
teachers and parents from a local school.

We held a staff day in September 2018 
which combined with Trust for Nature’s 
Spring into Nature series and was open for 
the general public to attend.

We also held a special trip to the reserve 
with current and former Bank Australia 
Board Directors and Executives to 
celebrate the 10-year anniversary of our 
investment and local engagement.

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 Bank Australia will have partnerships 
with at least three research institutions and/
or conservation networks relating to the 
Conservation Reserve.

We have an ongoing partnership with the 
Red-Tailed Black Cockatoo Recovery Team, 
Birdlife and Nature Glenelg Trust. 

We won the Banksia Large Business Award 
in partnership with Greening Australia and 
Trust for Nature for our ‘Reimagining the 
Future’ 10-year vision for the reserve.

At least once each year Bank Australia will 
inform a banking industry or corporate 
audience about the Conservation Reserve, 
such as through a conference, presentations, 
visit or publication.
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Action area Objectives Progress

Delivering value to  
Bank Australia and  
our customers

By 2021, 60% of Bank Australia’s customers 
will be aware of our Conservation Reserve.

We worked with Greening Australia and 
Trust for Nature to share stories on social 
media, online and in an advertorial in 
Dumbo Feather.

Experts from Greening Australia and Trust 
for Nature presented at ‘Lunch and Learn’ 
sessions for Bank Australia staff, helping to 
increase awareness about the reserve that 
staff can share with customers.

Two staff days were delivered in 2019  
with 37 staff attending (representing  
8.7% of staff).

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

Each year 10% of our staff will have visited 
our Conservation Reserve and be able to 
share their stories with customers.
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Appendix 11:  
EY statement of assurance

EY provided limited assurance over our 2019  
Impact Report. Details of the review are given  
in the assurance statement in this appendix.
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A member firm of Ernst & Young Global Limited 
Liability limited by a scheme approved under Professional Standards Legislation 

 

 

Independent Limited Assurance Statement to the 
Management and Directors of Bank Australia 
 

What our review covered 
For the year ended 30 June 2019, we reviewed the following: 

• Bank Australia’s materiality process including the way Bank 
Australia identified material topics and the appropriate 
disclosure of these material topics in the Report 

• Selected Performance Metrics, as shown in the table below. 

Criteria applied by Bank Australia  
In preparing the materiality approach, Bank Australia applied the 
GRI principles for defining report content for materiality. In 
preparing the Selected Performance Metrics for review, Bank 
Australia applied criteria as detailed in the Report.   

Key responsibilities   
EY’s responsibility and independence 
Our responsibility was to express a limited assurance conclusion 
on Bank Australia’s materiality process and Selected Performance 
Metrics. 
We were also responsible for maintaining our independence and 
confirm that we have met the independence requirements of the 
APES 110 Code of Ethics for Professional Accountants and have 
the required competencies and experience to conduct this 
assurance engagement. 

Bank Australia’s responsibility  
Bank Australia’s management was responsible for selecting the 
criteria; preparing and fairly presenting the materiality process and 
selected material topics; and fairly presenting the associated 
Selected Performance Metrics in accordance with the defined 
criteria. This responsibility includes establishing and maintaining 
internal controls, adequate records and making estimates that are 
reasonable in the circumstances.  

Our approach to conducting the review 
We conducted this review in accordance with the Standard for 
Assurance Engagements Other Than Audits or Reviews of 
Historical Financial In\formation (ASAE 3000), Assurance 
Engagements on Greenhouse Gas Statements (ASAE 3410) and 

the terms of reference for this engagement as agreed with Bank 
Australia dated 17 April 2019.   

Summary of review procedures performed  
Our procedures included, but were not limited to: 
► Conducted interviews with personnel to understand the 

business, reporting process and processes and systems for 
collecting and collating the underlying data for the Selected 
Performance Metrics 

► Reviewed the approach for determining material topics which 
included a review of media coverage, peer reporting and 
documentation supporting the materiality process  

► Reviewed the disclosure of material topics in the Report 
► Undertook data analytics to check the reasonableness of the 

data supporting the Selected Performance Metrics 
► Checked the criteria has been reasonably applied and the 

reasonableness of assumptions supporting the Selected 
Performance Metrics  

► Conducted detailed testing of underlying source information on 
a sample basis to check completeness and accuracy of data  

► Performed recalculations of the Selected Performance Metrics 
to confirm quantities stated were replicable  

► Checked the aggregation, transcription and presentation of 
Selected Performance Metrics in the Report. 

We believe that the evidence obtained is sufficient and appropriate 
to provide a basis for our limited assurance conclusions. 

Limited Assurance 

Procedures performed in a limited assurance engagement vary in 
nature and timing from, and are less in extent than for, a 
reasonable assurance engagement. Consequently, the level of 
assurance obtained in a limited assurance engagement is 
substantially lower than the assurance that would have been 
obtained had a reasonable assurance engagement been 
performed.  

While we considered the effectiveness of management’s internal 
controls when determining the nature and extent of our 
procedures, our assurance engagement was not designed to 
provide assurance on internal controls. Our procedures did not 
include testing controls or performing procedures relating to 
checking aggregation or calculation of data within IT systems. 

Use of our Assurance Statement 
We disclaim any assumption of responsibility for any reliance on 
this assurance statement to any persons other than management 
and the Directors of Bank Australia, or for any purpose other than 
that for which it was prepared. 

Our review included web-based information that was available via 
web links as of the date of this statement. We provide no 
assurance over changes to the content of this web-based 
information after the date of this assurance statement. 
 

  

  

Ernst & Young   Meg Fricke 
Melbourne, Australia  Partner 
3 October 2019 

Selected Performance 
Metrics Report Section 

Remuneration (executive 
bonuses) 

Our approach to bonuses and 
commissions, pages 23 and 38 

Total Scope 1, 2 and 3 
greenhouse gas emissions 

Appendix 9: Environmental 
management, pages 84-86 

Customer satisfaction (net 
promoter score and overall 
customer satisfaction) 

Appendix 4: Our customer profile, 
page 69 

Staff engagement level Appendix 5: Our people and 
culture, pages 37 and 70 

We do not lend to the fossil 
fuel industry 

Responsible banking,  
pages 17-18 

We lend to community 
housing projects 

Responsible banking,  
pages 17-18 

Our Conclusion 

We were engaged by Bank Australia to undertake ‘limited assurance’ as defined by Australian Auditing Standards, hereafter referred to 
as a ‘review’, over the materiality process and Selected Performance Metrics included in its 2019 Impact Report (Report) for the year 
ended 30 June 2019. Based on our review, nothing has come to our attention that causes us to believe that Bank Australia’s approach 
to materiality was not consistent with the Global Reporting Initiative’s (GRI) materiality principle and that the Selected Performance 
Metrics have not been prepared and presented fairly, in all material respects, in accordance with the criteria defined below. 
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Appendix 12:  
Global Reporting Initiative Index

GRI Standard Title Disclosure Description Section Page

GRI 102 General 
Disclosures

102-14 Statement from senior decision-
maker

Hear from our Chair 
and Managing 
Director

4-7

GRI 102 General 
Disclosures

102-15 Key impacts, risks, and 
opportunities

Hear from our Chair 
and Managing 
Director 
Chapter 7 
Appendix 1, 8 and 9

4-7,  
21, 50-55,  
62, 81-83, 

84-89

GRI 102 General 
Disclosures

102-1 Name of the organisation Chapter 2 11

GRI 102 General 
Disclosures

102-2 Activities, brands, products,  
and services

Chapter 2 and 5 11, 27-31

GRI 102 General 
Disclosures

102-3 Location of headquarters Chapter 2 11

GRI 102 General 
Disclosures

102-4 Location of operations Chapter 2 
Appendix 5

11, 71

GRI 102 General 
Disclosures

102-5 Ownership and legal form Chapter 2 11

GRI 102 General 
Disclosures

102-6 Markets served Chapter 2 11
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GRI Standard Title Disclosure Description Section Page

GRI 102 General 
Disclosures

102-7 Scale of the organisation Chapter 2 11

GRI 102 General 
Disclosures

102-8 Information on employees  
and other workers

Chapter 6 
Appendix 5

37-41, 
70-72

GRI 102 General 
Disclosures

102-9 Supply chain Chapter 4 22

GRI 102 General 
Disclosures

102-10 Significant changes to the 
organisation and its supply 
chain

Chapter 2, 4 and 5 11, 24, 28

GRI 102 General 
Disclosures

102-12 External initiatives Chapter 2 and 7 
Appendix 8 and 9

11, 13, 54, 
56, 81-83, 

84 -89

GRI 102 General 
Disclosures

102-13 Membership of associations Chapter 2 
Appendix 7 and 8

11, 13, 21, 
79, 81

GRI 102 General 
Disclosures

102-46 Defining report content and 
topic boundaries 

Chapter 1 
Appendix 1

9, 59-62

GRI 102 General 
Disclosures

102-47 List of material topics Appendix 1 59-62

GRI 103 Management 
Approach

103-1 Explanation of the material 
topic and its Boundary

Appendix 1 59-62

GRI 102 General 
Disclosures

102-48 Restatements of information Appendix 4 and 9 68-69, 
85-86

GRI 102 General 
Disclosures

102-49 Changes in reporting Appendix 1 59-62

GRI 102 General 
Disclosures

102-40 List of stakeholder groups Chapter 1 and 2 
Appendix 1

9, 11, 60

GRI 102 General 
Disclosures

102-43 Approach to stakeholder 
engagement

Chapter 1 
Appendix 1

9, 60-61

GRI 102 General 
Disclosures

102-44 Key topics and concerns raised Chapter 5 and 6 
Appendix 1

27, 30, 32, 
34, 37, 38, 

62

GRI 102 General 
Disclosures

102-50 Reporting period Welcome 1

GRI 102 General 
Disclosures

102-53 Contact point for questions 
regarding the report 

Welcome 1

GRI 102 General 
Disclosures

102-55 GRI content index Appendix 12 96-99
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GRI Standard Title Disclosure Description Section Page

GRI 102 General 
Disclosures

102-56 External assurance Appendix 1  
and 11

59, 95

GRI 102 General 
Disclosures

102-18 Governance structure Appendix 2 63-66

GRI 102 General 
Disclosures

102-19 Delegating authority Appendix 2 63-66

GRI 102 General 
Disclosures

102-22 Composition of the highest 
governance body and its 
committees 

Appendix 2 
Financial Report

63-65 
4-9, 12

GRI 102 General 
Disclosures

102-23 Chair of the highest  
governance body 

Appendix 2 64-65

GRI 102 General 
Disclosures

102-24 Nominating and selecting  
the highest governance body 

Appendix 2 
Financial Report

63-65 
10

GRI 102 General 
Disclosures

102-26 Role of highest governance 
body in setting purpose,  
values, and strategy

Appendix 2 63-64

GRI 102 General 
Disclosures

102-27 Collective knowledge of highest 
governance body

Appendix 2 
Financial Report

64 
4-9

GRI 102 General 
Disclosures

102-29 Identifying and managing 
economic, environmental,  
and social impacts

Appendix 2 
and 3

63-66,  
67

GRI 102 General 
Disclosures

102-30 Effectiveness of risk 
management processes 

Appendix 2  
and 3

66, 67

GRI 102 General 
Disclosures

102-35 Remuneration policies Chapter 4 and 6 
Appendix 2 
Financial Report

23, 38,  
64-65 

12

GRI 102 General 
Disclosures

102-36 Process for determining 
remuneration 

Chapter 2, 4 
and 6 
Appendix 2 
Financial Report

11, 23,  
38, 65 

 
12-13

GRI 102 General 
Disclosures

102-38 Annual total compensation 
ratio

Chapter 6 38

GRI 102 General 
Disclosures

102-16 Values, principles, standards, 
and norms of behaviour 

Chapter 2 and 6 
Appendix 2  
and 8

12-13, 37, 38, 
41, 63-64, 

81-83

GRI 201 Economic 
Performance

201-1 Direct economic value 
generated and distributed

Chapter 3 and 6 
Appendix 6

15, 45, 46, 
73-77
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GRI Standard Title Disclosure Description Section Page

GRI 201 Economic 
Performance

201-2 Financial implications and  
other risks and opportunities 
due to climate change

Chapter 7 55

GRI 203 Indirect 
Economic 
Impacts

203-1 Infrastructure investments  
and services supported

Chapter 7 
Appendix 7

50-52 
78-80

GRI 203 Indirect 
Economic 
Impacts

203-2 Significant indirect economic 
impacts

Chapter 7 
Appendix 6 and 7

45-49,  
50-52, 
55-57, 
73-77, 
78-80

GRI 304 Biodiversity 304-2 Significant impacts of  
activities, products, and  
services on biodiversity 

Chapter 7 
Appendix 7 and 10

52, 56 
80, 90-93

GRI 304 Biodiversity 304-3 Habitats protected or restored Chapter 7 
Appendix 7 and 10

52, 56 
80, 90-93

GRI 305 Emissions 305-1 Direct (Scope 1) GHG emissions Appendix 9 84-86

GRI 305 Emissions 305-2 Energy indirect (Scope 2) GHG 
emissions

Appendix 9 84-87

GRI 305 Emissions 305-3 Other indirect (Scope 3) GHG 
emissions

Appendix 9 84-86, 89

GRI 305 Emissions 305-4 GHG emissions intensity Appendix 9 86

GRI 305 Emissions 305-5 Reduction of GHG emissions Chapter 7 
Appendix 9

21, 54, 
84-88

GRI 401 Employment 401-1 New employee hires and 
employee turnover

Appendix 5 70

GRI 401 Employment 401-3 Parental leave Appendix 5 70

GRI 403 Occupational 
Health and 
Safety

GRI 403-9 Work-related injuries Appendix 5 70

GRI 404 Training and 
Education

404-2 Programs for upgrading 
employee skills and transition 
assistance programs

Chapter 6 41

GRI 405 Diversity 
and Equal 
Opportunity

405-1 Diversity of governance  
bodies and employees

Chapter 6 
Appendix 2 and 5

41 
65, 70-72
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Glossary
Term Description

Australian Credit Licence (ACL) Authorisation to provide services as a credit provider in Australia. National 
legislation defines credit activity, including activity related to credit contracts, 
consumer leases, related mortgages and guarantees, and credit assistance 
services

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 Financial Services  
Licence (AFSL)

Authorisation to offer and provide consumers with specified financial 
products and services in accordance with ASIC compliance standards

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

Australian Securities and  
Investments Commission (ASIC)

An independent Commonwealth statutory authority that protects consumers, 
investors and creditors by licensing and monitoring financial services 
organisations and their representatives. ASIC regulates mutual ADIs as 
companies under the Corporations Act 2001 (Cth)

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 a one share in the bank

Global Reporting Initiative Standards 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

impact finance Finance that is mobilised to create measurable positive social and/or 
environmental impact, while delivering a return on investment
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Term Description

materiality Materiality is the threshold at which issues become sufficiently important  
that they should be reported according to the GRI materiality principle

net profit after-tax The amount of profit achieved after-tax

other domestic banks Locally owned banks, excluding those defined as major banks

return on average assets The profit that a company generates for each dollar of assets that it owns

return on equity The profit that a company generates for each dollar of equity that it invests

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

Abbreviations

Term Description

ABA Australian Banking Association

ACL Australian Credit Licence

ADI Authorised deposit taking institution

AFSL Australian Financial Services Licence

APRA Australian Prudential Regulation Authority

ASIC Australian Securities and Investment 
Commission

BCCM Business Council of Cooperatives and Mutuals

COBA Customer Owned Banking Association

DAP Disability Action Plan

GABV Global Alliance for Banking on Values

Term Description

FIAP Financial Inclusion Action Plan

FTE Full time equivalent

km Kilometres

kWh Kilowatt hours

MJ Megajoules

NDIS National Disability Insurance Scheme

SDA Specialist Disability Accommodation

RAP Reconciliation Action Plan

RBA Reserve Bank of Australia
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