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The CWLA (est. in the early 1900's) is an organisation of some 8000 female members across Australia, many in rural, regional and remote Australia.  In our objects we advocate promotion of spiritual, cultural, intellectual and social development of women and support the family unit.

CWLA thanks the Parliamentary Joint Committee on Corporations and Financial Services on conducting this Inquiry.  

In the past three years there has been a notable acceleration in telephone and internet banking provisions, there has also been a notable decrease in corporeal banking provisions; some rural, regional and remote residents of Australia find this impacts physically, emotionally and financially. 
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a) options for making additional banking services available to rural and regional  

communities, including the potential for shared banking facilities;

and

c)
the level of service currently available to rural and regional residents;

Due to the closure of most bank branches in rural and regional areas a lot of people are closing affiliated bank accounts and opening an account with smaller community banks like Elders Rural Bank, Bendigo Bank and building societies such as Heritage or Pioneer, who provide a convenient alternative and adequate bank service.  The fees with these types of banks are also minimal or non-existent (for pensioners) compared with the charges of larger banks.

Australia Post still provides a viable option for the Commonwealth Bank however the charges are at over the counter rate.

It is important to note that generally, rurally isolated people (especially over 50's) enjoy driving into town and having face to face dealings with workers, usually people they know including bank employees - this is a rural social predilection.  With a significant demise in face to face client dealings in banks, people will gravitate to the next best social service.  

Services such as loans and overdrafts currently require face to face dealings and rurally isolated people find it difficult to travel further than their local town.

People prefer to minimise bank charges but find this challenging when their bank is not represented as a branch or ATM.

Depositing money and cheques remain a financial responsibility to everyone concerned -one cannot do this on the internet and/or over the phone so it is necessary to have options such as shared banking facilities, for example a teller representing 2 banks, or multi-banking buildings or ATM's representing certain banks capable of depositing money and cheques.
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b) options for expansion of banking facilities through non-traditional channels including new technologies;

Older generations at present are finding internet banking a steep learning curve; it would be in the banks interest to hold classes in regional and rural areas on internet banking to assist customers. 

Eftpos in stores and businesses are the most common place where rural and regional people withdraw money; to some degree this is due to the convenience factor - they are purchasing and withdrawing money at the same time.  It is also because they do not have to operate a machine (ATM) and it involves socialising.  However, as Eftpos usually incurs extra costs for stores proprietors would most likely increase product costs to cover bank charges.
ATM usage comes second after Eftpos, notwithstanding, some people have found ATM's confusing and inconvenient - it is frustrating when the only ATM in town is out of service.   In some areas ATM facilities are not offered: more ATM's associated with major banks would assist with transactions.  It must be noted that ATM's incur extra costs once the allocated number of free transactions has been exceeded.  
People find the lack of people assistance due to bank closures difficult.  Elderly people are at a significant disadvantage when using ATM's as failing eyesight (macula degeneration is the fastest growing disability affecting people over 60 as is cataracts), introduces a second person required to assist with bank transactions at ATMs.  This places trust and responsibility of their personal finances in the hands of another.  In addition, when a cheque needs to be divided into different accounts this action cannot be performed when using an ATM.   

Perhaps more businesses and government departments should encourage the use of credit cards, BPay or direct debit.   An example is car registration - you cannot pay this on the internet or by phone if a pension card has to be validated.

Rurally, some people have welcomed internet and phone banking as it has reduced travel expenses.  The outlay for purchasing a computer seems expensive initially however a 
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computer can be used for a variety of reasons including internet banking.  For example transactions and transaction histories can be downloaded on to a computer program which greatly facilitates the accounting process.  Also multiple bank accounts are simplified on internet banking as one can see all their accounts and transaction histories.  Noted again is the inability to bank cash or cheques via the internet.
Telephone banking is popular with the increase in the use of mobile phones as transactions can be attended to away from home and at the user's convenience.   Nevertheless, obtaining and maintaining a mobile phone signal is somewhat difficult (sometimes impossible) in remote, rural and regional areas.  Mobile phone calls are also expensive.
Some people prefer not to use credit cards, computers and mobile phones, and find telephone banking intimidating, robotic and confusing.  Evidence such as a loan application forms or a bank statement is complicated to discuss when talking on the phone and not face to face.
While new technology seems embraced by some it is deplored by others for some of the reasons outlined above.  Social interaction is human nature and generally people do not want to be excluded or isolated, driven totally by machines and technology.  Businesses may favour short cuts presented by new technologies, however it is clear that those who do will gradually lose customers who in turn, will search for friendly and helpful staff to assist them.
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