Inquiry into the level of banking and financial services in rural, regional and remote areas of Australia 
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SUBMISSION MADE BY THE 

MANILLA SHIRE COUNCIL

Options for making additional banking services available to rural and regional communities, including the potential for shared banking facilities:

The Manilla Shire Council accepts the fact that the option of utilising the local Post Office as an agency for some of the banking institutions was in fact pursued and implemented. 

However, this option is deemed as not being viable, as residents of the Manilla Shire do not feel comfortable in a Post Office environment whilst doing their banking business. In this regard it needs to be mentioned that the Post Office environment does not contribute towards clients experiencing a feeling of privacy and confidentiality – as is needed for dealing with private and sensitive financial matters.

It could further be argued that clients are not fully equipped to make use of this service through the Post Office. In many instances clients are unable to transfer their money from the Post Office to their banking institution’s branch, as a result of the fact that no pin numbers were supplied to clients by the particular banking institution. These major financial institutions have not gone to the trouble of educating their members regarding services that are available.

The service provided by the Post Office has suffered as a result of these mentioned additional non Post Office functions that now need to be performed by Post Office staff. Residents of the Manilla Shire Council are inconvenienced by the fact that a two minute business call at the Post Office now takes up to fifteen minutes in certain instances, as a result of the continuous long lines of people waiting to be served.

It is therefore obvious that more regulation regarding the banking sector from the federal government is necessary – especially regarding the banking and financial services that are offered (or not offered) in the rural area of the Manilla Shire Council – as it is clear that the unique and specific needs of the people living in this area are currently not sufficiently accommodated.

Options for expansion of banking facilities through non-traditional channels including new technologies:

It is argued in the above paragraph that the system where the local Post Office acts as an agent for some of the banking institutions, is regarded as being highly unsatisfactory by the vast majority of customers of those particular banks, living within the Manilla Shire Council’s area of jurisdiction. Manilla now has the added frustration of a “non-traditional channel” of banking, namely a Westpac “agency”, which accounts in real terms for the same unsatisfactory level of banking service as that provided by the Post Office.

Agencies have not got any autonomy at all. Every decision, no matter how trivial, has to be referred to the regional centre or head quarters for resolution. In addition, no professional advice is available to rural residents, who are in many instances farmers and graziers in need of professional advice from time to time – especially in testing drought circumstances such as has been the situation over the last couple of seasons. The fact that rural residents do not have access for professional advice and assistance to a local bank manager (who would have knowledge of local prevailing circumstances) creates mental anxiety with rural residents in the Manilla Shire Council’s area of responsibility. 

It is therefore obvious that more regulation regarding the banking sector from the federal government is necessary – especially regarding the banking and financial services that are offered (or not offered) in the rural area of Manilla Shire Council – as it is clear that the unique and specific needs of the people living in this area are currently not sufficiently accommodated.

The level of service currently available to rural and regional residents:

The following banking and financial institutions used to be represented in the town of Manilla: 

· Commonwealth Bank of Australia – full branch providing all traditional banking services;

· Westpac Banking Corporation – full branch providing all traditional banking services;

· National Australia Bank – full branch providing all traditional banking services;

· Colonial First State – agency.

The above-mentioned level of banking and financial services has now been watered down to the following:

· Peel Valley Credit Union – branch providing some services, although not banking services in the traditional sense of the word;

· Westpac Banking Corporation – agency;

· Commonwealth Bank of Australia & National Australia Bank – agency (Post Office).

The above has happened over the last number of years whilst the newly released census figures show that Manilla has in real terms experienced a marginal growth in population!

Some of the outcomes of the above irrational decisions, viewed from a customer service point of view, have had the following devastating impact on the town and community:

· The community has lost many of its professional people who made valuable contributions to not only the business activities in the town and region, but also in their private capacities to the community at large;

· The fact that these mentioned professional services are no longer available for the rural and regional residents, has created a situation of not only inconvenience, but also of mental anxiety;

· Buildings that used to be the pride of the particular banking institutions (and their customers) and acted as focal points within the town, are now derelict as a result of them being abandoned by their original owners.

Again it is obvious that more regulation regarding the banking sector from the federal government is necessary – especially regarding the banking and financial services that are offered (or not offered) in the rural area of the Manilla Shire Council – as it is clear that the unique and specific needs of the people living in this area are currently not sufficiently accommodated.

International experiences and policies designed to enhance and improve the quality of rural banking services:

The Manilla Shire Council predominantly has rural residents, with a large number of graziers and farmers as well as a significant number of senior citizens. It is a fact that the majority of these mentioned people do not have the luxury of Internet access at their homes to access the Internet banking services offered on the World Wide Web by the large banking and financial institutions. 

In actual fact, a vast number of these mentioned residents are not familiar with using the Internet at all. Further they are not accustomed to using an impersonal piece of technology for performing their banking and financial actions and needs, when these functions were (not that long ago) fulfilled by warm, caring and friendly bank personnel. 

The Manilla Shire Council argues that the banking and financial institutions have gone totally overboard with the implementation of the concept of economic rationalisation and that the outcome of these rationalisation actions has impacted negatively on the level and quality of banking and financial services once enjoyed by the rural and regional residents of the Manilla Shire. 

The Manilla Shire Council further argues that these mentioned rationalisation actions have had a detrimental impact on the Australian way of life in the countryside, as personal contact, communication and interaction with the representatives of the organisations and institutions residents are daily dealing with, are still highly valued. This is especially true and applicable to the level and quality of services that the banking and financial institutions used to provide to this community. 

Once again it is obvious that more regulation regarding the banking sector from the federal government is necessary – especially regarding the banking and financial services that are offered (or not offered) in the rural area of the Manilla Shire Council – as it is clear that the unique and specific needs of the people living in this area are currently not sufficiently accommodated.
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