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Introduction

Westpac welcomes this important opportunity to discuss the provision of financial services to rural and regional areas and to provide Committee members with further information on our development of innovative banking solutions for rural and remote areas.

As one of this country’s oldest institutions – not simply its first bank, but also its first company – Westpac has been an integral part of the of the Australian social fabric since 1817.

With around 23,000 Australians employed by us, some 5.5 million Australians choosing to do business with us, and millions of direct and indirect shareholders, we not only contribute to daily Australian life, we also exemplify a microcosm of the Australian nation. 

From this privileged position, Westpac recognises our obligation to conduct our business in a way that contributes to building social capital. We live in a pluralist society and the price of its continuance is that businesses such as ours must accept social responsibilities. This is particularly true for rural and regional Australia.

Addressing our corporate social responsibilities

Westpac has publicly stated our belief that addressing customer and community concerns and accepting our corporate social responsibilities are integral parts of ensuring the sustainability of our financial performance. Our corporate vision is to be a great Australian company and to do that we need to deliver to all four of our key stakeholder groups – our employees, customers, shareholders and the community.

Following the emergence of clear anti-bank sentiment in the Australian community, Westpac subsequently sought to identify and address those issues of equity and social justice which our stakeholders considered integral to the continuance of our social licence to operate.

Within our existing corporate governance structure, in 2001 Westpac established a Board Social Responsibility Committee. Its purpose is to review the social and ethical impacts of Westpac’s policy and practice and to oversee initiatives to enhance Westpac’s reputation as a socially responsible corporate citizen. 

With strong personal support from both the Chairman Leon Davis and Chief Executive Officer Dr David Morgan, Westpac has sought to ensure that the principles of social responsibility are incorporated into every aspect of our policy and practice.  

In June 2001, Westpac released a Social Accountability Charter, outlining what our stakeholders could expect in regard to the way in which we conduct our business. The policies and practices detailed within this charter have been developed over time and reflect, among other things, community standards in the key areas of governance and ethical conduct, marketplace practices, human rights and employee practices, occupational health and safety, care for the environment, community involvement and financial controls and risk management.

In our 2001 Concise Annual Report, Westpac sought to address the underlying causes of anti-bank sentiment within the community. Banks stood accused of pursuing the bottom line at any cost and Westpac felt that this was an issue so fundamental to the sustainability of our long-term success that it could not be ignored. As a consequence, we sought to directly respond to several key community concerns around the areas of accessibility, value for money, acting on customer complaints, backing our employees and working within the community. 

In July 2002, our ongoing efforts to identify and address our key corporate social responsibilities culminated in the release of Westpac’s first Social Impact Report. This report on our performance against the social, environmental and economic bottom line represents our continuing commitment to transparency in addressing stakeholder concerns. 

Founded in work undertaken across the Bank to date, Westpac’s Social Impact Report measures and reports upon our performance against over 70 key performance indicators, many of which emerged from our own Australian stakeholder consultation process. Through this process, Westpac sought to directly incorporate key concerns of Australian consumer and community groups into our social impact reporting – including issues of accessibility and affordability. 

Westpac’s Social Impact Report is also one of the first in the world by a financial services company to conform to the international standards of the Global Reporting Initiative framework. 

These and other initiatives demonstrate the leadership role that Westpac has taken in the financial services sector, both in Australia and internationally in addressing our social obligations head on through an inclusive multi-stakeholder approach. 

This position was recently recognised by the Dow Jones Sustainability Index where Westpac was named the global market leader in the banking sector for our sustainable business policies and practices. 

Out of some 2,500 leading global companies, only 300 were included in the 2002/2003 Dow Jones Sustainability Index, including 34 banks. Only one other Australian bank, ranked in 26th place, was included in the index at all.

Westpac Regional Banking

Our approach to regional banking

Westpac has been delivering financial solutions to regional Australia for 185 years. In fact, Westpac’s first deposit was lodged in 1817 by a Sergeant based at Cox River to guard rural properties along the road to Bathurst, while the first two loans issued by the bank were related to farm finance. Today, Westpac is as strongly committed to providing quality financial services to regional Australia. 

To meet that commitment, Westpac has put in place a number of distinct strategies aimed at identifying and meeting the particular needs of rural and regional Australians in a sustainable and cost effective manner. 

In April 1999, Westpac established Westpac Regional Banking. Regional Banking was designed specifically to bring all regional areas across the States and Territories under a single dedicated management structure.

The Westpac Regional Banking team has been founded on the following underlying principles:

· customers in rural and regional areas have a diverse range of living and working environments and, as such, require banking services which meet their particular needs;


· Westpac employees who are based in rural and regional communities require support from a team that is closer to their markets, living and working environments, in order to best meet the needs of their customers; and


· our communities need support and social capital building is an integral aspect of ensuring our social licence to operate remains firmly in place. 

Above all, Westpac Regional Banking serves as a healthy recognition that the people in rural, regional and remote Australia represent 29 per cent of our population and occupy more than 95 per cent of Australia’s landmass. Within Westpac, they are an important group both in terms of their size and in terms of their value. 

The level of service currently available to Westpac’s regional customers

We believe that our Regional Banking approach is unique to Westpac, in that it works to encompass all the financial needs of regional Australians. This entails providing personal and business banking and financial services, for enterprises both small and large, regardless of whether customers are technology enabled or prefer to conduct their banking face-to-face.

Some of our key achievements to date include:

· Servicing over one million customers in Regional Banking, including over 100,000 business and agribusiness customers. 

· Customers in regional Australia deposit $9 billion with Westpac and Regional Banking has outstanding loans of over $18 billion. In other words, for every $1 Westpac raises in regional Australia we invest $2 back into the community.


· Westpac has built a unique Country Business Direct service based in three major regional locations, staffed by regional people and servicing farming and business centres.

· There are more than 2500 Westpac staff working and living in regional Australia at 378 points of representation.

Our national Regional Banking leadership team includes a network of local Regional Managers and Area Managers based in rural and regional areas 
This management and operational team is deliberately structured to ensure that local market and community knowledge is maximised in the delivery of financial services. Staff within Regional Banking have extensive experience in regional issues and also play a vital role in facilitating discussions with other business partners to ensure the unique circumstances and requirements of regional customers are fully realised. 

As part of the development of a specialised regional banking unit, between 1999 and 2001 Westpac reorganised our traditional branch network around a more sustainable framework. This involved positioning our service delivery model around the following key components:

· Regional Financial Centres;

· Country Business Direct;

· Agribusiness;

· Mobile specialist managers;

· Branches; and

· In-store community partnerships.

Regional Financial Centres

Westpac Regional Banking has made significant investments in regional infrastructure throughout Australia through the establishment of 33 Regional Financial Centres. Our Regional Financial Centres provide integrated financial services for large districts and are located in key locations around Australia. 

Over 650 branch and specialist managers, including mobile Home Finance Managers, Business and Agribusiness Managers, Financial Advisers and Planners staff these centres. 

Westpac’s Regional Financial Centres reflect our commitment to employ country people who understand the special needs and requirements of our regional banking customers. We see this level of specialisation and ‘hands-on’ expertise as a means of clearly differentiating ourselves from competitors in the local market. 

Country Business Direct

Country Business Direct is a dedicated business service delivering quick, simple and easy access to banking services for our rural and regional business customers. Country Business Direct uses the latest technology to provide business banking services particularly tailored to small and medium farm and business customers. 

It is supported in the field by local staff specialising in Home Finance, Equipment Finance, Financial Markets and our network of mobile Agribusiness and Business Banking Relationship Managers who deal with customers face-to-face on more complex finance and investment issues. 

Country Business Direct operates out of Regional Banking Centres located in Ballarat, Orange and Townsville. Western Australia and South Australian business customers continue to be serviced by the Perth and Adelaide Regional Banking Centres respectively. 

Agribusiness

Westpac’s network of business banking specialists is a core part of Regional Banking and more than 40% of our Regional Banking business customers are involved in agribusiness. Westpac is therefore focused on supporting our agribusiness customers by better understanding the industries in which they operate and offering a number of tailored agribusiness products and services for rural and regional customers. 

Westpac provides two specialist financial services packages - ‘AgriBusiness Essentials’ and ‘AgriBusiness growth’ to ensure that sound financial management can become a platform for developing future growth opportunities for rural and regional businesses. 

In addition, we provide the following specialised Westpac Agribusiness services:

· Farm Insurance;

· Investment and Superannuation;

· Agribusiness Accounts;

· Equipment and Vehicle Finance;

· Farm Finance Facility; and

· Short Term Finance.

Westpac has a team of specialised Agribusiness Managers and has also established a National Agribusiness Council. This is a senior management group within the bank which provides strategic guidance and direction for Agribusiness banking. The National Agribusiness Council includes representatives from Regional Managers, Economists, Marketing, Products and Credit who all work together to drive our performance in the agribusiness market. 

In recognition of the specialist skills and knowledge base required to best meet the agribusiness needs of our rural and regional business customers, Westpac has implemented a specialist agribusiness stream of our graduate recruitment program.

Graduates are trained in the customer relationship management skills and the solid technical and product knowledge building blocks necessary to effectively meet the needs of our agribusiness customers. In August of this year, we expanded this program to include an additional 10 graduate placements for 2003.

Westpac branches and In-stores

Since 1998, Westpac has maintained a commitment to provide ‘face to face’ banking services in communities where we were previously represented. In order to meet this commitment, and to continue to provide sustainable banking services in the longer term, Westpac has developed a flexible network of branches and community In-store partnerships tailored to the specific banking needs of the local community.  

In addition to our 33 Regional Financial Centres, Westpac maintains branches in 182 locations across Australia providing banking services and sales capability tailored to the local market. Wherever the population density is greater than one person per square kilometre, Westpac typically provides face-to-face banking services within a 80 kilometre travelling radius.
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In locations where customer demands do not necessitate a full service facility we have introduced a reduced hours branch service staffed by permanent part time employees. Branches with reduced trading hours provide the same service as full service branches, but generally operate between 11am and 3pm on reduced trading hours.  

In a number of circumstances we have adapted the trading hours in response to community feedback. In Quairading in Western Australia, for example, our Westpac branch now operates between 12 noon and 4.30pm following a comprehensive community consultation on the most appropriate opening hours for the local community. 

To ensure the sustainability of our current levels of face-to-face representation with regional communities, we have developed an innovative community In-store partnership model. ‘In-stores’, as we prefer to call them, is a branch which is owned, operated and staffed by our In-store business partner. 

Westpac In-stores provide personal and business customer services including account deposits, cheque cashing and withdrawals, payments to accounts, telephone banking access and help in opening new accounts and accessing mobile lending and investment specialists. Presently our In-store branch network completes around half a million transactions per month.

Westpac currently has 162 In-store branches around Australia. Together with our branch network and other service centres, the implementation of the In-store service outlet has enabled Westpac to maintain a total of 378 representation points across Australia. 

Generally, the Westpac In-store is located directly within a business, such as in newsagents, chemists or the general store for example. In other cases, however, the business proprietor relocates their business to within the former Westpac branch building, thereby maximising local infrastructure. 

Westpac’s approach of partnering with small business within the local community, helps to ensure that important community infrastructure is maintained in our regional townships. Significantly, the extra custom generated by the presence of a Westpac In-store also provides a substantial boost in the income of the community business partner. 

In this way, Westpac’s In-store approach works to ensure that face-to-face banking services are maintained within local townships and helps to boost the long-term sustainability of other small business operations in Australia’s rural and regional communities 

The In-store model has allowed the Bank to open new facilities in a number of locations where Westpac was not previously represented. For example, we have established new In-store partnerships in towns such as Jimboomba, Agnes Waters and Boyne Island in Queensland or Kununurra in Western Australia, where Westpac had not previously been represented. 

To ensure that our In-store community partnership framework is operating effectively, Westpac In-store proprietors are represented through our National Advisory Council (NAC). The NAC consists of seven In-store proprietors representing each State and Territory who meet quarterly with senior Westpac staff to discuss issues affecting the operation of joint services. The NAC also considers any proposals to improve service levels within In-stores as well as the value of these local community business partnerships. 

The valuable input of the NAC has helped to inform the direction and scope of further investment by Westpac into our In-store and branch network. This year we have introduced additional measures to increase customer service functionality, staff training and payments for business referral and sales opportunities. 

Please refer to attachment A for a more detailed case study of our operations in Whitemark, on Flinders Island, Tasmania. This case study demonstrates one of the ways in which we work with local communities to implement our In-store community partnership.

Options for making additional banking services available to rural and regional Australia

We understand that a ‘one size fits all’ mentality does not adequately address the diverse range of living and working environments in regional communities across coastal and inland Australia. Consequently, Westpac has deliberately sought to provide a flexible mix of banking services for rural and regional customers 

Within each community we have been able to tailor our services to meet the personal and business needs of our customers, in a manner which is commercially sustainable over the longer term. This has allowed us to continue trialing new products and services, as well as to adjust our service network where necessary to provide a better customer experience in rural and regional Australia.

Expansion of banking services through new technologies

In the more than 180 years that Westpac has been serving regional Australia, socioeconomic forces have resulted in a significant re-shaping of the way Australians live, work, shop and conduct their business. 

Over that period Westpac has always sought to reflect the changing needs of our customers, both in the services we provide and in the way in which we provide them. 

Today, more than 90 per cent of banking transactions are undertaken outside of branches. Westpac currently has over 600,000 rural and regional customers accessing telephone banking and 230,000 accessing Internet Banking.

More than ever, our customers are telling us they want to be able to access ATM, EFTPOS, Telephone and Internet banking services quickly, easily and cheaply.

We believe that there are still many customers who would benefit from using new technologies, particularly in remote areas of Australia. For this reason we provide Internet kiosks in our branches and our staff are trained to educate customers on how to best utilise these services.

Westpac is also currently working with Telstra on a pilot program of mobile satellite Internet access in remote rural and regional areas to improve the accessibility of business Internet Banking.

However, while remote forms of access such as telephone banking or the Internet may be the most convenient way to bank for everyday transactions, Westpac continues to recognise that customers may want the option and peace of mind of knowing they can visit a branch manager or Regional Financial Centre for larger, more complex issues. Similarly, we realise that business customers want to deal with someone who understands their local area and who understands what makes regional business unique. 

Shared banking facilities

The development of Westpac’s community In-store model has provided further opportunities to explore the provision of increased community services through shared facilities as well as in partnership with other community service providers. 

Westpac has worked with the Department of Transport and Regional Services (DOTARS) to identify opportunities to work in partnership through the Rural Transaction Centre (RTC) program, and are currently operating Westpac In-stores out of a number of RTC facilities.

Westpac is keen to explore further opportunities to work with DOTARS to refine and expand upon initiatives undertaken in this area to date. However we also believe that it is important that significant parameters and guidelines be established around the shared facilities process so as to ensure that the viability of existing competitive service provision networks is not undermined.

Westpac has sought to differentiate itself from other banking service providers, by formulating and implementing a sustainable model for the provision of services in rural and regional areas. This model allows us to maintain a good presence in country areas through a mix of different outlets. 

While Westpac supports and, as referred to above, is working with the government to facilitate the development of RTC models in rural and remote areas, we would have some reservations about supporting a shared services model such as exists in Canada of the United Kingdom. 

We would argue that it is hard to establish a workable comparison with similar schemes which operate overseas precisely because they operate within such a different geographical, demographic and socio-economic climate. Furthermore, Westpac believes that it is much more meaningful to examine ways in which the complementary skills and facilities unique to Australia can be brought together, possibly in ‘non compete’ areas, to meet the financial requirements of rural and remote Australia in particular.

Westpac is often approached by regional communities to explore options for the provision of sustainable banking services in their local area. Through this ongoing community dialogue we have established some excellent community service outlets partnering with our In-store facilities. A number of examples are detailed below.

In 1998, Westpac established one of the very first In-store pilots in Triabunna in Tasmania. The Westpac In-store operates in partnership with the Tasmanian State Government and its ‘Services Tasmania’ initiative, offering access to almost 200 government services. 

In Wagin in Western Australia, the Local Shire have leased our former branch premises at a peppercorn rental of $1 per year and have established a Telecentre, which includes a Westpac In-store facility. The Local Shire themselves are the proprietor of the In-store facility. 

The local Council have also become the proprietor of a Westpac In-store in Wilcannia in New South Wales, where Westpac leases both the bank premises and the former bank residence to the Council for a peppercorn rental of $2 per year. They have subsequently relocated some of their council offices within the former branch.

In Leitchville in Victoria, the local community approached Westpac to purchase the former bank premises. The community only had $10,000 to invest so Westpac subsequently agreed to make the sale for that amount. The community has subsequently established a Rural Transaction Centre which includes a Westpac In-store.

In Dunedoo in New South Wales, the local Council now operates a library, meeting room, playgroup, Business Development Group, as well as a Westpac In-store facility, within the former branch premises.

These are just some of the ways in which Westpac is working in rural and regional Australia to design and implement long term sustainable banking solutions for local communities.

Indigenous communities in rural and remote Australia

Westpac has also established a number of innovative programs and community partnerships to further the provision of financial and banking services in rural and remote Indigenous communities.

Westpac is committed to working with indigenous communities to develop and support programs that foster self-sufficiency and financial independence. To ensure co-ordination across the organisation, we have formed a Steering Committee on Indigenous Issues. 

Our strategic approach to Indigenous issues involves providing an opportunity for our staff to use their business skills to help communities become financially independent while expanding their knowledge base at the same time. This forms an important part of our drive to engage with indigenous communities to form meaningful partnerships in the generation of social capital from the ground up.

Westpac has been working with the Traditional Credit Union in the Northern Territory to support the sustainability of an existing financial services provider. The Traditional Credit Union operates in the Northern Territory through 9 outlets, employing indigenous staff.

At present, Westpac is proposing to provide assistance with teller space at Nhulunbuy (Gove) branch to help service customers visiting from remote East Arnhem Land. In addition we are looking to provide support in the areas of compliance training for the Financial Services Reform Act as well as sales training. 
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Westpac has signed a Memorandum of Understanding with the indigenous communities of Cape York Peninsular.  The purpose of this partnership is to foster the development of business and financial literacy skills within families and wider communities to promote self-sufficiency and financial independence.

In November 2001, 13 of our staff travelled to the Cape on a one-month secondment as the first part of a pilot program. A second team of volunteers travelled to the Cape in April 2002 in line with Westpac’s commitment to provide 50 secondees each year for the next two to three years.

The Cape York program is built around two concurrent initiatives. The first initiative is the Family Income Management Scheme (FIMS). FIMS is designed to provide education and awareness on the effective use of income and funds within the family unit. 

The second initiative is the Balkanu Cape York Development Corporation – Business Hubs Strategy. These hubs are designed to support indigenous entrepreneurship in 

Cape York and to provide encouragement and incubation for new business ventures. 

Westpac has also implemented a successful educational pilot program with the Tangentyre Council, where we have gained support from the local Indigenous communities and, in partnership, will trial further alternative means of providing financial services to remote Indigenous communities. 
Westpac is a corporate sponsor of First Australians’ Business, an initiative developed in conjunction with a number of companies to help young Indigenous Australians develop entrepreneurial skills. Westpac has a number of staff who act as mentors in the program and have also provided other In-kind support, such as computer equipment, for the program. 

By embedding our programs in community partnerships, we hope to foster broader self-sufficiency and financial independence in remote indigenous communities – including the generation and maintenance of increased employment for Indigenous Australians. 
Westpac continues to examine new options or community partnership models for the delivery of banking services to better meet the needs of rural and regional Australians in a sustainable and commercially viable manner. 

Community involvement and social capital building in 

rural and regional Australia

As Australia’s oldest company, Westpac has been involved in the local communities in which we live and work since 1817.  As such, we recognise how important it is for Australian companies to take a greater responsibility for supporting and contributing to social capital building. This is particularly important for rural and regional Australia.

At Westpac, building social capital starts with business basics and dealing with substantive issues, finding correctives for broad based community concerns and being deeply involved in the local community.  
Westpac provides employees with a Community Volunteering Day – a paid leave day so that they can participate in community involvement activities. Currently around 60% of our employees are involved in volunteering or fundraising work. We also promote the great work undertaken by our employees through the Westpac CEO volunteer awards and our staff newsletter, which is distributed to all Westpac staff throughout Australia. 

Westpac matches, dollar for dollar, staff fundraising or contributions to any tax-deductable charity through our Matching Gifts Program. Since 1998, a combined total of $3.8 million has been distributed to more than 340 charities across the country through this program. 

Nationally, we have a long history of community partnerships. We have recently celebrated the 28th anniversary of our commitment to the Westpac Rescue helicopter Service, 31 years partnering with the Salvation Army in the Red Shield Appeal, and 23 years developing numeracy skills for young Australians via the Australian Mathematics Competition. 

In regional Australia, Westpac is specifically involved in tackling environmental and educational issues through the Smith Family’s Learning for Life Program, the National Landcare Awards and Westpac’s Operation Backyard.

Between December 1998 and February 2002, staff in regional areas gave in excess of $200,000 to the charity of their choice, and their contributions were doubled under the Westpac Matching Gifts Program. 

The Smith Family’s Learning for Life program provides a financial scholarship and the support of a dedicated Education Support Worker for disadvantaged children. The Westpac Foundation has given $1.5 million to enable The Smith Family to expand Learning for Life into rural and regional Australia. Nine new regional areas now have access to the program – supporting an extra 2,350 students and providing 50 new tertiary scholarships. 

Westpac is a major sponsor of Landcare Australia and part of this involves sponsorship of the Westpac Landcare Education Award which pay tribute to individuals, environment groups, schools and organisations who have demonstrated commitment to care of the land. 

In 1988, Westpac launched Operation Backyard to provide financial support for environmental projects in which our people are actively involved as volunteers, and which are of great significance to the local community. In conjunction with Landcare Australia, our staff have been involved in helping to restore coastal dunes, bushland and degraded recreational areas, as well as making roadways more wildlife friendly. 

More than $600,000 has been committed to 130 projects across Australia since 1988. Apart from larger regional initiatives, these projects have also benefited many local communities including Huon Valley in Tasmania, Mary River in the Northern Territory, Rainworth in Queensland and Hamilton Hill in Western Australia for example.

We actively encourage our staff to get involved in grassroots issues affecting their local community and many regions are committed to supporting a local cause 

The efforts of staff in New England were integral in the establishment of a new Westpac Rescue Helicopter Base in Tamworth. Staff in Toowoomba have helped to establish the Toowoomba Surf Club and a volunteer program to teach nippers to swim in the ‘surf’ at the local wave pool. Mudgee staff provide support for the Red Cross aged care program TeleCross, by volunteering for five minutes a day, seven days a week to telephone elderly people to check if they need any help and just to have a chat. 

Armadale staff provide Meals on Wheels, the team in Alice Springs have planted trees at the local St Philip’s College and staff in Parkes support an Early Childhood reading Program by hosting a storytelling session for school children in the store. While in Dubbo, Westpac staff hosted a masked ball in Narromine and raised $13,000 to go towards supporting a hearing specialist.

In Western Australia, employees have organised from their own resources and with support from the local community, to grow a wheat crop at Narrogin to raise funds for a new Narrogin Community Centre. At this stage they anticipate that they will raise $50,000 from the venture.

All across Australia, Westpac staff are actively involved in supporting the local communities in which they live and work, and all their efforts are strongly supported by Westpac’s community involvement program.

In addition to our community involvement initiatives, Westpac continues to work with governments, farmers and community groups to tackle the larger problems facing rural and regional Australia, as well as providing the financial tools which help farmers work the land.

In July this year, Westpac was the first bank to announce drought relief arrangements for affected farmers in New South Wales. Key elements of the relief package included:

· The provision of ‘carry on finance’ to viable farming operations to keep business running and to enable crops to be sown and livestock programs to commence;

· A freeze on risk margins for primary producers who receive interest rate subsidies through government assistance schemes;

· Making provisions for affected business with existing loans to request loan restructuring without incurring the usual bank establishment fees;

· Waiving early withdrawal penalties for affected customers wishing to withdraw term deposits; and

· Allowing affected customers with Westpac home loans to apply for a suspension of loan repayments for up to three months. 

Our special relief package for farmers affected by drought, demonstrates a clear understanding of the impact such a situation can have on our customer’s financial circumstances, and also shows how Westpac is working closely with our customers to help them through this difficult period. 

Summary of main points 

As a result of heightened community concern in the late 1990s, Westpac acknowledged that we needed a new model for the delivery of banking services in rural and regional Australia.  

Since then, Westpac has sought to differentiate itself from competitors by offering a superior customer experience for rural and regional Australia. 

The dedicated Westpac Regional Banking team, enables us to bring the strength and breadth of Westpac’s capabilities to regional Australia, providing a superior level of ‘hands on’ expertise and understanding of the needs and requirements of our rural and regional customers. 

Our network of 216 branches, 182 In-store partnerships, 33 Regional Financial Centres and our Country Business Direct business service provides a mix of personal and business services tailored to meet the requirements of each community.

For Westpac, addressing customer and community concerns and accepting our social responsibilities are integral parts of ensuring the sustainability of our financial performance. Our impact in the Australian community is large and the task of ensuring the longer-term sustainability of our company goes well beyond just the financial dimension.

This includes a commitment to provide better banking and financial outcomes for all segments of the Australian community. 

By adopting sustainable business practices and by addressing our social responsibilities, we believe we can deliver a better outcome for our customers, our shareholders, our staff and the broader Australian community. 

Attachment A

In-store Case Study - Whitemark, Flinders Island
From an early population of less than 100 people in 1901, a land boom in 1911 saw Whitemark’s population swell to nearly 1400 residents by the early to mid 1960s. Westpac has operated a branch at Whitemark since that period when the former Commercial Bank of Australia began operations out a small shed on the Island. 

As the Island’s economy and residential population grew, the Westpac branch expanded to meet the community’s needs. At one stage the branch was operating with six full time staff. 

Unfortunately the wool crash in the early 1990s adversely affected the local economy and the population quickly began to reduce – along with the demand for banking services. In 1998, Westpac consequently decided to convert the existing branch to an In-store facility. 

Selection of an appropriate business partner is vital for both Westpac and the local community, in order to ensure that the In-store is supported within the community and therefore able to remain commercially viable.

Following the announcement there was a considerable amount of feedback from the local community regarding the potential location of the In-store facility. A list of potential business community partners was subsequently compiled. Ultimately, registrations of interest for operating the In-store facility were received from several parties, such as the Council, the proprietors of the Licensed Post Office and an interstate businessman considering relocation to the Island community.

A town meeting was called to consult with the community over the placement and proprietorship of the proposed In-store and over 150 people attended to find out what the In-store facility would mean and how it would operate. Five potential proprietors of the In-store facility were presented to the meeting. 

The Regional Manager subsequently wrote to all local customers outlining the changes and enclosing a voting slip for them to indicate their preference.  When the votes were tallied, the In-store partnership was awarded to the proprietors of the Licensed Post Office on Whitemark. 

Work commenced shortly thereafter to construct an alternate entrance to the existing post office and to fit out the premises with a Westpac In-store. This provided a confidential environment away from the day to day business of the Post Office.

Today the Whitemark In-store still operates at the Post Office and provides the local community of Flinders Island with its’ only dedicated banking facility able to complete the majority of transactions and banking services. It is supported by a stand-alone Telephone banking facility, which connects customers to the national network for the cost of a local call. Additional support is available via a parent branch in Scottsdale in Tasmania, and specialist lending and investment personnel are available upon request. 
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