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A message from Matt

In the last edition of the Member 
newsletter I made reference to bushfires 
across NSW and QLD. At the time the 
sheer devastation across areas of the 
South Coast and regional NSW had 
not yet eventuated in its entirety. And 
as catastrophic as these fires were for 
many of the communities in which we 
live and operate, since then we have had 
additional fires threaten the ACT and 
immediate surrounds, severe hail storms 
and a global pandemic in COVID-19 that 
has changed life as we know it… and 
we’re only half way through the year.

The past few months have been 
unsettling for all of us. The rate of 
change, severe impact on the way of life 
and detrimental economic impact has 
been unprecedented. While it is hard to 
know when the pandemic will subside, 
I do want to take this opportunity to 
thank both staff and Members for 
adapting and remaining patient and 
understanding during what has certainly 
been a difficult time. Ever since the 
government declared banking and 
finance an essential service, SERVICE 
ONE has continued trading (albeit in 
a slightly diminished capacity with 
some changes to Branch trade). But it 
has been far from trade as per normal. 
In addition to increased health and 
hygiene practices that have been in place 
across the organisation for months, we 
have had to be more flexible with our 
approach to Member service delivery as 
the community has been encouraged 
to stay home as much as possible. This 
has meant facilitating meaningful 
dialogue with, and handling enquiries 
from, Members through non-Branch 
means. And while phone call volumes 
have increased (both to our call centre 

and Branches direct) and Members 
continue to utilise services such as the 
live chat facility available on our website, 
the majority of Member-facing staff now 
have access to tablet devices to facilitate 
video chats. This is all about increasing 
the number of ways Members can access 
SERVICE ONE staff beyond the confines 
of the four walls of a Branch.

The past few months has provided us 
with an opportunity to better inform 
Members of the digital services available 
to help make banking easier and more 
convenient. Pleasingly, we’ve seen a 
steady increase in the uptake of some 
of our newer offerings, including digital 
wallets and PayID registrations. Again, 
I would like to thank our Members for 
taking the time to embrace services 
they may have previously been reluctant 
to utilise.

Recently all Members should have 
received a letter from SERVICE ONE’s 
Chair, Erik. This letter details some 
changes we’re making to the SERVICE 
ONE Branch network, including a 
consolidation of the number of physical 
locations. These changes mean the 
Woden Branch will not re-open, the 
Canberra City and Queanbeyan Branches 
will close from mid-July and the Bemboka 
Branch will close from mid-September. 
The reality is very few of our Members 
utilise Branches on a regular basis and 
yet costs associated with running a 
Branch (rent, staffing, security etc.), 
remain high. 

For a number of years, the Board and 
management have spoken about the 
need to return SERVICE ONE to profit. 
We have been posting losses over the 
past few years and while initially, these 

Bank@Post – how does it work? 
Your SERVICE ONE Alliance Bank rediCARD or Visa debit card enables 
you to conduct banking at over 3,500 selected Australia Post outlets 
nationwide and these transactions are now free.   

You can deposit cash and cheques, withdraw money and make balance enquiries through 
Bank@Post. You just need to have your PIN-enabled SERVICE ONE Alliance Bank access 
card and you’re good to go. Please note limits and exclusions apply and Bank@Post is not 
available for joint accounts. Cheques deposited need the payee listed exactly as the name 
appears on your access card.

More information about Bank@Post can be found on our website at serviceone.com.au.  

mainly related to Alliance Bank transition 
costs, more recently the reductions to 
home loan interest rates has further 
squeezed margins. With the increasing 
economic uncertainty, the operating 
environment will remain challenging for 
some time to come. While SERVICE ONE 
is in the fortunate position of having a 
large sum of Member capital, every time 
we post a loss, we diminish this capital. 
This is precisely why we’re embarking on 
these items of transformation including 
the Branch consolidation – to better 
address a flexible approach to service 
delivery and to drive increased levels 
of growth. 

We are confident we can continue to 
fulfil the banking needs of Members even 
with these changes. I encourage you to 
review the information in this newsletter 
about non-Branch services you have 
access to, including Bank@Post and the 
range of digital access channels. And 
if you have any questions or concerns, 
please do not hesitate to contact us.

Earlier in the year the winners of the 2019 
Do Good Awards were announced and 
pleasingly, two SERVICE ONE nominees 
took out awards – Gerry Gillespie being 
named the Do Good Community Award 
winner and the Scullin Community Group 
taking out the Do Good Team Award. 
Well done to all of the winners – the 
work you do to address local issues in our 
community continues to inspire. 

Until next issue, please stay safe

Matthew Smith 
Chief Executive



A – Z of access methods
Accessing and monitoring your money has never been easier with a myriad of methods available to 
SERVICE ONE Members. 

Alerts Our Alerts service can be used to help you keep on top of your finances. Alerts are established through 
Internet banking and can include things like nominated account balance at close of business, when a deposit 
or withdrawal over a certain amount occurs on your nominated account or when an account balance drops 
below a certain amount. These Alerts can take the form of an SMS message, email or secure message through 
Internet banking. These are self managed through Internet banking by hovering over ‘Inbox’ on the main menu 
and selecting ‘Alerts’.

App A dedicated smartphone App for both the iOS (iPhone) and Android operating systems. The 
App can be downloaded from either the App Store or Google Play (searching for ‘SERVICE ONE 
Alliance Bank’). To establish access, you use your Internet banking login details and then you 
will be prompted to setup ongoing access (PIN, pattern, fingerprint, faceID, iris scan (depending 
on your phone’s capabilities)). The App enables you to do much of what you do through Internet 
banking but using a simpler, smartphone-friendly interface and boasts features such as a quick 
balance on your nominated account and enables you to establish a savings goal.

ATMs A national network of Automatic Teller Machines that enable you to withdraw cash. This includes our preferred 
rediATM machines. Non-rediATMs may charge you a direct charge (this will be displayed on screen before you 
authorise a withdrawal) and these direct charges are imposed by ATM owners. 

Bank@Post At over 3,500 Australia Post outlets nationwide, you can make cash deposits and withdrawals using a rediCARD 
or Visa debit card through Bank@Post. From 1 July 2020 these fees are free (previously $4 per transaction once 
the monthly Fee Allowance had been exhausted).

Digital pays This enables you to add SERVICE ONE Visa debit or credit cards to digital pay 
solutions Apple Pay, Google Pay and Samsung Pay. Once added, it turns smartphones 
and other mobile devices (like smartwatches) into payment devices using the 
contactless functionality. 

eStatements These are PDF replicas of statements received through the post. They can be retrieved through the Internet 
banking facility and once you choose to opt out of having statements posted and rely on eStatements, you can 
choose your notification method for how to be told when a new statement is available (either email or secure 
message through Internet banking (visible when you log into the facility)). This statement preference can be 
managed through Internet banking or staff can assist. You can manage your statement preferences by hovering 
over ‘Account Options’ on the main menu of Internet banking and selecting ‘Online Statement Options’.

Internet 
banking

An online facility that is accessed through our website that enables 
you to manage your funds. This includes making BPAY payments, 
establishing regular payments, transferring funds between accounts 
and to accounts at other banking institutions, view eStatements and 
more. If you establish One-Time Password (OTP) security (code sent 
to a mobile number), you are entitled to a $10k external transfer 
limit per account. Without OTP, this limit is $500 per account. Once 
you are registered for Internet banking, you can use these details to 
then establish App access.

Osko Functionality as part of the New Payments Platform that allows you to transfer money from one banking 
institution to another through Internet banking or the App (provided both banks use NPP). The funds are 
generally received in under a minute (as opposed to a standard transfer that can take up to 3 business days).

PayID Functionality as part of the New Payments Platform that allows you to register your mobile number or email 
address as a PayID and you can then link this to a SERVICE ONE account. Then when a third party has to pay you 
money, you can give them your mobile number or email instead of the usual BSB and account number. When a 
third party then goes to pay you they enter this information, it will show your name so they know it’s going to 
the right person. This is self managed through Internet banking or staff can register a PayID for you. You can 
register your PayID by hovering over ‘My Preferences’ on the main menu and selecting ‘Manage PayID’.

SMS Banking Once registered for this service, you can SMS a query to a dedicated mobile number to get the information you 
need sent back to you as a reply SMS message. For instance, balance in a nominated account, interest earned 
etc. This is self managed through Internet banking by hovering over ‘My Preferences’ on the main menu and 
selecting ‘SMS Banking Options’. Once registered, the mobile number and queries you can use can be found on 
our website at serviceone.com.au.
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While every care has been taken to ensure the accuracy of the information contained in this newsletter, SERVICE ONE takes no 
responsibility for any errors or omissions. Content in articles is intended for guidance only and does not take into account your 
objectives, financial situation or needs. We recommend that you seek independent advice before making any decisions based 
on this material. Fees and charges may apply to products and services referred to in this newsletter and you should refer to 
SERVICE ONE Alliance Bank’s Schedule of Fees and Charges for details and consider any associated terms and conditions.

SERVICE ONE® is a registered trade mark of SERVICE ONE Mutual Limited (SERVICE ONE) ACN 095 848 598.

SERVICE ONE is an agent of Bendigo and Adelaide Bank Limited (Bendigo Bank) ACN 068 049 178 AFSL/Australian Credit 
Licence 237879 in the distribution of SERVICE ONE Alliance Bank® branded products and services. 

SERVICE ONE Alliance Bank® and Do Good Banking® are registered trade marks of Bendigo Bank.

© SERVICE ONE Mutual Limited.

Contact us
Phone  
1300 361 761

Email 
support@serviceone.com.au

Website and mobile 
serviceone.com.au 

Visit us
Branches throughout the  
ACT and surrounding NSW.  
Visit serviceone.com.au/locate 
or phone 1300 361 761 
for details.

Registered Office:
SERVICE ONE Mutual Limited
75 Denison Street
DEAKIN ACT 2600

Staff milestone
Congratulations to further staff milestones over the past six month period. Colleen from the senior management team 
celebrated 25 years, Manal, Dijana and Jacqui from our Member Support team all reached 10 years of service while Tania 
from our Belconnen team celebrated 5 years. Well done to everyone. 

Scan using your 
smartphone to ‘Like’ 
or ‘Follow’ us now.

SERVICE ONE Alliance Bank®
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Beware of scams
During times of crisis, scammers try to take advantage of 
increased levels of concern and anxiety in the community. 
All Members are reminded to keep the following in mind:

 ü if it seems too good to be true, it probably is

 ü keep a level head and don’t let anyone force you into 
disclosing personal and financial information

 ü never make a payment to an unknown recipient

 ü never click on a link or open an attachment from an 
unknown source, and

 ü only access Internet banking by visiting the SERVICE ONE 
website and keep your antivirus and firewall protection 
up-to-date.

If you feel as though your personal or financial 
information has been compromised or you 
have made an external payment to a fraudster, 
you should contact us immediately and 
provide as much detail as possible as to what 
has happened. 

Additional information about maintaining good  
security practices can be found on our website at  
serviceone.com.au. For news and alerts about the 
latest scams, visit scamwatch.gov.au. 

Card and PIN safety
 ü Carry your card with you, or keep it in a safe place.

 ü Never let your card out of sight when making a 
purchase.

 ü If you have no further need for a card or it has 
expired, destroy it immediately by cutting it in half 
diagonally.

 ü Do not select a PIN that is easily identified with you 
(date of birth, postcode etc.).

 ü Don’t tell anyone your PIN (even if they claim they’re 
calling from SERVICE ONE).

 ü Don’t write your PIN down unless you disguise it very 
carefully. 

 ü Notify us immediately if your card or PIN has been 
lost, stolen or compromised.

 ü When entering your PIN, ensure no one is watching 
and if you see anything suspicious, don’t use it.

More information on maintaining card and PIN 
safety can be found at serviceone.com.au or in our 
Operation of Accounts and Access Facilities booklet.
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