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A message from Matt
The banking and finance sector has
certainly received its fair share of media
attention over the past 6 – 12 months.
Unfortunately much of this has been in
response to the misconduct by larger
banking institutions exposed by the
Banking Royal Commission. At SERVICE
ONE, we acknowledge we’re not perfect
– we’re always listening to Members to
consistently improve how we do things.
It is times like these that remind us all
how important guiding principles are
that drive an organisation at its core and
how these have flow on effects in terms
of day-to-day operations and customer
engagement. SERVICE ONE’s vision, as
a customer-owned mutual organisation
and social enterprise, remains to be a
driving force for good in our community.
In February, our most recent Do Good
Awards winners were announced.
While I would like to acknowledge and
congratulate the winners (and finalists
and nominees) across all four categories,
I would like to draw focus to GG’s
Flowers and Hampers – a SERVICE ONE
nominee and winner of the Do Good
Business Award. GG’s is a fantastic ACTbased social enterprise that provides
employment for people with special
needs. For anyone not yet familiar with
GG’s, next time you’re in the market for
a great flower arrangement or gourmet
hamper, I’d encourage you to contact Nip
and the team – they will look after you.

The past year has seen us make several
digital enhancements available to
Members. Towards the end of last
year, we introduced the New Payments
Platform, including instant payments
with Osko and also the ability to link
your mobile number or email address to
a SERVICE ONE Alliance Bank account
through the PayID addressing service,
making it easier for others to pay you.
Then, earlier this year, the digital pay
solutions Apple Pay, Google Pay and
Samsung Pay were introduced, meaning
SERVICE ONE Alliance Bank Visa debit
and credit cards can now be added to
smartphone digital wallets, turning
your phone into a payment device. More
information on how these digital pay
solutions work can be found in this
edition of SERVICE ONE to ONE.
The latest of our Member surveys is
now available for Members to complete.
This is an important part of our business
planning process and while it will take
5 – 10 minutes of your time, we very
much appreciate all Members who take
this time to provide us with feedback
on various aspects of our business.
All Members who complete the survey
by Friday 2 August 2019 will go into
the draw for the chance to win one
of four $500 account top-ups. Visit
serviceone.com.au/YourSay to
complete the survey now.

The funding environment and ongoing
margin squeeze continue to prove
challenging. With further official cash
rate decreases predicted this financial
year, there is the ongoing pressure to
remain competitive in the home lending
space, which ultimately has a flow on
effect with diminishing rates of return
on savings and investment products.
In addition, we continue to try and
maximise business efficiencies (and
essentially savings), and this includes
reviewing all aspects of the business,
including infrastructure, technology and
staff resources in light of the changing
nature through which Members access
our services and broader consumer
expectations. As part of this work we’ve
recently introduced a mobile banking
capability within the ACT market (with
the hope to expand this further) and
we’re looking to make changes to our
fees and charges to make us more
competitive for transactional banking.
I would also like to take the opportunity
to thank everyone who contributed to
my bail tally as part of the Lock Up Your
Boss initiative, raising money for Lifeline
Canberra. The 2019 campaign raised
funding to be able to answer over 1,300
of these life saving calls – with some
amazing individual and team efforts.
Until next issue

Matthew Smith
Chief Executive

Digital pay solutions – how they work
SERVICE ONE Alliance Bank Visa debit and credit cards can now
be added to digital pay solutions like Apple Pay, Google PayTM and
Samsung Pay.
For many users, digital pay solutions like Apple Pay, do not replace the need for a physical
card, but rather they are viewed as a complementary service for either lower value
transactions or even in the off chance you do not have your physical access card on you
as your phone becomes a payment device. And adding a SERVICE ONE Alliance Bank Visa
card can be as easy as opening the digital wallet App on your phone and taking a photo
of your Visa card. If you have an iPhone and the SERVICE ONE App, you can also add your
Visa card to the Wallet App from within the SERVICE ONE App.
More information including a comprehensive set of FAQs can be found on our website at
serviceone.com.au/DigitalPays.
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Home finance approval – setting yourself up
for success
For many Australians, the journey to home finance approval can start months (or even years) before a
home loan application is even submitted… here’s why.
Historically low home lending rates are good news for home buyer hopefuls looking to get into the property market. But a tightening
of lending policies has meant lenders are now examining home finance applications more closely than ever which means there are
certain things you can do to improve your chances of getting a home finance approval well before you even submit the application. If
you are looking to apply for home finance in the near future, consider the following.

1. Demonstrate a capacity to
repay the loan now.

3. Demonstrate an ongoing
capacity to save.

If you are on the brink of applying for
home finance, you’ve most probably
used some borrowing power (or capacity)
calculators to work out approximately
how much you can borrow based on your
current income and expenses. From this
you will have an idea on the type of home
or apartment you can afford and where
you would like to buy. But would your
current spending habits show a lender
you have the capacity to make the loan
repayments? For instance, a $500k loan
over 25 years will mean your fortnightly
repayments are around $1,200. If you are
currently paying $800 a fortnight in rent,
you should be demonstrating the ability
to save the difference ($400).

To add to point one about saving the
difference between what you’re currently
paying on rent and what your loan
repayments would be, demonstrating an
ongoing ability to save shows a lender
you have restraint and can service loan
repayments over a long period. Keep in
mind the more you can save that can
go towards the initial home deposit, the
more you will save (and you can avoid
paying Lender’s Mortgage Insurance if
you can pay 20% or more of the property
value up front).

2. Review discretionary spending.
Home finance applications capture
information about household living
expenses. This includes everything
from groceries, car maintenance
costs, insurance, education expenses,
entertainment (and everything in
between) – essentially, anything you are
regularly spending money on. From this
a living expenses monthly total will be
determined and this will be taken into
consideration when deciding whether
you can afford a home loan. If you have
regular, high discretionary spending
habits (such as ‘buy now, pay later’ retail
purchases or entertainment or eating out
expenses), these could stop your home
loan from being approved if you don’t
have the cash flow to support them.

4. Review your personal debt.
You will need to disclose all personal debt
as part of a home finance application,
including personal/car loans, credit
cards and store cards. As part of this,
you should review your credit card limits
and consider closing out cards you’re
not using or reducing the credit limit
on cards if you’re only using part of the
facility. Keep in mind even if you have a
$0 outstanding balance on a credit card
with a $10,000 limit, this is still $10,000
you can use at anytime and a lender
will take this into consideration when
assessing your home loan application.
And if you have multiple loan and credit
repayments, can you save money and/or
pay off the debt sooner by consolidating
the debt into a single personal loan
repayment for instance?

5. Be realistic.
It may seem obvious but be realistic.
Even before you apply for a home loan,

you should have an understanding of
how much you can borrow, based on
your income and expenses. So keep
these figures in mind when you look for
open homes or auctions to attend. The
SERVICE ONE website provides you with
access to a range of loan calculators to
get you started.

6. Do your homework on lenders
and loan products.
There is no shortage of lenders in the
market. There are the more traditional
banks, mutual banks, credit unions,
building societies and also non-bank
lenders. Each has their own business
model and approach when it comes to
servicing borrowers. For instance, if you
value face-to-face service, you wouldn’t
consider an online lender. And when it
comes to a loan product, there is more
to it than just the headline interest
rate. The comparison rate can give you
good insight into the long-term value
of the loan as this is calculated over
25 years, you should review the loan to
ensure it offers features you consider
important (redraw, offset for instance)
and importantly, review the fine print to
highlight any limitations or exclusions.
To setup a meeting with a SERVICE ONE
lending officer phone 1300 361 761, visit
your local Branch or book an appointment
by visiting serviceone.com.au. In addition,
SERVICE ONE will be hosting a free Home
Buying Seminar in spring that will provide
practical information on all aspects of
buying a home. Be sure to be following
our Facebook page (@SERVICEONEhq) to
be informed of the details.

Foreign cash
for your overseas trip
With the cooler months upon us here in Australia, many are escaping
to the warmth of the European summer. When it comes to making sure
you can easily access money while travelling, it is generally best to have
various options including pre-paid travel cards, access cards (credit
and/or debit) and foreign cash. Having some local cash on hand to pay
for taxis or public transport when you arrive can be helpful.
Keep in mind the currency for most of mainland Europe is the Euro,
although there are a few exceptions (including Switzerland, Czech
Republic, Hungary, Poland and the Scandinavian countries). The
Republic of Ireland also uses the Euro. Be aware that high‑value
Euro notes (€200 and €500) can sometimes be difficult to use due

to concerns about forgeries. The UK, on the other hand, still uses
the Pound Sterling. Confusingly, Scottish and Northern Irish banks
produce their own design of banknote – the value is the same as Bank
of England notes.
In partnership with Travelex, SERVICE ONE offers you an extensive
range of foreign cash in more than 50 currencies (including Euros,
British Pounds and all the major European currencies), and for added
convenience a choice of denominations is normally available. Orders
will usually be delivered to your local Branch within 48-72 hours
(subject to location). Visit your local SERVICE ONE Branch to place your
foreign cash order.

Card and PIN safety

New Banking Code of Practice

Keep the following in mind to help minimise
the chance of your personal and banking
information being compromised:

The new Banking Code of Practice came into effect 1 July 2019 and is the
new standard of customer service for Australia’s banks. In addition to
better addressing community and industry wide expectations (particularly
following the Banking Royal Commission), the new Code details the
high standards of behaviour and service that are enforceable rights
for customers.

üü use care to prevent anyone else seeing you
enter your PIN at an ATM or POS terminal – be
mindful of who is around you and cover your
hand when you enter the PIN
üü don’t choose a PIN easily identifiable or
retrievable (for instance a date of birth or any
part of your name)
üü don’t use the same PIN on multiple cards
üü never write the PIN down
üü don’t proceed with a transaction if any part
of the equipment does not look right (a loose
card reader or keypad at an ATM could indicate
a skimming device)
üü immediately report the loss, theft or
unauthorised use of a card or PIN, and
üü examine your account statement carefully
immediately upon receiving it.
More information on maintaining card and
PIN safety can be found on our website at
serviceone.com.au and in our Operation of
Accounts and Access Facilities booklet.

Staff milestones
Congratulations to our staff milestones over
the past six month period. Chief Executive
Matthew hit a record 35 years while James
from retail management and Jaime from
Member Support both celebrated 15 years of
service. Julie from our Batemans Bay Branch
also reached five years of service over this
period. Well done to these staff for reaching
these significant milestones.

The Code is underpinned by four Guiding Principles:
1. Trust and confidence
2. Integrity
3. Service
4. Transparency and accountability
Any bank signing up to the new Code is making a commitment to their
customers, to ethical behaviour, to fair and responsible lending practice
and to the protection of the privacy of customers. SERVICE ONE, the
rest of the Alliance Bank network and Bendigo and Adelaide Bank are all
signatories to this new Code.
More information on the new Banking Code of Practice can be found on
the Australian Banking Association’s website at ausbanking.org.au.

WIN SERVICE ONE’s
Winter Escape
For your chance to win a luxury winter escape
including two nights’ accommodation in a
superior mountain chalet for four people at
Lake Crackenback Resort and Spa and a Visa
debit card loaded with $2,500 to use on travel
incidentals (among other things), all you need
to do is like SERVICE ONE’s Facebook page
(@SERVICEONEhq) and complete the
entry form. For more information visit
serviceone.com.au/WinterEscape but
hurry as entries close Sunday 28 July 2019.
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or phone 1300 361 761
for details.
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üü don’t tell anyone your PIN (including family
and friends) and don’t let anyone else use your
card and/or PIN

