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Peter’s Message
At the time of writing this message, it is very pleasing to see signs
of economic recovery. The volatility that has plagued the financial
services sector for months seems to be subsiding, and a level of
consumer confidence returning. While I’m sure we’re not out of
the woods yet, the signs are certainly positive.
It is in large part this economic volatility that has made 2009 a
busy period for SERVICE ONE – particularly when you consider the
additional projects we’ve undertaken, including the core banking
system upgrade and additions and enhancements to our Branch
structure and the services we’re offering.
I maintain that one positive that did come from this downturn,
is that many of us are now more aware of our financial
arrangements. The banking sector has featured prominently
in news reports for the better part of a year now, whether it
is changes in the official cash rate impacting home loan rates
(and financial institutions’ response to these), questions over the
security of investments or how financial institutions are assisting
their customers through financial hardship. I believe this increase
in public discussion has raised the general awareness of the
banking sector and this can only be a good thing.
Positively, Australian consumers have a lot of choice when it
comes to their banking relationships and it has become clearer
over the past year that having the wrong banking arrangements
can cost thousands. I’m
pleased to tell you that
at SERVICE ONE we are
constantly looking at how we
can provide a relevant banking
offer for Members. We know
how important it is to our
Members to keep it simple, to
provide a service that you can
trust and, of course, to offer
competitive rates for loans
and deposits.

I am hopeful Members continued to realise these benefits
throughout the economic downturn, and continue to do so as the
recovery progresses.
Over the past six months we have seen several developments with
our organisation. In July, we celebrated 50 years of community
banking in Bemboka and recognised this milestone with a special
event (more details on page 10). In August, we relocated our
Branch at the University of Canberra and we are now providing
additional banking support for the university as we act as cashier
as part of their student support services. More recently, the
National Australia Bank joined our rediATM network, forming the
second largest ATM network in Australia. More information on
this expansion can be found on page 3.
While the past 12–18 months has been a particularly busy period
for SERVICE ONE – a time when we have undertaken a number
of large projects, we now turn our attention to delivering
some of the benefits to Members as a result of these business
enhancement activities. I’m pleased to say that the benefits we
are able to offer from the banking system upgrade are coming to
fruition, so in early January SERVICE ONE will be making several
new services available to Members. This includes the launch of
BPAY View which is an electronic bill presentation and payment
system allowing you to register to receive bills from billers,
receive email notification of these bills and to view and pay the
bill electronically. Another enhancement for Members will be
eStatements which will allow you to view your statement within
our secure eLink Internet banking platform. This gives you the
convenience of accessing your statement online whenever you
need to. These new services are just some of the enhancements
we’ll be bringing to you in coming months.
Until next issue

Peter Carlin
Chief Executive

Expanded RediATM
network means added
convenience
rediATM has doubled in size and cardholders
now have access to one of the largest ATM
networks in Australia.
The mutual banking sector’s ATM network, rediATM, has recently
doubled in size with National Australia Bank (NAB) becoming a
scheme participant. This means you can now access any NAB ATM
and pay no direct charge fees.
With NAB ATMs joining the rediATM network, you now belong

to one of Australia’s largest ATM networks, with over 3,100 ATMs
providing you with more convenience and more savings.
To avoid paying any direct charge ATM fees, simply head for your
nearest rediATM (including any NAB ATM). Chances are a rediATM
or NAB ATM is not far away. The expanded network now boasts 91
ATMs in the ACT (from 66) and 1,004 in NSW (from 555).
For more information on the expanded network, or to use the
interactive rediATM locator, visit www.rediATM.com.au.

Some frequently asked questions
Q: What is direct charging and how is it impacting ATM
transactions?

Q: Will all NAB ATMs be branded
rediATM?

A: Direct charging was introduced in March 2009 and allows ATM
owners to set their own fees for non-customers transacting using
their ATMs. These direct charges are displayed on the ATM screen
at the time of the transaction. There has been much movement in
direct charges applied by financial institutions since its inception.

A: Yes. Over time, all NAB ATMs
will change to carry both NAB
and rediATM branding. The
capital city roll out has begun
but some NAB ATMs will initially
carry a rediATM sticker. Existing
rediATMs will not be branded
with any NAB logos.

Q: So how big is the new rediATM network?
A: rediATM is now one of the largest ATM networks Australiawide, with a total of 3,100 ATMs, so you can now enjoy direct
charge free ATM transactions at twice as many locations. Now
looking after over seven million cardholders.
Q: If I have a problem with my card, can I go into a NAB Branch for
assistance?
A: No. You should refer any enquiry to the financial institution
that issued your card. NAB is simply a participant in the rediATM
network and your financial institution remains your point of
contact for all card and account enquiries.

Q: If I can use my card at NAB,
does that mean rediATM is
changing its brand?
A: No, not at all. The rediATM
brand remains unchanged.
NAB has joined the rediATM
network to create a bigger and
better ATM network for their
customers, but the rediATM
brand will not change.

Buying a property
at auction –
what you need to know

While auctions can be exciting, it is important
you have covered all your bases to ensure you
do not enter into something you will regret in
the future.
There has been a lot of activity in Australia’s housing market
of late driven by potential first homebuyers looking to take
advantage of government incentives, lower interest rates and
predictions of growth in housing value. Auctions continue to
be popular platforms to sell properties and it can be easy for
interested homebuyers to get caught up in the hype of an
auction. Preparation and knowledge is key.
Make sure you have done your homework:
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Have your loan ‘conditionally approved’ in writing. This means
that your loan has been approved subject to one or a number
of conditions, for instance it may be subject to a property
valuation.



Know and stick to your price limit – it is easy to get caught
up in the auction hype on the day and pay more than you
intended.



Obtain a copy of the contract (and relevant pest and building
inspections, title searches and strata searches) ahead of
the auction day and have it checked by your solicitor or
conveyancer.

On auction day, you will need to register prior to the start of the
auction to be allowed to bid. Some people ask a trusted friend
or representative to bid for them at auction and this is possible
provided that they have a letter authorising them to do so.
Once the property reaches the reserve price, which is the price at
which the seller agrees to sell the property, the auctioneer will say
“the property is now on the market”.
If a property fails to reach the reserve price it is passed in and,
usually, under the rules of auctions, the last highest bidder is
given the first opportunity to negotiate directly with the seller.

Immediately following the auction, the required deposit must be
paid by the buyer (usually 10 per cent, but can be negotiated).
The sale is not finalised until both the seller and buyer have
signed the contract and all relevant checks and transfers have
been made.
Keep in mind that you want to avoid paying an inflated price at
auction so do your homework on similar properties and properties
within the area. There is also no guarantee that you will be the
successful bidder and you may miss out on the property after
paying for inspections and searches (if applicable).

SERVICE ONE is happy to help you secure your finance so you
can determine your price limit for a property going to auction.
Contact SERVICE ONE on 1300 361 761 during business hours
and speak to one of our lending specialists or visit a Branch.
Alternatively, more information can be found on our website by
visiting www.somb.com.au.
Adapted from information in the Abacus information booklet ‘Take Control:
Bricks & Mortar – a practical guide to buying property’, (2008).

TIPS
To familiarise yourself with the auction process, it is
helpful to attend a number of other property auctions.
This will help you feel in control and more relaxed on your
auction day.
It is also possible to make an offer on a property prior to
the auction. The seller is not obliged to accept the offer
or negotiate with you and may prefer to proceed with the
auction.
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Your
feedback
is our
greatest
source of
insight
For a few years now, we have been conducting
surveys to find out what is important to you
and what you expect from us. Our next survey
is now open and we want to hear from you!
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Member feedback is incredibly important to us and while we have
procedures in place to collect and respond to Member feedback
on an ongoing basis, our annual Member Survey continues to
provide a popular avenue for you to tell us what you think.
The Member Survey asks for your feedback on the various
elements of the services we provide to you – in particular the
quality of service you receive in Branches, through our Telephone
Response Centre, and Internet and telephone banking facilities.
In addition, it allows us to collect information on:


what you perceive to be important aspects of our service
to you



how well we are performing in these important aspects



the competitiveness of our current product offerings, and



areas for product additions/enhancements.

So what do we do with this information?
Your input forms part of our strategic planning and helps us
develop our work programs and priorities for several business
areas for coming years. It allows us to assess our performance
in terms of products and services and makes sure that we are
delivering on the areas that are important to you. For instance,
in last year’s survey, Members told us that the following were the
top 10 areas of importance:
Area of importance

Percentage of Members
indicating aspect was
very important or
important

Make banking simple

99%

Provide helpful staff

99%

Provide competent staff

99%

Act in an ethical manner

98%

Provide empathetic staff

98%

Provide lower fees

98%

Help Members avoid ATM fees

97%

Adhere to the philosophy ‘Members
before profit’

96%

Provide an extensive Branch network

82%

Adopt sympathetic lending practices

82%

Other areas of interest:


Electronic methods of communication (through our website
and email) and direct mail (including statements) are
preferred communication channels.



Members used the Member Survey to communicate
frustration with some changes made to the Internet banking
service, following our core banking system upgrade, including
the addition of the Captcha feature when logging into eLink.

To complete our latest Member Survey, simply visit
www.somb.com.au. If you would prefer a hardcopy, phone us on
1300 361 761 during business hours or email members@somb.com.au
to request a copy.
* Terms and conditions apply and are available online at www.somb.com.au.
Authorised under ACT Permit No. TP 09/04926 and NSW Permit No. LTPS/09/11504.

We take our Member-centric approach to service very seriously
and welcome your feedback. It will only take a few minutes for
you to complete our latest survey, and if you do so by Friday 12
February 2010, you will go into the draw to win a $500 top-up* of
your Day to Day Savings Account.
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SUPER REVIEW

Superannuation is a crucial component to
maintaining quality of life upon retirement…
so it is important to review our superannuation
arrangements regularly.
Superannuation is an investment strategy for the future – a
deferred savings plan which allows you to accumulate funds for
your retirement years. But with the many superannuation system
changes occurring on a regular basis, it can be hard to keep track
of what they are let alone what impact they have on your super
strategy.
A regular review of your financial plan, especially your
superannuation strategy will not only allow you to have top of
mind awareness of all the changes but it will also allow you to
take advantage of any benefits and opportunities the changes
may have introduced.

A regular review of your superannuation strategy should
take place on an annual basis and should cover such
topics as:



Have your financial objectives and circumstances
changed?



Are you on course to achieve your objectives in the
planned timeframe or are adjustments needed?



Has there been new legislation or taxation changes
which you need to factor into your plan?



Is your super strategy appropriate for current market
conditions?

Your super is your savings for retirement so it is important
to make the most of every opportunity as your employer’s
compulsory 9% Super Guarantee Contributions alone may not be
enough.
Reviewing your superannuation arrangements will no doubt
involve you measuring the performance of your investment as
this usually makes a big difference to how much you will need to
retire on.
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It is important to remember that no one can reliably pick which
fund will perform best. It is more reliable to pick the right
investment strategy and fund features with low fees and take the
ups and downs of investment performance in your stride.

Tips for picking the right superannuation fund:



Look for a reasonable long-term performance.



Judge performance over at least five years. Super is a
long-term investment and short-term figures, such as
the last 12 months or less, are not the most reliable
indicators of the funds performance.



Compare like with like by looking at what the fund is
investing in (because a label like ‘growth’ for one fund
might not mean the same thing in another fund). If a
fund has 70–80% of its money in shares and property,
compare it only with other similar funds, not funds
with 60–70% of their money in cash and fixed interest.



Remember that higher fees do not guarantee you
higher returns.



Try to use the same start and finish dates for each
fund. Five-year performance from June to June will
differ from January to January.

To make sure you are making the most of your super strategy
and are aware of the available opportunities, speak to your
financial planner or contact SERVICE ONE and we will arrange
a complimentary, obligation-free appointment with one of our
Bridges financial planners.
Adapted from the Bridges article ‘When was your last super review?’, Portfolio
Watch (Summer 2009).
Bridges Financial Services Pty Ltd (Bridges). ASX Participant. AFSL No 240837.
This is general advice only and does not take into account your objectives,
financial situation and needs. Before acting on this advice, you should consult a
financial planner. In referring Members to Bridges, SERVICE ONE does not accept
responsibility for any acts, omissions or advice of Bridges and its authorised
representatives.

9

the establishment of a permanent office in the main street in
1988 (the credit union previously operated out of the homes of
residents) and SERVICE ONE acquiring the operation of the credit
union in 2004.
We heard from prominent community figure Jack Hobbs, one
of the first Directors of the credit union (and a SERVICE ONE
Member to this day), Pat Bateman, our Chair John Clarke, and
a person very familiar with the ins out outs of the running of
the credit union (as it was run out of his house for many years),
Brad Bobbin.
SERVICE ONE Chief
Executive Peter
Carlin presented
Pat Bateman
with a plaque
to acknowledge
his extraordinary
contribution (and
ongoing support) to
community banking
in the region.

In the
Community
CELEBRATING 50 YEARS OF
COMMUNITY BANKING IN
BEMBOKA
Community banking has been a large part of the Bemboka
lifestyle for many years and a few months ago, we celebrated
achieving 50 years of community banking in Bemboka at a special
event.
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The Bemboka Memorial Hall was transformed to provide a
celebratory atmosphere for Members and guests. A visual
presentation of images collected from over the past 50 years
captured key milestones in the credit union’s history, including

SNOWY RIVER FESTIVAL
In 2009, SERVICE
ONE continued
its support of one
of the largest
community events
in regional NSW
– the Snowy River
Festival. Held on the
banks of the Snowy
River, Dalgety, this
event pays homage
(and insight to those visitors not from the area) to the various
disciplines required to survive life in the country, including horse
handling, sheep dog training, whip cracking and much more.
One of the key components of the Festival is the SERVICE ONE
Members Banking Stockman’s Challenge, and through this event
participants are required to display the horse handling skills
needed to work and live in Australia’s harsh outback and rugged
mountain ranges.

In addition to
corporate support,
SERVICE ONE had
a strong presence
on-site, with staff
chatting to locals
about their banking
arrangements and
the solutions SERVICE
ONE can provide.

BRUMBIES CHARITY RIDE
In November,
SERVICE ONE
supported players
and staff from
Brumbies Rugby, as
they embarked on
an off-road charity
mountain bike ride
from Canberra to
Mount Kosciuszko
to raise funds for
OzHarvest and
Outward Bound’s Regional Community Partnerships program.
The charity ride departed from Parliament House on Tuesday 24
November and after more than 200 kilometres finished on top of
Mount Kosciuszko on Thursday 26 November 2009. The players
and support team did it tough, camping under the stars and
riding through very undulating terrain.
SERVICE ONE assisted by offering corporate support and also
collecting donations for the charity ride through our Branch
network and website.
The Brumbies charity
ride supported
two deserving
organisations.
OzHarvest, a local
organisation that
collects perishable
excess food
from cafes, delis
and restaurants

and delivers it free of charge to shelters, refuges and other
organisations to support disadvantaged men, women, families
and children. The second organisation, Outward Bound is a
non-for-profit organisation that has been helping Australians
to develop life skills through outdoor adventure. Proudly, over
$15,000 was raised by the initiative.

2009 ESCARPADE MOST
SUCCESSFUL YET
SERVICE ONE was proud to once again support Camp Quality’s
esCarpade. This initiative has a long history of enthusiastically
themed vehicles and entrants. esCarpade is a weeklong ‘party
with a purpose’. In 2009, the esCarpade route included a Nowra
start, then proceeded through numerous towns including Cowra,
Mudgee, Coonamble, Lightning Ridge, Nyngan and a big finish in
Gilgandra.
Camp Quality’s esCarpade helps children and their families living
with cancer by, not only sending kids to camp, but also offering
financial assistance to those families finding it hard to balance
the costs of cancer treatments and every day living. The 2009
Canberra team, including our very own Director, Ivan Slavich,
raised over $210,000 – the most in a single year since the initiative
commenced in 2007.
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SERVICE ONE
NEWS

2009 AGM RECAP
SERVICE ONE’s Annual General Meeting (AGM) was held on the
evening of Wednesday 25 November 2009 at the National Press
Club in the ACT. Chairman John Clarke provided Members with
some insight into the difficult operating environment over the
past 12–18 months and Chief Executive Peter Carlin also addressed
Members, detailing the more positive outlook for the 2009/10
financial year.
The AGM also saw the re-appointment to the Board of Jennifer
Corbett and Deborah Robinson.

NEW LOOK BELCONNEN
BRANCH
Late last year, one of our busier Branches, Belconnen, underwent
a refurbishment. The new look is in line with other recently
established Branches, and incorporates a more open-plan layout
with a booth for staff to discuss financial solutions with Members
and a self help Internet terminal. We’d like to thank our Members
who remained patient and supportive and our staff for their
professionalism during the refurbishment.

INDUSTRY ACCOLADES FOR
SERVICE ONE
SERVICE ONE repeated its success of the previous year and was
selected as a Finalist in the Personal Lender of the Year category
(from a field including all credit unions, banks and building
societies) as part of Money magazine’s Consumer Finance Awards
2009. We also scored 10th place in the Credit Union of the Year
category – and considering 150 credit unions were judged as part
of this award (many being much larger organisations), this was a
great result.
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STAFF MILESTONES
WENDY MARSHALL –
5 YEARS
I started working for SERVICE
ONE in October 2004 based at
the lovely Batemans Bay Branch
and I’m still there! For the past
year I’ve only been working
one day a week and covering
the staff at the Bay Branch for
annual leave. The staff at the
Bay are great and make it a
pleasure to come to work. Prior
to working at the credit union I
worked at the City of Whitehorse in Melbourne for over 20
years. My husband and I moved here from Melbourne after
living there for 30 years. The kids moved out and so we sold
up and travelled around Australia for seven months before
settling at beautiful Moruya Heads. SERVICE ONE gives me the
flexibility of working part-time while living on the beautiful
South Coast.

PETER MASSON –
5 YEARS
I started with SERVICE ONE
in Credit Control on a six
month contract to replace a
staff member who had gone
on maternity leave. The first
thing that struck me was the
culture of caring and concern
for Members that existed.
There was also a desire to
provide a level of service that
I had not experienced very
often in my working life. Working in Credit Control was
a great foundation and entry point into SERVICE ONE. In
the first two years I was given new opportunities and roles
to fulfil. In my current role as Head of Lending I have had
the opportunity to work with some excellent people and
Members and have seen growth in many staff. I have also
had the opportunity to gain my Diploma in Financial Services
– something I would not have otherwise completed. The
organisation has provided me with opportunities and it has
shown me a high level of loyalty. In return it has been my
goal to provide the highest level of service to Members and
staff that I can and in doing so I have been rewarded with a
sense of achievement and satisfaction.
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YOUR SECURITY
ARE YOU UP ON ‘ISHING
SCAMS?
Phishing, mishing, smishing or vishing…
scammers are constantly looking at new
ways to get you to compromise your personal
information and scam you out of your own
money. The best protection is being informed
and staying alert.
Many of the devices and services that bring us convenience today
can also threaten us in that they provide potential channels for
scammers to access our personal information. You may have heard
of phishing or vishing – these are just two of the various types of
scams Australian consumers have fallen victims to. Below is a brief
outline of some of the more common scams and the technology
they use:
Term

Technology involved

Phishing

Email

Mishing

Calls or messages to your mobile phone

Smishing

SMS messages to your mobile phone

Vishing

Voice or telephone services (including Voice over
Internet Protocol phone services)

While the technology can differ, the aim of these messages
or conversations remains the same – to obtain your personal
and banking information in order to illegally transact on your
account/s or use your personal information unlawfully for other
gains.
Keep in mind that SERVICE ONE and other reputable
organisations will not contact you by email to request confidential
and personal information. If you are sent a genuine request,
this should refer to you by name and not by ‘account holder’ or
‘customer’. Another tip is to pay attention to the grammar and
spelling within emails or messages, take notice of any typing
errors and grammatical mistakes which may be a sign that you
should consider the authenticity of the message.
How to respond to one of these scams:


If you receive an email, phone call or other message
supposedly from your financial institution or another
organisation requesting your personal details, delete
the message or hang up your phone.



Even if the email or message urges you to act quickly,
do not panic – this is a trick to make you respond
immediately without giving you time to think.



Even if you think a call or message may be genuine,
do not provide your details until you have made some
extra checks to satisfy yourself it is not a scam.



Ring your financial institution or the company yourself
to find out if it is a genuine message but never use the
number provided in the email or message as a scammer
will not give you the correct number.

For more information on the latest scams, visit
www.SCAMwatch.gov.au or www.fido.gov.au. Alternatively,
more information can be found on the SERVICE ONE website at
www.somb.com.au.
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WIN WIN WIN
Children under 15 years of age – colour in the beach scene
and you will go into the draw to win one of three $100
Savings Accounts!
Bring your entry into your local Branch, send it in to us using the
enclosed reply-paid envelope or mail it to Locked Bag 1, DEAKIN
ACT 2600.

Name:
Member No.:
Age:
Phone number:
Entries valid for children under 15 years of age only. Competition based on skill
(age of entrant and creativity considered).

Hurry, entries close Friday 26 February 2010.
GOOD LUCK!
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Administration Centre

Branches

Address
75 Denison Street
DEAKIN ACT 2600

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Open
Monday to Friday 9.00am to 5.00pm

Telephone Response Centre
Open
Monday to Friday 8.00am to 5.30pm
Saturday 9.00am to 12.00pm
Phone
1300 361 761
Fax
(02) 6215 7171

Australian National University
Batemans Bay
Belconnen
Bemboka
Brindabella Business Park
Calvary Hospital
Civic
Cooma
Deakin
Gungahlin (360o living store)
Queanbeyan
The Canberra Hospital
Tuggeranong
Tumut
University of Canberra
Woden

Email
members@somb.com.au
Web
www.somb.com.au

© 2010 Service One Credit Union Limited operating as SERVICE ONE Members Banking
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