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Just when you think we’re entering a period of improved 
market stability, global events create investor uncertainty and 
the economic volatility continues. This time it’s the European debt 
crisis, with countries such as Spain, Greece and Italy struggling 
with their levels of debt. And as much as the Australian economy 
resisted much of the pain felt by other areas of the globe during 
the GFC, we get a reminder that when other economies hurt, 
we also feel the pain here in Australia.

In a time of global economic uncertainty, it continues to be 
an interesting time for SERVICE ONE with our own domestic 
challenges – primarily a decrease in demand for loans in an 
environment of increased competition. While we continue to 
position SERVICE ONE as a local lender with years of experience, 
we’ve also turned our attention to further developing our loan 
suite to ensure we continue to provide professional, efficient 
lending services to our Members and loan features and benefits 
that give Members choices to help them pay off their loan 
sooner. In the middle of last year, we introduced several changes 
including expanding the number of fixed rate home loan options 
and re-structuring our personal loan suite so Members can more 
easily identify the rate applicable to them based upon the security 
against the loan. For new loans, we’ll also soon be introducing 
a loan offset facility and redraw for fixed loans, as well as 
launching a new banking package solution.

As it’s the start of a new year, we’ve released our annual Member 
survey once again. At SERVICE ONE, we take your feedback very 

seriously. We have several methods 
Members can use to provide us 
with feedback on an ongoing basis 
and the Member survey is one of 
the most important tools when 
it comes to our market research 
program. We’ve made some slight 
changes to this year’s survey to 
incorporate your opinion on how 
we’re delivering on our Member 
Service Promises. The survey should 

still only take a few minutes to complete and will be available 
until the end of February. More information on the survey can 
be found on page 3.

You may have noticed the Government promoting various 
initiatives as part of their banking reform package. The reforms 
started mid-last year with the abolition of exit fees on home 
loans. Another reform now sees all lenders (from 1 January 2012), 
required to provide a home loan key fact sheet upon request. 
This fact sheet uses a standardised template so all fact sheets 
will look the same from all lenders – the only difference being 
the loan details are specific to the lender’s home loan product/s. 
The provision of these fact sheets is designed to make it easier 
for consumers to compare loans between different lenders. 
Fact sheets detailing SERVICE ONE’s home loan products are 
now available in-Branch and on our website. More information 
on the home loan fact sheets can be found on page 6.

As this year is the International Year of Co-operatives, it’s  
not only a great platform to further build the mutual banking 
profile, it’s also an opportune time to remind ourselves what 
being a Member of a credit union is all about. Co-operatives are 
about sharing the benefits of profits with all Members – not just 
a limited number of shareholders. It’s about achieving a great 
balance between financial sustainability and social responsibility. 
As a Member of SERVICE ONE, you’re part of a network that 
adopts a different business model to more traditional companies. 
I’ve been a Member and an employee of credit unions for many 
years and while our industry has seen unprecedented change 
over this time, one thing remains constant – the Member-centric 
approach. I hope you’re all as proud as I am to be a part of  
this movement.

Until next issue

Peter Carlin

Chief Executive

PETER’S MESSAGE
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2012 MEMBER SURVEY

We’ve used feedback from our Member survey 
as an important part of our business planning 
for some time now, but it’s crucial we collect 
regular feedback – help us out and complete 
our 2012 Member survey now for your chance 
to win $1,000*.

SERVICE ONE’s annual Member survey forms an important part of 
our overall research program. Through this survey, we’re looking 
to collect your feedback on various aspects of our operations, 
including (but not limited to):

 9 identifying the most important aspects of our service to you

 9 how well we’re performing in these areas

 9 how you view the competitiveness of our products and 
services, and

 9 how likely you are to recommend SERVICE ONE to family  
and friends.

For the 2012 survey, we’ve also included some measures to 
capture how well you think we’re living up to our Member  
Service Promises.

Complete the survey by Friday 17 February 2012 and you  
will go into the draw to win a $1,000 top up* of your 
SERVICE ONE account.

To complete the 2012 Member survey, visit somb.com.au 
and follow the links – it should only take a few minutes. 
Alternatively, hardcopies of the survey are available at  
any SERVICE ONE Branch or by phoning  
1300 361 761 during business hours.

* Terms and conditions apply and are available at somb.com.au.  
Authorised under ACT Permit No. TP 11/04981 and NSW Permit No. LTPS/11/11427.
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Have you thought about reducing your 
working hours in the lead up to retirement?

A transition to retirement strategy could help you reduce  
your working hours or even pay less tax without sacrificing  
your income.

Longer life expectancies mean Australians are spending more 
time in retirement than ever before. The Government is actively 
encouraging us to remain in the workforce beyond the traditional 
retirement age while also putting in place stricter eligibility criteria 
for the age pension. This means it’s more important than ever to 
build up your retirement savings.

Did you know, you can receive a pension from your 
superannuation while you are still working?

A transition to retirement strategy can be used in a number 
of ways. You can:

 9 continue to work full-time but reduce your tax by taking a 
pension and salary sacrificing more of your income into super

 9 move from full-time to part-time work and supplement your 
reduced salary with income from the transition to retirement 
pension, or

 9 as a business owner/operator, you could use a pension to 
supplement your income in quiet times.

A transition to retirement strategy may also help reduce your 
overall taxation while also boosting your total super balance 
before you retire.

How it works

A transition to retirement pension enables you to move 
your superannuation from the accumulation phase into 
the pension phase. You can then supplement your income 
by drawing between three and 10 per cent of the account 
balance as a regular pension payment.

 9 You contribute part of your salary to super, where it is 
generally taxed at just 15 per cent rather than at your 
marginal tax rate.

 9 You then move your super money into a tax-free 
transition to retirement pension and use the pension 
income to supplement your reduced salary.

 9 This helps lower your overall personal tax liability.

Starting a transition to retirement pension

To start a transition to retirement pension, you must have reached 
your preservation age, which depending on the year you were 
born could be between 55 and 60 as shown in the table below. 

Your ‘preservation age’

Date of birth Preservation age

Before July 1960 55

1 July 1960 – 30 June 1961 56

1 July 1961 – 30 June 1962 57

1 July 1962 – 30 June 1963 58

1 July 1963 – 30 June 1964 59

After 30 June 1964 60

TRANSITIONING TO 
RETIREMENT
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Before commencing a transition to retirement strategy here are 
a few things you should consider:

 9 Your transition to retirement pension must be via a non-
commutable income stream. That means you can’t convert 
the income stream into lump sum cash until you satisfy a full 
condition of release from super, such as retirement or turning 65.

 9 You can withdraw between three and 10 per cent of the 
pension account balance each year and have the flexibility 
to vary the payment at any time during the year.

 9 If you plan to use this strategy through a self-managed super 
fund, you should ensure that the trust deed is drafted broadly 
enough to allow you to commence any pension allowed under 
super law.

 9 Once you have reached the age of 60, your pension payments 
and any lump sum withdrawals will generally be tax-free.

Join us for a pre-retirement seminar

To find out more about your retirement options come and join  
us at our pre-retirement seminar. Hosted by SERVICE ONE, the  
pre-retirement seminar will give you the opportunity to learn 
more about boosting your super savings and easing into 
retirement from a Bridges financial planner. 

Northside

Belconnen Premier Inn

Monday 19 March 2012

110 Benjamin Way, Belconnen

6.15pm commencement 
(registration from 6.00pm)

Southside

Hellenic Club of Canberra

Tuesday 20 March 2012

Matilda Street, Woden

6.15pm commencement 
(registration from 6.00pm)

To reserve your seat for one of these seminars, register online at 
somb.com.au/preretirementseminar.

SERVICE ONE can arrange a complimentary, obligation-
free consultation with a Bridges financial planner.

Bridges Financial Services Pty Ltd (Bridges). ABN 60 003 474 977. ASX 
Participant. AFSL 240837. This is general advice only and has been 
prepared without taking into account your particular objectives, financial 
situation and needs. Before making any investment decision based on the 
information or advice contained, expressly or implicitly, in this article, you 
should assess your own circumstances or seek advice, including taxation 
advice. To the extent permitted by law, SERIVCE ONE, Bridges (including  
its employees, consultants, advisers and officers) are not liable for any 
loss or damage arising as a result of any reliance placed on the contents 
of this article. By referring Members to Bridges, SERVICE ONE does not 
accept responsibility for any acts, omissions or advice of Bridges and 
its authorised representatives.
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For many Australians committing to a home 
loan generally means a long association with 
a lender – doing some research before you 
apply can pay off in the long-term.

Before you commit to a home loan, there are a few things you 
need to ask yourself:

 9 Is it the right time for you to buy?

 9 Can you afford the total cost of a home loan?

 9 Can you still afford the loan if interest rates increase?

 9 What are the loan features you need to pay off the loan 
sooner?

 9 Should you go with a fixed or variable rate or split your loan 
between the two?

This is when doing your homework can really pay off. Speak to 
different lenders, jump online and start looking at your options. 
There are several websites that enable you to compare home 
loans based on your specific needs. A word of caution, some 
comparison websites display certain loan types more prominently 
because they have lead generation arrangements in place with 
these lenders (these lenders pay the website for lead referrals) 
and some may not show all loan products available, so some of 
these websites may not be giving you the complete picture by 
informing you of all your options.

Some other ideas you may like to consider when researching 
your options:

 9 speak to family and/or friends about their lender – find out 
in particular about the application process and if this was a 
positive experience for them, if they feel their lender is giving 
them a good deal and what the ongoing service is like (can 
they get a hold of someone they trust when they need to and 
do issues get resolved in a timely fashion when they arise), 
and

 9 if you are considering a particular lender, visit their company 
website and check information in terms of how long they 
have been providing lending products, familiarise yourself 
with the various loan options they provide and ensure the 
website is professionally written and easy to navigate around.

Regardless of whether you’re planning on attending a face-to-
face appointment with a lender or if you’re going to apply online 
for your loan, having done some groundwork will help guide you 
through this process. It will also show the lender you have a level 
of understanding when it comes to loans and help you ask the 
right questions as part of the process.

The Australian Government has recognised that shopping around 
for home loans is a daunting task. This is why the Government has 
introduced home loan key fact sheets from 1 January 2012, as part 
of their banking reform package.

HOME LOANS – 
EXPLORING THE OPTIONS
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Home loan key fact sheets are now available from all  
lenders upon request – both in-Branch and through websites.  
This fact sheet provides you with key details about a loan  
you’re considering and will be in a standardised layout which 
means you can easily compare loan products (even between 
different lenders).

The home loan key fact sheet facts:

 9 A home loan key fact sheet is not an offer of credit –  
you  still need to apply for the loan and meet the  
lending criteria.

 9 The provision of these fact sheets is a mandatory 
Government requirement – the fact sheets are 
identifiable as they will have the words ‘This Key Fact 
Sheet is an Australian Government requirement under 
the National Consumer Credit Protection Act 2009’ on 
the top.

 9 A key fact sheet can be requested in-Branch and you can 
also generate a key fact sheet through a lender’s website.

Home loan key fact sheets detailing information about 
SERVICE ONE’s home loan solutions are now available 
in-Branch or online at somb.com.au. More information 
on the key fact sheets can be found on the Government’s 
banking reform website at bankingreforms.gov.au.
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Making contactless payments using access 
cards is gaining momentum – how do they 
work and how will our shopping experience 
evolve in the future?

Contactless payments are designed to speed up our shopping 
experiences. Based on a ‘wave-and-go’ approach, access 
cards equipped with this functionality communicate banking 
information to a merchant card reader without the card having 
to leave your hand and the transaction takes place in a matter of 
seconds. For these transactions, no PIN or signature is required.

So, what can we expect in the future when it comes to making 
payments? As the number of access cards and merchants enabling 
contactless payments increases, it appears as though the next area 
of focus will be to equip mobile phones with this functionality. 
And with many mobile phone handsets already carrying the near-
field communication capability, this development may not be as 
far away as you think. 

But with the development of these technologies, security remains 
paramount as the transfer of money is involved. SERVICE ONE’s 
General Manager, Retail, Anna Storti, provides her thoughts on 
the importance of security with contactless payments.

“SERVICE ONE was an early adopter among credit unions 
of contactless payments with Visa payWave. And while this 
technology certainly provides added convenience for Members, 

it’s important we balance this convenience with any security 
risks. We invested in an enhancement to allow a separate daily 
withdrawal limit for payWave transactions – meaning if a card 
is lost or stolen we can minimise the fraudulent activity on the 
account,” Ms Storti said.

“New technology will continue to be released and there’s no 
doubt the banking experience will evolve with the availability of 
this technology. One thing will remain – these developments will 
be assessed carefully against the need to protect our Members’ 
funds before we commit to any new initiatives.”

To find out more about SERVICE ONE’s payWave 
functionality on Visa cards, visit somb.com.au/paywave.

NEXT GENERATION 
PAYMENTS
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In September the Treasurer announced a  
new permanent cap of $250,000 per person  
per institution on deposits guaranteed under 
the Financial Claims Scheme – what it means 
for you…

From 1 February 2012, a new permanent cap of $250,000 will 
be in place as part of the Financial Claims Scheme (FCS). The FCS 
ensures that depositors with SERVICE ONE, other credit unions, 
banks and building societies in Australia will be guaranteed 
repayment of their funds in the extremely unlikely event that 
any banking institution faces stress. 

This is an important development in the banking sector as the 
initial $1 million cap was put in place as a temporary measure in 
response to the GFC back in 2008. The $250,000 cap will remain in 
place permanently, providing peace of mind over the long-term.

Here’s a break down of various timeframes and what cap applies 
to these deposits.

Deposits held with SERVICE ONE What FCS cap applies

Current deposits (in place on 
10 September 2011) maturing 
between 1 February and  
31 December 2012.

$1m guarantee applies until 
maturity. If the deposit is 
rolled over, the $250,000 cap 
will apply from the roll over 
date.

Current deposits (in place 
on 10 September 2011) that 
mature after 31 December 
2012. 

$1m guarantee applies until 
31 December 2012. The 
$250,000 cap then applies.

All new deposits made on or 
after 1 February 2012.

The $250,000 guarantee 
applies.

For more information on the Financial Claims Scheme, visit 
guaranteescheme.gov.au or the SERVICE ONE website at 
somb.com.au. 

DEPOSIT GUARANTEE  
HERE TO STAY 



INTERNATIONAL YEAR OF 
CO-OPERATIVES
This year has been declared the International Year of  
Co-operatives by the United Nations. The year will be used to 
celebrate a different way of doing business – one that’s focused 
on human need and not corporate greed. One where the 
Members (who own and govern the business) collectively enjoy 
the benefits of profits, rather than profits going to a limited 
group of shareholders.

UN Secretary General, Ban Ki-moon, summed up the difference 
between Co-operatives and more traditional business models 
saying… 

“Co-operatives are a reminder to the international community 
that it is possible to pursue both economic viability and  
social responsibility.”

Mutual banking forms a significant part of the Co-operatives 
movement globally, and Australia has the third most prominent 
mutual banking sector, only behind the United States and Canada.

Many events and activities are planned throughout the year, 
including a commemorative coin and postage stamps, to celebrate 
the International Year of Co-operatives. As a proud participant 
in the mutual banking sector, you’ll see SERVICE ONE involved in 
many of these activities, so keep on top of what’s happening by 
checking our website for details. 

THE BRUMBIES IN 2012 – 
NEW PLAN, NEW ATTITUDE, 
NEW BREED
The Brumbies are looking to improve and realise former glory  
and they’re making no secret of it. With a humble and honest 
television commercial providing the foundation for their 2012 
membership drive, the players and support staff are striving to 
re- establish the team in the Super 15 competition. This year’s 
team features 12 new members, but this lack of on-field 
experience is made up for behind the scenes, with a support 
team headed up by former Springboks mentor, Jake White 
and Assistant Coaches Stephen Larkham and Laurie Fisher.

So the scene is set – the question is… can the Brumbies reignite 
crowds at Canberra Stadium once again in 2012?

Special membership offer for SERVICE ONE Members

Don’t miss any of the action on the field and take  
advantage of special membership discounts available to 
SERVICE ONE Members. There are a range of membership 
offers to choose from that include reserved seats at  
Canberra Stadium and other benefits. Save up to $220  
and visit somb.com.au/brumbiesmembership for details.

IN THE COMMUNITY
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SERVICE ONE IN THE  
DOG HOUSE
Late last year, SERVICE ONE staff participated in a team 
building day which saw them build and donate dog 
kennels to RSPCA offices within our region. Throughout 
the day teams competed for parts which then allowed 
them to build and decorate eight dog kennels. These were 
donated to the RSPCA Canberra and regional offices along 
with a small cash donation.

BARNARDOS CHRISTMAS 
APPEAL
Into our fourth year of supporting Barnardos’ Star of 
Wonder Appeal over Christmas, Members and the general 
public in our area showed their generosity once again. 
Toys were donated through our Branch network and 
purchased through the online store.

Carol Warner, Appeals Coordinator at Barnardos in 
Canberra, highlighted the importance of local businesses 
to support the Appeal.

“We enjoy support from numerous organisations for this 
Appeal and having SERVICE ONE on board offers increased 
convenience for those who want to donate as they have 
16 Branches throughout the region.” 

11
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2011 AGM RE-CAP
SERVICE ONE’s Annual General Meeting (AGM) was 
held on the evening of Wednesday 19 October 2011 
at the National Press Club in Canberra. As part of the 
proceedings, Chair John Clarke provided an overview of 
the organisation’s financial performance for the year and 
Chief Executive Peter Carlin re-capped on some of the 
more significant achievements and spoke about SERVICE 
ONE’s strategic direction.

The AGM also saw the re-appointment of Ian Davis and 
Heather Nash to the Board (pictured below with John 
(centre)).

MOBILE WEBSITE AND 
INTERNET BANKING OPTIONS
Mobile website and Internet banking options are now 
available to Members with smartphones. This means a 
more user-friendly experience with a modified primary 
navigation menu for the SERVICE ONE website as well as 
a simplified platform for Internet banking – what we’ve 
called ‘eLink on-the-go’. 

Over the coming months, we hope to extend this 
functionality to other devices such as tablets.

NEW PROCESS  
FOR WEB LOANS
SERVICE ONE has recently introduced a new online 
solution to apply for loans and overdraft products. 
The eLoans system is integrated within our core 
banking system. This means a more efficient loan 
application process for existing eLink Internet banking 
users, as the system will pull data from your membership 
and pre-populate some of your information.

eLoans is now available through the SERVICE ONE website 
and uses the same sign in details as you would normally 
use for eLink. Existing Members who don’t currently use 
Internet banking can establish their eLink access by visiting 
a Branch or phoning 1300 361 761 during business hours. 

SERVICE ONE NEWS
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15 YEARS
Chris Brooks

I joined Snowy Mountains Credit Union in 1996 as a Member Service Officer and before I knew it I was 
involved with direct entry and Member chequing. Soon after the office moved to Sharp Street, I became 
Branch Supervisor, and then later, Branch Manager when Snowy Mountains joined The Credit Union 
of Canberra and Hospitals Credit Union. I am currently Assistant Branch Manager at the Cooma Branch 
and while I’ve seen many changes in my time with the credit union, one thing has never changed – our 
commitment to our Members to offer the best service possible and to treat our Members as individuals. 

Outside of work I am actively involved with basketball in the Cooma area – in fact, I’ve spent 45 years playing 
and contributing through various committees. Currently, I hold the position of Treasurer and still occasionally 
referee in the local competition. I’ve also been on the committee for the Cooma Chamber of Commerce.

10 YEARS
Rebecca Dorahy

I spent the first few years of my time at the credit union in the Telephone Response Centre – first as a 
Member Service Officer and then as the Team Leader. I then spent some time as the Manager of Member 
Relations and for the past five or so years, I’ve been the Executive Assistant to the Board and Executive. 
I appreciate the variety of work you are exposed to at SERVICE ONE and the supportive and friendly 
colleagues I’m able to deal with. 

Outside of work, I am actively involved with the Village Dreams program – a charity that supports the village 
I visited as part of my involvement in the CUFA Leadership Challenge last year and I volunteer for various 
community organisations in the ACT.

5 YEARS
Denise Cottam

I am a Member Service Officer at our Tumut Branch but I have also worked in the Operations department  
at Head Office and have also filled in at several Canberra Branches during my time with SERVICE ONE. 

The best thing about working at SERVICE ONE is the staff – both at Tumut and across the organisation  
and our Members. I also appreciate the flexibility SERVICE ONE has offered me throughout my time here.

Outside of work, I am involved with the meals on wheels program and regularly donate blood.

STAFF MILESTONES
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The popularity of online shopping is on the 
rise, but despite its convenience it’s important 
to be responsible as we part with personal 
information to complete online transactions.

Online shopping can offer you added convenience and often a 
cost saving but should your bank account, credit card number or 
other personal details get into the hands of scammers, it could 
end up being a costly exercise.

Here are 10 tips on how you can shop online responsibly:

1. Buy only from websites you know and trust. Check that the 
company has a physical address and phone number. Keep in 
mind that if the company is operating from overseas, you may 
have trouble getting a refund or repair if you need to.

2. Carefully read the associated terms and conditions of the 
purchase, refund policy, delivery details and policies with 
returns and repairs.

3. Ensure the product you are looking to purchase is legal and 
will work in Australia. You should ensure that any warranties 
or guarantees are valid in Australia and depending on what 
you are buying, that an authorised repairer is close by.

4. Be aware of the full cost as online transactions will 
generally cost more than just the item price. This includes 
currency conversion, taxes, delivery fees, packaging and 
postage. Once you take all of these into consideration, 
ask yourself, would it be cheaper to buy locally?

5. Only buy from a company if you are satisfied with their privacy 
policy. Do not provide additional information that the company 
does not need for the sale.

6. Be sure to confirm the order – online shopping websites should 
enable you to confirm or reject your order before paying.

7. Print your order before and after you confirm. Be sure  
to record any reference numbers and print any receipts that 
display on screen or are emailed to you. Be sure to check your 
bank account or credit card statement to ensure you have been 
charged correctly.

8. Only transact with websites that your browser recognises  
as secure. A secure URL begins with https:// and/or an image  
of a padlock will appear in the bottom right corner of your 
browser window.

9. If there is a problem with your order, be sure to immediately 
contact the business to try and resolve the problem. Many online 
shopping and auction sites provide a dispute resolution process. 
If you are unhappy with the response, you can make a complaint 
to your local Office of Fair Trading.

10. Look out for scams. If it sounds too good to be true,  
it probably is.

When transacting online, don’t rush through the process. 
Carefully read the different screens to make sure you’re aware of 
all of the conditions of the purchase. In addition, many websites 
will want you to subscribe for online newsletters as part of the 
purchase process – taking your time will help you make the right 
selections to suit you.

For more information on how to stay safe online,  
visit staysmartonline.gov.au. Alternatively, SERVICE ONE’s  
website at somb.com.au also contains useful information  
on fraud awareness. 

This information is of a general nature only and is not intended to be 
relied upon as advice in any particular matter. Consult your banking 
institution or local authorities on how this information may be applied 
to your own circumstances.

SHOPPING ONLINE RESPONSIBLY 
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Unscramble each word that relates to banking and saving. Once you’ve unscrambled each word,  
use the letters in the highlighted boxes (working your way from top to bottom) to reveal the  
SUPER word (the word will relate to one of the articles in the magazine). 

Good luck! 

ETIOPDS   1     

EDTB     

ORGTAMEG         

LNOA   2   

OUMCYITNM         3  

HDLRAWITAW 4          

SIUERNACN      5     

ERRNEETIMT          

VNAGIS   6    

UHEQCE      7  

SUPER WORD:

1   2   3   4   5   6   7    

DLBOUE BCRASMEL 
DOUBLE SCRAMBLE

Answer: 
PAYWAVE



Administration Centre

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

Email 
members@somb.com.au

Web 
somb.com.au

Branches

•	 Australian National University
•	 Batemans Bay
•	 Belconnen
•	 Bemboka
•	 Brindabella Business Park
•	 Calvary Hospital
•	 Civic
•	 Cooma
•	 Deakin
•	 Gungahlin
•	 Queanbeyan
•	 The Canberra Hospital
•	 Tuggeranong
•	 Tumut
•	 University of Canberra
•	 Woden

While every care has been taken to ensure the accuracy of the information contained in this magazine, 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.
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