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PETER’S MESSAGE

As we move into a new year, times remain challenging for the
banking sector. The slow credit growth and competitive retail
deposit market that I’ve mentioned in previous editions continue
to dominate, putting pressure on margins. In addition, we’re
starting to see the impact of lower than expected property
valuations negatively impacting demand for investment
properties and home owners being reluctant to access equity in
their homes due to concerns with valuations. With the Reserve
Bank of Australia cutting official cash rates over the past few
months there has been some stimulation in activity which we’re
hoping will continue. In spite of the market conditions, we’ve
been able to demonstrate to our borrowers that we remain
a great value banking option, with a standard variable rate
consistently lower than the major banks which puts us in a
positive position going into the second half of the financial year.
For banking institutions, loans provide one of the main revenue
streams so in these challenging times, it’s even more important
that we ensure the business is running as efficiently as possible.
As SERVICE ONE’s Branch network remains extensive, given the
size of the Member base and the usage of the Branches, over the
past 12 months we’ve taken a close look at our Branch operations
to identify outlets that may be under-utilised. As a result of
this process, we made several changes including the reduction
of some trading hours, moving to cashless Service Centres for
some locations and most recently, the closure of our Brindabella
Business Park Branch and University of Canberra Branch that will
close at the end of January 2013.
I want to take this opportunity to reassure Members that
decisions to close Branches were not taken lightly, but we have
a duty of care to all Members to ensure the organisation is
operating effectively, and we can’t ignore online and mobile
banking channels that continue to grow in popularity.
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Considering the changing patterns of Members, we extended
our telephone support service to make it available for Members
seven days a week. Later in the year, we’re planning on launching
several new initiatives providing Members with more choice when
it comes to accessing SERVICE ONE’s products and services.
With the view of improving how we do business, we have been
working closely with several other like-minded credit unions
to look at alternative business approaches to help us operate
more effectively in what looks like continuing to be a difficult
landscape. That work is coming to a close and I’m hopeful we’ll
be able to make some exciting announcements over the coming
months.
2013 is the year Canberra celebrates its Centenary. One hundred
years since foundation is an important milestone for any city
and as the only local banking provider, we’ve taken our role of
helping to develop the community very seriously and, over the
years, have invested significant resources in various projects and
initiatives and we’ll continue to do so in the future.
A year long program has been developed to showcase the
very best of Canberra. This includes hosting the Australian
Women’s Golf Open at Royal Canberra, special art galleries
and other initiatives highlighting what’s unique about Canberra
– an example being an initiative to explore the famous (and
sometimes forgotten) Australians many Canberra streets are
named after. The celebratory program is extensive and will
encourage visits from interstate residents and I encourage
everyone to explore what’s on offer by visiting the official
website at canberra100.com.au.
Until next issue

Peter Carlin
Chief Executive

2013 member survey
Our Member survey continues to be an integral
component of our research program – we
encourage all Members to take a few minutes
to complete the survey and provide feedback
(good or bad).

All Members should keep in mind that while this survey is only
open for a specific period of time, we welcome feedback at any
stage. This can be provided by completing the online feedback
form on our website (available by selecting the ‘Feedback’ tab
at the top of the screen), by phoning our Telephone Response
Centre or speaking to us in-Branch.

We are committed to listening and improving – this is one of our
Member Service Promises. Feedback provided by the Member
survey allows us to get an understanding of what we’re doing
well, what Members expect and what areas we have to improve
and work on.

To complete the 2013 Member survey, visit somb.com.au
and follow the links. Alternatively, hardcopies of the
survey are available at any SERVICE ONE Branch or by
phoning 1300 361 761.

Despite recording some of the highest customer satisfaction
ratings of any banking institution over the past few years,
we don’t want to be complacent – we can always improve
on previous efforts and our Member survey provides us with
important insight into what we have to focus on.

* Terms and conditions apply and are available at somb.com.au.
Authorised under ACT Permit No. TP 12/04868.

Through the survey, we’re looking for your feedback on various
aspects, including (but not limited to):
99 identifying the most important aspects of our service
to you and how we’re performing in these areas
99 how you view the competitiveness of our products
and services
99 how likely you are to recommend SERVICE ONE
to family and friends, and
99 how well we’re living up to our Member
Service Promises.
Complete the survey by Friday
15 February 2013 and you will go
into the draw to win a $1,000 top
up* of your SERVICE ONE account.
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MAKING THE RIGHT CHOICES
WHEN BUYING A HOME

With competitive home loan rates, many
people are considering their first or next home
purchase – keep in mind these key points so
you make the right choices.
Throughout the home buying process, one of the most important
things is to be informed. When it comes to finding the right
property to suit your lifestyle, it’s about working out your ‘needs’
and ‘wants’. Needs are essential items. Wants are features and
fittings that can be acquired over time.
At a broad level, important things you need to consider include:
99 location
99 proximity to facilities and services you need
99 size of the home, and
99 area of the land the home is on.
You also need to make a decision whether you purchase a new
or established home. Keep in mind that while renovating can be
fun, it can be an expensive and disruptive process. Then there are
the gardens and grounds and how much time you’re prepared
to invest in the maintenance. Think about what appliances and
fittings are vital and what you can live without in the immediate
future versus what you can add later.
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Looking at real estate values in your preferred locations will help
you get a sense of prices in the areas you’re interested in. You
can do this by attending auctions, reviewing property sections in
newspapers or going through real estate websites (some sites will
also provide information on the last price certain properties were
sold for).
The popularity of units and apartments remains strong and this
might be an option you’d consider. Keep in mind these types
of dwellings can be held under different property schemes and
you should seek expert advice on how the various types of titles
impact your rights and responsibilities. Generally, buying a unit
or apartment means you become a member of the corporation
(commonly known as body corporate). While this does mean you
have the right to vote on decisions about the common property,
it also means you contribute your share of costs for repairs,
maintenance and insurance, not only for your home, but also
for common property shared jointly with others.
Another option is buying off-the-plan, meaning you’re purchasing
a building before it has been constructed. With this option,
keep in mind any delays in completing the building may defer
settlement and you moving in. In addition, in this type of
purchase, money used for a deposit and in some cases stamp duty
can be tied up for significant periods of time. Also, what you’re
getting as the finished product may be less certain given you’re
often buying having only seen a model of the building and a
display suite.

Start to shop around once you have a clear idea of what type of
home you’re after. This includes doing your research on real estate
agents, solicitors and loan providers. Not all services are the same
and costs can vary dramatically.
Be sure to take your time – never rush or be pressured into hasty
decisions. Buying a home is a huge financial decision and a rushed
decision may cost you dearly. Don’t feel defeated if you miss out on
the first suitable property. Generally, another equally appealing or
better property will come on the market in the future.
Keep in mind that your chances of finding the right property
will improve if you continue to do your real estate research and
register your interest with a number of agents.
During the real estate process you will come across many
formal and binding documents including loan applications,
loan agreements and the contract for the sale of the residential
property. It is important you read these carefully and understand
the contents before you sign. This includes the terms, conditions
and other fine print. If you are unclear about anything, ask for it
to be explained to you. If you are still unsure, seek professional
advice before signing.
Negotiate the best possible deal for yourself with real estate
agents, home sellers, loan providers and solicitors. Keep in mind
price should only be one factor in your decision – you should
also consider the organisation’s experience, knowledge and
reputation.

When you’re ready to make your next home purchase,
be sure to contact SERVICE ONE and take advantage of
the competitive home loan products on offer. Visit any
Branch, phone 1300 361 761 or enquire or apply online
at somb.com.au.
Adapted from Reality Check: a real estate guide for buyers and sellers
in the ACT guide (second edition).
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Travelling
with Children

Travelling with children shouldn’t deter you
from planning that overseas trip given the
Australian dollar’s continued strength against
other currencies – but there are a few things
to keep in mind.
There’s no doubt travelling with children can be challenging
but a bit of additional planning should help alleviate potential
stress. Because children have short attention spans and get
tired quickly, complicated trips with comprehensive itineraries
and too much focus on adult-oriented attractions can be asking
for trouble. In these instances, less can be more.
Here are some tips when it comes to travelling with children:
99 speak to your travel agent about child-friendly destinations
and/or activities (including any kids’ clubs that may be
available)
99 apartment-style accommodation with a kitchenette can
come in handy at meal time and means you don’t have
to eat out which saves money while separate bedrooms gives
you a better chance of getting a good night’s sleep
99 many hotels offer babysitting services, allowing you to
spend some time without the kids
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99 speak to your doctor about any vaccinations relevant
to your destination/s
99 be extra careful around potential dangers such as pools
without fences, balconies etc.
99 ensure you have adequate travel insurance to cover
you for any medical emergencies and other unexpected
situations
99 avoid animals such as dogs, cats and monkeys to reduce
the risk of bites, and
99 take a medical kit containing preventative medication
that may not be as easily available including paracetamol,
thermometer, anti-itching lotion and band-aids.
Some children can be prone to suffering travel sickness
when in a moving vehicle for a period of time. There are
some things to keep in mind to avoid or reduce the symptoms
of travel sickness:
99 if you can, make sure there’s a breeze and fresh air –
open the window a bit
99 reading in a moving vehicle can make travel sickness worse
99 try to distract them by getting them to think about other things

99 encourage them to look outside the vehicle – not inside, and
they should focus on something that remains relatively still
(such as the same spot on a horizon)
99 medicines to prevent travel sickness can be purchased from
chemists, but you should check with your doctor before
giving these to your children, and
99 if your child goes pale, gets very quiet or complains of feeling
sick, if you can, stop and let them walk in the fresh air.

Let SERVICE ONE take some of the stress out of your
travel preparations. We can assist with travel insurance,
payment options as well as help you fund the trip.
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BEING
UNDERINSURED –
IS IT WORTH
THE RISK?
Many Australians are still running the risk
of being underinsured – understanding the
true replacement costs of your home requires
a bit of work, but in an unlikely event, having
the right level of cover can mean the world
of difference.
Being underinsured means you may not have sufficient cover in
the event of needing to rebuild your home or replace contents as
a result of damage or a complete loss.
There are a number of reasons why you could be underinsured:
99 it can be hard to estimate what it costs to rebuild a home
99 your insurance policy may be dated and you may not have
updated the level of cover you need
99 you may have underestimated the number of items you have
in your home or the cost of replacing these
99 you may have completed renovations, increasing the value of
your home but not reflected this in your insurance cover, and/
or
99 you may have significantly added to your home contents but
again, not reflected this in your insurance cover.

Many people only read their policy when they need to make a
claim. By this point, it’s often too late. You should review your
insurance cover regularly, paying particular attention to:
99 the amount you’re covered for
99 under what circumstances your insurer will pay, and
99 under what circumstances your insurer may reject a claim.
Any time you make significant improvements to your home
(renovations for instance) or you add to your home contents,
make sure you adjust your insurance cover accordingly. The most
responsible approach is to get enough cover for the worst case
scenario (a complete loss).

Calculators are available online to help give you an
estimate of how much it will cost to rebuild your home.
Alternatively, you may like to consider a professional
valuation service. To help you determine your home
contents value, SERVICE ONE’s insurance inspector is
available through our website – it takes you through
each room in your home allowing you to place values
next to each of the items in each room giving you an
overall estimate of your contents insurance requirements.
Visit somb.com.au and select insurance inspector from
the ‘I want to…’ menu (select your task option).
Adapted from the underinsurance material available at moneysmart.gov.au.

8

LOAN REPAYMENT
ASSISTANCE WITH
CONSUMER CREDIT
INSURANCE
You may find a large proportion of your salary
goes towards loan repayments – what would
happen if you were no longer able to work
or you lost your job, could you afford to keep
making the payments?
Consumer Credit Insurance (CCI) covers your loan repayments
in the event you were no longer able to work because of sickness,
an accident, unemployment or other unforeseeable events.
If you do not have protection and you are unable to meet your
loan repayments, you may put yourself at risk of losing your home
or other assets. Your inability to make payments is generally the
result of a crisis or unexpected change in your circumstances and
while many institutions provide some assistance for hardship, it
is generally short-term. While we always think it won’t happen
to us, there are many examples of where CCI has helped our
Members:
99 Member unfit to work due to depression and anxiety –
claim ongoing, more than $8,000 paid to date

This type of insurance is not compulsory but through the process
of applying for a loan, you should consider the CCI options
available to you. Keep in mind that if you have an existing home
loan, you can still apply for CCI. For some people, the extra cost
of this cover is worth the peace of mind of knowing their loan
repayments are covered if they are unable to work or they lose
their job.

SERVICE ONE’s lending specialists can help borrowers
with CCI options – visit any Branch or phone 1300 361 761.
Alternatively, more information on this cover can
be found on our website at somb.com.au.
Insurance policies have certain conditions, limitations and exclusions.
Any advice provided has not considered your personal objectives,
financial situation or needs. Before acting on the advice and deciding
to acquire or continue to hold an insurance product(s), you should
carefully read and consider the Product Disclosure Statement(s) (PDS)
and the Supplementary Product Disclosure Statement(s) (SPDS) and
consider whether the advice provided is appropriate to your personal
objectives, financial situation or needs. PDSs are available from
SERVICE ONE Members Banking. Products are issued by QBE Insurance
(Australia) Limited ABN 78 003 191 035 AFS Licence 239545 and QBE
Life (Australia) Limited ABN 83 089 981 073 AFSL 245492.

99 Member unexpectedly lost their job – claim was paid for
three months totalling more than $2,000
99 Member was bitten by a dog – claim was paid for two
months totalling more than $1,200, and
99 Member suffered a disability following a severe infection –
claim ongoing, more than $1,100 paid to date.
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IN THE
COMMUNITY

ANOTHER BUMPER YEAR
FOR CHRISTMAS TOY DRIVE
Members and the general public once again embraced SERVICE
ONE’s Christmas toy drive. Going towards the Barnardos Gifts
for Kids initiative, hundreds of toys were donated through the
SERVICE ONE Branch network and these toys were delivered to
disadvantaged children in the lead up to the festive season. Thank
you to everyone who donated.

COMMUNITY BBQ RAISES
FUNDS FOR CANCER
ASSISTANCE NETWORK
Towards the end of last year our Tumut Branch relocated from
Russell Street to Wynyard Street. While our relocation gave
SERVICE ONE a new, modern Branch, we were able to work closely
with the landlord to enable a medical services provider to move
into our old location, providing locals with convenient access to
specialised services.
As part of this relocation, a community BBQ was held directly outside
the new Branch, with all proceeds going towards the Tumut chapter
of the Cancer Assistance Network. Over $1,000 was raised which was
a great result – thanks to all residents who supported the BBQ and
helped raise money for a very worthy cause.

KINDNESS KREW LAUNCHED
We unveiled our new community outreach program late last
year – the Kindness Krew. The Kindness Krew is designed to bring
a little bit of unexpected generosity to residents in the ACT and
surrounding NSW. Our first official visit was to the regional NSW
town of Tumut (to coincide with the relocation activities of our
Branch there) and locals were greeted by staff offering small
gifts. The program received great feedback and we’re planning
subsequent visits to different areas across our operating footprint
in the coming months. More information on the Kindness Krew
program can be found on our website at somb.com.au/kk.
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2013 BRUMBIES SEASON –
AN OPPORTUNITY TO GO
ONE STEP FURTHER
At the start of last year, few people would have taken Brumbies
Rugby as a serious contender for the Super Rugby title. The
relatively fresh line-up proved everyone wrong with an aggressive
and consistent style of rugby that saw them on the top of the
Australian conference for much of the season. While the team
didn’t make the finals, there were a lot of promising signs and
2013 is an opportunity for the team to go one step further and
make the play-offs for the first time since 2004 when they won
the title.
If you want to be a part of the action at Canberra
Stadium, SERVICE ONE Members can access
Brumbies memberships at special discounted prices.
Visit somb.com.au/brumbiesmembership for more details.

SECOND HOME BUYING
SEMINAR
Late last year, we hosted our second home buying seminar in
Canberra. This seminar was designed to provide homebuyers
with practical information on the local real estate market, detail
the process of applying for a home loan through to funding
(including the conveyancing stage), as well as highlight the loan
options and features available.
The event once again enjoyed strong support and SERVICE ONE
has been encouraged by industry representatives to make this a
permanent fixture on the events calendar. If you’re looking to buy
a property over the next 12 – 18 months, be sure to keep an eye
on our website for details of upcoming seminars.
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SERVICE ONE NEWS

WOOLWORTHS ACCEPTING
‘CREDIT’ OPTION ON VISA
DEBIT ONCE AGAIN
Back in 2010, we wrote to Members who transacted at Woolworths
stores advising them of Woolworths’ decision to no longer accept the
‘credit’ option at the time of purchase when using a Visa debit card.
In September last year, the retail giant reversed their decision.
This means Members now have all three options available when
paying using a Visa debit card – ‘savings’, ‘cheque’ or ‘credit’. This
includes all Woolworths-owned retailers such as Dick Smith, Big W
and Dan Murphy’s.

INDUSTRY ACCLAIM FOR
LENDING PRODUCTS
Over the past 12 – 18 months, SERVICE ONE’s suite of lending products
has been revamped. This included incorporating new features such
as an offset account, additional fixed rate home loan options, the
addition of the Pioneer Banking Package and more. In addition to
providing even more competitive loan options for Members, one
of the goals of this work was to better position our products in the
market compared to options provided by other lenders.
The past few months has seen independent research firm, Canstar,
award two of SERVICE ONE’s products with a 5-star rating for
outstanding value. Our 2-year fixed rate home loan and fixed rate
car loan now both hold 5-star status. Canstar audit hundreds of
banking institutions and their products to determine their star
ratings and not only did these two products score highly on price
and features, several of our other products improved their star
ratings which is a great result and demonstrates our competitive
position in the market.

2012 AGM RE-CAP
SERVICE ONE’s Annual General Meeting (AGM) was held on the
evening of Thursday 29 November 2012 at the National Press Club
in Canberra. At the meeting, Chair of the Board, John Clarke,
detailed SERVICE ONE’s financial performance while Chief Executive
Peter Carlin highlighted the challenges facing the banking sector.
The AGM also saw the re-appointment of Jennifer Corbett and
Deborah Robinson to the Board.
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STAFF
MILESTONES
20 YEARS
Peter Carlin
I have had a long and
rewarding association
with credit unions for
many years. I first became
a Member of the University
Cooperative Credit Society
back in the 1970s as a student and am now the Chief
Executive of SERVICE ONE.
Every day is different and interesting at work,
and I value the relationships I have built with
staff and Members.
Outside of work, I enjoy gardening and golf.

10 YEARS
John Nicholas
I started with SERVICE ONE
in Credit Control and have
spent the past two years in
the Operations department.
I appreciate the great
team environment SERVICE ONE provides and
enjoy working with my colleagues and the broader
banking network.
Outside of work, I am actively involved in the
hockey fraternity in the ACT. I coordinate veteran
games, travel with the Australian and ACT teams
and in the past, I have coached junior teams and
umpired matches.

5 YEARS
Tony Brown
I have headed the Risk and Compliance Unit for
SERVICE ONE for the whole of my five years.
The area of risk management and regulatory
compliance is very complex and diverse within
the banking sector.
There is an enormous variety of work and never a dull moment.
Outside of work I enjoy playing golf, working around the house and going
out for quiet dinners and a movie with my wife.

Ally Bruhn
I have had the privilege of holding a number
of positions with SERVICE ONE, ranging from
Member relations, looking after our retail sales
and Branches, HR and development and my current
position of Manager, Projects & IT Implementation
which I started in 2009 after the conversion to our
new banking platform in 2008.
The ability to move within different roles at SERVICE ONE provides a great
opportunity to increase my business knowledge. My daily interaction with
management and staff makes SERVICE ONE an exciting place to work. And
I am lucky to enjoy the interaction with our Members from time-to-time.
I have a great balance between work and my personal life and appreciate
SERVICE ONE’s support of the local community.

Anna Storti
I joined the team back in 2007 as General Manager
– Retail and that has kept me well and truly busy for
the past five years. From day one, the opportunity
to make a difference to our staff and our Members
was a real motivator for me and this remains today
as we tackle pretty challenging conditions.
Outside of work, I’ve been involved with a number
of not for profit organisations. At the moment, I’m working with The Street
Theatre, a not for profit arts organisation, as Vice President of the Board of
Directors, allowing me to give something back to the Canberra community.
Personally, one of the main reasons my partner and I came home to
Canberra was to return to our families, some becoming elderly and
others just growing up. I’ve had some wonderful times living and
working in Sydney and Brisbane, but it makes you realise how
spoilt we are here in Canberra – we are really very lucky.
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ATTENTION
SMARTPHONE
OWNERS

Smartphones continue to dominate the
mobile phone industry – while these devices
are changing the way we communicate and
connect with others, they do bring with them
added risks when it comes to security.
Here are some tips when it comes to keeping your smartphone
safe and secure:
99 never store passwords or PINs on your smartphone – criminals
know what to look for and where, despite how hidden you
may think they are
99 never send personal information via text message
99 turn off tethering, Wi-Fi and Bluetooth when you’re not using
them – this will limit accessibility by criminals
99 only use wireless networks that are reputable and password
protected, limiting criminals hijacking these networks and
getting access to your personal information
99 regularly delete messages from financial institutions that may
contain account information
99 install smartphone security software – Internet security
software is now tailored specifically for smartphones, and
keep this software up-to-date
99 activate your smartphone security settings and password
protection
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99 don’t ‘jailbreak’ your smartphone as this makes it vulnerable
to malware – you’ll make your warranty invalid and make it
easy for cyber criminals to install malware and compromise
your smartphone
99 limit the amount of personal information you store on your
smartphone
99 never open any attachments or download applications from
untrusted sources, and
99 be sure to delete all personal information if you sell or get rid
of your smartphone.
Keep in mind remote data deletion programs are available if you
lose your smartphone or it gets stolen.

For more information on all aspects of security, including
smartphone, online, card and PIN protection and more,
visit somb.com.au and select ‘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.

2013 – A YEAR TO CELEBRATE
As 2013 is the year Canberra celebrates its Centenary, we thought it was a great opportunity
to showcase just some events that will be held in the first half of the year.
When

Event

Description

Where

Now –
23 February

Young. Hot.
Canberra.

An exhibition showcasing work by Canberra’s brightest young
designers.

Gallery of Australian
Design, Parkes

Now –
17 March

The Women Who
Made Canberra

An exhibition to celebrate the key role of women in Canberra’s
history. It includes the stories of Heather Henderson, Dr Gail Radford,
Mary Stevenson and many more.

Canberra Museum and
Gallery, Canberra City

14 –
17 February

2013 ISPS
Handa Women’s
Australian Open

This event will see the global LPGA golf tour visit Canberra for
the first time.

Royal Canberra Golf Club,
Yarralumla

9 March

Balloon Spectacular
2013

Listed as one of the top four hot air balloon events in the world,
balloons fill the lawns of Old Parliament House and fly close to
government landmarks and buildings of national significance.

Old Parliament House

11 –
12 March

Canberra’s 100th
birthday

Various venues across Canberra will host special events including
the longest bubbly bars in the world along the lake near
Commonwealth Place, the symphony stage in front of Old
Parliament House, a ceremony to mark the anniversary at the
original Foundation Stones in front of Parliament House and the
Parties at the Shops series.

Various

12 March

Canberra
Confidential: A
Century of Scandals,
Scheming, Spies and
Lies

A journey through the dark, chilling and frequently unbelievable
tales of power-broking and deceit from inside the nation’s capital.

Screened on ABC TV

16 March

104.7 Skyfire 25

The largest annual fireworks display presented in Canberra.

Lake Burley Griffin

6 April

Music under the
Stars

The Canberra Youth Orchestra will perform Holst’s ‘The Planets’.
This event commemorates the history of the Mount Stromlo
Observatory as the first federal building in the newly formed
Federal Capital Territory.

Mount Stromlo

23 – 25 May

Symmetries:
celebrating classical
purity

The Australian Ballet will translate a national icon into dance
through two very different forms – Monument, using the design
principles of the building to shape ballet movement and Etudes,
showing the growth of ballet technique from basic barre exercises
to the most exuberant of bravura displays.

The Playhouse

Event details correct at the time of publication. You should however confirm event details closer to the date/s
and refer to the official Centenary website at canberra100.com.au.
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Contact us
Phone
1300 361 761

Fax
(02) 6215 7171

Email
members@somb.com.au

Website
somb.com.au

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