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Statement of Strategic Intent
To give our Members the best financial services and products they can find 
anywhere and to support the communities within which our Members live and work 
through the encouragement of sustainable social enterprises.

Values
These are our values and how we wish to be seen as an organisation:

 ü we are respectful and courteous

 ü we are tolerant and supportive

 ü we are honest and open

 ü we are dependable and accountable

 ü we are prudent and ethical, and

 ü we are community and Member connected.
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Message from the Chair and Chief Executive
As we are now more than 12 months into our alliance with Bendigo and Adelaide Bank 
(Bendigo Bank), we continue to work through the different components of the relationship 
to realise the full benefits of the arrangement, its efficiencies for our business and the 
positive impact on both our Members and the broader community. 

REALISING ALLIANCE BENEFITS
While Members will not have noticed too many changes since 
the alliance has been established, a lot has been happening 
behind the scenes. The alliance model provides a clear path 
forward for SERVICE ONE in order to grow and prosper but 
the associated cost efficiencies are only realised in full when 
we integrate our business processes with Bendigo Bank and 
they assume responsibility for back-end systems and support. 
This will then allow us to focus on further strengthening our 
existing relationships with Members, offer a broader range of 
products and services and identify and invest in causes that 
will make a meaningful societal difference.

Being able to tap into the strength of the Bendigo Bank 
balance sheet, we no longer need to play a juggling act 
between the proportion of money being borrowed and in-
coming money in the form of deposits. This has allowed us 
to maintain a focus on new lending growth and achieving an 
increase in our total footings (Member loans and deposits). 
In addition, we have been able to write larger loans and 
accommodate finance for more specialised requirements.

The alliance transition has been an intricate process. It is fair 
to say customer-owned mutuals such as SERVICE ONE and 
the other alliance parties have quite specific needs given the 
unique Member relationships, and it has been a priority for 
us to ensure we enter into arrangements that will serve the 
needs of our organisation and Members over the long-term. 
We are now confident with the approach which will allow us 
to complete a proportion of the larger ticket items by the 
first quarter of the next calendar year.

FINANCIAL PERFORMANCE
As expected and as disclosed to Members at the 2015 
Annual General Meeting (AGM) and through the associated 
documentation relating to the partial transfer of business to 
Bendigo Bank, SERVICE ONE experienced a net loss for the 
2015/16 financial year. The $1.99 million loss, while primarily 
due to the alliance implementation and transition costs, was 
more than expected as projected income was negatively 
impacted by interest rate reductions over the reporting period. 

Positively, we were able to increase our total footings by 
3.8 per cent over the reporting period. Footings remain key 
for us as they are our main source of revenue through the 
alliance arrangement. 

As we continue with the alliance implementation, it is 
expected we will incur a loss next financial year also but 
assuming external market factors remain constant, we  
are aiming for a return to profit in 2017/18.

MEMBER ACCESS TO HEALTH SERVICES
Members will hopefully be familiar with arrangements we 
have entered with the National Health Co-operative (NHC). 
This was SERVICE ONE’s first large impact investment as 
a social enterprise that will provide an additional 20,000 
people with access to unlimited bulk-billed medical services 
through the opening of four new medical clinics. At the time 
of writing, two clinics have already opened, with another 
one opening shortly and options are being explored for the 
fourth clinic. The NHC model sees members pay an annual 
membership fee (plus an initial joining fee) and in return they 
get unlimited bulk-billed GP appointments because the NHC 
bills Medicare directly and accepts the Medicare benefit as 
full payment for the service. This means there are no out of 
pocket expenses for patients, subject to Medicare guidelines.
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Part of this collaboration was to make sure SERVICE ONE 
Members could access these services at subsidised pricing. That 
is why SERVICE ONE Members can purchase NHC membership 
at nearly half price. Generally, this means you can pay off your 
annual membership with just two visits to an NHC clinic. In 
addition, an NHC membership covers dependents under the 
age of 18 so it is possible a parent and several children under  
18 would all be covered under the one membership. 

We have already received positive feedback from our 
Members who have taken up the offer and encourage anyone 
interested to purchase NHC membership, either through one 
of our Branches, or through an NHC clinic after presenting 
proof of SERVICE ONE membership such as an access card.

FURTHER DEVELOPMENTS
In material that was distributed to Members as part of 
the partial transfer of business to Bendigo Bank, we made 
mention of some potential changes that may occur as a result 
of the implementation of the alliance. Some of these had 
the potential to cause significant impact on Members – in 
particular a change in BSB and card numbers. 

We are pleased to report SERVICE ONE will be maintaining 
its existing BSB and card numbers meaning there will be no 
changes to automatic credit and debit arrangements to and 
from SERVICE ONE Alliance Bank accounts. Considering the 
large proportion of Members who utilise these automatic 
payments, this is a great outcome.

SERVICE ONE will also be undergoing a system upgrade 
towards the end of this calendar year. This is an important 
step to achieve back-end integration with Bendigo Bank 
and the cost efficiencies associated with this. This system 
upgrade will enhance eLink Internet banking functionality  
and provide a platform for additional products and services 
that will be introduced over subsequent months.

Looking further forward, we will welcome a more expanded 
suite of business products, including a business credit card, 
equipment finance and novated leases, and have access to 
rural lending products. In addition, our capacity to now write 
much larger loans will see us exposed to new markets we 
were previously unable to cater for.

OUR BOARD
Moving SERVICE ONE’s business model to that of a social 
enterprise has resulted in a change of approach even at the Board 
level. Board sub-committees have been consolidated across 
existing functions and augmented to address our new areas 

of focus and much work has been done to ensure a thorough 
assessment of impact investing opportunities that arise.

More information on SERVICE ONE’s approach to dealing 
with the organisation’s governance can be found in the 
‘Corporate Governance Statement’ on page 10.

The ballot for the election of Directors as part of the 2015 
AGM filled three vacancies on the Board. As part of this 
process, Jenny Corbett and Maria Storti were re-appointed 
to the Board and Roslyn Hughes confirmed as Director.

A CHANGING OF THE GUARD
It would be remiss of us to not take this opportunity to reflect 
on the achievements of the outgoing Chief Executive, Peter 
Carlin. Peter had been with SERVICE ONE (and its preceding 
identities) for over 20 years – the majority of this time in 
the Chief Executive position. He was an active contributor 
to not only the strategic direction of our organisation but 
is well respected amongst the broader banking and finance 
sector. Peter was instrumental in scoping and executing the 
strategic alliance with Bendigo Bank and worked for years on 
refining the broader concept and exploring possibilities before 
presenting it to the Members for consideration and adoption. 
Getting SERVICE ONE to this point was a huge task and we 
know Peter and his family will enjoy a well-deserved break 
and we thank him for his efforts over this time and essentially, 
shaping the direction of SERVICE ONE for years to come.

The Board undertook a national recruitment effort to find a 
replacement and after careful consideration, appointed Deputy 
CEO, Matthew Smith, to the role of Chief Executive.

THANK YOU
Finally, we would like to thank Members and staff for their 
loyalty and commitment over this period of transition. As 
we continue to work on the implementation of the remaining 
aspects of the alliance we know the changes will be exciting 
for Members. The Board and staff remain energised for 
what the future holds for SERVICE ONE as we aim to 
make a difference to the lives of Members and the broader 
community as an impact investing social enterprise.

It has been a priority for us to ensure 
we enter into arrangements that will 
serve the needs of our organisation and 
Members over the long-term.

“

John Clarke, Chair Matthew Smith,  
Chief Executive
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July
SERVICE ONE offers expanded range of payment and 
merchant services to business Members.

Integrated Branch and rediATM locator introduced on website.

Loan terms extended on personal loan products.

Dream Fund promotion launched, offering SERVICE ONE 
borrowers the chance to win $10,000.

September
Investor profile pricing re-introduced to market following 
APRA’s directive to contain investor home lending. 

STAFF 'JEANS DAY' PROGRAM
During the financial year, the SERVICE ONE staff ‘ jeans day’ program contributed much needed funds to the Tumut  
Preschool, CUFA Village Entrepreneur Program, Camp Quality, Pink Ribbon Association, Movember, Barnardos, Jake 
Bullock Fundraiser, Immune Deficiencies Foundation Australia, Batemans Bay Youth Foundation, Beryl Women Inc., and 
RSPCA ACT. Collection boxes are located in SERVICE ONE Branches enabling Members and the general public to also 
contribute to these monthly causes. 

The year that was
2015/16 saw a number of developments for SERVICE ONE and the financial services  
and community sector more broadly. Here is an overview of the year that was… 

October
SERVICE ONE announces collaboration with National Health 
Co-operative, to provide funding for an additional four 
medical clinics in the region. 

SERVICE ONE calls on Members for impact investing ideas  
as part of our Community Investment Program. 

SERVICE ONE and 104.7 raise nearly $30,000 for Lifeline 
Canberra with the Lock Up Your Boss initiative, hosted in 
Garema Place in the city.



The year that was 5

December
Toys donated to local Barnardos community centres as  
part of SERVICE ONE’s support of the Gifts for Kids 
Christmas toy drive.

April
A new National Health Co-op clinic opens in Macquarie.

The Community Cash-back initiative launches, enabling 
SERVICE ONE to raise funds for community groups  
and associations.

March
SERVICE ONE launches Home Buying Guide resource, to  
help educate and inform borrowers about all aspects of 
buying a home.

Results from the 2016 Member survey reveal a 95 per cent 
overall Member satisfaction level.

May
SERVICE ONE co-hosts first health education session as part 
of collaboration with National Health Co-op.

January
SERVICE ONE’s new partnership with CGU Insurance comes 
into effect.

November
SERVICE ONE’s AGM sees the re-appointment of two 
Directors (Jenny Corbett, Maria Storti) and a new face  
officially introduced to the Board in Roslyn Hughes.

The first of the new SERVICE ONE funded National Health  
Co-op clinics opens in Wanniassa. 
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Corporate Directory

ADMINISTRATION CENTRE
SERVICE ONE Mutual Limited  
ACN 095 848 598

75 Denison Street 
DEAKIN ACT 2600

Locked Bag 1 
DEAKIN ACT 2600

BSB 801 009

Telephone 1300 361 761 
Fax (02) 6215 7171 
For overseas callers 
+ 61 2 6215 7110

INTERNET AND EMAIL
serviceone.com.au 
support@serviceone.com.au

PHONE BANKING (AUSTRALIA)
1300 361 431

BRANCH LOCATIONS
Batemans Bay 
Shop 1, Citi Centre Arcade  
10 Orient Street

Belconnen 
Shop 164, Level 3 
Westfield Belconnen

Bemboka 
Loftus Street

Canberra City 
1 – 3 Rimmer Street 
Ground Floor, Lena Karmel Lodge 

Cooma 
138 Sharp Street

Deakin 
75 Denison Street

Gungahlin 
Hibberson Street, The Marketplace

Queanbeyan 
68 – 70 Monaro Street

Tuggeranong 
Shop 23, Ground Level 
Tuggeranong Hyperdome

Tumut 
Shop 3, The Connection 
87 Wynyard Street

Woden 
Shop 71, Gallery Court 
Westfield Woden 
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DIRECTORS
Mr John Clarke (Chair) LLB

Mr Erik Adriaanse BA (Acc), FCPA, FPS

Professor Jennifer Corbett BA (Hons), MA (Ec), MA, PhD

Mr Ian Davis BA (Hons) (until 28 August 2015)

Ms Roslyn Hughes BA, FAICD (from 17 September 2015)

Ms Heather Nash BA LLB, FAICD 

Mr Ivan Slavich BBus, Grad Dip AFI, Grad Cert BA,  
MAGA, AFAIM, FAICD

Ms Maria Storti BEcon, MBA, FCA, FAIM, FAICD

EXECUTIVE
Mr Peter Carlin – Chief Executive BA (Acctng), FCPA  
(until 1 July 2016)

Mr Matthew Smith – Chief Executive BComm, CPA  
(from 4 July 2016)

Mr Tony Brown – General Manager, Banking Dip FS

CORPORATE GOVERNANCE COMMITTEE
Ms Heather Nash (Chair) (from 10 December 2015)

Mr Ian Davis (Chair) (until 28 August 2015)

Mr Erik Adriaanse (from 10 December 2015)

Mr John Clarke

AUDIT, FINANCE AND RISK COMMITTEE
Ms Maria Storti (Chair) (from 10 December 2015)

Mr Erik Adriaanse (Chair) (until 10 December 2015)

Professor Jennifer Corbett

Ms Heather Nash

STRATEGIC INVESTMENT COMMITTEE
Mr Ivan Slavich (Chair)

Mr Erik Adriaanse

Ms Roslyn Hughes

BANKERS
Bendigo and Adelaide Bank Limited

SOLICITORS
HWL Ebsworth Lawyers

INTERNAL AUDITOR
PricewaterhouseCoopers

EXTERNAL AUDITOR
Ernst & Young

INSURERS
Specialist Underwriting Agencies Pty Ltd

QBE Insurance Australia 
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JOHN CLARKE 
(CHAIR)
John has been a Director 
of SERVICE ONE since 
2001 and has served as 
Chair of the Board since 
2004. He was a Director 
of Snowy Mountains Credit 
Union from 1996 until it 
merged with SERVICE 
ONE in 2001. Since 1975, 

he has been a barrister and solicitor for the Supreme Courts 
of NSW, ACT and the High Court of Australia, practicing in 
Cooma and Canberra. John is a member of the Cooma Rotary 
Club and has been involved with many other community 
organisations including Apex, Landcare, women’s refuge, 
nursing homes, preschools, day-care centres and has been  
a pro bono adviser to various community organisations for 
many years.

JENNIFER 
CORBETT
Jennifer (Jenny) was 
appointed as a non-
executive Director of 
SERVICE ONE in August 
2005 and elected to 
the Board in 2006. She 
is currently Pro Vice-
Chancellor (Research and 
Research Training) and 

Professor of Economics at the Crawford School of Public 
Policy at the ANU. Jenny is also a Fellow of St Antony’s 
College, Oxford and was, for several years, Chair of its 
Finance Committee. Her academic research interests and 
publications include corporate governance in, and regulation 
of, financial institutions. Jenny grew up in Canberra and was 
an undergraduate student at the ANU.

ERIK ADRIAANSE
Erik was elected to the 
SERVICE ONE Board in 
2004. He is a past ACT 
CPA Divisional Councillor, 
and past President of 
CPA Australia. Following 
a 30 year career as an 
Accountant and Financial 
Planner, Erik became 
General Manager of 

Independent Property Group (IPG), Director of Independent 
Strata Management and Laing + Simmons Strata. He has 
served as Chairman of the IPG Management Committee, 
Director of the Snowy Hydro SouthCare Helicopter Trust, 
currently National President and ACT delegate of Strata 
Community Australia Inc, formerly a Board member of 
the Cultural Facilities Corporation, Australian Council of 
Professions, CIT Audit and Compliance Committee and the 
ANU Centre for Dialogue Steering Committee. Erik is a Fellow 
of CPA Australia and the Australian Institute of Company 
Directors. He is also the Treasurer and a Board member  
of Legacy Club of Canberra ACT and REIACT.

IAN DAVIS
Ian was elected to the 
SERVICE ONE Board in 
2002. He is the Chief 
Executive of Inside 
Publishers (formerly 
National Publishers), a 
Canberra-based publisher 
of newsletters and other 
publications for the finance 
industry and Government 

agencies. Ian served as a Board member of the Council of the 
University of Canberra (and Chair of its Finance Committee), 
the ACT Department of Education’s Accreditation and 
Registration Council and Chair of CREEDA which operated  
the ACT’s small business incubators. He is a long-term 
Canberra resident and established his business after a career  
in journalism (focusing on finance, economics and business).  
Ian retired from the SERVICE ONE Board in August 2015.

Directors
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ROSLYN HUGHES
Roslyn was elected 
to the SERVICE ONE 
Board in 2015. She is an 
experienced non-executive 
director, fund manager, 
investor, senior executive 
and entrepreneur. 
Roslyn is a Fellow of the 
Australian Institute of 
Company Directors. Her 

early career was in the technology arena where she founded, 
grew and sold a number of technology businesses. In more 
recent years Roslyn established a seed-stage technology 
venture fund which funded and supported many start-up 
companies in the Canberra region. Many of those companies 
are still operational and a number have become outstanding 
successes. As part of her commitment to the community,  
for many years, she chaired the Canberra Region and 
Employment Development Association which ran the 
Canberra Business Incubators.

IVAN SLAVICH
Ivan was elected to 
the SERVICE ONE 
Board in 2009. He is 
the Managing Director 
of Trident Corporate 
Services, a B2B and 
B2G services company. 
Ivan has 25 years of 
senior management and 
executive experience in 

the energy, telecommunications, consulting, banking and 
finance sectors. He has graduate (UTS) and post graduate 
(Mt Eliza, AICD and SIA) studies in Business Administration 
and Applied Finance. Ivan is also a Non-Executive Director 
of Xtek, an ASX listed company in the defence and security 
sector. He is also a Fellow and Graduate of the Australian 
Institute of Company Directors. Ivan was a finalist in the 
CEO magazine executive of the year awards in 2012 and also 
undertakes a considerable amount of charity work, raising 
funds for Camp Quality and is on the Ronald McDonald 
House charity ball committee.

HEATHER NASH
Heather was elected to the 
SERVICE ONE Board in 
2008. She has been on the 
Boards of UniSuper and 
the Uniting Church (NSW 
and ACT) Trust Association. 
Heather worked in the 
ANU administration for 
18 years before moving 
to the Australian Library 

and Information Association as Industrial Relations and Human 
Resources Advisor. Heather runs a trustee business, Heather 
Nash Fiduciary Services. She is a long-term Canberra resident 
and is a graduate from the ANU. She maintains a strong 
commitment to Canberra and the surrounding region as a 
volunteer with several community organisations.

MARIA STORTI
Maria was elected to the 
SERVICE ONE Board in 
2013 (having also served 
on the Board in 2005). 
She is an experienced 
senior executive and has 
held senior management 
and consulting roles across 
the private and public 
sectors. Maria is currently 

a Vice-President at the University of Canberra and prior to 
that she was a partner at Ernst & Young. She holds a Bachelor 
of Economics degree from the ANU and a Master of Business 
Administration degree from the University of Canberra. 
Maria is a past winner of the Telstra Business Women’s 
Awards Australian Government Private (ACT and National 
Finalist). She is also a Director of a number of external 
and university related companies. Maria is a Fellow of the 
Australian Institute of Company Directors.
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The Board of SERVICE ONE is committed to the 
achievement of best practice in corporate governance. As a 
public company the Board adheres to the requirements set  
out in the Corporations Act 2001.

The Board’s approach to corporate governance has also 
been influenced by the relevant parts of the Corporate 
Governance Principles and Recommendations issued by  
the ASX Corporate Governance Council available at  
asx.com.au/regulation/corporate-governance-council.htm.

The Board recognises that achieving best practice is an ongoing 
process and will reflect changes in community thinking. 

SERVICE ONE has developed a corporate governance  
section on its website. The various codes, policies and terms  
of reference referred to in this statement are published on  
the website and can be accessed by selecting the Corporate  
Info option.

BOARD OF DIRECTORS
The Board has adopted the following key responsibilities:

• act in the best interest of SERVICE ONE as a whole

• observe their duties as Directors in terms of corporations 
law, general law, SERVICE ONE’s Constitution and other 
relevant legislation, and 

• enhance Member value.

In order to meet these responsibilities, the key functions of 
the Board have been documented in a Board Charter which 
is contained in the Board Governance Policy. Details of the 
Board Governance Policy can be found in the Corporate Info 
section of our website.

COMPOSITION OF THE BOARD
The Constitution of SERVICE ONE (the Constitution) 
stipulates that the Board consists of a minimum of five and  
no more than 10 Directors. At all times the Board must have  
no less than five elected Directors. The Constitution also 
allows the Board to appoint a Director for a 12-month term.

Directors’ profiles appear on pages 8 and 9. 

Elected Directors serve a three year term and retire in 
rotation but may stand for re-election. Any Director 
appointed to fill a casual vacancy during the financial year 
must also have that appointment confirmed by a resolution  
of Members at that year’s AGM.

The Constitution contains limits on the terms of office  
for Directors and persons who occupy the position of  
Chair to ensure both continuity as well as Board rotation  
and succession. 

BOARD PROCESSES
The Board meets on a regular basis and can meet more often 
if required.

The agenda for Board meetings is prepared by the Chair of 
the Board in conjunction with the Chief Executive.

The Board is of the view that the Board shall only comprise 
non-executive Directors. The Board has adopted the principle 
that it should comprise a majority of independent Directors 
and that its Chair should be an independent Director.

BOARD AND DIRECTOR  
PERFORMANCE EVALUATION
The Board has a formal process for evaluating the 
performance and skills of the Board. A fuller description of 
this process can be found in the Board Governance Policy on 
our website.

Remuneration of Directors or the Chief Executive does not 
contain any component related to profit sharing or the issue 
of stock or options.

Corporate Governance 
Statement
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DIRECTOR INDEPENDENCE
The Board comprises only independent Directors. An 
independent Director being considered independent of 
management and free of any business or other relationship 
that could materially interfere with, or could reasonably be 
perceived to materially interfere with, the exercise of their 
unfettered and independent judgement. 

However, the Constitution of SERVICE ONE stipulates that a 
Director has to be a Member of SERVICE ONE. This means, in 
most cases, a Director will hold, or obtain, a product or service 
that SERVICE ONE provides on behalf of a third party.  

DIRECTOR ACCESS TO  
PROFESSIONAL ADVICE
To assist in the effective discharge of their duties, Directors 
may, in consultation with the Chair, seek independent legal 
advice on their duties and responsibilities at the expense of 
SERVICE ONE and, in due course, make all Board members 
aware of both instructions to advisors and the advice obtained.

DIRECTOR ACCESS TO EMPLOYEES
Members of the Executive regularly attend Board meetings 
and Directors have unfettered direct access to the Executives 
of SERVICE ONE.

BOARD COMMITTEES
The Board has three formally constituted standing 
committees to assist it in decision making, oversight and 
control:

• the Audit, Finance and Risk Committee

• the Strategic Investment Committee, and

• the Corporate Governance Committee (which also acts as 
the Management Remuneration Committee).

In addition to the above standing committees the Board also 
establishes the following ad-hoc committees from time-to-
time and as necessary:

•  a Director Remuneration Committee

• a Director Nominations Committee, and

• a Constitutional Review Committee. 

All committees have written Terms of Reference which are 
contained in the Board Committee Policy which can be found 
in the Corporate Info section of our website.

Other than the Director Nominations Committee, membership 
of the committees comprises Directors with representatives 
of management attending committee meetings as required. 
Membership of the Director Nominations Committee 
comprises two non-members as well as the Chair of the 
Board. In the years that the Chair is a candidate for election 
to the Board another Director is chosen by the Board as the 
third member of the committee.

The minutes of all Board Committee meetings are tabled, and 
any recommendations are considered at the next scheduled 
Board meeting. The memberships of Board Committees are 
detailed on page 7 and attendances at meetings are set out 
in the Directors’ Report on page 15. 

All Directors are entitled to attend all Board Committee 
meetings.

AUDIT, FINANCE AND RISK COMMITTEE

The Committee’s role is to assist the Board by providing 
objective review of the effectiveness of SERVICE ONE’s 
risk framework, statutory and financial reporting processes, 
professional accounting requirements and oversight 
of internal and external audit functions. Details of the 
Committee’s responsibilities are contained in the Board 
Committee Policy which can be found in the Corporate Info 
section of our website.

The external auditor of SERVICE ONE is Ernst & Young and 
representatives attend the AGM of SERVICE ONE and are 
available to take questions from Members. 

The internal audit is outsourced to PricewaterhouseCoopers, 
a firm of chartered accountants. 

The internal audit function operates under documented 
standards and procedures for auditing that set out the 
purpose, authority and responsibility of the internal audit 
function. The function of the internal audit is to provide  
an independent assessment of risk and compliance with 
internal controls. 
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THE STRATEGIC INVESTMENT COMMITTEE

The Committee’s role is to review and make 
recommendations on the appropriate investment of 
Members’ capital in accordance with the Strategic Plan, 
as well as investments in social enterprises. Details of the 
Committee’s responsibilities are contained in the Board 
Committee Policy which can be found in the Corporate  
Info section of our website.

THE CORPORATE GOVERNANCE COMMITTEE

The Committee’s role is to monitor and review SERVICE 
ONE’s corporate governance policies and framework and 
recommend any changes designed to enhance compliance 
with the relevant obligations. Details of the Committee’s 
responsibilities are contained in the Board Committee Policy 
which can be found in the Corporate Info section of our 
website.

INTERNAL CONTROL FRAMEWORK

BUSINESS RISK IDENTIFICATION  
AND MANAGEMENT

The Board monitors the operational and financial 
performance of SERVICE ONE against budget and other 
key performance measures through a structure of regular 
management reports to the Board and its committees. The 
Board also receives and reviews reports and advice on areas 
of operational and financial risk. The Audit, Finance and 
Risk Committee reviews on an annual basis the adequacy of 
insurance coverage to mitigate certain operational risks of 
SERVICE ONE. 

SERVICE ONE has established controls at the Board, 
Executive and business unit levels that are designed to 
safeguard the interests of SERVICE ONE and ensure 
the integrity of reporting (including accounting, financial 
reporting, workplace health and safety, and other internal 
control policies and procedures). These controls are designed 
to ensure that SERVICE ONE complies with regulatory 
requirements and community standards. 

The Chief Executive provides the Board with statements 
about SERVICE ONE’s financial reports and compliance with 
the Corporations Act and the Accounting Standards. The 
statements reflect the declarations required to be made by 
Directors in the annual Financial Report.

The Chief Executive, General Manager – Banking and Financial 
Controller have provided the Board with statements that 
the financial reporting, risk management and associated 
compliance controls have been assessed and found to be 
operating efficiently and effectively. The operational and other 
risk management compliance controls have also been assessed 
and found to be operating efficiently and effectively. 

At least annually, formal performance appraisals are 
conducted for all employees. 

SERVICE ONE has an active Workplace Health and Safety 
Committee. That Committee comprises both managers and 
other employees. 

ETHICAL STANDARDS
The core values of SERVICE ONE centre on improving 
the quality and efficiency of financial service delivery by 
providing products and services to help Members meet their 
financial goals. 

To this end, SERVICE ONE is committed to maintaining the 
highest ethical standards in offering products and services  
to its Members. 

SERVICE ONE acknowledges that personal financial 
information is sensitive and subject to privacy legislation. 
To this end, SERVICE ONE is committed to ethical and 
appropriate practices and compliance with relevant 
privacy legislation. It has in place processes to maintain 
the expectations of the community and Members for 
the security, privacy and integrity of personal financial 
information. Where appropriate, SERVICE ONE aims to 
conduct its operations without needing to rely on the 
collection of personal financial information.
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The Board has adopted Codes of Conduct, which set out 
the expectations for Directors and staff in their business 
affairs and in dealings with Members. The Codes of Conduct 
require high standards of personal integrity and honesty in 
all dealings, a respect for the privacy of Members and others, 
and observance of the law.

New staff members are provided with a copy of the Staff - 
Conduct & Monitoring Policy when they join SERVICE ONE 
and it is readily accessible online for existing staff members. 

The Board regularly reviews all its policies to ensure their 
continued relevance and effectiveness. Where necessary, at 
a Board meeting Directors report on any interest that could 
potentially conflict with those of SERVICE ONE and report 
on any Director related transactions in the Notes to the 
annual Financial Report.

COMMUNICATION WITH MEMBERS
The Board aims to ensure that Members are informed of 
all major developments affecting the state of affairs of 
SERVICE ONE. Information is communicated to Members  
as follows: 

• the Annual Report is distributed to all Members who 
request it and includes relevant information about the 
operations of SERVICE ONE during the year, changes in 
the state of affairs of SERVICE ONE and details of future 
developments, in addition to other disclosures required by 
the Corporations Act 2001 

• twice yearly a newsletter is sent to all active Members of 
SERVICE ONE 

• when SERVICE ONE becomes aware of information which, 
in the view of the Board, requires Members to be notified a 
letter is sent to Members 

• SERVICE ONE conducts surveys to determine the 
perceptions and feedback of Members 

• SERVICE ONE may, in some instances, communicate with 
Members via email should their details be available, and 

• the SERVICE ONE website contains information to keep 
Members informed of current events.
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Your Directors submit their report for SERVICE ONE Mutual 
Limited ("SERVICE ONE") for the year ended 30 June 2016.

DIRECTORS
The names of SERVICE ONE's Directors in office during the 
financial year and until the date of this report are set out 
below. Directors were in office for this entire period unless 
otherwise stated.

Mr Erik Adriaanse 
Mr John Clarke  
Professor Jennifer Corbett  
Mr Ian Davis (resigned 28 August 2015) 
Ms Roslyn Hughes (appointed 17 September 2015) 
Ms Heather Nash 
Mr Ivan Slavich, and 
Ms Maria Storti.

Details of each Director’s qualifications, experience and 
special responsibilities are detailed on pages 8 and 9.

COMPANY SECRETARIES

PETER CARLIN

Mr Carlin has been a Company Secretary and CEO of 
SERVICE ONE Mutual Limited for 15 years. Prior to holding 
this position he was Company Secretary and CEO of The 
Credit Union of Canberra for 6 years. Mr Carlin resigned 
from this position on 30 June 2016 and resigned as CEO  
on 1 July 2016.

MATTHEW SMITH

Mr Smith has been a Company Secretary of SERVICE ONE 
Mutual Limited for 12 years and Chief Operating Officer for 
15 years. Prior to holding this position he was the CFO of  
The Credit Union of Canberra for 6 years. On 4 July 2016  
Mr Smith was appointed CEO of SERVICE ONE.

Mr Smith has been a CPA for over 16 years.

MR ANTHONY BROWN

Mr Brown was appointed Company Secretary on 30 June 
2016. Mr Brown has been an employee of SERVICE ONE 
Mutual Limited for 8 years and has occupied the positions of 
Head of Risk and Compliance for the first 7 years and is now 
the General Manager – Banking.

DIVIDENDS
As per clause 7 of SERVICE ONE's Constitution, no dividends 
are payable.

PRINCIPAL ACTIVITIES
Since February 2015, SERVICE ONE has been an agent 
for Bendigo Bank and is no longer a credit union. Thus, the 
principal activity of SERVICE ONE is the sale of loans and 
deposits for Bendigo Bank.

OPERATING RESULTS
The net loss after tax of SERVICE ONE for the year ended 
30 June 2016 was $1,989,000 (2015 profit: $137,000).

SIGNIFICANT CHANGES IN THE STATE 
OF AFFAIRS
On 28 February 2015, SERVICE ONE conducted a partial 
transfer of business where Members’ loans and deposits, along 
with a balancing cash amount were transferred to Bendigo 
and Adelaide Bank Limited. As a result of this partial transfer 
of business, the Group is no longer an Authorised Deposit-
taking Institution (ADI). The change in status from an ADI 
has resulted in significant changes for SERVICE ONE for the 
reporting period. As disclosed to Members at the 2014 AGM, it 
was expected that over the first 2 years following the transfer 
to Bendigo and Adelaide Bank Limited the combination of 
implementation costs, transition costs and lower income would 
reduce profitability. To date, implementation and transition 
costs are as expected, however reduction in interest rates 
has resulted in lower than expected income which has led to  
a greater than expected loss for the period.

There have been no other significant changes in the state of 
affairs of SERVICE ONE during the year.

SIGNIFICANT EVENTS AFTER THE 
REPORTING PERIOD
There have been no significant events occurring after the 
reporting period which may affect either SERVICE ONE's 
operations or results of those operations or SERVICE ONE's 
state of affairs.

Directors’ Report
(For the year ended 30 June 2016) 
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LIKELY DEVELOPMENTS AND  
EXPECTED RESULTS
Other than the normal course of business, no other 
significant developments are expected in the Company's 
operations in the future financial year.

ENVIRONMENTAL REGULATION  
AND PERFORMANCE
SERVICE ONE is not subject to any particular or significant 
environmental regulation under laws of the Commonwealth 
or of a State or Territory.

INDEMNIFICATION AND INSURANCE OF 
DIRECTORS AND OFFICERS
No indemnities have been given or insurance premiums paid 
during, or since the end of the financial year for any person 
who is, or has been an officer of SERVICE ONE.

INDEMNIFICATION OF AUDITORS
To the extent permitted by law, SERVICE ONE has agreed  
to indemnify its auditors, Ernst & Young, as part of the terms 
of its audit engagement agreement against claims by third 
parties arising from the audit (for an unspecified amount).  
No payment has been made to indemnify Ernst & Young 
during or since the financial year.

ROUNDING
The amounts contained in the financial report have been 
rounded to the nearest $1,000 (where rounding is applicable) 
where noted ($000) under the option available to SERVICE 
ONE under ASIC Corporations (Rounding in Financial/
Directors’ Reports) Instrument 2016/191. SERVICE ONE is  
an entity to which the Instrument applies.

AUDIT INDEPENDENCE
The Directors have received a declaration from the auditor of 
SERVICE ONE Mutual Limited. This has been included on the 
following page.

Signed in accordance with a resolution of the Directors.

DIRECTORS’ MEETINGS
The number of meetings of Directors (including meetings of committees of Directors) held during the year and the number of 
meetings attended by each Director were as follows:

BOARD OF 
DIRECTORS

CORPORATE 
GOVERNANCE

AUDIT AND 
COMPLIANCE

FINANCE  
AND RISK
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STRATEGIC 
INVESTMENT
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ERIK ADRIAANSE 8 9 1 1 1 1 - - - - 2 2
JOHN CLARKE 9 9 2 2 - - - - - - - -
JENNIFER CORBETT 8 9 - - 1 1 - - 2 3 - -
IAN DAVIS 2 2 - - 1 1 1 1 - - - -
ROSLYN HUGHES 6 7 1 1 - - - - - - 2 2
HEATHER NASH 7 9 1 1 1 1 1 1 2 3 - -
IVAN SLAVICH 8 9 1 1 - - - - - - 2 2
MARIA STORTI 8 9 - - 1 2 0 1 3 3 - -
NUMBER OF MEETINGS HELD: 9 2 2 1 3 2

John Clarke, Chair

18 August 2016

Maria Storti, Director

18 August 2016
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SERVICE ONE Mutual Limited

Consolidated statement of profit or loss and other
comprehensive income

For the year ended 30 June 2016

2016 2015
Notes $000 $000

Continuing operations
Revenue 5 7,200 2,441

Net gain on disposal of available for sale equity investments - 1,564
Financing costs (9) (17)
Employee benefits expense (5,050) (1,581)
Occupancy and related costs (1,602) (507)
Computer system costs (1,037) (343)
Depreciation and amortisation expense 6.1 (370) (245)
General administration expense 6.2 (1,867) (858)
(Loss)/profit from continuing operations before income tax
expense (2,735) 454

Income tax benefit/(expense) 7 746 (114)
(Loss)/profit for the year from continuing operations (1,989) 340

Discontinued operations
Loss after tax for the year from discontinued operations 8 - (203)

(Loss)/profit for the year (1,989) 137

Other comprehensive income
Other comprehensive income to be reclassified to profit or loss in
subsequent periods:
Net movement on cash flow hedge - 3
Net other comprehensive income to be reclassified to profit or loss
in subsequent periods - (3)

Other comprehensive loss for the year - (3)

Total comprehensive (loss)/income for the year (1,989) 134

The above consolidated statement of profit or loss and other comprehensive income should be read in
conjunction with the accompanying notes.

7
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SERVICE ONE Mutual Limited

Consolidated statement of profit or loss and other
comprehensive income

For the year ended 30 June 2016

2016 2015
Notes $000 $000

Continuing operations
Revenue 5 7,200 2,441

Net gain on disposal of available for sale equity investments - 1,564
Financing costs (9) (17)
Employee benefits expense (5,050) (1,581)
Occupancy and related costs (1,602) (507)
Computer system costs (1,037) (343)
Depreciation and amortisation expense 6.1 (370) (245)
General administration expense 6.2 (1,867) (858)
(Loss)/profit from continuing operations before income tax
expense (2,735) 454

Income tax benefit/(expense) 7 746 (114)
(Loss)/profit for the year from continuing operations (1,989) 340

Discontinued operations
Loss after tax for the year from discontinued operations 8 - (203)

(Loss)/profit for the year (1,989) 137

Other comprehensive income
Other comprehensive income to be reclassified to profit or loss in
subsequent periods:
Net movement on cash flow hedge - 3
Net other comprehensive income to be reclassified to profit or loss
in subsequent periods - (3)

Other comprehensive loss for the year - (3)

Total comprehensive (loss)/income for the year (1,989) 134

The above consolidated statement of profit or loss and other comprehensive income should be read in
conjunction with the accompanying notes.

7

SERVICE ONE Mutual Limited

Consolidated statement of financial position

As at 30 June 2016

2016 2015
Notes $000 $000

Assets
Cash and short-term deposits 9 257 706
Investments 10 18,550 20,300
Interest receivable 11 154 1,348
Current tax receivable 6 -
Plant and equipment 12 605 775
Intangibles 13 198 256
Deferred tax assets 7 1,484 690
Other assets 14 1,654 710
Total assets 22,908 24,785

Liabilities
Member withdrawable shares 180 180
Trade and other payables 15 1,132 1,039
Current tax liability - 11
Employee benefit liabilities 16 457 436
Provisions 17 370 361
Total liabilities 2,139 2,027

Net assets 20,769 22,758

Members' funds
Reserves 20,769 22,758

Total members' funds 20,769 22,758

The above consolidated statement of financial position should be read in conjunction with the accompanying
notes.

8
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SERVICE ONE Mutual Limited

Consolidated statement of changes in equity

For the year ended 30 June 2016

Accumulated
losses

Capital
redemption

reserve

Cash flow
hedge

reserve

General
reserve

for credit
losses

General
reserve Total

$000 $000 $000 $000 $000 $000

As at 1 July 2015 - 579 - - 22,179 22,758

Loss for the year (1,989) - - - - (1,989)
Other comprehensive income - - - - - -
Total comprehensive income (1,989) - - - - (1,989)

Transfer from/(to) general
reserve 1,989 - - - (1,989) -

At 30 June 2016 - 579 - - 20,190 20,769

As at 1 July 2014 - 569 (3) 436 21,619 22,621

Profit for the year 134 - - - - 134
Other comprehensive income - - 3 - - 3
Total comprehensive income 134 - 3 - - 137

Transfer from/(to) capital
redemption reserve (10) 10 - - - -
Transfer from/(to) capital
redemption reserve (124) - - (436) 560 -

At 30 June 2015 - 579 - - 22,179 22,758

The above consolidated statement of changes in equity should be read in conjunction with the accompanying
notes.

9
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SERVICE ONE Mutual Limited

Consolidated statement of changes in equity

For the year ended 30 June 2016

Accumulated
losses

Capital
redemption

reserve

Cash flow
hedge

reserve

General
reserve

for credit
losses

General
reserve Total

$000 $000 $000 $000 $000 $000

As at 1 July 2015 - 579 - - 22,179 22,758

Loss for the year (1,989) - - - - (1,989)
Other comprehensive income - - - - - -
Total comprehensive income (1,989) - - - - (1,989)

Transfer from/(to) general
reserve 1,989 - - - (1,989) -

At 30 June 2016 - 579 - - 20,190 20,769

As at 1 July 2014 - 569 (3) 436 21,619 22,621

Profit for the year 134 - - - - 134
Other comprehensive income - - 3 - - 3
Total comprehensive income 134 - 3 - - 137

Transfer from/(to) capital
redemption reserve (10) 10 - - - -
Transfer from/(to) capital
redemption reserve (124) - - (436) 560 -

At 30 June 2015 - 579 - - 22,179 22,758

The above consolidated statement of changes in equity should be read in conjunction with the accompanying
notes.
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SERVICE ONE Mutual Limited 
 
Consolidated statement of cash flows 
 
For the year ended 30 June 2016 

 
  2016 2015
 Notes $000 $000

Operating activities    
Interest received  2,001 10,229
Interest costs  (9) (5,831)
Receipts from fees and commissions revenue  503 1,956
Payments to suppliers and employees  (10,471) (10,321)
Receipts from shared margin revenue  5,925 1,543
Dividends received  - 131
Income tax paid  (6) (29)
Net cash flows used in operating activities  (2,057) (2,322)
Investing activities    
Repayment of investments  1,750 28,109
Repayment of loans to members  - (2,105)
Proceeds from partial transfer of business 4 - (42,871)
Proceeds from sale of plant and equipment  13 -
Proceeds from sale of available-for-sale investments  - 2,723
Purchase of property, plant and equipment 12 (155) (400)
Net cash flows from/(used in) investing activities  1,608 (14,544)
Financing activities    
Proceeds from deposits from members  - 12,922
Net cash flows from financing activities - 12,922
Net (decrease) in cash and cash equivalents  (449) (3,944)
Cash and cash equivalents at 1 July  9 706 4,650
Cash and cash equivalents at 30 June 9 257 706

 
The above consolidated statement of cash flows should be read in conjunction with the accompanying notes. 
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements 
 
For the year ended 30 June 2016 

 
 1. Corporate information 
The consolidated financial statements of SERVICE ONE Mutual Limited ("SERVICE ONE") for the year ended 30 
June 2016 were authorised for issue in accordance with a resolution of the directors on 18 August 2016. 
SERVICE ONE Mutual Limited is a for-profit company incorporated and domiciled in Australia. The members are 
the owners of the Company. 
The registered office and principal place of business of SERVICE ONE is 75 Denison Street, Deakin, ACT, 2600. 
The nature of the operations and principal activity of SERVICE ONE are described in the directors’ report. 
On 28 February 2015, SERVICE ONE conducted a partial transfer of business where members’ loans and 
deposits, along with a balancing cash amount were transferred to Bendigo and Adelaide Bank Ltd. As a result of 
this partial transfer of business, SERVICE ONE is no longer an Authorised Deposit-taking Institution (ADI) and as 
such in not entitled to use “Credit Union” as part of the entity name. The entity does remain a mutual 
organisation. 
 2. Significant accounting policies 

 2.1 Basis of preparation 
The financial report is a general purpose financial report, which has been prepared in accordance with the 
requirements of the Corporations Act 2001, Australian Accounting Standards - Reduced Disclosure 
Requirements and other authoritative pronouncements of the Australian Accounting Standards Board. The 
financial report has also been prepared on a historical cost basis, except for derivative financial instruments and 
available-for-sale (AFS) investments which have been measured at fair value. 
The consolidated statement of financial position is presented on a liquidity basis. Assets and liabilities are 
presented in decreasing order of liquidity and are not distinguished between current and non-current. Additional 
information regarding this is included in the relevant notes. 
The financial report is presented in Australian dollars and all values are rounded to the nearest thousand dollars 
($000), unless otherwise stated. 
 2.2 Statement of compliance 
The financial report is a general purpose financial report, which has been prepared in accordance with the 
requirements of the Corporations Act 2001, Australian Accounting Standards - Reduced Disclosure 
Requirements and other authoritative pronouncements of the Australian Accounting Standards Board. SERVICE 
ONE is a for-profit, private sector entity which is not publicly accountable. 
 2.3 New accounting standards interpretations 

 New and amended standards and interpretations 
 
The accounting policies adopted are consistent with those of the previous financial reporting period. 
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements 
 
For the year ended 30 June 2016 

 
 1. Corporate information 
The consolidated financial statements of SERVICE ONE Mutual Limited ("SERVICE ONE") for the year ended 30 
June 2016 were authorised for issue in accordance with a resolution of the directors on 18 August 2016. 
SERVICE ONE Mutual Limited is a for-profit company incorporated and domiciled in Australia. The members are 
the owners of the Company. 
The registered office and principal place of business of SERVICE ONE is 75 Denison Street, Deakin, ACT, 2600. 
The nature of the operations and principal activity of SERVICE ONE are described in the directors’ report. 
On 28 February 2015, SERVICE ONE conducted a partial transfer of business where members’ loans and 
deposits, along with a balancing cash amount were transferred to Bendigo and Adelaide Bank Ltd. As a result of 
this partial transfer of business, SERVICE ONE is no longer an Authorised Deposit-taking Institution (ADI) and as 
such in not entitled to use “Credit Union” as part of the entity name. The entity does remain a mutual 
organisation. 
 2. Significant accounting policies 

 2.1 Basis of preparation 
The financial report is a general purpose financial report, which has been prepared in accordance with the 
requirements of the Corporations Act 2001, Australian Accounting Standards - Reduced Disclosure 
Requirements and other authoritative pronouncements of the Australian Accounting Standards Board. The 
financial report has also been prepared on a historical cost basis, except for derivative financial instruments and 
available-for-sale (AFS) investments which have been measured at fair value. 
The consolidated statement of financial position is presented on a liquidity basis. Assets and liabilities are 
presented in decreasing order of liquidity and are not distinguished between current and non-current. Additional 
information regarding this is included in the relevant notes. 
The financial report is presented in Australian dollars and all values are rounded to the nearest thousand dollars 
($000), unless otherwise stated. 
 2.2 Statement of compliance 
The financial report is a general purpose financial report, which has been prepared in accordance with the 
requirements of the Corporations Act 2001, Australian Accounting Standards - Reduced Disclosure 
Requirements and other authoritative pronouncements of the Australian Accounting Standards Board. SERVICE 
ONE is a for-profit, private sector entity which is not publicly accountable. 
 2.3 New accounting standards interpretations 

 New and amended standards and interpretations 
 
The accounting policies adopted are consistent with those of the previous financial reporting period. 

SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

2. Significant accounting policies (continued)

a) Basis of consolidation
The financial statements comprise the financial statements of the Company and its subsidiary as at 30 June
2016. Control is achieved when SERVICE ONE is exposed, or has rights, to variable returns from its involvement
with the investee and has the ability to affect those returns through its power over the investee.

Consolidation of a subsidiary begins when SERVICE ONE obtains control over the subsidiary and ceases when
SERVICE ONE loses control of the subsidiary. All intra-group assets and liabilities, equity, income, expenses and
cash flows relating to transactions between members of SERVICE ONE are eliminated in full on consolidation.

At the reporting date, SERVICE ONE Mutual Limited owned one 100% subsidiary with equity of $2. The
subsidiary was dormant during the year (2015: dormant) and, as such, this financial report represents both the
consolidated and parent financial report of SERVICE ONE Mutual Limited.

b) Cash and short-term deposits
Cash and short-term deposits in the statement of financial position comprise cash at bank and on hand.

For the purpose of the consolidated statement of cash flows, cash and cash equivalents consist of cash and
short-term deposits, net of outstanding bank overdrafts.

c) Financial instruments - initial recognition and subsequent measurement
A financial instrument is any contract that gives rise to a financial asset of one entity and a financial liability or
equity instrument of another entity.

i) Financial assets

Initial recognition and measurement

Financial assets are classified at initial recognition, as financial assets at fair value through profit or loss, loans
and receivables, held-to-maturity investments, AFS financial assets, as appropriate. All financial assets are
recognised initially at fair value plus, in the case of financial assets not recorded at fair value through profit or
loss, transaction costs that are attributable to the acquisition of the financial asset.

Subsequent measurement

Loans and receivables

This category is the most relevant to SERVICE ONE. Loans and receivables are non-derivative financial assets
with fixed or determinable payments that are not quoted in an active market. After initial measurement, such
financial assets are subsequently measured at amortised cost using the EIR method, less impairment. Amortised
cost is calculated by taking into account any discount or premium on acquisition and fees or costs that are an
integral part of the EIR. The EIR amortisation is included in finance income in the statement of profit or loss. The
losses arising from impairment are recognised in the statement of profit or loss in finance costs for loans and in
cost of sales or other operating expenses for receivables.

This category generally applies to trade and other receivables.

Derecognition

A financial asset (or, where applicable, a part of a financial asset or part of a group of similar financial assets) is
primarily derecognised (i.e., removed from SERVICE ONE’s consolidated statement of financial position) when:

• The rights to receive cash flows from the asset have expired, or

• SERVICE ONE has transferred its rights to receive cash flows from the asset or has assumed an
obligation to pay the received cash flows in full without material delay to a third party under a
'pass-through' arrangement; and either (a) SERVICE ONE has transferred substantially all the risks and
rewards of the asset, or (b) SERVICE ONE has neither transferred nor retained substantially all the risks
and rewards of the asset, but has transferred control of the asset.

12
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SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

2. Significant accounting policies (continued)

c) Financial instruments - initial recognition and subsequent measurement (continued)
i) Financial assets (continued)

When SERVICE ONE has transferred its rights to receive cash flows from an asset or has entered into a
pass-through arrangement, it evaluates if, and to what extent, it has retained the risks and rewards of ownership.
When it has neither transferred nor retained substantially all of the risks and rewards of the asset, nor transferred
control of the asset, SERVICE ONE continues to recognise the transferred asset to the extent of its continuing
involvement. In that case, SERVICE ONE also recognises an associated liability. The transferred asset and the
associated liability are measured on a basis that reflects the rights and obligations that SERVICE ONE has
retained.

Continuing involvement that takes the form of a guarantee over the transferred asset is measured at the lower of
the original carrying amount of the asset and the maximum amount of consideration that SERVICE ONE could be
required to repay.

Impairment of financial assets

SERVICE ONE assesses, at each reporting date, whether there is objective evidence that a financial asset or a
group of financial assets is impaired. An impairment exists if one or more events that has occurred since the
initial recognition of the asset (an incurred ‘loss event’), has an impact on the estimated future cash flows of the
financial asset or the group of financial assets that can be reliably estimated. Evidence of impairment may include
indications that the debtor or a group of debtors is experiencing significant financial difficulty, default or
delinquency in interest or principal payments, the probability that they will enter bankruptcy or other financial
reorganisation and observable data indicating that there is a measurable decrease in the estimated future cash
flows, such as changes in arrears or economic conditions that correlate with defaults.

d) Plant and equipment
Plant and equipment is stated at cost, net of accumulated depreciation and accumulated impairment losses, if
any.

Depreciation is calculated on a straight-line basis over the estimated useful lives of the assets, as follows:

Leasehold improvements over the lease term
Plant, equipment and computer software 3 to 7 years

An item of property, plant and equipment and any significant part initially recognised is derecognised upon
disposal or when no future economic benefits are expected from its use or disposal. Any gain or loss arising on
derecognition of the asset (calculated as the difference between the net disposal proceeds and the carrying
amount of the asset) is included in the income statement when the asset is derecognised.

The residual values, useful lives and methods of depreciation of property, plant and equipment are reviewed at
each financial year end and adjusted prospectively, if appropriate.

e) Intangible assets
Intangible assets acquired separately are measured on initial recognition at cost.

The useful lives of intangible assets are assessed as either finite or indefinite.

Intangible assets with finite lives are amortised over the useful economic life and assessed for impairment
whenever there is an indication that the intangible asset may be impaired. The amortisation period and the
amortisation method for an intangible asset with a finite useful life are reviewed at least at the end of each
reporting period. Changes in the expected useful life or the expected pattern of consumption of future economic
benefits embodied in the asset are considered to modify the amortisation period or method, as appropriate, and
are treated as changes in accounting estimates. The amortisation expense on intangible assets with finite lives is
recognised in the statement of profit or loss in the expense category that is consistent with the function of the
intangible assets.
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SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

2. Significant accounting policies (continued)

c) Financial instruments - initial recognition and subsequent measurement (continued)
i) Financial assets (continued)

When SERVICE ONE has transferred its rights to receive cash flows from an asset or has entered into a
pass-through arrangement, it evaluates if, and to what extent, it has retained the risks and rewards of ownership.
When it has neither transferred nor retained substantially all of the risks and rewards of the asset, nor transferred
control of the asset, SERVICE ONE continues to recognise the transferred asset to the extent of its continuing
involvement. In that case, SERVICE ONE also recognises an associated liability. The transferred asset and the
associated liability are measured on a basis that reflects the rights and obligations that SERVICE ONE has
retained.

Continuing involvement that takes the form of a guarantee over the transferred asset is measured at the lower of
the original carrying amount of the asset and the maximum amount of consideration that SERVICE ONE could be
required to repay.

Impairment of financial assets

SERVICE ONE assesses, at each reporting date, whether there is objective evidence that a financial asset or a
group of financial assets is impaired. An impairment exists if one or more events that has occurred since the
initial recognition of the asset (an incurred ‘loss event’), has an impact on the estimated future cash flows of the
financial asset or the group of financial assets that can be reliably estimated. Evidence of impairment may include
indications that the debtor or a group of debtors is experiencing significant financial difficulty, default or
delinquency in interest or principal payments, the probability that they will enter bankruptcy or other financial
reorganisation and observable data indicating that there is a measurable decrease in the estimated future cash
flows, such as changes in arrears or economic conditions that correlate with defaults.

d) Plant and equipment
Plant and equipment is stated at cost, net of accumulated depreciation and accumulated impairment losses, if
any.

Depreciation is calculated on a straight-line basis over the estimated useful lives of the assets, as follows:

Leasehold improvements over the lease term
Plant, equipment and computer software 3 to 7 years

An item of property, plant and equipment and any significant part initially recognised is derecognised upon
disposal or when no future economic benefits are expected from its use or disposal. Any gain or loss arising on
derecognition of the asset (calculated as the difference between the net disposal proceeds and the carrying
amount of the asset) is included in the income statement when the asset is derecognised.

The residual values, useful lives and methods of depreciation of property, plant and equipment are reviewed at
each financial year end and adjusted prospectively, if appropriate.

e) Intangible assets
Intangible assets acquired separately are measured on initial recognition at cost.

The useful lives of intangible assets are assessed as either finite or indefinite.

Intangible assets with finite lives are amortised over the useful economic life and assessed for impairment
whenever there is an indication that the intangible asset may be impaired. The amortisation period and the
amortisation method for an intangible asset with a finite useful life are reviewed at least at the end of each
reporting period. Changes in the expected useful life or the expected pattern of consumption of future economic
benefits embodied in the asset are considered to modify the amortisation period or method, as appropriate, and
are treated as changes in accounting estimates. The amortisation expense on intangible assets with finite lives is
recognised in the statement of profit or loss in the expense category that is consistent with the function of the
intangible assets.
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SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

2. Significant accounting policies (continued)

e) Intangible assets (continued)
Gains or losses arising from derecognition of an intangible asset are measured as the difference between the net
disposal proceeds and the carrying amount of the asset and are recognised in the statement of profit or loss
when the asset is derecognised.

A summary of the policies applied to SERVICE ONE's intangible assets is, as follows:

Computer
software

Rebranding
costs

Useful lives 3 to 7 years 5 years

Amortisation method used Straight-line basis Straight-line basis

f) Impairment of non-financial assets
SERVICE ONE assesses, at each reporting date, whether there is an indication that an asset may be impaired. If
any indication exists, or when annual impairment testing for an asset is required, SERVICE ONE estimates the
asset’s recoverable amount. When the carrying amount of an asset exceeds its recoverable amount, the asset is
considered impaired and is written down to its recoverable amount.

Impairment losses are recognised in the statement of profit or loss and other comprehensive income as expense.

An assessment is made at each reporting date to determine whether there is an indication that previously
recognised impairment losses no longer exist or have decreased. If such indication exists, SERVICE ONE
estimates the asset’s recoverable amount. A previously recognised impairment loss is reversed only if there has
been a change in the assumptions used to determine the asset’s recoverable amount since the last impairment
loss was recognised. The reversal is limited so that the carrying amount of the asset does not exceed its
recoverable amount, nor exceed the carrying amount that would have been determined, net of depreciation, had
no impairment loss been recognised for the asset in prior years. Such reversal is recognised in the statement of
profit or loss unless the asset is carried at a revalued amount, in which case, the reversal is treated as a
revaluation increase.

g) Leases
The determination of whether an arrangement is (or contains) a lease is based on the substance of the
arrangement at the inception of the lease. The arrangement is, or contains, a lease if fulfilment of the
arrangement is dependent on the use of a specific asset or assets and the arrangement conveys a right to use
the asset or assets, even if that right is not explicitly specified in an arrangement.

A lease is classified at the inception date as a finance lease or an operating lease. A lease that transfers
substantially all the risks and rewards incidental to ownership to SERVICE ONE is classified as a finance lease.

An operating lease is a lease other than a finance lease. Operating lease payments are recognised as an
operating expense in the statement of profit or loss on a straight-line basis over the lease term.

h) Borrowing costs
Borrowing costs are expensed in the period in which they occur.

i) Trade and other payables
Trade and other payables are carried at amortised cost and due to their short-term nature they are not
discounted. They represent liabilities for goods and services provided to SERVICE ONE prior to the end of the
financial year that are unpaid and arise when SERVICE ONE becomes obliged to make future payments in
respect of the purchase of these goods and services. The amounts are unsecured and are usually paid within 30
days of recognition.

14
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SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

2. Significant accounting policies (continued)

j) Provisions and employee benefits liabilities
General

Provisions are recognised when SERVICE ONE has a present obligation (legal or constructive) as a result of a
past event, it is probable that an outflow of resources embodying economic benefits will be required to settle the
obligation and a reliable estimate can be made of the amount of the obligation. When SERVICE ONE expects
some or all of a provision to be reimbursed, for example, under an insurance contract, the reimbursement is
recognised as a separate asset, but only when the reimbursement is virtually certain. The expense relating to a
provision is presented in the statement of profit or loss net of any reimbursement.

If the effect of the time value of money is material, provisions are discounted using a current pre-tax rate that
reflects, when appropriate, the risks specific to the liability. When discounting is used, the increase in the
provision due to the passage of time is recognised as a finance cost.

Wages, salaries and sick leave

Liabilities for wages and salaries, including non-monetary benefits and accumulating sick leave which are
expected to be settled within 12 months of the reporting date are recognised in respect of employees' services up
to the reporting date. They are measured at the amounts expected to be paid when the liabilities are settled.
Expenses for non-accumulating sick leave are recognised when the leave is taken and are measured at the rates
paid or payable.

Long service leave and annual leave

SERVICE ONE does not expect its long service leave or annual leave benefits to be settled wholly within 12
months of each reporting date. SERVICE ONE recognises a liability for long service leave and annual leave
measured as the present value of expected future payments to be made in respect of services provided by
employees up to the reporting date using the projected unit credit method. Consideration is given to expected
future wage and salary levels, experience of employee departures, and periods of service. Expected future
payments are discounted using market yields at the reporting date on high quality corporate bonds with terms to
maturity and currencies that match, as closely as possible, the estimated future cash outflows.

Superannuation

Contributions are made by SERVICE ONE to an employee’s superannuation fund and are charged to the
consolidated statement of profit or loss and other comprehensive income as incurred.

Make-good provision

SERVICE ONE is required to restore the leased Branches to their original condition before the end of the lease
term. A provision has been recognised for the present value of the estimated expenditure required to remove any
leasehold improvements.

k) Revenue recognition
Revenue is recognised to the extent that it is probable that the economic benefits will flow to SERVICE ONE and
the revenue can be reliably measured, regardless of when the payment is received.

The specific recognition criteria described below must also be met before revenue is recognised.

Fees and commissions

Loan fees are brought to account as income in the year of receipt. No loan fees were in excess of costs. Fee and
commission income is recognised as revenue on an accrual basis.

15



Financial Report 27

SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

2. Significant accounting policies (continued)

j) Provisions and employee benefits liabilities
General

Provisions are recognised when SERVICE ONE has a present obligation (legal or constructive) as a result of a
past event, it is probable that an outflow of resources embodying economic benefits will be required to settle the
obligation and a reliable estimate can be made of the amount of the obligation. When SERVICE ONE expects
some or all of a provision to be reimbursed, for example, under an insurance contract, the reimbursement is
recognised as a separate asset, but only when the reimbursement is virtually certain. The expense relating to a
provision is presented in the statement of profit or loss net of any reimbursement.

If the effect of the time value of money is material, provisions are discounted using a current pre-tax rate that
reflects, when appropriate, the risks specific to the liability. When discounting is used, the increase in the
provision due to the passage of time is recognised as a finance cost.

Wages, salaries and sick leave

Liabilities for wages and salaries, including non-monetary benefits and accumulating sick leave which are
expected to be settled within 12 months of the reporting date are recognised in respect of employees' services up
to the reporting date. They are measured at the amounts expected to be paid when the liabilities are settled.
Expenses for non-accumulating sick leave are recognised when the leave is taken and are measured at the rates
paid or payable.

Long service leave and annual leave

SERVICE ONE does not expect its long service leave or annual leave benefits to be settled wholly within 12
months of each reporting date. SERVICE ONE recognises a liability for long service leave and annual leave
measured as the present value of expected future payments to be made in respect of services provided by
employees up to the reporting date using the projected unit credit method. Consideration is given to expected
future wage and salary levels, experience of employee departures, and periods of service. Expected future
payments are discounted using market yields at the reporting date on high quality corporate bonds with terms to
maturity and currencies that match, as closely as possible, the estimated future cash outflows.

Superannuation

Contributions are made by SERVICE ONE to an employee’s superannuation fund and are charged to the
consolidated statement of profit or loss and other comprehensive income as incurred.

Make-good provision

SERVICE ONE is required to restore the leased Branches to their original condition before the end of the lease
term. A provision has been recognised for the present value of the estimated expenditure required to remove any
leasehold improvements.

k) Revenue recognition
Revenue is recognised to the extent that it is probable that the economic benefits will flow to SERVICE ONE and
the revenue can be reliably measured, regardless of when the payment is received.

The specific recognition criteria described below must also be met before revenue is recognised.

Fees and commissions

Loan fees are brought to account as income in the year of receipt. No loan fees were in excess of costs. Fee and
commission income is recognised as revenue on an accrual basis.
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements (continued) 
 
For the year ended 30 June 2016 

 
 2. Significant accounting policies (continued) 

 k) Revenue recognition (continued) 
 Interest income 
For all financial instruments measured at amortised cost, interest income or expense is recorded in the 
consolidated statement of comprehensive income at the effective rate, which is the rate that exactly discounts 
estimated future cash payments or receipts through the expected life of the financial instrument or a shorter 
period where appropriate, to the net carrying amount of the financial asset or financial liability. 
 Dividend income 
Dividend income is recorded in non-interest income when SERVICE ONE’s right to receive the payment is 
established. 
 Shared margin revenue 
The relationship agreement held by SERVICE ONE with Bendigo and Adelaide Bank Ltd provides for a share of 
interest, fee and commission revenue earned by SERVICE ONE. Interest margin share is based on a funds 
transfer methodology which recognises that income is derived from deposits held, and that loans granted incur a 
funding cost. Fees are based on SERVICE ONE Alliance Bank’s current fee schedule and commission are based 
on the agreements in place with third parties. All margin revenue is recorded as non-interest income when 
SERVICE ONE’s right to receive the payment is established. 
 l) Taxes 
 Current income tax 
Current income tax assets and liabilities are measured at the amount expected to be recovered from or paid to 
the taxation authorities. The tax rates and tax laws used to compute the amount are those that are enacted or 
substantively enacted at the reporting date in the countries where SERVICE ONE operates and generates 
taxable income. 
Current income tax relating to items recognised directly in equity is recognised in equity and not in the statement 
of profit or loss. Management periodically evaluates positions taken in the tax returns with respect to situations in 
which applicable tax regulations are subject to interpretation and establishes provisions where appropriate. 
Deferred tax 
Deferred tax is provided using the liability method on temporary differences between the tax bases of assets and 
liabilities and their carrying amounts for financial reporting purposes at the reporting date. 
Deferred tax liabilities are recognised for all taxable temporary differences, except: 
• When the deferred tax liability arises from the initial recognition of goodwill or an asset or liability in a 

transaction that is not a business combination and, at the time of the transaction, affects neither the 
accounting profit nor taxable profit or loss. 

• In respect of taxable temporary differences associated with investments in subsidiaries, associates and 
interests in joint arrangements, when the timing of the reversal of the temporary differences can be 
controlled and it is probable that the temporary differences will not reverse in the foreseeable future. 

Deferred tax assets are recognised for all deductible temporary differences, the carry forward of unused tax 
credits and any unused tax losses. Deferred tax assets are recognised to the extent that it is probable that 
taxable profit will be available against which the deductible temporary differences, and the carry forward of 
unused tax credits and unused tax losses can be utilised, except: 
• When the deferred tax asset relating to the deductible temporary difference arises from the initial 

recognition of an asset or liability in a transaction that is not a business combination and, at the time of 
the transaction, affects neither the accounting profit nor taxable profit or loss. 
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements (continued) 
 
For the year ended 30 June 2016 

 
 2. Significant accounting policies (continued) 

 l) Taxes (continued) 
• In respect of deductible temporary differences associated with investments in subsidiaries, associates 

and interests in joint arrangements, deferred tax assets are recognised only to the extent that it is 
probable that the temporary differences will reverse in the foreseeable future and taxable profit will be 
available against which the temporary differences can be utilised. 

The carrying amount of deferred tax assets is reviewed at each reporting date and reduced to the extent that it is 
no longer probable that sufficient taxable profit will be available to allow all or part of the deferred tax asset to be 
utilised. Unrecognised deferred tax assets are re-assessed at each reporting date and are recognised to the 
extent that it has become probable that future taxable profits will allow the deferred tax asset to be recovered. 
Deferred tax relating to items recognised outside profit or loss is recognised outside profit or loss. Deferred tax 
items are recognised in correlation to the underlying transaction either in OCI or directly in equity. 
Deferred tax assets and deferred tax liabilities are offset if a legally enforceable right exists to set off current tax 
assets against current tax liabilities and the deferred taxes relate to the same taxable entity and the same 
taxation authority. 
Goods and services tax (GST) 
Revenues, expenses and assets are recognised net of the amount of GST, except: 
• When the GST incurred on a sale or purchase of assets or services is not payable to or recoverable from 

the taxation authority, in which case the GST is recognised as part of the revenue or the expense item or 
as part of the cost of acquisition of the asset, as applicable 

• When receivables and payables are stated with the amount of GST included 
The net amount of GST recoverable from, or payable to, the taxation authority is included as part of receivables 
or payables in the statement of financial position. Commitments and contingencies are disclosed net of the 
amount of GST recoverable from, or payable to, the taxation authority. 
Cash flows are included in the statement of cash flows on a gross basis and the GST component of cash flows 
arising from investing and financing activities, which is recoverable from, or payable to, the taxation authority is 
classified as part of operating cash flows. 
m) Nature and purpose of members' funds 
General reserve 
Any unappropriated profit/loss from SERVICE ONE’s operations is transferred to/from the General Reserve. The 
General Reserve contains amounts of retained profits that have been set aside by the directors for the purpose of 
funding future operations of SERVICE ONE. 
Capital redemption reserve 
Under the Corporations Act 2001 redeemable preference shares (member shares) may only be redeemed out of 
profits or from a new share issue for the purposes of redemption. The Capital Redemption Account represents 
the shares redeemed by members. Member shares for existing and new members of SERVICE ONE are shown 
as liabilities. 
Cash flow hedge reserve 
Comprises the portion of the gain or loss on a hedging instrument in a cash flow hedge that is determined to be 
an effective hedge. 
General reserve for credit losses 
SERVICE ONE is required by APRA to maintain a general reserve for credit losses. The general reserve for 
credit losses and collective provision for impairment are aggregated for the purpose of reporting the general 
reserve for credit losses to APRA. Following SERVICE ONE relinquishing its status as an ADI, this general 
reserve is no longer required. 
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements (continued) 
 
For the year ended 30 June 2016 

 
 2. Significant accounting policies (continued) 

 l) Taxes (continued) 
• In respect of deductible temporary differences associated with investments in subsidiaries, associates 

and interests in joint arrangements, deferred tax assets are recognised only to the extent that it is 
probable that the temporary differences will reverse in the foreseeable future and taxable profit will be 
available against which the temporary differences can be utilised. 

The carrying amount of deferred tax assets is reviewed at each reporting date and reduced to the extent that it is 
no longer probable that sufficient taxable profit will be available to allow all or part of the deferred tax asset to be 
utilised. Unrecognised deferred tax assets are re-assessed at each reporting date and are recognised to the 
extent that it has become probable that future taxable profits will allow the deferred tax asset to be recovered. 
Deferred tax relating to items recognised outside profit or loss is recognised outside profit or loss. Deferred tax 
items are recognised in correlation to the underlying transaction either in OCI or directly in equity. 
Deferred tax assets and deferred tax liabilities are offset if a legally enforceable right exists to set off current tax 
assets against current tax liabilities and the deferred taxes relate to the same taxable entity and the same 
taxation authority. 
Goods and services tax (GST) 
Revenues, expenses and assets are recognised net of the amount of GST, except: 
• When the GST incurred on a sale or purchase of assets or services is not payable to or recoverable from 

the taxation authority, in which case the GST is recognised as part of the revenue or the expense item or 
as part of the cost of acquisition of the asset, as applicable 

• When receivables and payables are stated with the amount of GST included 
The net amount of GST recoverable from, or payable to, the taxation authority is included as part of receivables 
or payables in the statement of financial position. Commitments and contingencies are disclosed net of the 
amount of GST recoverable from, or payable to, the taxation authority. 
Cash flows are included in the statement of cash flows on a gross basis and the GST component of cash flows 
arising from investing and financing activities, which is recoverable from, or payable to, the taxation authority is 
classified as part of operating cash flows. 
m) Nature and purpose of members' funds 
General reserve 
Any unappropriated profit/loss from SERVICE ONE’s operations is transferred to/from the General Reserve. The 
General Reserve contains amounts of retained profits that have been set aside by the directors for the purpose of 
funding future operations of SERVICE ONE. 
Capital redemption reserve 
Under the Corporations Act 2001 redeemable preference shares (member shares) may only be redeemed out of 
profits or from a new share issue for the purposes of redemption. The Capital Redemption Account represents 
the shares redeemed by members. Member shares for existing and new members of SERVICE ONE are shown 
as liabilities. 
Cash flow hedge reserve 
Comprises the portion of the gain or loss on a hedging instrument in a cash flow hedge that is determined to be 
an effective hedge. 
General reserve for credit losses 
SERVICE ONE is required by APRA to maintain a general reserve for credit losses. The general reserve for 
credit losses and collective provision for impairment are aggregated for the purpose of reporting the general 
reserve for credit losses to APRA. Following SERVICE ONE relinquishing its status as an ADI, this general 
reserve is no longer required. 

SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

2. Significant accounting policies (continued)

n) Discontinued operations
On 28th February 2015, SERVICE ONE Mutual Limited conducted a partial transfer of business and ceased to
be an ADI and as such the disclosure requirements of AASB 5 Non-current Assets held for Sale and
Discontinued Operations have been adopted for these consolidated financial statements. All items of income and
expense for the period 1st July 2014 to 28th February 2015 have been classified as discontinued operations. All
income and expense items for the period 1st March 2015 to 30 June 2016 have been classified as continuing
operations.

3. Significant accounting judgements, estimates and assumptions

The preparation of SERVICE ONE's financial statements requires management to make judgements, estimates
and assumptions that affect the reported amounts of revenues, expenses, assets and liabilities, and the
accompanying disclosures, and the disclosure of contingent liabilities. Uncertainty about these assumptions and
estimates could result in outcomes that require a material adjustment to the carrying amount of assets or
liabilities affected in future periods.

Judgements

In the process of applying SERVICE ONE's accounting policies, management has made the following
judgements, which have the most significant effect on the amounts recognised in the financial statements:

Classification of and valuation of investments
SERVICE ONE has decided to classify investments in unlisted securities as available-for-sale investments and
movements in fair value are recognised directly in equity. The fair values of unlisted securities not traded in an
active market are recorded at historical cost.

Recovery of deferred tax assets
Deferred tax assets are recognised for deductible temporary differences as management considers that it is
probable that future taxable profits will be available to utilise those temporary differences.

Impairment of non-financial assets
SERVICE ONE assesses impairment of all assets at each reporting date by evaluating conditions specific to
SERVICE ONE and to the particular asset that may lead to impairment. These include product performance,
technology, economic and political environments and future product expectations. If an impairment trigger exists,
the recoverable amount of the asset is determined. This involves value in use calculations, which incorporate a
number of key estimates and assumptions.

Estimates and assumptions

The key assumptions concerning the future and other key sources of estimation uncertainty at the reporting date,
that have a significant risk of causing a material adjustment to the carrying amounts of assets and liabilities within
the next financial year, are described below. SERVICE ONE based its assumptions and estimates on parameters
available when the financial statements were prepared. Existing circumstances and assumptions about future
developments, however, may change due to market changes or circumstances arising that are beyond the
control of SERVICE ONE. Such changes are reflected in the assumptions when they occur.

Long service leave provision
Liability for long service leave is recognised and measured at the present value of the estimated future cash flows
to be made in respect of all employees at reporting date. In determining the present value of the liability, attrition
rates and pay increases through promotion and inflation have been taken into account.
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements (continued) 
 
For the year ended 30 June 2016 

 
3. Significant accounting judgements, estimates and assumptions (continued) 
Estimates and assumptions (continued) 
Estimation of useful lives of assets 
The estimation of the useful lives of assets has been based on historical experience as well as manufacturers’ 
warranties (for plant and equipment), lease terms (for leased equipment). In addition, the condition of the assets 
is assessed at least once per year and considered against the remaining useful life. Adjustments to useful life are 
made when considered necessary. 
 
Estimates and judgements are continually evaluated and are based on historical experience and other factors, 
including reasonable expectations of future events. Management believes the estimates used in preparing the 
financial report are reasonable. Actual results in the future may differ from those reported. 
Make-good provision 
A provision has been made for the present value of anticipated costs of future restoration of leased Branch 
premises. The provision includes future cost estimates associated with dismantling furniture and fittings. The 
calculation of this provision requires assumptions which may result in future actual expenditure differing from the 
amounts currently provided. The provision recognised for each Branch is periodically reviewed and updated 
based on the facts and circumstances available at the time. Changes to the estimated future costs for Branches 
are recognised in the consolidated statement of financial position by adjusting both the expense or asset (if 
applicable) and provision. 
4. Partial transfer of business 
On 28 February 2015, loan assets and deposit liabilities along with a balancing cash amount being the difference 
between the loan assets and deposit liabilities, was transferred to Bendigo and Adelaide Bank. The value of the 
assets and liabilities transferred on the 28th February 2015 to Bendigo and Adelaide Bank were as follows: 
 2015

$000
Cash on hand 1,316
Cash at bank 43,895
Net loans and advances 240,668
Interest receivable 25
Total assets transferred 285,904
 
Member deposits 283,539
Interest payable 2,067
Bank account (unpresented cheques) 298
Total liabilities transferred 285,904
 
Collective provision  
Opening balance 22
Bad and doubtful debts provided for during the year for overdrafts and other loans (22)
Total provision for impairment -
 
Change to consolidated statement of comprehensive income for impairment losses on loans and 
advances comprises:  
Specific provision 102
Collective provision (22)
Items not specifically provided for and changed directly to the expense account 30
Total impairment losses on loans and advances 110
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements (continued) 
 
For the year ended 30 June 2016 

 
3. Significant accounting judgements, estimates and assumptions (continued) 
Estimates and assumptions (continued) 
Estimation of useful lives of assets 
The estimation of the useful lives of assets has been based on historical experience as well as manufacturers’ 
warranties (for plant and equipment), lease terms (for leased equipment). In addition, the condition of the assets 
is assessed at least once per year and considered against the remaining useful life. Adjustments to useful life are 
made when considered necessary. 
 
Estimates and judgements are continually evaluated and are based on historical experience and other factors, 
including reasonable expectations of future events. Management believes the estimates used in preparing the 
financial report are reasonable. Actual results in the future may differ from those reported. 
Make-good provision 
A provision has been made for the present value of anticipated costs of future restoration of leased Branch 
premises. The provision includes future cost estimates associated with dismantling furniture and fittings. The 
calculation of this provision requires assumptions which may result in future actual expenditure differing from the 
amounts currently provided. The provision recognised for each Branch is periodically reviewed and updated 
based on the facts and circumstances available at the time. Changes to the estimated future costs for Branches 
are recognised in the consolidated statement of financial position by adjusting both the expense or asset (if 
applicable) and provision. 
4. Partial transfer of business 
On 28 February 2015, loan assets and deposit liabilities along with a balancing cash amount being the difference 
between the loan assets and deposit liabilities, was transferred to Bendigo and Adelaide Bank. The value of the 
assets and liabilities transferred on the 28th February 2015 to Bendigo and Adelaide Bank were as follows: 
 2015

$000
Cash on hand 1,316
Cash at bank 43,895
Net loans and advances 240,668
Interest receivable 25
Total assets transferred 285,904
 
Member deposits 283,539
Interest payable 2,067
Bank account (unpresented cheques) 298
Total liabilities transferred 285,904
 
Collective provision  
Opening balance 22
Bad and doubtful debts provided for during the year for overdrafts and other loans (22)
Total provision for impairment -
 
Change to consolidated statement of comprehensive income for impairment losses on loans and 
advances comprises:  
Specific provision 102
Collective provision (22)
Items not specifically provided for and changed directly to the expense account 30
Total impairment losses on loans and advances 110
 

SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

5. Revenue

2016 2015
$000 $000

Interest on investments 807 273
Shared margin income 5,971 2,043
Other income 422 125

Total revenue from continuing operations 7,200 2,441

6. Expenses

6.1 Depreciation and amortisation

2016 2015
$000 $000

Plant and machinery 80 26
Leasehold improvements 232 101
Computer software 5 103
Rebranding 53 15

370 245

6.2 General administration expense

2016 2015
$000 $000

Marketing and advertising 552 441
Consultant and professional fees 537 358
Other expenses 778 59

1,867 858

7. Income tax

The major components of income tax (benefit)/expense for the years ended 30 June 2016 and 2015 are:

Consolidated statement of profit or loss and other comprehensive income
and other comprehensive income 2016 2015

$000 $000

Current income tax:
Current income tax charge - 213
Adjustments in respect of current income tax of previous year 48 (6)
Deferred tax:
Relating to origination and reversal of temporary differences (794) (161)
Income tax (benefit)/expense reported in the consolidated statement of
profit or loss and other comprehensive income (746) 46
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements (continued) 
 
For the year ended 30 June 2016 

 
7. Income tax (continued) 
Reconciliation of tax (benefit)/expense and the accounting profit multiplied by Australia’s domestic tax rate for 
2015 and 2016: 
 2016 2015
 $000 $000
Accounting profit/(loss) before tax from continuing operations (2,735) 454
Accounting profit/(loss) before tax from discontinued operations - (271)
Accounting (loss)/profit before income tax (2,735) 183
At Australia's statutory income tax rate of 30% (2015: 30%) (821) 54
Adjustments in respect of current income tax of previous years (48) (6)
Recognition of temporary differences 123 37
Rebatable dividends payments - 29
Other - -
Income tax expense reported in the consolidated statement of profit or loss and 
other comprehensive income (746) 114
Income tax attributable to a discontinued operations - (68)
 (746) 46
 
Deferred tax 
 
 2016 2015

$000 $000
Employee provisions 137 218
Provision for impairment 111 108
Other provisions 135 137
Accelerated depreciation for accounting purposes 32 45
Restructure costs 149 182
Tax losses 920 -
Net deferred tax assets 1,484 690

 
8. Discontinued operations 
On 28 February 2015, SERVICE ONE conducted a partial transfer of business where members’ loans and 
deposits, along with a balancing cash amount were transferred to Bendigo and Adelaide Bank Ltd. As a result of 
this partial transfer of business SERVICE ONE is no longer an Authorised Deposit-taking Institution (ADI) and as 
such in not entitled to use “Credit Union” as part of the entity name. The entity does remain a mutual 
organisation. 
 2016 2015
 $000 $000
(Loss) before tax from a discontinued operations - (274)
Income tax benefit from discontinued operations - 68
(Loss) after tax from discontinued operation - (206)
Other comprehensive income net of tax - 3
Total comprehensive loss from discontinued operations attributable to 
members - (203)
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements (continued) 
 
For the year ended 30 June 2016 

 
7. Income tax (continued) 
Reconciliation of tax (benefit)/expense and the accounting profit multiplied by Australia’s domestic tax rate for 
2015 and 2016: 
 2016 2015
 $000 $000
Accounting profit/(loss) before tax from continuing operations (2,735) 454
Accounting profit/(loss) before tax from discontinued operations - (271)
Accounting (loss)/profit before income tax (2,735) 183
At Australia's statutory income tax rate of 30% (2015: 30%) (821) 54
Adjustments in respect of current income tax of previous years (48) (6)
Recognition of temporary differences 123 37
Rebatable dividends payments - 29
Other - -
Income tax expense reported in the consolidated statement of profit or loss and 
other comprehensive income (746) 114
Income tax attributable to a discontinued operations - (68)
 (746) 46
 
Deferred tax 
 
 2016 2015

$000 $000
Employee provisions 137 218
Provision for impairment 111 108
Other provisions 135 137
Accelerated depreciation for accounting purposes 32 45
Restructure costs 149 182
Tax losses 920 -
Net deferred tax assets 1,484 690

 
8. Discontinued operations 
On 28 February 2015, SERVICE ONE conducted a partial transfer of business where members’ loans and 
deposits, along with a balancing cash amount were transferred to Bendigo and Adelaide Bank Ltd. As a result of 
this partial transfer of business SERVICE ONE is no longer an Authorised Deposit-taking Institution (ADI) and as 
such in not entitled to use “Credit Union” as part of the entity name. The entity does remain a mutual 
organisation. 
 2016 2015
 $000 $000
(Loss) before tax from a discontinued operations - (274)
Income tax benefit from discontinued operations - 68
(Loss) after tax from discontinued operation - (206)
Other comprehensive income net of tax - 3
Total comprehensive loss from discontinued operations attributable to 
members - (203)
 

SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

8. Discontinued operations (continued)

2016 2015
$000 $000

The net cash flows from discontinued operations are as follows:
Operating - (1,077)
Investing - (13,666)
Financing - 12,922

Net cash (outflow) - (1,821)

9. Cash and short-term deposits

2016 2015
$000 $000

Cash at bank and on hand 225 248
Deposits at call 32 458

257 706

10. Investments

2016 2015
$000 $000

Classified as loans and receivables financial instruments
Interest bearing deposits with CUSCAL Ltd (CUSCAL) - 4,400
Term deposits 18,550 15,900

18,550 20,300

11. Accrued investment income

2016 2015
$000 $000

Interest receivable 154 1,348
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SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

12. Property, plant and equipment

2016 2015
$000 $000

Plant and machinery
At cost 1,001 939
Accumulated depreciation (785) (751)

Net carrying amount 216 188

Leasehold improvements
At cost 2,075 2,348
Accumulated depreciation (1,686) (1,761)

Net carrying amount 389 587

Total property, plant and equipment
At cost 3,076 3,287
Accumulated depreciation (2,471) (2,512)

Net carrying amount 605 775

Reconciliation of carrying amounts at the beginning and the end of the year
2016 2015
$000 $000

Plant and machinery
Opening net book value 1 July 188 256
Additions 120 104
Disposals (12) (62)
Depreciation charged for the year (80) (110)

Net book value at 30 June 216 188

Leasehold improvements
Opening net book value 1 July 587 895
Additions 35 25
Disposals (1) -
Depreciation charged for the year (232) (333)

Net book value at 30 June 389 587

Total property, plant and equipment
Opening net book value 1 July 775 1,151
Additions 155 129
Disposals (13) (62)
Depreciation charged for the year (312) (443)

Net book value at 30 June 605 775
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For the year ended 30 June 2016

12. Property, plant and equipment

2016 2015
$000 $000

Plant and machinery
At cost 1,001 939
Accumulated depreciation (785) (751)

Net carrying amount 216 188

Leasehold improvements
At cost 2,075 2,348
Accumulated depreciation (1,686) (1,761)

Net carrying amount 389 587

Total property, plant and equipment
At cost 3,076 3,287
Accumulated depreciation (2,471) (2,512)

Net carrying amount 605 775

Reconciliation of carrying amounts at the beginning and the end of the year
2016 2015
$000 $000

Plant and machinery
Opening net book value 1 July 188 256
Additions 120 104
Disposals (12) (62)
Depreciation charged for the year (80) (110)

Net book value at 30 June 216 188

Leasehold improvements
Opening net book value 1 July 587 895
Additions 35 25
Disposals (1) -
Depreciation charged for the year (232) (333)

Net book value at 30 June 389 587

Total property, plant and equipment
Opening net book value 1 July 775 1,151
Additions 155 129
Disposals (13) (62)
Depreciation charged for the year (312) (443)

Net book value at 30 June 605 775
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Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

13. Intangible assets

2016 2015
$000 $000

Computer software
At cost 68 68
Accumulated amortisation (66) (61)

Net carrying amount 2 7

Rebranding costs
At cost 264 264
Accumulated amortisation (68) (15)

Net carrying amount 196 249

Total intangible assets
At cost 332 332
Accumulated amortisation/impairment (134) (76)

Net carrying amount 198 256

Reconciliation of carrying amounts at the beginning and the end of the year
2016 2015
$000 $000

Computer software
Opening net book value at 1 July 7 447
Additions - 7
Disposals - (134)
Amortisation (5) (313)

Net book value at 30 June 2 7

Rebranding costs
Cost or valuation
Opening net book value at 1 July 249 -
Additions - 264
Amortisation (53) (15)

Net book value at 30 June 196 249

Total intangible assets
Opening net book value at 1 July 256 447
Additions - 271
Disposals - (134)
Amortisation (58) (328)

Net book value at 30 June 198 256
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SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

14. Other assets

2016 2015
$000 $000

Prepayments 1,108 68
Accrued shared margin revenue 546 500
Other - 142

1,654 710

15. Trade and other payables

2016 2015
$000 $000

Trade creditors 349 130
Employee benefits 722 762
Other creditors 61 147

1,132 1,039

16. Employee benefit liabilities

2016 2015
$000 $000

Long service leave 457 436

Superannuation commitments

All employees are entitled to varying levels of benefits on retirement, disability or death. Employees contribute to
the plans at various percentages of their wages and salaries. SERVICE ONE also contributes to the plans at the
rates between 9.50% and 13.5% of salaries. Contributions by SERVICE ONE of up to 9.50% of employees’
wages and salaries are legally enforceable in Australia.

17. Provisions

2016 2015
$000 $000

Make-good on lease premises 370 361

Make-good
on lease

premises
$000

At 1 July 2014 344
Discount rate adjustments 17
At 30 June 2015 361

Discount rate adjustments 9

At 30 June 2016 370

In accordance with Branch lease agreements, SERVICE ONE must restore the leased premises to their original
condition before the expiry of the lease term.
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Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

14. Other assets

2016 2015
$000 $000

Prepayments 1,108 68
Accrued shared margin revenue 546 500
Other - 142

1,654 710

15. Trade and other payables

2016 2015
$000 $000

Trade creditors 349 130
Employee benefits 722 762
Other creditors 61 147

1,132 1,039

16. Employee benefit liabilities

2016 2015
$000 $000

Long service leave 457 436

Superannuation commitments

All employees are entitled to varying levels of benefits on retirement, disability or death. Employees contribute to
the plans at various percentages of their wages and salaries. SERVICE ONE also contributes to the plans at the
rates between 9.50% and 13.5% of salaries. Contributions by SERVICE ONE of up to 9.50% of employees’
wages and salaries are legally enforceable in Australia.

17. Provisions

2016 2015
$000 $000

Make-good on lease premises 370 361

Make-good
on lease

premises
$000

At 1 July 2014 344
Discount rate adjustments 17
At 30 June 2015 361

Discount rate adjustments 9

At 30 June 2016 370

In accordance with Branch lease agreements, SERVICE ONE must restore the leased premises to their original
condition before the expiry of the lease term.
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SERVICE ONE Mutual Limited 
 
Notes to the consolidated financial statements (continued) 
 
For the year ended 30 June 2016 

 
 17. Provisions (continued) 
Because of the long-term nature of the liability, the uncertainty in estimating the provision and the costs that will 
ultimately be incurred, the provision has been discounted using bank bill swap rates that match as closely as 
possible the remaining term of each lease agreement. 

 
 18.    Commitments  
Operating lease commitments - Group as lessee 
Future minimum rentals payable under non-cancellable operating leases as at 30 June are, as follows: 
 2016 2015

$000 $000
Within one year 1,254 1,177
After one year but not more than five years 1,650 1,973
More than five years 60 178
 2,964 3,328
 
Non-cancellable operating leases are for Branch and Head Office premises with lease terms for up to 10 years. 
The leases have an allowance for CPI increments and options for renewal ranging from 1 to 10 years. 

 
 19. Financial risk management 
SERVICE ONE is not exposed to any material market risk, credit risk or liquidity risk. SERVICE ONE's senior 
management oversees the management of these risks. The board of directors reviews and agrees on policies for 
managing each of these risks. 

 
 20. Related party disclosures 
20.1 Details of key management personnel 
 
The directors of SERVICE ONE Mutual Limited during the year were: 
Mr John Clake  
Ms Heather Nash  
Professor Jennifer Corbett  
Mr Ivan Slavich  
Ms Roslyn Hughes (Appointed: 17 September 2015) 
Mr Erik Adriaanse  
Ms Maria Storti  
Mr Ian Davis (Resigned: 28 August 2015) 
 
The executives of SERVICE ONE Mutual Limited during the year were: 
 
Mr Peter Carlin - Chief Executive Officer 
Mr Matthew Smith - Chief Operating Officer 
Mr Anthony Brown - General Manager - Banking 
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SERVICE ONE Mutual Limited

Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

20. Related party disclosures (continued)

20.2 Transactions with key management personnel

See Note 20.3 for disclosure on compensation payments made to key management personnel. There have been
no other transactions with related parties.

20.3 Compensation of key management personnel of the Group

2016 2015
$ $

Short-term and post-employment benefits 1,076,974 1,687,264

Total compensation paid to key management personnel 1,076,974 1,687,264

20.4 Investment in controlled entities

Investment in controlled entity comprises:

Percentage of equity interest
held by the economic entity

%
Value of shares held

$

Name
Country of

incorporation 2016 2015 2016 2015

CUC No 1 Pty Ltd
–ordinary shares Australia 100 100 2 2

CUC No 1 Pty Ltd was established to hold investments that were not related to the operations as a credit union.
At balance date no investments are held under CUC no 1 Pty Ltd.

21. Events after the reporting period

There have been no significant events occurring after the reporting period which may affect either SERVICE
ONE's operations or results of those operations or SERVICE ONE's state of affairs.

22. Parent entity

At the reporting date, SERVICE ONE Mutual Limited owned one 100% subsidiary with equity of $2. The
subsidiary was dormant during the year (2015: dormant) and, as such, this financial report represents both the
consolidated and parent financial report of SERVICE ONE Mutual Limited.
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Directors' declaration

In accordance with a resolution of the directors of SERVICE ONE Mutual Limited, we state that:

In the opinion of the directors:

(a) the financial statements and notes of SERVICE ONE Mutual Limited for the financial year ended 30
June 2016 are in accordance with the Corporations Act 2001, including:

(i) giving a true and fair view of the consolidated entity's financial position as at 30 June 2016 and
of its performance for the year ended on that date; and

(ii) complying with Accounting Standards and the Corporations Regulations 2001;

(b) there are reasonable grounds to believe that the Company will be able to pay its debts as and when
they become due and payable.

On behalf of the Board

Mr John Clake
Chair
18 August 2016

Ms Maria Storti
Director
18 August 2016
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Notes to the consolidated financial statements (continued)

For the year ended 30 June 2016

20. Related party disclosures (continued)

20.2 Transactions with key management personnel

See Note 20.3 for disclosure on compensation payments made to key management personnel. There have been
no other transactions with related parties.

20.3 Compensation of key management personnel of the Group

2016 2015
$ $

Short-term and post-employment benefits 1,076,974 1,687,264

Total compensation paid to key management personnel 1,076,974 1,687,264

20.4 Investment in controlled entities

Investment in controlled entity comprises:

Percentage of equity interest
held by the economic entity

%
Value of shares held

$

Name
Country of

incorporation 2016 2015 2016 2015

CUC No 1 Pty Ltd
–ordinary shares Australia 100 100 2 2

CUC No 1 Pty Ltd was established to hold investments that were not related to the operations as a credit union.
At balance date no investments are held under CUC no 1 Pty Ltd.

21. Events after the reporting period

There have been no significant events occurring after the reporting period which may affect either SERVICE
ONE's operations or results of those operations or SERVICE ONE's state of affairs.

22. Parent entity

At the reporting date, SERVICE ONE Mutual Limited owned one 100% subsidiary with equity of $2. The
subsidiary was dormant during the year (2015: dormant) and, as such, this financial report represents both the
consolidated and parent financial report of SERVICE ONE Mutual Limited.
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Contact us
Phone  
1300 361 761

Fax  
(02) 6215 7171

Email 
support@serviceone.com.au

Website and mobile 
serviceone.com.au

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

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

© SERVICE ONE Mutual Limited ACN 095 848 598 (SERVICE ONE).

SERVICE ONE is an agent of Bendigo and Adelaide Bank Limited 
(Bendigo Bank) ACN 068 049 178 AFSL/Australian Credit Licence 237879 
in the distribution of SERVICE ONE Alliance Bank branded products and 
services. SERVICE ONE also has arrangements with other third parties as 
detailed in the Financial Services Guide.

SERVICE ONE Alliance Bank is a trade mark of Bendigo Bank.

SERVICE ONE® is a registered trade mark of SERVICE ONE Mutual Limited.




