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CEO and
Chairman’s Report
Heritage Bank has delivered excellent
financial results in 2017/18, as we continue
building an even stronger platform to
support our future growth ambitions.
Heritage is rapidly evolving, as the digital
revolution in the Australian banking
landscape reshapes the industry. We
historically developed as a branch-based bank
that added a digital presence. Increasingly
we need to add more digital services as our
customers demand them. As a result, we are
now shifting to consider ourselves more as
a digital bank with a branch presence. That
shift is happening over time but to remain
relevant, we must adapt our products and
services so that they are readily accessible

online, where and when people want them. At
the same time, however, we remain absolutely
committed to our branch network and, in fact,
we’re actively looking for opportunities to
expand into new areas.
We are investing significant amounts in the
technology and process changes needed
to deliver the modern banking services our
customers demand. We are finalising the
foundation stage of that transformation
journey. This has included initiatives such as
implementing a new Financial Management
System, investing in an Enterprise
Management Office to better support our
project delivery, and implementing the
NextGen online loan application system

to better support loans sourced via our
mortgage broker partners.
Achieving this transformation is challenging
but it also opens up exciting new possibilities
for Heritage. Digital capabilities create a
greater opportunity for us to service the
needs of customers wherever they might be
around Australia. The Heritage Bank brand
is not location-specific and can resonate
with customers anywhere in the country. We
have been in the mortgage broker network
for more than 20 years and have already
achieved strong footholds in the mortgage
marketplace outside Queensland. There is
no reason we cannot continue to grow our
presence nationwide.
It is also essential that we remain financially
strong to achieve this transformation.
We’re pleased to report that Heritage Bank
delivered a record after tax profit of
$45.04 million for our members in 2017/18,
up 13.7% on the previous year. Our total
consolidated assets grew by 1.5% to reach
$9.524 billion. Our retail deposit balance at
30 June 2018 was $6.575 billion, up 3.2%
for the 12 month period.

Peter Lock,
CEO

Kerry Betros,
Chairman
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It’s pleasing that we delivered those solid
results through careful management of
our expenses and funding costs, while
maintaining our high levels of customer
service and satisfaction. As a customerowned bank, our focus is on the best
interests of our customers, not on maximising
profits. However, being profitable is still
important for our long-term sustainability
and development. The difference between us
and the big banks is that all our profits stay
with us, rather than large amounts being paid
out to shareholders. We invest our profits
back into the business, to help improve our
technology, products, services and staff skills,

so we can deliver an even better banking
experience for our customers.
We’re proud that our strong financial result
has not come at the expense of our people
first philosophy. We remain absolutely
passionate about helping people and
delivering a great customer experience every
time. Our success in doing so is reflected in
the fact that we scored the highest customer
satisfaction rating of any bank in the country
in the 2017 JD Power Australian Retail
Banking Satisfaction Study – for the second
year in a row. We also scored the highest
customer satisfaction rating of any financial
institution in Queensland as at June 2018,
according to Roy Morgan research.
Our total loan portfolio grew by 2.4%
across the financial year. While our loan
volumes were down 27.4% to $1.736 billion
in 2017/18, this reflected a conscious
decision to moderate our lending after
unusually strong growth the previous year,
and to better manage our prudential capital
requirements. Our capital adequacy ratio at
30 June 2018 was 14.11% and our liquidity
ratio was 14.74%, well within APRA limits.
The future is extremely positive for Heritage
Bank and the mutual sector. We offer a viable
alternative to the listed banks, equally as
strong and secure, but based on a business
model that is much more focussed on the
best interests of the customer. The benefits
of the customer-owned model were thrust
into greater prominence this financial
year thanks to a number of Government
and regulatory activities. For many years,
the mutual sector has been calling on the
Federal Government to take proactive steps
to address the market dominance of the big
four and create a more level playing field
for smaller competitors such as Heritage.

The simple fact has been that the big four
have enjoyed systemic advantages, such as
their “too big to fail” status and their more
generous prudential risk weighting measures.
It’s heartening to see that steps are being
taken to recognise and address those issues.
The Hammond Review into Reforms for
Cooperatives, Mutuals and Member-owned
Firms has recommended a number of reforms
that will improve the ability of mutuals to
raise capital, which will help us fund the
investments needed to grow and build our
business. The Productivity Commission
inquiry into Competition in the Australian
Financial System has also clearly identified
barriers to effective competition. The inquiry
has found that regulatory agencies have
favoured stability in the system at the
expense of competition, and that the big
banks have the ability to exercise market
dominance at the expense of customers
and consumers. In early 2018, we also heard
evidence at the Hayne Royal Commission into
the banking industry of numerous examples
of questionable activities at the big banks,
where the profit motive appears to have
over-ridden the best interests of customers.

“

We’re proud

that our strong

financial result
has not come at
the expense of
our people first
philosophy.

We are still waiting to see what regulatory
reforms fall out of these inquiries and exactly
how that can create a more level playing
field for Heritage and other mutuals. One key
consideration, which has been at the centre
of the Customer Owned Banking Association’s
#Morethan4 campaign, is the need for
proportionate regulation. It is unfair to impose
a one-size-fits-all approach, so that smaller
customer-owned banks like Heritage face the
same regulatory burdens and costs as the
big banks. Too often we are caught in the net
of measures imposed with the big banks in
mind, despite not posing the same risks.
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CEO and Chairman’s Report continued

We are also proud of the contribution
Heritage makes to all the communities where
we operate. We throw our support behind
many events and organisations that create
richer and stronger communities. This is part
of our ethos of being a customer-owned
bank, and has been part of the fabric of our
143-year history.
As we approach our 150-year anniversary, we
are proud to take that ethos one step further.
We are thrilled to announce the establishment

2017/18 through banking with
Heritage rather than one of the
big four banks*.
*Canstar Member Valuation, 12 months to June 2018
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Peter Lock
CEO
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$68 million a year better off in

Kerry Betros
Chairman 		

2016/17

Our customers were over

The 2017/18 year was extremely successful
for your bank and we look forward with
excitement to even greater success in the
years to come, as Heritage Bank continues to
build a bank to be proud of.

2015/16

Additional
Customer Benefit

of the Heritage Bank Charitable Foundation,
beginning with a $2 million donation from
Heritage. The Charitable Foundation will seek
to support those charities who, like us, are
passionate about helping people. We believe
the Heritage Bank Charitable Foundation will
quickly grow to be a significant contributor
to the communities we support. Creating
lasting legacies and mutual benefit are core
to the Heritage Bank model and establishing
the Heritage Bank Charitable Foundation is a
particularly proud achievement for the bank
this year.

2014/15

Whatever opportunities may arise from
regulatory reform, our future success remains
dependent on the professionalism and
dedication of our staff. In 2017/18, we made
changes to our senior executive team, adding
functions and reshaping responsibilities.

We have recruited a number of excellent
executives from outside Heritage who bring
with them new skills and experience that
will enable us to build the modern bank that
can deliver future success for our members.
Our teams continue to be passionate about
helping our customers achieve their financial
dreams and committed to building a bank
that we can all be proud of.

2013/14

A perfect example was the limits APRA placed
on investor lending recently. This caused a
significant disruption to our business and hit
our lending volumes hard, even though this
was a measure primarily aimed at curbing
risks created by the big banks. Smaller
customer-owned banks operate on a very
different model to the big banks and we
need regulation that is proportionate to our
situation. Overall, however, we are optimistic
that the reform process will be positive for
our sector. We believe the strength of our
balance sheet and our strong customer
focus will see Heritage well placed to take
advantage of any regulatory changes.

“

Our future success

remains dependent on

the professionalism and
dedication of our staff...

”
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Heritage Board

Back (L to R): Mr Brendan P. Baulch, Ms Susan M. Campbell, Dr Dennis P. Campbell
(Deputy Chairman), Mr David W. Thorpe, Mrs Vivienne A. Quinn.
Front (L to R): Mr Kerry J. Betros (Chairman), Mr Stephen Davis.
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What we
stand for
Our Vision - We’re
passionate about
helping people
At Heritage, we see banking as an enabler
of your life goals. What motivates us isn’t
how much profit we can make. That’s
because we’re not just in the financial
business. We’re in the business of making
people’s lives better.
Putting people first is embedded in our
thinking and represents not just a friendly
attitude, but a service-based philosophy that
defines the way we do business. We help
people with the basics of everyday living and
the big commitments like buying a house or a
business. We help them live the way they want
to now, and when it’s time to give up work.
By being customer-focussed, we assist
people at every stage of their life to improve
their financial well-being and to achieve
their dreams and aspirations.

Our Mission – delivering a
great customer experience
every time
It’s pretty simple. We’re not happy giving
our customers mediocre service. We aspire
higher than that. We take immense pride in
giving our customers the best experience we
possibly can – consistently, across everything
we do. We don’t shy away from striving for
excellence in customer service. In fact, that’s
our obsession.

Our Values – the way we act
around here
The key to ongoing success for Heritage is a
great company culture based on a set of core
values. That’s what drives our performance.
Our core values reflect how we want staff
to interact with each other, with customers
and with the community. They guide our
decision-making and what’s important to us.
Heritage has these four key values:

• PASSION
We are absolutely passionate about helping
our customers. Imagine the power of 800
staff members who come to work every day
completely enthused about how they can
make a real difference in our customers’
lives. We know our job is to assist the
customers who trust us with their financial
future. Our passion underpins the way we
approach everything we do.

• COURAGE
Courage manifests itself in many ways at
Heritage. It’s about being willing to think
differently and to challenge the status
quo. It’s about standing up for the best
interests of our customers, all the time.
It’s about staying true to our culture, and
living and working from the heart.

• INTEGRITY
Integrity is a measure of our honesty,
moral principles and willingness to do
what’s right. Ethical and moral principles

underpin everything we do. Our customers
can have faith that we will act properly
at all times. We don’t cut corners. We’re
honest, straight-talkers who know what’s
right and do what’s right.

• RESPECT
Respect means that we always consider
the feelings, situations and rights of
others. We understand that people have
different viewpoints, backgrounds, physical
attributes, beliefs and personalities. We
value diversity and difference. We do not
discriminate against people on the basis
of their differences. We’re passionate
about helping ALL people, no matter what
their circumstances. Respect means we
acknowledge and value the loyalty of our
existing customers.

“

We’re not
happy giving
our customers
mediocre service.
We aspire higher
than that.
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The Heritage
Bank story
Heritage Bank is Australia’s largest
customer-owned bank. Our origins go
back to 1875 when the Toowoomba
Permanent Building Society was formed,
followed by the Darling Downs Building
Society in 1896. Those two organisations
co-existed in Toowoomba until 1981 when
they merged to become Heritage Building
Society. In 2011, Heritage Building Society
changed its name to Heritage Bank.
With a history stretching back to 1875, we
are one of the longest-standing financial
institutions in the country – you don’t last
for 143 years without building a strong and
sustainable operation.
Heritage is a mutual bank – owned by
customers, not shareholders. When you open
an account at Heritage you become a partowner with a voice in our future. Heritage
does not pay dividends, so all profits we
make stay with us, so we can invest back into
better products and services.

With

Heritage has 60 branches in southern
Queensland and offers our award-winning
home loans via a network of mortgage
brokers in every state and territory in
Australia. That makes Heritage a national
player in the home loan market. With $9.5
billion in total assets, we are Australia’s
largest customer-owned bank.
Heritage gives our customers access to a
full suite of banking products, including
savings and transaction accounts, term
deposits, home loans, personal loans,
business banking, credit and debit cards,
superannuation and financial planning,
insurance, and foreign currency and travel
finance products.*
We also offer multiple ways to access our
services, including online banking, mobile
apps, ATMs, a Queensland-based contact
centre, our branch network and Bank@Post.

$9.52b
in total assets

we are Australia’s largest
customer-owned bank
*Some products are offered by third parties. Please refer to Heritage’s Financial Services Guide.
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*CANSTAR Member Valuation, commissioned by Heritage Bank, June 2016

The customerowned difference
The big difference between Heritage and
the big banks is that we are owned by our
customers, not by shareholders. So, why
does that matter?
It’s simple. Our main focus is on giving value
to our customers, because they are also our
owners. Everything we do is designed to
benefit customers. The profits we make
stay at Heritage and we use them to
improve our products, services and interest
rates. Our goal is to maximise the value
we provide for customers.
When you join Heritage, you’re not just
a customer, you’re a part-owner of the
business. You are the reason we exist.
You are our focus. Our driving motivation is

to help you achieve your financial dreams.
That means great products, great rates
and great service, every time. We truly
care about your interests because that’s
why we exist. We’re passionate about
helping people.
The big banks often say they’re committed
to customers. But at the end of the day
the people they truly serve are their
shareholders. They make profits from their
customers so they can pay dividends to their
owners. That’s their bottom line.
We believe that our customer-owned
structure, and the way this focusses our
attention delivering value for our customers,
makes Heritage a very attractive alternative.

The Customer Owned Advantage

THE
BIG 4
BANKS
PROFITS STAY
WITH US
TO BENEFIT
MEMBERS

CUSTOMERS

$$$$
MODEST
PROFITS

CUSTOMERS

$$$$
$$$$

DIVIDENDS
PAID TO
SHARE HOLDERS

HIGHER
PROFITS
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Our promises
to you
Heritage Bank has proudly committed
to upholding the Customer Owned
Banking Association’s (COBA) Code of
Practice. The Code contains 10 promises
that outline how mutual financial
institutions deliver on their pledge to
always put customers first.
The Code has been developed in close
consultation with a wide range of
stakeholders, including government,
consumer groups and COBA members.
The Code is an important public expression
of the value Heritage places on improving
the financial wellbeing of our customers
and their communities.

The 10 promises
are as follows:
1. We will be fair and ethical in our
dealings with you
2. We will focus on our customers
3. We will give you clear information
about our products and services
4. We will be responsible lenders
5. We will deliver high customer service
and standards
6. We will deal fairly with any complaints
7. We will recognise our customers’
rights as owners
8. We will comply with our legal and
industry obligations
9. We will recognise our impact on the
wider community
10. We will support and promote this
Code of Practice
Heritage lives up to those promises every
day through our people first approach to
banking. We live the mutual philosophy by
focussing on the best overall interests of
our customers, not the highest profit we
can make.
You can read more about the COBA Code
of Practice at the following website
www.customerownedbanking.asn.au/
consumers/cobcop.

10
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Delivering

a satisfying experience
for our customers

At Heritage, our commitment to
upholding the COBA Code of Practice,
and delivering a great experience for our
customers, is reflected in the high levels
of customer satisfaction that we enjoy.
We’re thrilled that in December 2017, we
were rated as number one in Australia
in the JD Power Australia Retail Banking
Satisfaction Survey.
For the second year in a row, Heritage Bank
outscored all other banking institutions
in the country to top the rankings in the
survey, carried out by international analysts
JD Power.

In addition, as at the end of the 2017/18
financial year, Heritage enjoyed the highest
customer satisfaction ratings in Queensland,
according to Roy Morgan research.*

someone else.^ The higher the “net promoter
score”, the more likely it is that customers
will recommend their bank to friends or
colleagues.

Our satisfaction rating as at June 2018 for
customers who considered us their Main
Financial Institution was 95.9% - the highest
of any financial institution in Queensland.

As at 30 June 2018, Heritage recorded a net
promoter score of 50.4, indicating a strong
likelihood of customers recommending
Heritage to others.

Our satisfaction rating was almost 18%
above the average of the four big banks.

The average score of the big four banks was
in the negatives at -4.6.

Roy Morgan also provide us with
customer advocacy results, which measures
the likelihood that customers would
recommend their financial institution to

*Consumer Banking in Queensland - Customer Satisfaction, Roy Morgan, June 2018
^
Satisfaction and Advocacy Report, Roy Morgan, June 2018

Customer benefit $M
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40

Jun 14

Jun 15

Jun 16

Jun 17 Jun 18

Customer Advocacy
50.4

Westpac - 81.4%

ANZ - 72.2%

ANZ

Roy Morgan Research Advocacy Results
- Queensland Only, June 2018

Heritage - 95.9%

-0.5

Westpac

-15.9

NAB

Commonwealth

Heritage

-5.6

NAB - 77.5%

3.7

Commonwealth - 79.9%

Customer Satisfaction (MFI)

*Consumer Banking in Australia
-M
 ain Financial Institution Customer
Satisfaction, Roy Morgan, June 2018

Heritage Bank Limited • Customer Report 2017/18

13

Our Communities
– how we give back

We give back to the
community
Heritage works to create better
communities for our customers.
We understand that it’s not just the
financial products we offer customers
that can make a difference to their lives.
It’s also the prosperity and sustainability
of their communities.
We actively seek out ways that we can make
a positive difference to the overall well-being
of the communities we operate in. That
means throwing our support behind the key
events and activities that are important to
communities. It’s also about developing close
links to our communities, which helps us
know what those key events and activities are.
• Heritage Bank this year held our 20th
Annual Charity Golf Day, which has now
raised $730,000 for worthy community
and charitable causes across that period.
This year’s event raised a record $75,000,
which was distributed in grants to
13 community groups operating across
southern Queensland.
• Gold coin donations enabled Heritage’s
iconic annual calendar to raise $20,000 for
five charities across south-east Queensland
this year. Each year since 1982, Heritage
has chosen a prominent Queensland house
to feature on its annual calendar, to help
celebrate excellence in local architecture.
Heritage customers pay a gold coin
donation for a copy of the calendar. The
proceeds are then donated to a number
of charities each year. The organisations
to benefit this year were homelessness
supporters Night Ninjas at Redland bay,
school-based charity iSEE CARE in Brisbane,

14

the Wildlife Rescue, Rehabilitation and
Education Centre near Gatton, the Gold
Coast Hospital Foundation, The Shack
Community centre on the Sunshine Coast,
and the Breast and Prostate Cancer
Association of Queensland.
• Heritage was the naming rights sponsor for
the 10km event at this year’s Heritage Gold
Coast Running Festival in April. The annual
family-friendly event encourages people
of all ages and abilities to join in, offering
distances of 2km, 5km, 10km and 21.1km.
The fun run encourages a ‘healthy body,
healthy mind’ and raises money for the Gold
Coast Hospital Foundation.
• Heritage proudly supported the 2018
Fire in the Sky event at Cotton Tree on
the Sunshine Coast. Formerly known as
Summer Skyshow, the event features
plenty of family-friendly activities
including an aerial display, skydivers,
market stalls and rides, culminating with
an epic fireworks display. This is the
fourth year Heritage Bank has thrown its
support behind this wonderful community
event and its first as naming rights sponsor.
Around 50 of our staff and their family
members volunteered to attend the event,
which attracts 25,000 people, and hand
out giveaways.
• Heritage sponsors many other community
events, including the Street Concert at the
Ipswich Festival, the Bundy Flavours Festival
in Bundaberg, the Ekka, the Toowoomba
Languages and Cultures Festival, the
Apple and Grape Festival in Stanthorpe,
the Gold Coast Multicultural Festival, the
Redlands Multicultural Festival, the Business
Excellence Awards in Gatton, Warwick and
Dalby, the Toowoomba Carnival of Flowers
and the Toowoomba Royal Show.
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• Heritage continued our long-standing
support of the photographic community
in Australia by holding the 29th annual
Heritage Photographic Awards in 2017.
The Awards are among the longest running
and richest photography competitions in
Australia, with $8,000 in prizes on offer. This
year’s competition attracted 1,300 entries
from people as young as seven.

Community Branches
Heritage is particularly proud of our
Community Branch model and the significant
contribution they make to their communities.
We have seven Community Branches – at
Forest Lake, Karalee, Nanango, Millmerran,
Palmwoods, Highfields and Crows Nest. They
operate on a partnership model, as joint
ventures between Heritage and a community
company with local representation. Under
the model, half the profits are given to the
community company to provide grants for
worthwhile local organisations and causes.
In 2017/18, we reached the milestone of
$43 million in funds that these Community
Branches have cumulatively injected back into
their local communities since the first opened
at Crows Nest in 1999. This figure is made up
of community grants, sponsorships, wages,
rent and payments for other services.

Vanguard Laundry Services
Heritage Bank expanded its support for the
Vanguard Laundry Services social enterprise
in Toowoomba with the donation of a second
delivery van. Vanguard Laundry Services
opened in January 2017, creating over 60
career and training opportunities per year
for people with a lived experience of mental
illness. Before the doors had even opened,

Heritage donated an iLoad van to pick up and deliver
laundry items from the new facility to commercial clients
like motels and hospitals.
The initiative has been so successful that this year Heritage
donated a second van to help the laundry keep pace with the
delivery requirements. Vanguard employs staff who have been long
term unemployed with a lived experience of mental illness. They
also run a career centre program to assist staff in regaining job
skills, confidence and education to support them in progressing in
their careers.

Loads of Love Appeal
Heritage Bank helped make Christmas a little brighter for families
across southern Queensland by supporting the METRO Care Loads
of Love Appeal again in 2017. The Loads of Love Appeal sets out to
make Christmas a little happier for households in need by providing
them with donations of non–perishable food and personal items
like canned food, pasta, cereal, meal bases and toiletries.
Heritage made all 60 of its branches collection points for the
appeal. People were able to simply pick up a bag at the Heritage
branch, take it home and fill it up, then drop it back.
The result of the 2017 campaign was a record collection of 20,000
tonnes of food, which gave more than 1,000 households across
the region a festive lift at this important time of year.

Supporting the Heritage
Toowoomba Royal Show
Heritage Bank brought back the old-fashioned fruit and
vegetable display to its stand at the Toowoomba Royal Show in
April 2018 – and made sure none of the produce went to waste
when the Show was over. Around 4,000 pieces of fruit and
vegetables went into the display, with different coloured pieces
used to form an eye-catching display in the main pavilion. It
was all part of Heritage’s long-running sponsorship of the
Toowoomba Show, now in its 19th year.
But when the Show was over, Heritage also made sure the fruit
and vegetables were not wasted. Heritage teamed up with
OzHarvest and the Toowoomba Clubhouse to arrange for the
produce to be saved and distributed to families in need, instead
of being dumped.
Heritage Bank Limited • Customer Report 2017/18

15

Our people

– passion for our
values-driven culture

Heritage Bank is a modern, flexible
employer-of-choice which attracts
passionate people and helps them grow
and develop even more.
Our strong, values-driven culture underpins
everything we do. Our customer-owned
status gives working here greater meaning
and satisfaction. Our staff place great value
on being part of an organisation that has
a focus on helping people, not maximising
profit. Our staff breathe life into our culture
and make possible our vision of being
passionate about helping people.

full potential. Heritage hosted a WiBF event in
Brisbane in April with more than 70 attendees
from across the financial services industry.
We also celebrated International Women’s
Day with a breakfast and panel of speakers in
Head Office.
Heritage has included in its balanced
scorecard for senior executives a target that
40% of Heritage’s top 100 jobs will be held by
women by the end of the next financial year,
with a stretch target of 50%. Our Workplace
Gender Equality Agency Report can be seen
on our website.

Heritage has received consistent recognition
as a great place to work by winning Employer
of Choice in The Australian Business Awards
for the last seven years in a row. That does
not happen by accident – we work hard
to develop our vibrant culture by providing
the right mix of conditions, reward and
recognition, training and development, lifestyle
initiatives and benefits, and workplace tools.

Heritage was proud to support NAIDOC
Week celebrations this year, with profiles of
indigenous staff members featuring on our
intranet and a performance of traditional
dances from the Lightning Spirit Dance
company in Head Office. Among many other
events and activities, we also supported the
Cancer Council’s Australia’s Biggest Morning
Tea, RUOK? Day and Harmony Day.

Diversity and Inclusion

Heritage Heroes

Heritage Bank is proud to support diversity
within the workforce. Our Diversity Policy
sets out our commitment to providing a
working environment where all employees
feel safe and included.

At Heritage, we understand the importance
of recognising the contributions that our
staff make. The Heritage Heroes reward and
recognition program is an innovative and
extremely popular way for our staff to show
their appreciation for their peers.

Heritage is a corporate supporter of Women
in Banking and Finance (WiBF) which means
all of our employees are automatically a
member. WiBF is a non-profit organisation
that creates smart and innovative business
opportunities for its members. It provides
a supportive environment for career and
personal development, as well as an
opportunity to network with like-minded
professionals to help all members reach their

16

Staff use the on-line Heritage Heroes portal
to nominate their colleagues in two ways:

ECARDS
• Staff can send their peers a range of
congratulatory “eCards” to each other at
any time, to provide an instant, virtual
“well done”. Staff can customise the
cards with their own special message.

Heritage Bank Limited • Customer Report 2017/18

Recipients are notified immediately an
eCard is sent to them.
Staff collectively sent 993 eCards to each
other in 2017/18.

HERITAGE HEROES NOMINATION
• Staff can nominate their colleagues
to receive a Heritage Hero award in
six categories:
• Passion
• Courage
• Teamwork
• Customer Service
• All Rounder
• SNAP (continuous improvement program)
The Heritage Hero award winners are
considered for the quarterly Silver Heritage
Hero Awards, and can also then go into the
running for the annual Platinum Heritage
Hero Awards, which reward the best of the
best across Heritage.
This innovative program provides a quick
and easy way for people to recognise the
great work of their peers, and a better way to
capture a more comprehensive cross-section
of achievements across the business.
A total of 1,242 Heritage Heroes awards
were presented during the year.

Innovative Leave provisions
Heritage Bank’s commitment to the
community is supported by policies that give
employees access to a range of innovative
leave provisions, including:
• a day of paid leave per year to help out in
their community through our Volunteers
Leave provision

• paid leave to donate blood or plasma to
their local Red Cross Blood Bank
• two days paid Grandparents Leave to be
with your family upon birth of a grandchild
• two days Elder Care Leave to help staff
members support care for elderly parents
• the ability to take a Career Break of up to
six months to pursue goals such as travel
or study
• Preventative Health Leave to enable
staff to attend preventative health
appointments, including dental.

Career Development
We have a strong commitment to developing
the careers of individual employees, through
training and learning opportunities. All
staff have access to the on-line Learning
Portal, which provides a range of training
and eLearning courses. In-house trainers

also provide a range of face-to-face courses
on a wide range of subjects. Heritage is a
Registered Training Organisation (RTO) and
gives staff the opportunity to complete
a Certificate IV in Banking Services and a
Diploma of Management. The unique USQ
Pathways partnership with the University of
Southern Queensland also enables employees
to undertake tertiary qualifications, with
recognition of prior learning at Heritage.
We ran Leadership and Change Management
training programs for key managers, and
introduced Thriving in a Changing Workplace
sessions to build staff resilience in rapidly
changing times. We also introduced Virtual
Class Room technology to enable remote
learning for staff around our network.

Little Heroes staff benefit
Heritage Bank this year introduced a new
benefit that helps staff members welcome

the arrival of a new baby by opening a $100
account in the child’s name.
The “Little Heroes First Account” aims
to help the child start to develop great
savings habits that will set them up for
success later in life.
Eligible staff simply open a Heritage
membership and Youth Account for their
new child within six months of their birth
and Heritage will deposit $100 to kick-start
their savings.

Staying safe at work
Heritage recognised Work Safe Month
in October with a range of webinars for
staff on safety-related topics. We provided
specialised training for Ergonomic Champions
in our business to support workplace
safety outcomes, as well as rehabilitation
coordination training for staff in our HR team.
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Evolving
our business
Transforming our branches

Shortly afterward, we were pleased to

While we must change to meet the
challenges of a digital future, we remain
committed to maintaining our branch
network. In fact, we are rolling out a multimillion dollar program of investment in
upgrading our branches to a design that
is more suited to the digital age. The new
design eliminates the traditional row of
tellers behind a counter and has moved to
an open plan layout, with staff using tablet
devices to serve customers throughout the
branch. In 2017/18, we transformed two
additional branches, including our flagship
Toowoomba branch at Grand Central.

Bloemer to the COO role. Arjan began

Senior Executive
team renewal
Heritage made a number of key changes to
its senior executive team during 2017/18,
adding further depth to the skills and
experience of the leadership group.
Former Chief Financial Officer (CFO) Peter
Cleary has stepped down from the role
due to ill-health. Current senior executive
team member Paul Williams has been
appointed CFO on a permanent basis, and
has incorporated his responsibilities as
Chief Strategy and Investment Officer into
the CFO role.
Our General Manager Retail Paul Francis
retired in April 2018, after 27 years at
Heritage, including 21 years as head of the
retail network. Our Chief Operating Officer
(COO) Kevin Potter stepped out of that
role to replace Paul in the newly renamed
position of Chief Customer Officer.
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announce the appointment of Arjan
his working career in retail banking in
the Netherlands and then became Head
of Operations for Alex Vermogensbank,
Europe’s first 100% digital bank. He
then moved into consulting, first in the
Netherlands, followed by banking roles with
the Royal Bank of Scotland in London and
then consulting in Australia with EY. Before
joining Heritage he was Managing Director
of Accenture Australia.
In June 2018, we announced the
appointment of Kerry Beebe to the newly
created senior executive role of Chief
Risk Officer (CRO). Kerry came to Heritage
with 30 years’ experience in the financial
industry in Australia, Canada and the
United States. She has worked with major
banks Westpac and NAB, with State
Government departments and broker
aggregators, and in non-bank lending
roles. Most recently she was CRO of North

External recognition
Heritage continues to receive external
awards and recognition that help measure
our success in achieving our vision of being
passionate about helping people. In 2017/18,
we took out the following accolades:
• Highest customer satisfaction rating in
Australia in JD Power‘s 2017 Australia
Retail Banking Satisfaction Survey – the
second year in a row we have scored the
highest rating in the country
• Employer of Choice in the 2017 Australian
Business Awards, for the seventh year in
a row
• Winner in two categories of the
2018 Mozo People’s Choice Awards Outstanding Customer Satisfaction and
Most Recommended.
• Mozo Experts Choice awards for the
following products:
• Balance Transfer Credit Card
(Gold Low Rate)

America for Computershare.

• Premium Retail Rewards Credit Card
(Platinum)

Finally, former Head of Emerging Business

• No Strings Savings (Online Saver)

Streams Peter Cavanagh left Heritage in

• Pensioner Savings Account
(Pension Plus)

June, after contributing significantly to the
company in a 12-year career as part of the
senior executive group. The accountabilities of
that role have been shared across a number
of the other senior executive team members.
This year we have also implemented an active
rotation of senior managers across different
parts of the bank, to build their business
acumen and strengthen the skills of our
emerging leaders.
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• SMSF No Strings Savings (Secure
Super Account)
• Packaged Home Loan – Variable Rate
Home Loan (Home Advantage).
• Canstar Gold 5-star ratings for
our Discount Variable, Home Advantage
Variable, Home Advantage Residential
Fixed, and Residential Fixed home
loan products.

Corporate Ratings
We continue to hold strong ratings from
independent agencies, with a Moody’s
rating of Baa1/P2 and a Fitch rating of
BBB+/F2, both with a stable outlook.
The ratings reflect the quality of business
and our focus on long-term sustainability
through prudent financial, risk management
and operational outcomes.

Red Hat Open
Innovation Labs
Heritage has adopted a different approach
to delivering major IT projects via a new
methodology introduced by consultants
Red Hat. The traditional approach requires a
scope document that sets out all the project
requirements, which is then handed off to
another team for delivery. This can be slow
and cumbersome, and often means waiting
for the entire project to be complete before
any benefits are realised. The Red Hat Open
Innovation lab process brings all stakeholders
together in an intensive environment that
fast-tracks progress and delivers incremental
benefits along the way. Heritage used the
process to help develop a solution for a realtime payment requirement which had taken
years using traditional methods. The Red Hat
process delivered a working prototype within
10 weeks. Red Hat then showcased Heritage
Bank as a case study in excellence at its global
conference in San Francisco in early 2018.

Heritage signs on with
Aussie Home Loans
Heritage continues to target further
growth in our lending volumes sourced via

mortgage brokers, particularly outside our
home state of Queensland. Our ability to
improve our presence nationwide received a
boost in November 2017 when we became
the 22nd member of the lending panel of
Aussie Home Loans.
Aussie is one of the largest mortgage
broker companies in Australia, and joining
their panel of lenders has given us access
to an additional 1,035 brokers right around
the country.

Introduction of NextGen
application system
We improved our service offering to our
mortgage brokers by introducing the NextGen
ApplyOnline electronic lodgement system for
home loans. This system is the most widely
used by mortgage brokers in Australia and
makes lodging applications with Heritage
easier, simpler and more comprehensive.
The NextGen system is helping ensure we
receive applications with all the required
details from mortgage brokers and enabling
a faster turnaround, which is good news for
our customers.

First cohort completes Lean
Six Sigma training
In October 2017, a group of 11 staff members
become the first cohort ever to undertake
Lean Six Sigma training at Heritage. Lean
Six Sigma is an internationally recognised
process improvement methodology. It uses
statistical analysis to identify the root cause
of problems and then solve them using
improved processes that are faster, simpler
and deliver better outcomes for customers,

the organisation and the people who perform
them. As part of their accreditation, the staff
members must complete a project using
the process methodologies they have learnt.
A second cohort has since undergone the
training. The Lean Six Sigma graduates are
using their skills to tackle improvement
opportunities at Heritage.

New Financial
Management System
In May 2018, Heritage celebrated the
successful implementation of a new
Financial Management System (FMS). The
new system takes financial management
out of our core banking system and delivers
improved processes, automated workflows
and an improved ability to use financial
data to make better business decisions.

Leading the way
in robotic processing
Heritage has become one of the leading
financial institutions in the country in
using robotics software to automate
previously manual processing tasks.
The technology has the dual benefit of
completing manually-intensive tasks
much more quickly and consistently, while
also freeing up staff to work on higher
value and more interesting tasks. We have
also taken the opportunity to upskill a
number of staff, most notably retraining a
Processing Officer into a Robotic Process
Automation Developer, a unique approach
in the financial services industry. We
automated 24 manual processes over the
course of the financial year.
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Financial
Highlights
2018

2017

Profit before tax

$64.213 million

$56.310 million

Profit after tax

$45.041 million

$39.623 million

Loan approvals

$1.736 billion

$2.391 billion

Total consolidated assets

$9.524 billion

$9.379 billion

Capital adequacy

14.11%

13.44%

Liquidity

14.74%

15.43%

Mortgage loan arrears
greater than 30 days

0.58%

0.32%

2,391

64.21
56.31
50.04

51.11

1,838

48.01

1,780

1,736

2017/18

2016/17

2015/16

2014/15

2013/14

2017/18

2016/17

2015/16

2014/15

2013/14

1,440

PRE TAX PROFIT ($M)

LOAN APPROVALS ($M)
6,575
6,133

9.379

5,155

CONSOLIDATED ASSETS ($M)
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RETAIL DEPOSITS ($M)
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2017/18

2013/14

2017/18

2016/17

2015/16

2014/15

2013/14

4,706

4,861

2016/17

8.441

2015/16

8.557

9.524

2014/15

8.519

9.52b
$
1.74b
$

TOTAL
CONSOLIDATED
ASSETS

LOAN
APPROVALS
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