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Chairman’s report

Year ended 30 June 2018

Community upheaval would best describe the difficulties for the Murrumbeena Village Shopping Strip during 
the past few years whilst enduring the disruption to everyday life created by the construction of the Skyrail 
Project through our rail corridor. Our traders have all registered a significant downturn in business, generally 
between 30% - 50% and some have closed as a direct result, leaving us with a lack of key essentials and 
consumables.

During this period Murrumbeena Community Bendigo Bank recorded a drop of around 1,000 over the 
counter transactions per month as a result of the lack of customer parking and severely impaired traffic 
flow. Our strategy to overcome this resulted in our Senior Manager becoming even more mobile and often 
attending customers’ homes after hours and on weekends in order to maintain the level of service we 
have become renowned for. It is also imperative to be actively involved in the organisations we partner with 
because good business is built on solid face to face relationships. This worked for us and I am pleased 
to announce that we are one of the busiest branches in our region exceeding our budget challenges and 
forging ahead in growth largely because of our strong community connection and the passionate drive of 
our staff and directors to achieve community success which feeds into our own success.

To this end it gives me enormous pleasure to announce that for the 2017 – 2018 financial year we 
allocated in excess of $400,000 to the community and a shareholder dividend of 11 cents per share fully 
franked. An impressive result from a supreme effort by all concerned.

Achievements such as these do not happen by accident but through hard work and dedication and I would 
like to thank our enduring staff, Sue Foley, Chris English and Karen Dewberry who have stuck with us 
through many challenges over the past few years to provide our customers and community the service that 
sets us apart from other banks. Lorraine Crabb who left us in in favour of retirement in 2017 has returned 
on a casual basis to assist us during our staffing shortfall and for this we are truly grateful.

It is imperative that every company has strong governance and guidance from the Board of Directors and 
it is a great honour for me to serve with Anthony Lee, Russell Harper, John Coulson, Elpis Korosidis and 
Suzanne Paynter who all have strong skills in their positions and a passion for the community and its 
continued success. Through the direct efforts of the staff and board we have been able to allocate over 
$2 million dollars to make a difference in areas such as sport, health and wellbeing, mental health, youth 
leadership, education, arts and community programs.

Our shareholders are the great community minded people who could see what could be achieved through 
the opening of a Community Bank. We thank you for your continued support and applaud your faith which 
has allowed us to invest in community success.
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Chairman’s report cont.

For year ending 30 June 2017

such as a birthday or wedding anniversary Lorraine would ensure a card was sent to the customers involved.   
So many little things that added up to Lorraine making a huge difference in our community.  We thank Lorraine for 
her passion and dedication and we know she will not be a stranger to our branch or the local community – in fact 
you will see her volunteering at the local Lions op shop and helping Moongala Community House. Good on you 
Lorraine.

Whilst speaking of people who have made a valuable contribution to our business I would like, on behalf of our 
Board of Directors, to thank Nick Scott, in his role as treasurer ensured that the board had the necessary financial 
information to make informed and strategic decisions whilst ensuring the faith our shareholders placed in our 
business was never taken for granted. Nick resigned from the board in October 2016 to pursue other interests 
and we wish the very best for the future.

With yet another strong business performance over the last 12 months I would like to recognise the commitment 
and dedication of our staff, Sue Foley, Karen Dewberry and Chris English who have continued to build our 
business and provide quality service to our customers despite staffing restructures and increasing compliance 
requirements from the bank and its governing body APRA.

Everyone at Murrumbeena Community Bank® has a role to play in the success of our organisation and the wider 
community and it is with great pride that I thank our Board of Directors, Elpis Korosidis, John Coulson, Russell 
Harper and Anthony Lee for providing good governance and an inspired strategic vision for our business.  As 
CEO and Chair of our company I can testify to the many hours our directors volunteer within our business but 
also more broadly across the network.  Our directors lead by example and are very present in many community 
events such as the local ‘Relay for Life’ and as members of many sporting clubs.  I thank them for their selfless 
dedication to our branch.

In acknowledging the very special role our branch plays within our community it is incumbent on me to thank 
those who’s inspiration and faith allowed the genesis of our bank and that is our shareholders without whom 
Rob Hunts vision for a truly community focused bank investing in the success of its community would have just 
remained a dream.  
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For year ending 30 June 2013

What exciting times we are in with nearly 300 Community Bank® branches in the national network, all making a 

positive difference to their community and this great country. Over $103 million has been returned to communities 

and projects nationwide, an outstanding achievement.

Political uncertainty in the last year created lack of consumer confidence in the retail sector, yet by adhering to 

our strategy we were able to forge ahead and grow your business to a new level thought unachievable given the 

economic and political climate.

Through stronger relationships driven by our new ‘Community Investment Program’ we are seeing a greater banking 

response via our community organisations and a much higher return on investment enabling growth and a well 

cemented platform on which to build into the future. Whilst in the past our sponsorships, donations and grants 

have been largely dominated by sporting groups we have recently completed a grants program that saw around 

$100,000 invested in mental and physical health, education and the disadvantaged. To date we have returned over 

$630,000 to the community, an achievement every one of us should be very proud of.

In June we procured a lease on the small premises next to the branch to provide extra meeting space for the 

branch and a facility for our community groups to gather rather than coffee shops and other non-conducive public 

areas which offer no privacy. “The Meeting Hub” has been a great success and many bookings have been received 

from a variety of organisations grateful for our community vision. It is also the first time in 12 years the Board has 

a place to meet and call its own.

With great pride I announce a profit after provision for income tax of $76,277 with a record dividend of 10.5 cents 

per share 50% franked as decided by the Board at our June 2013 meeting. We thank you, our shareholders, for 

your faith, confidence and support over the last nine years.

Sadly, due to ever growing family and business commitments, we lost Matthew Nation and Andrew Crommelin 

as Directors during the year and thank them for their great efforts. We have maintained Andrew as an associate 

and he remains on our Human Resources Committee and brings great skills in that area. We welcome Russell 

Harper to the Board as of November 2012. Russell brings a strong expertise in operations management, strategic 

planning, risk management and compliance as well as being President of Caulfield Little Athletics.

I am humbled by the tireless efforts of my fellow Directors who donate their valuable time and expertise on a 

volunteer basis to make the Murrumbeena Community Bank® Branch a success and show true community spirit.  

Thank you for your contribution, it is greatly appreciated and it is my privilege to work alongside such a professional 

team.

Thank you to the staff who recognise what is required to achieve excellence through support Community Bank® 

model.  Everyone willingly gives far more than their employment agreement dictates to ensure that we reach our 

full community potential and continue to be the best at what we do. This year the staff collectively undertook 

‘Fearless Leadership’ training to enhance them on a business and personal level and the results are amazing. 

I have seen personal growth in every one and a great team build into a fantastic team. This is evident in both 

customer service and the fact that we dominated the regional ‘Awards of Excellence’ for the second year in a row. 

The staff and Board are aligned as one in the pursuit of success and outstanding community engagement.

All of this would not have been possible without your community vision as a shareholder, as a reward for your 

continued support over the last nine years we are offering you and your families a free no obligation banking 

appraisal with one of our senior staff. Please call the branch to make an appointment.

Dennis Tarrant 

Chairman

Chairman’s report

Dennis Tarrant

Chair & CEO 
Financial Services Limited
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Senior Manager’s report

Year ended 30 June 2018

Melbourne is changing. Everywhere you travel there is evidence of our expanding population and the 
changing demographics of our city. Nowhere is change more evident than right here in Murrumbeena.

Our village has been the epicentre of one of the more ambitious public transport projects in recent times. 
The Skyrail project has fractured the community, caused disruption to normal traffic flows, and is the 
primary reason for the closure of several local businesses and relocation of families out of the area. 

It has been a challenging two years for our community but as the removal of the crossing nears completion 
many are now looking optimistically toward the rejuvenation of our village and surrounds.

Murrumbeena Branch has been heavily involved with helping the community through the many highs and 
lows of the last two years by collaborating across the many stakeholders and interest groups as well as 
being an information hub to help promote community concerns to the relevant parties.

Like many businesses in the area we too have felt the effect of lack of parking and general access to the 
area and foot traffic to our business has fallen significantly prompting the board to reassess its opening 
hours with a decision taken to move to 9.30am opening time from 1 October 2018 and the closure of the 
branch on Saturday mornings from 1 July 2018. To date there has been no discernible negative reaction 
from our customer base.

The later opening time will allow our staff to undertake training across a number of important areas such 
as risk and compliance, products, services, sales and general self-development. Previously staff had to 
attend the branch prior to or after work for such training opportunities and it is considered valuable to all 
concerned to incorporate the upskilling of our staff into the working day instead.

With the backdrop of this changing and developing landscape the branch has also experienced significant 
change within the 17/18 financial year. Once again staffing has proven challenging with three experienced 
staff electing to take up opportunities within the wider community bank network.

The loss of that level of experience in a short period of time could have had a significant negative impact on 
our branch’s ability to meet our budgeted growth. I am pleased to say that the remaining staff truly stepped 
up and shouldered the extra duties so that our customers were not inconvenienced and our historically 
excellent service levels remain intact.

A special thanks to Chris English (Customer Relationship Officer), Karen Dewberry (Supervisor) and Lorraine 
Crabb (Casual Customer Service Officer) for going above and beyond during the year, for working extra 
hours and for facing each challenge with good humour and an understanding that their efforts ensured our 
business remained viable and our customer’s needs were satisfied.

With three vacant roles to fill the Board, Bendigo Bank and Senior Manager revisited the branch structure 
and agreed that the two Customer Service Roles were to be filled by applicants from our local area and so 
we were thrilled to welcome Yolande Bouten and Carmel Fenton to our team. Both Yolande and Carmel 
were new to banking but bring with them valuable skills, local knowledge and enthusiasm to learn. The 
Branch Manager role was re-advertised and we are hopeful of a new appointment in the very near future.
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Senior Manager’s report (continued)

 
With so much disruption one may be forgiven for thinking that the business development and overall growth 
of the business would suffer however, through the hard work of our staff, the exact opposite was the case. 

Across our Key Performance Area the branch met all targets with the exception of the lending growth 
budget. The bank had set some stretch targets in terms of the number of loans settled which was more 
than achieved by the branch and in fact the branch wrote $23m in settled loans which was over seven 
times the budgeted growth of $3m but with increased amortisation our net loan growth was under budget. 
Amortisation is the result of customers taking advantage of low interest rates to repay their loans at a faster 
rate resulting in large amortisation figures for Murrumbeena and indeed across the bank as a whole.

The large Deposit Growth in the last month of the financial year was the result of solicitors and accounting 
trusts gearing up for settlements in the new financial year and it inflated the EOFY figures taking the branch 
to a total business book of $208m. A wonderful milestone to be achieved but the branch knew that 
significant deposit run off in the first month would return the inflated deposit position to normal in July. 

Murrumbeena Community Bank, through the strong leadership of the Board of Directors, the support of its 
Shareholders and the hard work of the staff, has proven its ability to thrive in difficult times as well as the 
good times and is well positioned to take advantage of the coming year which will see the finalisation of the 
Skyrail project and the renewal of our village bringing enormous business and community opportunities.

It is my privilege to be part of a business which provides true leadership and is a local asset which partners 
with State and Local government and numerous community organisations to generate investment, 
employment and successful community outcomes for Murrumbeena and surrounds. 
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For year ending 30 June 2017

Every successful business has challenging times and Murrumbeena Community Bank® is no different in that 
respect.  For our business this year it the challenges have been around our staffing structure and ensuring we 
had the right people to help build our business and take care of our customers.

With the departure of experienced three long serving staff in fairly quick succession due to retirement and 
promotions the leadership team needed to evaluate the needs of the branch now and into the future.  During the 
year the branch saw some instability in its staffing, with Customer Relationship Manager Keith Rawdin accepting 
another role within the bank, but despite these difficulties the branch staff managed to once again deliver an 
exceptional lending effort and meet its overall business growth target.

A special thank you must be given to staff members Lorraine Crabb (now retired) Chris English (Customer 
Relationship Officer) and Karen Dewberry (Customer Service Officer) who generously took on more hours and 
responsibilities to help the branch continue with its customer service excellence and allow the lending team to 
continue to build the business book.

The current low interest rates has meant that our customers have the ability to be repaying their debt in a more 
accelerated manner leading to a large amount of amortised debt across the Branch’s lending book.  So whilst the 
branch settled $34m in lending in the twelve months the lending book only grew by $8.6m after discharges.  It 
is clear that to grow the book the lending team needs to write $4 for every $1 in growth and this situation is not 
likely to change in the short term.  With this in mind the board and Branch Manager agreed that more resources 
were needed to support the level of lending required which led to the branch advertising for a Branch Manager 
with me, as the current manager, being elevated to a Senior Manager role with a responsibility to develop more 
business opportunities.

The Board was fortunate to attract Daniel Dakic to our branch as newly appointed branch Manager.  Daniel 
worked previously for Bendigo Bank and has been able to slip seamlessly into the role and is already making 
progress with our lending book and branch management.

With the staffing challenges largely behind us the branch is settling once again into its normal rhythm and we 
are looking forward to a very successful year in 2017/18 with a strong leadership and business development 
objective as well as the continued desire to create a harmonious workplace for our staff and centre of excellence 
for our customers banking experience.

Manager’s report
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With each New Year there comes a different set of challenges. A few years ago it was the Global Financial 

Crisis this year it was market uncertainty and a federal election. How we meet these challenges determines the 

success of any business. Murrumbeena Community Bank® Branch has worked to develop a dedicated team of 

people whose collective experience provides consistency and reliability which helped our business thrive in this 

unpredictable environment.

Building on the branch’s excellent performance last financial year Murrumbeena Community Bank® Branch has 

again exceeded expectations across all areas of the business. Throughout the year our lending team settled  

$16 million in lending which helped to drive total business growth of $19 million seeing our total business 

size reach $127 million. A remarkable effort and one which was recognised by the Region with Murrumbeena 

being presented with the ‘Branch of the Year Eastern Region 2013 Award’ for the second consecutive year. 

The motivated attitude of staff, excellent service standards and the work they have being doing around bringing 

awareness of our products and services to our customers, especially around how they can protect their assets and 

businesses through a range of insurance options was also recognised with several awards.

As we grow the complexity of our business evolves and the specialist Business Banking team lead by Neil Excell 

has helped our branch reach out to commercial customers and provide them with professional but personalised 

services so often lacking in banking today.

To witness the growth of our business is very exciting but it is the flow on effect on our community which is really 

the key to the commitment of our staff and Directors. The ‘why’ of what we do is all important and the ‘why’ is the 

numerous clubs and organisations we engage with every day providing friendly and professional banking options, 

sharing our networks and expertise as well as providing financial support by way of sponsorships and grants.

An excellent example of how the Community Bank® concept can bring people together is at the annual 

Murrumbeena Relay for Life. Our staff and Board work tirelessly with the Cancer Council during the year to create a 

memorable community event which involves many of our sponsored organisations.

For Bendigo and Adelaide Bank to be Australia’s most customer connected bank requires that our staff and 

Directors actually care about our customers, listen to what they need and be relevant and responsive. Without 

a doubt our team at Murrumbeena Community Bank® Branch deliver every day on that expectation. Whether at 

the branch counter or at any of the numerous community events throughout the year Julie Scott, Lorraine Crabb, 

Jennifer Christie, Karen Dewberry, Chris English and newly promoted Customer Relationship Manager, Kerryn 

Thompson, work to promote the branch’s objective of creating success and prosperity within our community.

The Board of Directors have again this year provided the strategic vision for our branch and have collectively 

volunteered their time and expertise to ensure the ongoing success of our business.

It is satisfying to look back on 12 truly exiting months at Murrumbeena Community Bank® Branch and with the 

support of our community and the continued hard work and dedication of our team I am convinced that we will 

navigate the challenges of the year ahead.

Susan Foley 

Branch Manager

Manager’s report

Susan Foley

Senior Manager 
Murrumbeena Community Bank
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Bendigo and Adelaide Bank report

Year ended 30 June 2018

It’s been 20 years since the doors to the first Community Bank® branch opened. And it has only been a 
few months since the latest, the 321st, Community Bank® branch opened its doors.

In the last 20 years, much has changed. A staggering 92 per cent of our customers do their banking online 
and we pay for goods and services on a range of mobile phones, our watches and even our fitness devices. 
Many are embracing this online world with a sense of excitement and confidence. Our model will be even 
more accessible to people right across Australia.

Despite the change many things have also remained constant through the last two decades. Commitment 
within communities remains as strong today as it has ever been; from our first Community Bank® branch 
to the most recent one, and the 319 in between.

This year, five of our Community Bank branches are celebrating 20 years in business. Bendigo Bank has 
celebrated 160 years in business. We farewelled Managing Director Mike Hirst and welcomed into the MD 
role long-time Bendigo employee Marnie Baker.

Our Be the change online marketing campaign has been the most successful online marketing campaign 
ever run by our organisation. The premise behind Be the change is simple – it thanks individual customers 
for banking with their Community Bank® branch.

But it’s not the Bank thanking the customers. It’s not the staff, volunteer directors or shareholders thanking 
the customers. It’s the kids from the local little athletics and netball clubs, it’s the man whose life was 
saved by a Community Bank® funded defib unit, it’s members of the local community choir and the animal 
rescue shelter. These people whose clubs and organisations have received a share of over $200 million 
in Community Bank® contributions, all because of people banking with their local Community Bank® 
branch.

Be the change has further highlighted the power of the model. For others, customers are important. For 
our Community Bank® network, customer support ensures our point of difference. It’s the reason we can 
share in the revenue generated by their banking business. Without this point of difference, we would be just 
another bank.

But we’re not, we’re Bendigo Bank and we’re Australia’s only ‘community bank’, recently named by Roy Morgan 
Research as Australia’s third most trusted brand and most trusted bank. As one of 70,000-plus Community 
Bank® company shareholders across Australia, these are outcomes we hope you too are proud of.

I’d like to thank you for your decision to support your local Community Bank® company as a shareholder. 
Your support has been vitally important to enhancing the prospects and outcomes within your community.

Without you, there would be no Community Bank® branch network in Australia.

We value your initial contribution and your ongoing support of your Community Bank® branch and your 
community. Thank you for continuing to play a role in helping your community Be the change.
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Bendigo and Adelaide Bank report
For year ending 30 June 2017

As we approach 20 years since the first Community Bank® branch opened its doors, it’s timely to reflect on the role of 

our network’s 70,000-strong shareholders and its army of nearly 2,000 passionate local Directors.

As a group of people you are a powerful force that continues to influence change both locally and nationally.

United for a shared purpose in your communities, you are making big things happen beyond the delivery of great 

banking products and services; you’re creating jobs, helping businesses to thrive, solving problems and achieving 

outcomes that will make your communities better places to live and do business.

Amongst other things, you are providing hundreds of thousands of people in communities around Australia with new 

opportunities to:

• Play sport in new Community Bank® funded centres.

• Continue their education thanks to a Community Bank® scholarship.

• Seek treatment in hospitals closer to home with equipment funded through a Community Bank® grant.

• Reap the environmental benefits of Community Bank® funded solar panels and LED lighting, and

• Access mental health services for teenage children with a service supported by a local Community Bank® branch.

In fact, since the model’s inception your investment in local communities exceeds $165 million and that figure 

continues to grow every year. This amount excludes the significant co-investment on key projects that many companies 

have obtained from Government and other parties.

Nationally our voices are increasingly being heard, and our collaborative approach recognised and celebrated.

Representing us all at a recent forum at Canberra’s Parliament House, Bendigo Bank’s Managing Director and 

Chairman reinforced the significance of the Community Bank® model’s achievements and called for regulatory 

change that would help us compete in a crowded and ever-evolving banking sector. Just two months later, the Federal 

Government announced a levy on Australia’s biggest banks that is set to re-level the playing field as we’ve regularly 

advocated for.

But for us this is more than a levy. The Turnbull Government’s announcement recognises the importance of  

customers having access to a robust, competitive and customer-focused banking sector. On this note Bendigo Bank 

was recently recognised as the banking provider of choice in the annual Mozo People’s Choice Awards. Better yet, out 

of 110 banking providers nationally, we were the only bank recognised in all eight banking categories – and were rated 

the leading bank in six of those eight categories.

This is an extraordinary achievement for you and our bank. Not only does it demonstrate that, in the eyes of our 

customers, we are doing something right – it very clearly outlines that together we can continue to achieve results.

As we’ve long known, the more successful our customers are, the stronger our communities become. In this regard the 

Community Bank® model enables these outcomes for customers and communities, as increasingly recognised by more 

and more Australians.

So thank you for your investment in your local Community Bank® company, for your ongoing contribution and support, 

tireless advocacy and continued commitment to building strong local communities. Without this, our Community Bank® 

branches would be just another bank.

Robert Musgrove 

Executive Engagement Innovation

Bendigo and Adelaide Bank report

Annual Report <Company Community Financial Services Limited>

Robert Musgrove

Bendigo and Adelaide Bank
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Director’s report (continued)
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Director’s report (continued)
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Director’s report (continued)
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Financial statements  
Statement of Comprehensive Income for the Year Ended 30 June 2018
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Financial statements (continued)  
Balance sheet as at 30 June 2018
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Financial statements (continued)  
Statement of change in equity for the year ended 30 June 2018
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Financial statements (continued)  
Statement of cashflows for the year ended 30 June 2018
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Notes to the financial statements  
For the Year Ended 30 June 2018
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  



32 2018 Annual Report Murrumbeena Community Financial Services Limited

Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Notes to the financial statements (continued)  
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Independent audit report
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Independent audit report (continued)  
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