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Chairman’s report 
 
On behalf of the Board of Directors, Manager Justine Kennedy and our branch team, it is my pleasure 
to provide our Annual Report for the 2016/17 financial year. 
 
Staff  Performance 
Of note is yet another disciplined, significant, qualitative contribution from the branch team. Year-on-
year Justine leads by example. The team as a whole works closely with Justine and work well together 
to find the right balance to ensure more time is spent on qualitative actions and methods than 
quantitative. They lead the way, on their initiative, with giving of their own time to ensure our 
community investment. They were recognised by Bendigo Bank this year for their contribution of over 
800 hours of voluntary service annually. 
 
The outcomes from the team’s own time invested in the community could easily be measured in 
quantity or by the number of events attended and their duration for example. What is difficult to 
measure is the impact our team have as they, in a professional yet relaxed manner, support a diverse 
range of community organisations through meaningful contributions that emphasise our point of 
difference and our strengths. Why is this difficult to measure?  
 
Unlike changing your mind about what to have for dinner, changing banks often involves waiting for 
years to reduce break fees or to save sufficient funds for a deposit. This means the impact of the 
investment our team makes through meaningful relationships and contributions cannot be known or 
measured for years. 
 
As Chairman then, how can I be sure we are investing ourselves, our time and our funds wisely if I 
cannot put a monthly report to the Board that shows in simple terms, the value and impact of that 
effort? We all have to take and trust in the longer-term view and measures. This is one of the unique 
components of the Community Bank® model. What I look for and what we can evidence is: 
 

• A growing and broadening list of stakeholders involved, and I use the term involved 
deliberately in our work as a Community Bank® branch. 

• An increasing pool of stakeholders with a working knowledge of the Community Bank® 
model and the long-term benefits.  

• Long-term partners such as the Redlands Hockey Association. We have been a sponsor for 10 
years now, since their inaugural year. 

• We are a wanted business and our team receive recognition locally, regionally, in the State 
and Nationally amongst the other Community Bank® branches; often receiving requests or 
invitations to lead or participate in training of, or presenting to others. 

• Positive contrasts with other networks on social media, where we are able to share our stories 
and our successes. 

• Our knowledge base of the team broadly is deepening and readily shared because our team 
stays with us for the long-term. Justine has been with the network in excess of 13 years and 
Jane and Karen for more than 8 years. Directors are also notching up significant milestones. 
As I wrote earlier, these are quantity, yes. I have the advantage and opportunity to assess and 
evidence the quality of the contributions, individually and collectively. 

• We continue to be recognised by our peers and by our franchise partner, Bendigo and 
Adelaide Bank.  

• We successfully break new ground in the Community Bank® network throughout Australia. 
• Our team are empowered and importantly, motivated to support one another and are fully 

equipped and skilled to take on more than what is expected of them.  
 
Our team in Victoria Point and Cleveland understand this and despite the trials, tribulations and daily 
grind we all face from time to time, they hold the long-term outcomes near to their hearts, and are 
disciplined and committed to the model, to our community and the qualitative outcomes. They truly 
deserve the recognition they receive from their peers and we congratulate the team whole-heartedly! 



 
Business Performance 
The Cleveland Service Centre and partnership with Robins Accountants has proven to be more 
successful than expected exceeding the budgeted growth. This growth has occurred due to hard work, 
consistency and behind the scenes work, not the least of which is the commitment shown to the 
partnership by Robins’ partners and team.  
 
As mentioned in previous Annual Reports, the Victoria Point Community Bank® Branch continues to 
be affected by ‘churn’ which is typical of a branch that is 10 years or older. The Victoria Point 
Community Bank® Branch will be 12 on 15 December this year. Despite the churn our overall 
footings have grown which is again, recognition of the branch team. 
 
As shareholders, I hope you too are proud of the achievements of Justine and her team. You certainly 
should be and we invite you to take every opportunity when with others in the community to reflect on 
their work and to socialise that the outcomes are more than money can buy. Last year I forecast the 
company’s performance for the 2016/17 financial year would be much like the 2015/16 year. I 
indicated there would be an exception; being how profit is shared between Bendigo and Adelaide Bank 
and our Redlands Community Financial Services Limited (RCFSL). Profit share changed to the Funds 
Transfer Pricing (FTP) method and our margin income would be significantly less.  
 
Bendigo and Adelaide Bank provided a ‘floor’ to ensure our margin income was supplemented and the 
floor was to be available for up to three years. Another recognition of the work of the branch team, is 
that we stopped receiving the floor during the first year and this is due to them working smarter, 
ensuring a broader product base is available to and considered by customers and, the excellent 
results from Cleveland. 
 
The Community Bank® National Council, a council that sets strategy nationally for all Community 
Bank® companies, is about to commence a review of the model constitution, with a focus on the 
‘local’ model and how to ensure shareholdings remain local too. It will also focus on improved 
opportunities to facilitate the sale of shares. If you are a shareholder seeking to sell shares, you have 
an obligation to promote the Community Bank® model and encourage investment in our 
Community Bank® company.  
 
We have, for the first time, distributed franked dividends. This should engender a sense of the 
resilience of our company. 
 
We have a major milestone approaching in the last quarter of 2017. On December 4 we will open the 
Wynnum Manly Community Bank® Branch. Wynnum Manly will be the 319th Community Bank® 
branch nationally. In terms of social, business and community development and investment, there has 
been a softening of the boundaries on the bayside as evidenced by community organisations such as 
Redland Community Centre, STAR Community Transport, Redlands Centre for Women, Wynnum 
Netball Association, to name a few. Redland City Council also recognises these boundaries are 
changing and are a co-sponsor of the Wynnum Seagulls Rugby League team. 

RCFSL Reconciliation Action Plan recognises the Quandamooka People as the traditional owners of 
the land and Quandamooka country extends from Wynnum Manly through Redlands to the South. 
Some of the branch team and one of our Directors now live in or near Wynnum Manly.  
 
Justine and I met with community and business leaders in the Wynnum Manly area and continue to 
have open dialogue around the Community Bank® concept, subsequent community investment, the 
points of difference and value added reasons for opening the branch. 
 
We have already been included in regular community and business events in the Wynnum Manly area 
and I was invited to sit on the panel assessing the Federal Government’s Stronger Communities grants 
for 2017. In summary, we have hit the ground running and look forward to applying all the 
Community Bank® principles in Wynnum Manly from December. 



Also in recognition of our increased business size, our activity and Justine’s performance year-on-year, 
Justine has been promoted to a Senior Manager and will oversee all operations at the Agency on 
Macleay Island, the Cleveland Customer Service Centre and the Victoria Point and Wynnum Manly 
Community Bank® branches, a well-deserved and long overdue promotion.  
 
Those who have met Justine and attended an Annual General Meeting know it is quite a challenge for 
her to read her report. The team is so special to her and it is quite difficult for her to speak without 
deep emotion. So this year I offered to convey the Manager’s report and true to form, Justine is 
praising our team. 
 
Like me, Justine finds it hard to say just the right words to thank our amazing team. Words don’t seem 
enough. Justine says, “Our team are without doubt the most dedicated, passionate and loyal people I 
know. They are the reason we make great things happen for our customers and community.  
Each one brings something different to our team ie; the ability to comfort people who have lost 
someone, the uncanny ability to talk to themselves all day, the person that keeps us all calm and the 
joker to name a few precious traits.”  
 
Justine and the team are openly proud of the growth in footings, which was $10.7million for the year; 
well over budget and the 7th year in a row that we exceeded our growth budget! Justine also notes 
that, “Cleveland has been a huge success and it is all because of the staff dedication to give new 
things a go and always look after our customers. The pressures have been great this year with the 
Cleveland opening and the planning and project work for the Wynnum Manly Branch. As always; the 
staff rise to the challenge and I am so very grateful.” 
 
Over the last 12 months, there has been welcome news nationally and it is clearer than ever, that the 
Board and branch team are part of a ‘bigger picture’. Customer service across the Community 
Bank® network has been recognised with national awards. The model where we return prosperity to 
our ‘village’ instead of feeding off prosperity is a world-leading practice and a unique offer. Our other 
points of difference are local investment, local decision-making and local ownership. 
 
Bendigo and Adelaide Bank is the 5th largest bank in Australia. Recently, new research from Roy 
Morgan shows that customer satisfaction with Bendigo Bank in August 2017 was 89.3%, making it the 
top performer among the ten largest consumer banks. Not only was Bendigo the satisfaction leader 
but it improved it’s rating over the month by 0.9% points, against an overall decline of 0.2% points for 
banks in total. 
 
Further, Bendigo and Adelaide Bank has been named at number 13 on Fortune magazine's Change 
the World list. The Change the World list recognises companies that have had a positive social impact 
through activities that are part of their core business strategy.  
 
What we do makes a tangible, relevant meaningful difference. We hope, at every opportunity, you too 
will commend the Community Bank® model and when next in the branch, congratulate our team as 
well. 
 
Faithfully, 

 
Garry White 
Chairman 









































































NaHonal	campaign	#bethechange		
	
A	video	presentaHon	of	the	change	made	when	you	partner	with	us	is	
available	on	most	social	media	applicaHons	


