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Heritage Bank is justly proud of our mutual 
status and our core mission of delivering 
great value to customers.  In 2013/14, 
we have continued to strike the right 
balance between the need to meet capital 
and regulatory requirements, and the 
imperative to give our customers the best 
value possible, whether they be depositors 
or borrowers.

Our profit result in 2013/14 was strong, given 
the fierce competition in the marketplace. Our 
pre-tax profit was down 5.5% on the previous 
year. However, as the prior year contained the 
proceeds from the sale of our Visa shares, the 
underlying pre-tax profit was up 0.1% from 
the previous year to $50.04 million. Our loan 
approvals were up 7.5% to $1.440 billion, 
a great result in a competitive environment. 
Significantly, our loan approvals in the second 
half of the financial were up 19% on the first 
half, a satisfying trend. 

Whilst delivering a strong profit, we also 
delivered great value to our customers. 
Independent research by analysts Canstar 
found that in 2013/14 our customers were 
more than $48.29 million better off by banking 
with Heritage rather than the big four banks. 
This was the benefit that Heritage customers 
receive on fees and interest rates when 
compared to the average of the banks fees 
and rates. This is a compelling demonstration 
of our People first proposition in action. This 
year, the Federal Government launched the 

Financial Systems Inquiry (FSI), part of which 
includes a review of the current banking 
system. We fully support the Customer Owned 
Banking Association (COBA) submissions 
which highlight the need to level the playing 
field and reduce the unfair advantage the big 
banks receive via their “too big to fail” status.  
We need stability in the banking system with 
common sense regulation and supervision. But 
the system also needs the competition that 
the mutual sector provides. At the same time, 
APRA has imposed regulatory frameworks 
that in overseas jurisdictions only apply 
to systemically-important, large financial 
institutions. I am hopeful that the FSI outcomes 
will stress the importance of competition in 
APRA’s mandate.

Competition will continue to affect how we 
operate. So, too, will the fact that Australia’s 
banking sector is currently undergoing a rapid 
upheaval as digital technologies transform 
the way people interact with their financial 
institutions. People increasingly want to access 
their banking needs at any time of the day or 
night, wherever they might be, whilst using 
their mobile device of choice. 

Heritage is meeting this challenge with a 
five-year Digital Blueprint that outlines how 
we will transform the business to meet the 
new demands of the digital age. This includes 
a program of significant investments in 
upgrading our online banking services; in 
upgrading our data systems; and in simplifying 
our processes. We will start making substantial 

investments from the 2014/15 financial year. 
Future years will incorporate the amortised cost 
of this investment. However, the magnitude of 
this investment is significant and is likely to 
have an impact on our profit results in coming 
years. To offset this impact, we will be targeting 
increased loan volumes and cost efficiencies. 
This investment in transforming our business 
for the digital age is non-negotiable – we must 
make these changes to stay relevant to our 
customers. We will also take prudent decisions 
to meet our ongoing funding and regulatory 
requirements. In March 2014 we undertook 
a $400 million residential mortgage-backed 
securities (RMBS) transaction. This received 
an overwhelmingly positive response from 
investors, with the final pricing a great outcome 
for Heritage. We also made the decision 
this year to redeem the ASX-listed Heritage 
Notes debt securities in October 2014, due to 
changes in their capital treatment. We have 
no immediate need to replace the Notes with 
another issue, but will keep our options open.

I acknowledge the quality and experience 
of our staff, led by the CEO John Minz. Their 
efforts have enabled Heritage to continue 
to deliver strong financial performance and 
meaningful value for customers. Their efforts 
are noteworthy given the challenges of a 
rapidly changing environment for all financial 
institutions in Australia.

Kerry J Betros 
Chairman

Chairman’s Report

Kerry Betros, 
 Chairman

Independent research by analysts Canstar found 
that in 2013/14 our customers were more than 
$48.29 million better off by banking with Heritage 
rather than the big four banks.
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CEO’s Report

Heritage Board and CEO 2013/14 

Mr David W. Thorpe, Ms Susan M. Campbell, Mr Brendan P. Baulch, Professor Peter Swannell,  
CEO Mr John Minz, Mr Stephen Davis, Mrs Vivienne A. Quinn, Mr Kerry J. Betros (Chairman),  
Dr Dennis P. Campbell (Deputy Chairman).
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John Minz, CEO

Heritage Bank has maintained our strong and 
stable financial performance in 2013/14. While 
our pre-tax profit of $50.04 million was 5.5% 
down on the previous year, our underlying 
profit actually rose marginally. We grew our 
assets slightly to $8.519 billion, and our retail 
deposits grew by $337 million to $4.706 billion. 
We also lifted our liquidity ratio from 20.31% 
at 30 June 2013 to 22.23% at 30 June 2014. 
Our performance was aided by our decision to 
mature $400 million of government guaranteed 
debt earlier than scheduled. This has helped us 
manage interest margin and balanced growth. 

By 30 June 2014, Heritage had managed 
mortgage loan arrears greater than  
30 days to just 0.39% of loan balances. This is 
approximately one third of the industry average, 
as measured by SPIN. In addition, impairment 
losses on loans were down by 27% from the 
previous year. Our corporate ratings remain 
stable at Moody’s A3/P2 and Fitch BBB+/F2.

At the same time, we continue to invest in 
the future of our business by increasing our 
workforce in strategically important areas. 
These include the mobile commerce and card-
based prepaid programs within our Emerging 
Business Streams and the technology applied 
to provide our customers with an evolving set 
of products and services. Heritage added 20 
staff to our workforce in 2013/14 to effect 
this growth, after adding 40 positions in the 
previous year. We also plan to add a further 
23 positions in the 2014/15 financial year, 
predominately in the IT area to support our 
transformation for the digital age. 

Transformation is a key concept for Heritage 
moving forward, as the move to digital banking 
by customers continues with remarkable 
speed. I’m delighted that we have taken the 
decision to move our website and internet 
banking development in-house, rather than 
having these services supplied by a third 
party. We are also investing in the staff and 
resources needed to develop our own mobile 
banking facilities and apps. These investments 
will enable us to move quickly and flexibly in 
responding to the changing demands of our 
online customers.

Improvements to our online channels are just 
part of our determination to enhance the 
customer experience. To help achieve this we 
have set up a Business Process Management 
team to look at cutting paperwork and 
streamlining processes across the business. 
These initiatives are designed to improve the 
customer experiences and make dealing with 
Heritage simpler and easier. 

We also continue to be innovative in 
maximising the potential of our market-leading 
expertise in pre-paid card technologies, such 
as our partnerships with Qantas, Optus and 
Australia Post. We will continue to look for new 
opportunities in this market sector. 

Heritage has a vibrant culture, which is one 
of the reasons we provide such wonderful 
customer service. Heritage collected two 
awards at the 2014 Australian Business 
Awards – winning the Employer of Choice 
for the fourth year in a row, and winning the 

inaugural Human Resource Management 
award. The results of our annual Your Viewpoint 
staff survey were also outstanding, with 92% 
staff participation in the voluntary poll, and 
13 of the 19 criteria receiving a positive score 
above 80% - which is considered “world class”. 

With outstanding staff, great products and 
wonderful service, we collected the 2014 
Canstar Cannex Award for the most satisfied 
customers in the country in the Challenger Bank 
category. Our monthly Roy Morgan customer 
advocacy rate – the likelihood of customers 
recommending us to their friends has averaged 
almost 25 in 2013/14, while three of the four 
big banks were in negative outcomes.

One reason our customers have such a positive 
view of Heritage is because of our commitment 
to community. We continue to support numerous 
events and activities across our branch footprint, 
particularly in our heartland around Toowoomba. 
We recognise that serving our customers means 
not just providing them with financial products 
and services, but also using our resources to 
improve the prosperity and lifestyles of the 
communities in which they live. 

Heritage continues to deliver fantastic results. 
I congratulate management and staff for 
their commitment to our customers and this 
organisation. I also thank our Chairman, Mr 
Kerry Betros, and all our Directors for their 
professional stewardship and sustained 
support throughout the year. 

John Minz 
Chief Executive Officer



About Heritage
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.

Heritage is a mutual bank – owned by 
customers, not shareholders. When you open 
an account at Heritage you become a part-
owner with a voice in our future.  Heritage 
does not pay dividends, so all profits we make 
stay with us.

Heritage now has 61 branches in southern 
Queensland and 39 mini branch outlets. 
Heritage also sells home loans via a network 
of mortgage brokers in every state and 
territory in Australia, making us a national 
player in the home loan market.  With more 
than $8.5 billion in total assets, we are 
Australia’s largest customer-owned bank. 

Heritage offers 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.
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VALUE TO HERITAGE 
CUSTOMERS

Additional value for customers 
by banking with Heritage compared 

to the big four banks*.

*Canstar Member Valuation, June 2014

Total 
additional 

value to 
customers 

for last 
three years

$117.979 million

 

Savings
on lending 

products
$15.23 million

Additional 
value on 
deposit 

products
$33.06 million

With more than 

$8.5b
in total assets, we 
are Australia’s largest 
customer-owned bank.
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The Customer Owned Advantage

THE CuSTOMER 
OWNED ADVANTAGE

THE BIG BANKS

CustoMers

THE BIg 4 
BAnKs

HIgHER 
PROfITs

$$$$ 
$$$$

DIvIDEnDs PaID 
to sHAre 
HOlDERs

PROfITs  
stAy  

wITH usCustoMers

$$$$
MODEsT 
PROfITs

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 sole 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. 

The big banks are different because they  

are owned by shareholders, not by customers. 

They exist for the financial benefit of those 

shareholders, who want a financial return  

on their investment. That means the big  

banks are always looking to maximise profits 

so they can pay higher dividends to their 

owners – the shareholders. Their goal is  

to make money from their customers to 

benefit their shareholders.

In fact, for the 2013/14 financial year, 

Australia’s big banks will post combined 

profits of close to $30 billion. That’s around 

$1330 for every man, woman and child in the 

country, or about $82 million in profit every 

single day of the year!

WE GIVE BETTEr VALuE 
Our focus on customers translates into 
financial benefits for them. Because we 
don’t seek massive profits, we can give our 
customers a better deal.  

Independent analysis by research company 
Canstar found that our customers were more 
than $48.29 million a year better off in 2014 
through banking with Heritage rather than 
one of the big four banks*.  Our customers 
gained a $15.23 million benefit in rates and 
fees on our lending products, and around 
$33.06 million because of better interest 
rates and fees on deposit products.

In fact, over the last three financial years, 
Heritage customers have received a total 
additional benefit of $117.979 million by 
banking with us, rather than with one of the 
big banks.

That’s a compelling demonstration of the 
value that banking with a customer-owned 
institution can deliver.

WE CARE 

We call our approach the People first 
difference. Everything we do is underpinned 
by this philosophy, which means we listen to 
you, we’re friendly and we actually care about 
your needs. Our goal is to give customers 

great value, and help them realise their 
financial dreams.  We strive to provide  
loans that cost you less, savings products  
that earn you more and transaction accounts 
with low (or no) fees. 

WE’rE SAFE AND SECurE
Heritage has a history stretching back to 
1875, so we are one of the longest-standing 
financial institutions in the country – in 
fact, we’ve been around longer than the 
Commonwealth Bank!  We are also the 
largest customer-owned bank in the country, 
with more than $8.5 billion in total assets. 
That makes us big enough to matter yet still 
small enough to care. As a customer-owned 
bank, we are mindful of our obligations to 
protect the interests of our owners – you, the 
customers. That’s why we take a responsible 
and low-risk approach in the way we operate. 
We also face the same regulatory framework 
as the big banks and have to meet strict 
financial standards and requirements. 

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 that counts.

*Canstar Member Valuation, June 2014
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*roy Morgan research Consumer Banking in Queensland, Customer Satisfaction, average of monthly scores 2013/14.

Our average Roy Morgan 
main financial institution 
customer satisfaction 
score for 2013/14 was 
86% - higher than all 
the big banks.
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Putting Customers First
Heritage has always been focussed on 
providing great value to our customers, 
above all else.

That’s why we have been opening branches 
in recent years, while other organisations 
have been closing them.  We know that many 
of our customers like the personal service 
they get at their local branch and the fact 
that our staff know their name.

Putting customers first means providing 
great value to them through the way we 
price our products.  Because we don’t chase 
massive profits, our goal is always to offer 
better value to our customers than the big 
banks. That’s why the interest rate on our 
standard variable home loan was lower than 
that offered by each of the big four banks 
throughout the 2013/14 financial year. 

Our standard variable rate at 30 June 2014 
was 5.64% - 0.27 percentage points lower 
than the average of the big four banks. 

Our average roy Morgan main financial 
institution customer satisfaction score for 
2013/14 was 86% - higher than all the 
big banks.  Roy Morgan also provide us with 
customer advocacy results, which measures 
the likelihood that customers would 

recommend their financial institution to 
someone else.  The higher the “net promoter 
score”, the more likely it is that customer 
will recommend their bank to friends or 
colleagues. Across the 2013/14 year, 
Heritage scored an average net promoter 
score of 24.97 in the monthly results, 
indicating a strong likelihood of customers 
recommending Heritage to others. 

CANSTAr BLuE CHALLENGEr 
BANK AWArD
Heritage Bank outperformed a line-up of 
Australian competitors to top the nation in 
customer satisfaction ratings released in 
early 2014. Canstar Blue announced Heritage 
as the winner of the 2014 Challenger Bank 
award for the Most Satisfied Customers. 
Heritage outscored Bendigo Bank, BOQ, ING 
Direct, ME Bank, St. George, Suncorp, uBank, 
Teachers Mutual, BankSA, Bankwest, and 
HSBC to take out the award.  Heritage Bank 
received five star ratings in 7 of the 8 criteria 
being judged - overall satisfaction, branch 
service, call centre service, internet banking, 
product range, inquiry resolution and mobile 
banking. The next best competitor received 
just one five star rating in one category.
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*Standard variable home loan annual percentage rate sourced from relevant websites as at 30 June 2014.

STANDArD VArIABLE INTErEST rATE

Heritage CEO John Minz receives the national 
Canstar Blue award for Most Satisfied 
Customers in the Challenger Bank category 
from Canstar Head of research, Product and 
Strategy Steve Mickenbecker.
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Heritage is continuing to roll-out a program 
of branch refurbishments and relocations to 
improve the customer experience and better 
fit the modern patterns of banking.  

ADVANCES IN ONLINE BANKING
Heritage recognises that customers today 
increasingly want to carry out their banking 
online, especially from mobile devices. We 
have adopted a five-year Digital Blueprint 
that sets out our ongoing upgrades to online 
banking services that will keep pace with 
customer demand. We now have Heritage 
banking apps available for both iPhone 
and Android users. We automatically alert 
customers to these apps, if they try to log 
into our normal internet banking site from 
their mobile device. We introduced the ability 
this year for customers to change the PIN 
on all their Heritage EFTPOS, Visa Debit and 
Visa Credit cards via online banking.  We also 
brought in the capability for customers to 

“nickname” their accounts in online banking, 

to make it easier to identify them. 

INTERNATIONAL MONEY 
TRANSFERS
Heritage this year introduced easier ways 

for customers to complete international 

money transfers, with specialist partner 

Western union. The Western union Money 

in Minutes service allows customers to 

send cash to more than 498,000 locations 

in over 200 countries around the world. 

The receiver does not need to have a bank 

account – they simply pick up the money 

in cash from a local Western union agent. 

Customers can also receive money more 

easily from overseas via Western union’s 

telegraphic transfer system. This enables 

people overseas to send money directly into 

a customer’s Heritage account, which is a 

faster, more reliable and cheaper method.

IN 2013/14, WE CArrIED OuT 
THE FOLLOWING uPGrADES:

Caloundra Branch
Refurbishment of 
existing premises.

Kippa-Ring Branch
Refurbishment of 
existing premises.

Indooroopilly Branch
Refurbishment of 
existing premises.

Mt Ommaney Branch
Refurbishment of 
existing premises.

Mermaid Waters Branch
Refurbishment of 
existing premises.

Toombul Branch
Refurbishment of 
existing premises.

Buderim Branch
Relocation to 
new premises.

9 Heritage Bank Limited • Customer Report 2013/14 



Heritage this year introduced 
easier ways for customers to 

complete international money 
transfers, with specialist 
partner Western union.
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Putting Communities First
Supporting our communities is extremely 
important to Heritage Bank – in fact, 
community is one of our core values. 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 each year holds a Charity Golf Day 
in Toowoomba to raise money to support 
worthy local charity and community 
organisations.  The 2013 Charity Golf Day 
raised a record $46,500, with donations 
distributed to eleven local organisations. This 
year’s event brought the total raised in the 
event’s 16-year history to over $526,000. 

•  Heritage is now the major sponsor of the 
Bundy Flavours Festival, held each year in 
September in Bundaberg. The festival is 
the region’s biggest celebration of locally 
grown produce and gardening, with plenty 
of family-friendly activities.

•  Heritage is the major sponsor of the 
annual Ipswich 100 bike ride, held each 
year in April. The  2014 event raised 
$84,990 in funds for Queensland charities 
for recipients including 24/7 Cycling Safety 
Fund, youngcare, SES QLD, Epilepsy QLD, 
Lions Youth Emergency Accommodation 
Centre, McIntyre Centre, Ipswich Hospital 
Foundation and Team Cupcake. 

•  The Heritage Calendar continues to raise 
money to support community activities 
across southern Queensland. The 2014 
calendar raised more than $23,000. This 
year’s recipients included ronald McDonald 
House in Brisbane, the Pyjama Foundation 
in Toowoomba, Little Haven Palliative Care 
in Gympie, rosies youth Mission on  
the Gold Coast, the rSPCA and youth 
Services Bundaberg.

•  Heritage Bank was the sponsor of the 
inaugural Gratitude Walk in Gympie in July 
last year. The event involved a 5km trek 
around Gympie, raising vital funds for  
Little Haven Palliative Care. 

•  Pink is the theme for the annual Heritage 
Bank Stanthorpe Charity Golf Day in 
October, which raises money for the 
ongoing fight against breast cancer. 
Players are encouraged to dress in pink 
and vie for awards for the best outfits.

HErITAGE COMMuNITy 
BRANCHES 
Two of our Heritage Commu nity Branches 
gave away a total of $730,000 in grants to 
deserving local community organisations in 
2013, in a very tangible demonstra tion of the 
success of our com munity banking model.

Both the Nanango and Palmwoods 
Community Branches held ceremonies to 
present the 2013 grants to the recipients 
from their local area.

In Palmwoods, 34 local organisations shared 
in the $230,000 community funding grants, 
including the following:

•  $20,000 going to the Palmwoods State 
School P & C for the resurfacing of the 
prep/junior playground; 

The 2014 Heritage  
Calendar raised over   

$23,000
with all proceeds going 
to charitable groups in 
southern Queensland.
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•  $12,508 to Palmwoods Tennis Club for 
court upgrades to competition level; 

•  $12,000 to the Chevallum State School  
P & C to help build a new shed for sporting 
equipment and motorised specialist 
equipment for children with special  
needs; and 

•  $12,000 to the Compass Institute at 
Palmwoods towards a retail training facility.

In Nanango, 27 local organisations shared in 
the $500,000 in community funding grants, 
which included: 

•  $130,000 for the Heritage Lodge 
community housing project;

•  $56,500 for the Nanango Men’s Shed 
project; 

•  $46,674 to help fund restoration work at 
historic ringsfield House;

•  $38,150 for school hall equipment at the 
Nanango State High School; and 

•  $35,896 to the Nanango Sporting 
Association for canteen renovations.

HErITAGE PHOTOGrAPHIC 
AWArDS – 25 yEArS

We celebrated the 25th edition of our  

annual Heritage Photographic Awards  

with a special commemorative exhibition 

at the Queensland Performing Arts Centre 

(QPAC) in Brisbane in late 2013.  For  

the past 25 years Heritage has been 

encouraging photographers around the 

country to hone their skills through  

the awards. Not only has this produced  

many stunning images, but it has also  

helped boost interest in photography  

in communities around the country. 

Supporting the arts through photography  

is just another way Heritage puts People 

first.  The QPAC exhibition featured the top 

50 images from the 2013 awards,  

an image from each of the 25 years of  

the Photographic Awards, a timeline 

portraying Heritage Bank’s history, 

newspaper articles and photos representing 

our expansion out of the Toowoomba region.

HErITAGE BANK AuDITOrIuM
Heritage Bank reinforced its support for the 
Toowoomba community by becoming the 
naming rights sponsor of the Empire Theatre’s 
new 350-seat Toowoomba Regional Arts 
and Community Centre. under the 15-year 
agreement, the new theatre will be known as 
the Heritage Bank Auditorium. The building 
is an exciting addition to the region’s cultural 
facilities, providing a much needed medium-
sized venue for the performing arts and for 
functions of all kinds. Our support for this 
project is part of our commitment to building 
stronger, more diverse and more prosperous 
communities for our customers.

HEAD OFFICE rEFurBISHMENT
We completed a $3 million refurbishment 
of the exterior of the Heritage Head Office 
building in Toowoomba’s inner-city, including 
an upgrade to the ground floor arcade 
surrounds. The work has given a fresher 
and more modern feel to that part of 
Toowoomba’s CBD.

Heritage celebrated the 25th edition of 
the annual Heritage Photographic Awards 
with a special commemorative exhibition 

at the Queensland Performing Arts 
Centre (QPAC) in Brisbane in late 2013.

Heritage Bank Limited • Customer Report 2013/14 12
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The 2013 Heritage Bank  
Employee of the Year  
–  Jan Johnson, Community  

& Sponsorship Manager
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Putting Staff First

TrAINING QuALIFICATIONS 
COMPLETED By  
HErITAGE STAFF

5725  
eLearning Courses

3183  
Learning Blasts  

(additional knowledge) 

309  
Face-to-face courses

103  
Certificate IV in  

Banking Services 

26  
Certificate IV in  

Frontline Management 

17  
Diploma of Management 

37  
Certificate IV in  

Credit Management 

The foundation that underpins Heritage 
operations is our People first philosophy.  
That’s an attitude that applies just as much 
to the way we treat staff as it does to our 
customers.  Heritage continues to forge a 
reputation as a progressive and responsive 
employer that cares for its employees and 
is always looking for new ways to make it a 
great place to work.

HEALTH AND WELLBEING 
PrOGrAM
Heritage has had a Health and Wellbeing 
program in place for over seven years. In 
2014, we improved the program and added a 
range of new initiatives based on employee 
feedback. The program now includes the 
following initiatives:

•  Employee Assistance Program where staff 
and their families have 24/7 access to 
confidential professional counselling to 
help resolve any work related or personal 
issues affecting their well-being.

•  Healthy Weight Challenge – participants 
received a 12 week booklet and weekly 
emails with tips, hints, challenges  
and recipes. 

•  Quit Smoking Program – run in winter 
to promote education on health risks, 
identifying triggers and creating a  
support network.

•  Wellness Portal – powered by Bupa, 
an online portal which includes an 
e-magazine, tools, videos, food database, 
recipe book and an Online Health 
Assessment (OHA).

•  A comprehensive Workplace Rehabilitation 
Policy with a proactive approach for all 
long term illness and injury. 

•  Annual Workplace Assessments as 
requested/required.

•  Flexible Work Arrangements – accessed  
by over 11% of staff.

Our PEOPLE rEWArDS
In 2014, Human resources launched the  
Our People Rewards program. This is an 
online portal where staff can gain access 
to a wide variety of products and services, 
including discounted accommodation, travel, 
theme park admission, and movie tickets. 
This program also includes the option of 
cash back - enabling staff to earn credits 
based on the purchase of products and 
services. The introduction of these lifestyle 
benefits and initiatives is just another  
way Heritage is helping staff to achieve  
a healthy work life balance. 

Heritage’s commitment to creating an 
excellent working environment for staff has 
not gone unnoticed, with multiple external 
awards received in 2013/14. Heritage won 
the Recommended Employer category in the 
Australian Business Awards for the fourth 
year in succession and is the inaugural 
winner for Human Resource Management.

HErITAGE IN-HOuSE TrAINING
Heritage is one of the few Australian 
financial institutions to also be a  
registered Training Organisation (rTO),  
which enables us to deliver training 
courses that provide nationally recognised 
qualifications for our staff.  

Heritage also has a well-developed focus 
on delivering training online, which makes it 
much easier and more convenient for staff to 
meet their training requirements.
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Heritage this year teamed up 
with Australian tailor M.J. Bale to 
create the “power suit” – a first 
in wearable technology.
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Transforming Through Innovation
EMErGING BuSINESS STrEAMS
Heritage continues to diversify its business 
operations by targeting growth in a number 
of key areas where we have specialist 
expertise. One of those areas is the  
pre-paid card market. Heritage is already 
one of the largest issuers of pre-paid cards 
in Australia, working with a number of 
companies that sell pre-paid cards  
– for instance gift cards, or debit cards  
that can be re-loaded and used instead  
of cash. Heritage currently supports  
brands including MasterCard’s Multi-currency 
CashPassport product, and Australia Post’s 
Load&Go product. 

QANTAS
Heritage has partnered with iconic Australian 
airline Qantas on an update of its Frequent 
Flyer card. In August 2013, Qantas released 
its new Frequent Flyer membership card, 
developed in collaboration with Heritage, 
which can be used to store foreign currency, 
access cash worldwide via ATM withdrawals, 
and earn points on spending in Australia  
and overseas.

using the card’s Qantas Cash functionality, 
members can load funds, choosing up 
to nine different currencies and lock in 
exchange rates. Members can use the card 
to make purchases anywhere MasterCard is 
accepted electronically and earn points on 
their expenditure.

Heritage acts as the Authorised Deposit-
taking Institution (ADI) that supports  
this product and looks after issuing  
and settlement of funds.  The new 
functionality has been welcomed by Qantas 
Frequent Flyer card holders and provides a 
diversified income stream for Heritage. 

POWER SuIT
As well as developing new partnerships 
involving traditional pre-paid card 
technology applications, Heritage is also 
pioneering new uses that are opening up 
exciting possibilities. 

Heritage this year teamed up with Australian 
tailor M.J. Bale to create the “power suit”  
– a first in wearable technology.

The stylish men’s suit came with a special 
technology addition – a contactless payment 

chip and antenna fused into the sleeve. This 
allowed the wearer to pay for purchases 
“invisibly” with just a wave of their sleeve in 
bars, restaurants, or anywhere Visa payWave 
is accepted. 

Heritage and M.J. Bale made a limited 
number of these prototype suits as a way  
of testing the technology.

Former rugby league and rugby union legend 
Mat rogers launched the suit for the first 
time in Queensland in April. Heritage then 
auctioned his suit on line, with proceeds 
going to the charity 4 ASD Kids which Mat 
and his wife established to support children 
with autism spectrum disorders.
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Financial Highlights

PRE TAX PROFIT ($M) LOAN APPROVALS ($M)
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TOTAL  
CONSOLIDATED  

ASSETS

LOAN 
APPROVALS

$8.52b
$1.44b

 2014 2013

Profit before tax $50.04 million $52.96 million

Profit after tax $35.76 million $37.05 million

Loan approvals $1.44 billion $1.34 billion

Total consolidated assets $8.52 billion $8.51 billion

Capital adequacy 13.33% 12.81%

Liquidity 22.23% 20.31%

Mortgage loan arrears  
greater than 30 days

0.39% 0.31%






