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Acknowledgement of Country 

Heritage acknowledges the Traditional Custodians of the lands on which we 
live and work.  We pay our respects to Elders past, present and emerging.

The Heritage Bank community was deeply saddened in early 2020 to hear 
that our former Board member, Professor Peter Swannell AM, had passed 
away. Professor Swannell served as a Director on the Heritage Board from 
July 2003 until October 2014. He made a major contribution to the success 
of Heritage during that period and he will be sadly missed by everyone who 
worked with him. Professor Swannell was not only a great contributor to 
Heritage, but to the wider community of his adopted home in Toowoomba. 

Heritage was further saddened in March 2020 by the passing of  
Rosemary Carter, the wife of our former Chairman Brian Carter AM. 
Rosemary was an enormous support to Brian during the 37 years he spent 
as a Chairman or Director of Heritage. She was extremely well known and 
loved by staff members, and the wider community of Toowoomba. She will 
be deeply missed by the entire Heritage family.
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The onset of the COVID-19 pandemic 
means 2019/20 will be remembered as 
one of the most unsettled and difficult 
years in living memory. 

Heritage Bank started the year well with 
very strong financial results, until the 
impacts of COVID began making themselves 
felt around March. From then until the 
end of the financial year and beyond, 
the entire country felt the brunt of the 
economic downturn that has swept the 
globe in the pandemic’s wake. Swift action 
by our Federal and State Governments to 
introduce financial assistance measures 
has cushioned the initial shock for many 
Australians and helped keep the country 
operating. What we face in the longer 
term outlook is still far from certain. It’s 
clear that the COVID virus will be with us 
for an extended period. As a country, our 
initial focus has been on addressing the 
immediate shock of the pandemic’s arrival. 
The challenge ahead is to implement a 
longer term strategy that acknowledges the 
reality of living with COVID. Heritage Bank 
is planning for a lengthy period of subdued 
economic activity. However, we remain 
optimistic that we will rise to the challenge 
of COVID and continue to prosper. We have 
faced many periods of adversity in our 
145-year history, and the strength of our 
organisation and our absolute commitment 

to our members has seen us weather every 
storm that has come our way. COVID will be 
no exception. 

From the adversity of the pandemic, 
some positives emerged. Our staff 
adapted amazingly well to our changed 
circumstances, with about 70% of normally 
office-based staff having to work from 
home. Despite that, our productivity 
remained unaffected. A key reason for 
that is the absolute commitment our staff 
have to serving our members. A great 
example was the cross-functional effort to 
assemble a hardships team and process 
the equivalent of several months’ worth 
of loan applications in only a few weeks. 
Our people bent over backwards to help 
members affected by COVID to get through 
the initial impacts. In addition, nothing says 
more about our people’s commitment than 
the way our branch staff have turned up 
and kept our doors open throughout the 
COVID period, ensuring our members could 
continue accessing our crucial services in 
their time of need. 

Given the COVID impacts, Heritage’s 
financial results were commendable. We 
had been on track to surpass last year’s 
profit before COVID struck. We took a 
significant provision of $7.585 million  
(net of tax) for COVID in June, on top of the 
additional costs of approximately $400,000 

(net of tax) we had incurred for items such 
as additional cleaning, sanitisation supplies 
and equipment for staff to work from home. 
As a result, we recorded an after tax profit 
in 2019/20 of $36.269 million, down 
16.2% on the previous year. Setting aside 
the COVID-related provision and expenses, 
our underlying after-tax profit would have 
been $44.270 million.

There were other positives in our 
performance. Our loan approvals held 
steady at $1.873 billion, just 0.4% 
lower than the previous year. Our total 
consolidated assets were $10.739 billion  
at 30 June 2020, up 6.5% on the  
previous year. Our retail deposits ended  
the financial year at $7.907 billion, up 8.8% 
on the balance at the previous year’s end. 
Our Net Interest Margin held steady at 
1.89%, our capital adequacy and liquidity 
ratios both increased, while our rate of 
mortgage loan arrears greater than 30 days 
dropped to 0.40%.

We were delighted this year to have 
outperformed all other banks in the country 
to be named number one in Australia by 
Forbes magazine – for the second year in 
a row. International media brand Forbes 
released the results of its second annual 
list of the World’s Best Banks, and Heritage 
Bank again topped the rankings in Australia. 
The Forbes results were based on surveys of 
40,000 people worldwide, with respondents 
ranking banks on overall recommendation 
and satisfaction, as well as sub-categories 
of trust, terms and conditions, customer 
services, digital services and financial 
advice. That accolade followed Heritage 
being named Australia’s Most Authentic 
Bank by international analysts JD Power 
earlier this year. These awards are fantastic 
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...our most significant achievement 

in 2019/20 was the expansion of our 

branch network outside Queensland 

for the very first time.

“
”



acknowledgement of how genuine our 
people are about looking after the interests 
of our members. 

This year we also took a step forward in 
our approach to operating sustainably by 
adopting an Environmental, Social and 
Governance (ESG) Policy. We understand 
that stakeholders are increasingly judging 
the performance of organisations such as 
Heritage on their ESG outcomes, as well 
as traditional financial metrics. Heritage 
inherently acts with positive ESG outcomes 
in mind, but we have not previously spelt 
out our commitments as explicitly as we 
have now. Our ESG Position Statement is 
now available on our website. 

Above all else, our most significant 
achievement in 2019/20 was the 
expansion of our branch network outside 
Queensland for the very first time. We 
opened our first interstate branch at 
Castle Hill in Sydney in October 2019, 
followed soon after by another new branch 
at Parramatta in December. This was an 
historic achievement for Heritage – the first 
interstate branches in our 145-year history. 
Both branches have been warmly accepted 
in their communities and have performed 
strongly, even though COVID-19 has slowed 
their initial momentum. Our long term 
plans remain to establish more branches in 
Western Sydney, and in growth regions of 
Melbourne. However, given the economic 
impacts of COVID and uncertainty about 
future recovery timeframes, we have put 
our further interstate branch expansion on 
hold for the time being. 

We will reassess our timetable as the 
COVID situation unfolds in the next 12-18 
months.  COVID-19 has also seen a rapid 
acceleration of the shift to digital banking. 
Many members who previously only used 
branches have had to switch to online 
channels because of COVID lockdowns – 
and have thrived. That growing acceptance 
of online banking means we need to 
reassess our pre-COVID thinking on our 
mix of investment into branches and digital 
channels. We remain committed to meeting 
the needs of all our members, and digital 
channels are an increasingly important part 
of our service. As an example of how we 
balance member needs, we set up special 
telephone hotlines during COVID to provide 
our senior members, and emergency and 
health workers, priority access to assistance 
with their banking. In particular this often 
involved assisting members with the 
transition to digital banking channels, as 
they were not able to access a branch.

In 2019/20, we made several changes 
to our senior leadership team and our 
organisational structures. We have recruited 
a number of excellent leaders 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.

We also look forward to continuing to 
meet the financial needs of our members, 
and to attracting new members to enjoy 
our unique value proposition. A key area 
for growth for us will be in our Business 
Banking division. We will expand the team 
and move into the national broker lending 
market, as well as working more closely 
with our branch network to service existing 
members with their business needs. 

The 2019/20 year has been one of mixed 
fortunes, with an otherwise excellent 
performance overshadowed by the onset 
of COVID-19. We thank our staff members 
for their amazing commitment throughout 
this period, and we thank our members 
for their continued support and loyalty. We 
look forward with optimism to better times 
ahead, as Heritage Bank continues to build 
a bank to be proud of.

Kerry Betros  Peter Lock 
Chairman  CEO
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Mr Kerry J. Betros 
BBus, HonDUniv USQ, FCPA, MAICD
CHAIRMAN OF DIRECTORS 

Mr Betros is Managing Director of Betros 
Bros Holdings Pty Ltd and associated 
companies, Darling Downs based 
wholesalers and retailers, established in 
1938. Mr Betros has been a Director of 
Heritage since 1991. He was appointed 
to the role of Deputy Chairman in 2011 
and became Chairman of Directors in June 
2012.  He was the inaugural Chairman of 
Heritage’s Finance Committee, Chairman 
of the Audit Committee and has served 
on a number of other committees. He is 
currently Chairman of the Remuneration 
and Nominations Committee and an ex-
officio member on all Board Committees.  
Mr Betros graduated from DDIAE (now 
USQ) with a Bachelor of Business majoring 
in management and accounting and was 
awarded the College Medal.  He is a Fellow 
of CPA Australia.  For his distinguished 
service to the community Mr Betros has 
been awarded the Centenary of Federation 
Medal and in 2019 received an Honorary 
Award of Doctor of Business from the 
University of Southern Queensland for 
his distinguished career and significant 
achievement in business, commerce and 
management.  Mr Betros has served on 
various Boards and been involved with 
many charitable, community and sporting 
organisations, including as a Director of  
St Vincent’s Private Hospital.

Dr Dennis P. Campbell 
PhD, MBA, FCHSE, CHE, FAIM, GAICD
DEPUTY CHAIRMAN

Dr Campbell was previously a Chief 
Executive Officer in both the public and 
private health sectors. Dr Campbell joined 
the Board in 2000 and was appointed 
Deputy Chairman in June 2012. He is 
currently Chairman of the Technology 
Committee and a member of the 
Remuneration and Nominations Committee. 
Dr Campbell held the position of CEO at  
St Vincent’s Hospital, Toowoomba, for  
10 years. He also served as a Corporate 
Director with Legal Aid, Queensland for 
10 years. He serves as a member of 
numerous Boards and Advisory Committees, 
representing both public and private 
health sectors and has legal and health 
qualifications. He serves as a trustee of 
the Queensland Museum Foundation, 
is Chairperson of the Friends Executive 
Committee of the Cobb & Co Museum 
Toowoomba and is Deputy Chairman of the 
Darling Downs Hospital and Health Board. 
In 2007, he was awarded an Australia Day 
Medallion for his services to the Australian 
College of Health Service Executives. In 
2008, he was awarded the Gold Medal for 
Leadership and Achievement in Health 
Services Management recognising his 
contribution and professional achievements 
in shaping health care policy at the 
institutional, state and national levels.

Mr Brendan P. Baulch 
BCom, LLB, CA, MAICD

Mr Baulch is a Chartered Accountant based 
in Toowoomba. He was appointed a Director 
in 2007. Mr Baulch is currently Chairman of 
the Audit Committee and a member of the 
Risk and Compliance Committee. Mr Baulch 
began his career with PriceWaterhouse in 
their corporate tax division in Melbourne, 
after which he spent a total of eight years 
in London, gaining international accounting 
experience in a range of business sectors 
including telecommunications (Cable & 
Wireless plc), investment banking (Société 
Générale) and insurance (Lloyd’s of 
London). He is currently the principal of 
Baulch & Associates, a Toowoomba-based 
accounting practice providing taxation, 
audit and management accounting services. 
Mr Baulch is a registered tax agent and a 
registered company auditor.
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Mr Stephen Davis 
AAPI, MAICD

Mr Davis is a registered valuer and 
previously a licensed auctioneer and real 
estate agent. He was appointed to the 
Board in July 2011 and is a member of 
the Audit Committee and the Technology 
Committee. He is also the Managing 
Director of Australian Strata Title Services 
Pty Ltd trading as Toowoomba Body 
Corporate Management. Mr Davis has 
been involved in community organisations 
and is currently the Deputy Chairman 
and Treasurer of the Toowoomba Hospice 
Association. Mr Davis was appointed as 
an inaugural director of Heritage Bank 
Charitable Foundation from 2018.

Mr David W. Thorpe 
BEc (Hons), FCPA, GAICD

Mr Thorpe was Chief Executive Officer of 
the Queensland Association of Permanent 
Building Societies for more than 20 years 
and Associate Director of the Australian 
Finance Conference. Mr Thorpe was 
appointed to the Board in April 2012 and is 
the Chairman of the Risk and Compliance 
Committee. He is also a member of the 
Audit Committee. Mr Thorpe has worked 
in executive positions in private and public 
companies as well as the Commonwealth 
and Queensland Governments.

Ms Wendy Machin 
BArts, MCom, GAICD 

Ms Machin has extensive experience in 
the financial services sector, the member-
owned sector and in the political and 
regulatory realm. She was appointed to the 
Board in March 2019, and is a member of 
the Risk and Compliance and Remuneration 
and Nominations Committees. She spent 
four years as Chair of the Customer Owned 
Banking Association (COBA), the peak body 
for customer-owned financial institutions 
in this country. She is currently Chair of 
Reflections Holiday Parks and the NSW 
Government Road Reclassification and 
Transfer Review. She is a Director of Golf 
Australia and Vice Chairman of the NSW 
Nationals. She has previously been the 
President and Chair of the NRMA, a Director 
of Destination NSW, Chair of ANCAP, Director 
of the NSW Forestry Corporation, a Director 
of the Australian Automobile Association 
and the National Occupation Licensing 
Authority, as well as spending 11 years as a 
Member of the NSW Legislative Assembly, 
including a period as Minister for Consumer 
Affairs. She owns and operates a cattle 
property on the mid north coast of NSW.
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Mr Peter Clare 
BCom, MBA, FCPA, MAICD  
(commenced 30 April 2020)

Mr Peter Clare boasts an exceptional 
banking resume and wide industry 
experience. Mr Clare joined the Board 
in April 2020, and is a member of the 
Technology Committee and the Risk and 
Compliance Committee. He began his 
career as an Insolvency Practitioner with 
firms BO Smith and Son, Horwath and 
Horwath, and Ferrier Hodgson. After moving 
into banking, Mr Clare held senior roles at 
Commonwealth Bank, and served on the 
senior executive leadership teams at both 
St George and Westpac. That included a 
two-and-a-half year period up to 2014 as 
the CEO of Westpac New Zealand. In recent 
years, he has served on a variety of boards 
in the technology and finance industries  
in Australia. Mr Clare holds a Bachelor  
of Commerce from the University of  
New South Wales and an MBA from 
Macquarie University.

Mrs Vivienne A. Quinn 
MAHRI, FAICD (retired 30 April 2020)

Mrs Vivienne Quinn is a Director of Quinn 
& Associates Pty Ltd and Quinn Practice 
Broking Pty Ltd. Mrs Quinn was appointed 
to the Board in 1995. She has had over 
30 years in staff recruitment and business 
sales, and was also a partner in a primary 
production/tourism business on the 
Southern Downs for several years.  
Mrs Quinn has served on various  
Federal and State Government Boards  
and on the State Councils of human 
resource industry bodies.

Ms Susan M. Campbell 
FCPA, MAICD, BCom, GradDip(SIA), MBA,  
Cert IV Training & Assessment  
(retired 25 July 2019)

Ms Campbell is managing director of 
ARGYLL, a specialist risk consulting services 
firm. Ms Campbell was appointed to the 
Board in 2005. She has been active with 
the Risk Management Institute of Australia 
and the Australian Financial Markets 
Association and has advised organisations 
in Australia and Asia developing their 
treasury and risk management skills. 
Susan is also a director of Benetas Aged 
Care Services. Her previous employment 
has included working with global banks 
in Melbourne and London, corporate 
treasuries and as a senior lecturer at RMIT 
University and LaTrobe University.

Heritage Board 2020 continued
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Heritage expands interstate
The 2019/20 year will go down as an important  
moment in Heritage Bank’s history as we expanded  
our branch network outside Queensland for the  
first time. 

We opened our first interstate branch in the Sydney suburb of 
Castle Hill in October 2019, followed soon after by our second  
at Parramatta in December.  Both branches featured a totally 
new design approach based on a “main street” feel that  
includes opportunities to connect with the local community. 

The Heritage branches have been warmly welcomed in both 
locations, and the trading performance has been strong,  
despite the onset of the COVID pandemic. 

These openings are part of a longer-term plan to establish 
a greater branch presence in western Sydney and to expand 
to Melbourne as well.  The impacts of COVID means these 
expansion plans may have to take place over a longer period  
than initially thought, but we are looking forward to growing  
our interstate network in future.

Cutting the ribbon to open the Castle Hill Branch are (from left) CEO Peter Lock,  
The Hills Shire Mayor Dr Michelle Byrne and Federal Member for Mitchell Alex Hawke.



Senior Executive Group

Ms Margo Dewar
BBus (Marketing and HR), MBA 
CHIEF PEOPLE OFFICER

Ms Dewar joined Heritage Bank 
in 2009 and has over 17 years’ 
experience in human resources. She 
was appointed Chief People Officer 
in March 2019 and is responsible for 
the bank’s overall human resources 
function, across recruitment, 
learning and development, employee 
relations, health and safety, 
organisational development and 
change management. Ms Dewar 
previously worked for Deloitte on 
transformational projects in energy, 
resources, tertiary and public sector 
engagements. She has also held 
HR roes with Suncorp, and the 
Australian Government.

Mr Dan Dredge
BCom, BEc, MBA, GAICD 
CHIEF OPERATING OFFICER

Mr Dan Dredge joined Heritage 
in 2018 as Head of Corporate 
Development before moving into 
the role of Acting Chief Operating 
Officer in August 2019, and officially 
appointed in April 2020. He has 
over 18 years’ experience in the 
finance industry across banking and 
insurance. Before joining Heritage, 
Mr Dredge worked at Suncorp and 
Westpac in a wide range of senior 
roles covering strategy, financial 
markets, product management and 
sales leadership.

Mr Wayne Marchant
MMgt(InfoTech) MACS, MAICD 
CHIEF INFORMATION OFFICER

Mr Wayne Marchant was appointed 
Chief Information Officer in 
December 2016 after initially  
joining the Bank as Interim CIO, 
consulting to Heritage through  
451 Consulting. Mr Marchant 
has more than 26 years in IT 
management across large and 
medium businesses in a diverse 
range of industry sectors. Before 
joining Heritage, Mr Marchant was 
responsible for leading significant 
transformational change as the 
Regional CIO for Billabong and at 
Department of Main Roads through 
451 Consulting. He has also held 
Senior IT roles at Flight Centre  
and Woolworths.

Mr Peter Lock
BBus, MBA, GradDipAppFin,  
SF FIN, GAICD 
CHIEF EXECUTIVE OFFICER 

Mr Peter Lock joined Heritage as 
Chief Executive Officer in November 
2015. Mr Lock has more than  
30 years’ experience in the 
financial services industry spanning 
insurance, institutional banking, 
business development, business 
banking and corporate banking. He 
has held senior management roles 
at the Bank of Melbourne, St George 
Bank, and the Commonwealth Bank, 
following a career with the National 
Australia Bank. He has also run his 
own corporate advisory firm.
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Senior Executive Group

Mr Stephen Owens
MBA, GradDip(Mgt), GAICD, MIAA 
CHIEF RISK OFFICER

Mr Stephen Owens re-joined 
Heritage in June 2019 as the Head 
of Risk and Compliance, having 
previously been the Head of Internal 
Audit in 2008. He was appointed 
Acting Chief Risk Officer in August 
2019 and moved permanently into 
the position in April 2020.  
Mr Owens is responsible for 
developing appropriate frameworks 
and overseeing Heritage’s approach  
to credit, financial and operational 
risk, and regulatory compliance.  
Mr Owens has more than 25 years’ 
experience in financial services 
having previously worked in the UK, 
USA and Australia in various roles at 
HBOS, BOQ and RACQ Bank.

Mr Kevin Potter
BA, GradDip(Bus) AMP (Harvard) 
CHIEF CUSTOMER OFFICER

Mr Kevin Potter joined Heritage 
in March 2017 as Chief Operating 
Officer before moving into the 
role of Chief Customer Officer in 
April 2018. As Chief Customer 
Officer, Mr Potter is responsible 
for the customer facing aspects of 
business through Heritage’s retail 
branches including the community 
branch model, business banking, 
customer contact centre, and 
broker distribution channel. Mr 
Potter has more than 25 years’ 
experience in the financial services 
industry and prior to Heritage held 
senior management roles with 
Suncorp and National Australia 
Bank encompassing risk, sales, 
distribution, product and projects.

Mr Darren Stephens
GradDip (Workplace Relations) 
CHIEF TRANSFORMATION OFFICER

Mr Stephens joined Heritage in 
December 2016 as Chief People 
Officer before moving into the role 
of Chief Transformation Officer 
in March 2019. He is responsible 
for fast tracking key projects to 
transform the way Heritage operates 
to accelerate its goal of becoming 
a digital bank with a physical 
presence. Mr Stephens has more 
than 20 years’ experience in human 
resources, including running his own 
management consultancy in Sydney, 
and prior to that in senior human 
resources roles at Westpac and St 
George Bank. He has also worked 
with Sydney Water and in various 
roles within the New South Wales 
public sector.

Mr Paul Williams
BA MA (Cantab) MBA GradDipAppFin 
CHIEF FINANCIAL OFFICER

Mr Paul Williams joined Heritage 
in 2000 and is currently the Chief 
Financial Officer. He is responsible 
for financial accounting, analysis 
and reporting, business and 
operational strategy formulation  
and implementation, capital  
markets and financial risk 
management activities. Mr Williams 
has more than 25 years’ experience 
in the finance and property 
industries having previously worked 
in Australia and South Africa for 
various banks as well as global 
advisory and commercial real estate 
services firms.

9



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 1897. 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.

Heritage has 56 branches and three mini 
branches in southern Queensland, and now 
has two branches in Sydney - at Castle 
Hill and Parramatta. We also offer 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 more than $10.7 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, digital wallets, phone banking, ATMs, 
a Queensland-based contact centre, our 
branch network and Bank@Post.

$10.7b
we are 
Australia’s 
largest 
customer-owned 
bank

in total assets

With more than
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Federal Treasurer Josh Frydenberg, CEO Peter Lock and Chairman Kerry Betros.



The Heritage Bank Story The Customer-owned 
Difference

The Customer-owned Advantage

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 focuses our 
attention on delivering value for our 
customers, makes Heritage a very  
attractive alternative.

CUSTOMERS CUSTOMERS

PROFITS STAY  
WITH US TO  

BENEFIT  
MEMBERS

DIVIDENDS  
PAID TO  

SHAREHOLDERS

$$$$
MODEST 
PROFITS

$$$$
$$$$

HIGHER 
PROFITS

THE 
BIG 4 

BANKS
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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
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Heritage Bank named number one in Australia 
Heritage Bank outperformed all other 

banks in the country in 2020 to be 

named number one in Australia by 

Forbes magazine - for the second year 

in a row. International media brand 

Forbes released the results of its 

second annual list of the World’s Best 

Banks in June, and Heritage Bank again 

topped the rankings in Australia.

The Forbes rating was based on surveys 

of 40,000 people worldwide, with 

respondents ranking banks on overall 

recommendation and satisfaction, as 

well as sub-categories of trust, terms 

and conditions, customer services, digital 

services and financial advice.  The number 

one ranking speaks volumes about the 

overall package of benefits we provide 

for our members, with great products and 

rates, supported by outstanding levels of 

genuine, personal service.

This was the second major international 

accolade Heritage received in 2019/20. 

In February, global analysts J.D. Power 

announced that Heritage had scored the 
highest rating in their 2020 Australia Bank 
Brand Authenticity Study. The study was 
the result of a survey of almost 5,000 bank 
customers around Australia. Authenticity 
is based on 12 attributes: trustworthy; 
honesty; delivers value; customer first; 
moral; cares about customers; provides 
meaning to lives; reflects consumer values; 
connects with people; heritage; timeliness; 
and survives trends. The outcome reflected 
our genuine commitment to serving the 
interests of our members.

Heritage team members celebrate being named 
number one in Australia by Forbes magazine



Operating Sustainably

Heritage is committed to operating a sustainable business. We 
acknowledge the need to measure the success of our business 
on more than just traditional financial metrics, and to integrate 
Environmental, Social and Governance (ESG) principles into our 
everyday operations.

With that in mind, in June 2020 our Board approved a new 
ESG Policy that sets out our broad commitments to operating 
sustainably, and an ESG Position Statement that spells out in 
greater detail our position on specific ESG issues.

We will use these documents to guide the integration of ESG 
considerations into our operations, and also to develop metrics 
that we will use to measure our success in this area. 

A copy of our ESG Position Statement is available on our website.

We are pleased to report on the ESG challenges and opportunities 
facing us, our industry, and the communities that we operate in 
during 2019/20. We’ve grouped this report into five focus areas:

1. Serving our members

2. Looking after our people

3. Operating with good governance

4. Protecting our planet

5.  Staying financially strong  
and becoming more efficient

Heritage Bank Limited Member Report 2019/20
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1. Serving our members

As a customer-owned bank, Heritage’s 
primary goal is to serve the interests of 
our members. 

WE TAKE A RESPONSIBLE  
APPROACH TO LENDING

We do not prioritise profit ahead of what’s 
best for our customers. That means we 
always carefully assess loan applications 
to determine whether they are affordable 
for the customer, both now and in the 
future. We apply stringent checks to ensure 
any credit will help customers meet their 
financial goals. 

WE HELP CUSTOMERS FACING 
FINANCIAL HARDSHIP

Heritage understands that life can take 
unexpected turns. For this reason, we 
have developed policies and processes to 
assist members with their mortgage loans, 
personal loans and credit cards in times 
of financial hardship. When members are 
having difficulty meeting their financial 
commitments, our staff will discuss their 
circumstances discreetly and work with 
them to help them through this tough 
time. Members also have the option to 
complete a Hardship Relief application 
that allows them to explain their situation 
which helps us better understand their 
needs so we can come up with a long-
term solution.  Heritage may also provide 
hardship assistance to loan balances, 
offering members short-term help until  
they are back on their feet. 

WE OFFERED SPECIAL COVID 
ASSISTANCE

When COVID hit, Heritage acted quickly to 
put in place measures to protect our staff 
and our members, and to maintain the vital 
services we provide. We created a special 
Hardships team to process applications 
from impacted members and offered 
assistance including:

•  Deferral of home loan and business loan 
repayments for up to 6 months, with 
interest capitalised

•  Deferral of personal loan or credit card 
loan repayments for up to 3 months, 
or the option to make interest only 
payments for up to 3 months, with 
interest capitalised

•  Additional working capital and loan 
restructures considered for business 
banking customers

•  Waiver of arrears fees and default fees for 
Heritage lending products for 6 months

•  Early full or partial redemption on Term 
Deposits and Farm Management Deposit 
Accounts, without the penalty of a 
reduced interest rate.

We established special phone lines for 
emergency services and healthcare workers, 
and seniors, so we could fast-track their 
banking needs.

Our branches remained open, with 
restrictions on customer numbers and 
extra hygiene measures in place. We also 
introduced a special new Pandemic Leave 
provision, to cover staff members forced to 
take time off due to COVID impacts.

WE HELPED DURING THE BUSHFIRES

Before COVID hit, parts of Queensland 
and New South Wales also experienced 
devastating bushfires in the summer of 
2019/20. We offered a helping hand 
through a Bushfire Relief Package that 
included a series of measures to assist 
customers and staff through those difficult 
times. That included:

•  Hardship provisions to help impacted 
customers through their situation.

•  Waiver of fees associated with 
restructuring of loans needed because of 
bushfire impacts. 

•  Waiver or refund of fees incurred  
because bushfire impacts made it 
impossible for customers to comply  
with requirements of their accounts  
e.g. missing a loan payment. 

•  Early redemption on Term Deposits and 
Farm Deposit Management accounts for 
customers impacted by bushfires, without 
fees or penalties.

•  Assistance for customers who had lost 
homes or vehicles and were insured 
through Allianz by fast-tracking their 
claims and escalating calls to a bushfire 
specific claims officer if needed.

•  Enabling staff members to prioritise 
protecting their homes and ensuring the 
safety of loved ones.

•  Supporting staff who were volunteer 
firefighters to help battle the blazes.

In addition, Heritage Bank, its customers 
and staff donated more than $20,000 to 
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Operating Sustainably continued

the Red Cross Disaster Relief and Recovery 
Fund in February 2020. Heritage held a 
fundraising day across its branches and 
offices, with customers and staff digging 
deep to donate to those in need. The money 
raised by generous customers and staff was 
then matched by Heritage Bank.

WE CONTINUE TO OFFER BANK@POST

Heritage continues to provide our members 
access to the Bank@Post service offered 
by Australia Post. This means our members 
can deposit or withdraw cash, and 
complete a number of other simple banking 
transactions, at 3,500 Australia Post outlets 
around the country. Heritage does not 
charge fees for Bank@Post transactions 
on Pension Plus accounts nor for a range 
of rural and remote post codes where 
members have limited access to other 
banking channels.

WE’VE LOWERED OUR 
SERVICEABILITY RATES

In August 2019, Heritage lowered 
our interest rate floor for home loan 
serviceability, following APRA’s decision to 
officially adopt changes to its prudential 
guidelines on serviceability assessments.  
We reduced our floor rate from 7.15% 
to 5.75%, and increased the buffer 
from 2.20% to 2.50%.  These changes 
reflected the lowering of interest rates 
that have occurred over recent years. 
They have enabled a greater number of 
people to qualify for a home loan, or to 
increase the amount they could borrow, 
by making their eligibility assessment 
more realistic. Prudent measures are still 
in place to ensure people can afford their 
loan, but we’ve been able to remove what 

had become an artificially high barrier to 
home ownership.

WE LAUNCHED A MOBILE  
LENDING SERVICE

In January 2020, Heritage launched a new 
mobile lending service. Our members can 
now book a Heritage loan specialist to 
visit at a time and place that suits them, 
whether it’s a café, their workplace or their 
home. The service launched in selected 
areas of Brisbane, Gold Coast and Western 
Sydney, with the mobile lending team able 
to assist with all home loan transactions 
whether it’s for a first home, refinancing, 
investment or renovation loans.

WE’RE IMPROVING OUR  
DIGITAL CHANNELS 

We continue to improve our digital 
channels, adding new features to our 
mobile app and online banking service.  
We also now offer Apple Pay to our 
members, making us one of only a handful 
of banks in the country to provide all major 
digital wallets.

GIVING GREAT VALUE TO CUSTOMERS

Because our customers are our main focus, 
we always aim to deliver financial benefits 
to them. Rather than seeking massive 
profits, our goal is to give customers a 
better overall deal.  

That’s backed up by independent analysis 
from research company CANSTAR, which  
found that our customers were more than 
$56.5 million a year better off in 2019/20 
through banking with Heritage rather than 
one of the big four banks.

Our customers gained a $28.5 million 
benefit in rates and fees on our lending 
products, and a $28 million benefit  

because of better interest rates and  

fees on deposit products.

WE ENABLED DIGITAL VOI

We made the lending process easier for 
broker partners by launching a digital 
Verification of Identity (VOI) solution in 
May 2020, in partnership with technology 
company InfoTrack. The digital VOI process 
is extremely simple for customers to 
complete by securely uploading photos 
of their ID documents. The platform then 
verifies the documents via DVS services, 
completes facial recognition and two factor 
authentication, and provides the completed 
VOI certificate back to Heritage Bank. This 
means the verification process for home 
loans can be completed digitally, without the 
borrower having to physically be present.

PROVIDING A SATISFYING  
BANKING EXPERIENCE

Heritage continues to receive external 

awards and recognition that help  

measure our success in achieving our  

vision of being passionate about helping 

people. In 2019/20 we received the 

following accolades:

J.D. Power 2020 Australia Bank Brand 
Authenticity Study 
•  Heritage ranked highest in perceived 

brand authenticity for retail banks

2020 Forbes World Best Banks 
•  Heritage ranked number one bank in 

Australia for the second year in a row

2020 Canstar 5-Star Ratings  
•  Outstanding Value for products including 

Online Saver, Pension Plus, Gold Low Rate 

Credit Card, Business loans, Business 

Transaction account and Deposits 
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2020 RateCity Savings Awards  
•  Gold Award - Online Saver Product (Best Standard Savings  

Account category) 
•  Gold Award – Investor 3 Year Fixed Home Loan

2020 Mozo Experts Choice Award 
•  Winner Bank Accounts & Savings – Kick Start Savings

2019 Employer of Choice Awards 
•  Australian Business Association’s Employer of Choice Award  

(ninth year in a row)

2019 RateCity Home Loan Awards  
•  Gold Award - Investor 3 Year Fixed Home Loan:  

Home Advantage Package

2019 Canstar Awards 
•  Customer Owned Institution of the Year – First Home Buyer – QLD 

•  Outstanding Value Business Deposits

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.

Like many other aspects of life, COVID-19 affected our usual 
sponsorship activities, with a number of events and activities that we 
normally support cancelled in 2020 because of the pandemic. However 
we were able to assist many events through the earlier part of the 
financial year, and support those that were cancelled in other ways. 

•  Heritage Bank this year held our 22nd Annual Charity Golf Day, 
which has now raised $880,000 in total for worthy community 
and charitable causes. This year’s event raised $63,500, which was 
distributed in grants to 12 community groups operating across 
southern Queensland. 

•  We’ve been producing the annual Heritage calendar for 39 years. In 
2006 we started accepting gold coin donations from customers to 
obtain a copy, and donating the proceeds to charities. Since then, 
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Operating Sustainably continued

we have donated $330,000 to 67  
charity groups through the funds  
raised by the calendar.  

•  Heritage proudly supported the 2020  
Fire in the Sky event at Cotton Tree on  
the Sunshine Coast, for the sixth year.  
Around 50 of our staff and their family 
members volunteered to attend the event, 
which attracts 25,000 people, and hand 
out giveaways. 

•  In conjunction with Progressive 
Community Crows Nest, our joint-venture 
partner in our Crows Nest Community 
Branch, we held a special community 
day in February 2020 to lift spirits in 
the wake of devastating bushfires in the 
region. With the ongoing effects of the 
drought and the bushfires, the community 
in Crows Nest and surrounding areas had 
experienced some tough times. This free 
event was about bringing people together 
to provide some relief from these 
hardships and a great day out. 

•  In 2020, Heritage boosted our long-
standing support of the photographic 
community with a major increase to 
the amount of prize money on offer in 
our annual Heritage Bank Photographic 
Awards. In the 32nd year of the Awards, 
we raised the total prize pool from 
$7,500 to $50,000, making them not 
only one of the longest running but also 
richest photography competitions in 
Australia. The 2020 competition attracted 
a record of almost 3,000 entries, up 
around 60% on the previous year. 

•  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. 
At June 2020, we reached the total of  
$57 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, payments for 
services such as cleaning, and other costs.

WE TOOK IMPORTANT STEPS 
FORWARD WITH THE HERITAGE BANK 
CHARITABLE FOUNDATION 

We took a number of important steps 
in 2019/20 toward achieving our goal 
of making the Heritage Bank Charitable 
Foundation a real force for good in Australia. 

A highlight was the appointment of 
experienced commercial and not-for-
profit executive Mr Paul Olds to the 
position of inaugural Executive Officer 
of the Foundation. In this new role, Paul 
is responsible for driving the Charitable 
Foundation’s strategy and plans, developing 
relationships with stakeholders including 
Heritage Bank, our staff and other donors, 
as well as building relationships with 
beneficiaries of the Foundation. He joins 
the Heritage Bank Charitable Foundation 
team that includes Chair Bill Armagnacq 
and directors Christine Maher, Paul Williams 
and Stephen Davis.

We were also delighted to announce 
the opening of our first-ever round of 
grants from the Foundation in June 
2020. Nine grants of $10,000 each were 
made available, with the recipients being 
announced in October 2020. The grants will 
be targeted to help smaller charities hit hard 
by COVID-19 to continue their good work. 
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Heritage Bank Charitable 
Foundation Board

Mr Bill Amagnacq
CHAIR

Mr Stephen Davis
DIRECTOR

Mr Paul Williams
DIRECTOR

Ms Christine Maher
DIRECTOR
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Operating Sustainably continued

2. Looking after our people

OUR COVID RESPONSE

As part of our ongoing response to 
COVID-19 crisis, we put special emphasis 
not only on the health and safety of our 
members, but also our staff.  Our front-
line teams bravely continued to work in 
unprecedented and uncertain times, as 
helping members with their financial needs 
became more important than ever. To help 
safeguard our front-line staff transmission, 
we took numerous safety precautions 
in branches such as the installation of 
counter screens, physical distancing and 
increased hygiene measures. We also took 
physical distancing and hygiene measures 

at our non-branch locations, with most 
Head Office staff transitioning to working 
remotely at short notice. 

We achieved all this with very limited 
disruption to our members and to the 
high-quality service we provide them. Plus 
we found productivity actually increased for 
staff working from home.

We also offered Pandemic Support Leave 
for any staff member who contracted COVID 
or was caring for someone who had.

WORKWELL@HERITAGE

To help staff members adapt to different 
working conditions, we introduced the 

WorkWell@Heritage hub on our intranet. 
WorkWell@Heritage houses useful 
information on how to best work from 
home, various activities for staff to 
participate in with colleagues to maintain 
a social connection, as well as helpful 
health and wellbeing resources. This hub 
will provide ongoing support as working 
conditions continue to change in the  
fast-paced, modern world.

WE OFFER GREAT BENEFITS TO STAFF

Staff members are also Heritage customers, 
so it’s important we provide them with 
great banking experiences as well. This year, 

Heritage introduces banking services 
to support migrant communities
Migrants face enormous challenges when 
they arrive in Australia – including coping 
with our often unfamiliar banking system.

Heritage Bank has made that adjustment 
easier for the growing number of migrants  
in the Toowoomba region by this year 
employing two members of the community  
as liaison officers.

New recruits Waleed Sammouh and Basel 
Deghlawe are combining their fluency in 
Arabic, understanding of Syrian and Iraqi 
culture, and growing knowledge of the 
banking and finance industry to help new 
migrants feel more at ease when dealing  
with banks.

Waleed and Basel are both originally from 
Syria and arrived in Toowoomba to build a 
safer future for their families.

The new roles are a first for Heritage, part  
of the bank’s ongoing commitment to 
building an inclusive workforce and 
offering personalised, culturally respectful  
and inclusive banking service.

In addition, Heritage has teamed up with 
the Speak Your Language organisation to 
provide expert translation and interpretation 
services through our Contact Centre. This 
provides unparalleled access to experts in 
more than 200 languages, so members from 
all backgrounds can receive the support they 
need to carry out their banking services.
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Sammouh and Basel Deghlawe have joined 
Heritage to assist members of the migrant 

community to meet their banking needs.



Heritage established the Internal Concierge 
Service, which is an experienced team of 
staff from across the business who take care 
of all banking needs for their colleagues.

We’re proud to celebrate the contributions 
our staff make via our Heritage Heroes 
reward and recognition program. This is 
an innovative and extremely popular way 
for our staff to show their appreciation 
for their peers by using an online portal to 
nominate their colleagues in two ways:

•  Staff can send their peers a range of 
congratulatory “eCards” at any time, to 
provide an instant, virtual “well done”. 
Staff collectively sent 287 eCards to each 
other in 2019/20.

•  Staff can nominate their colleagues to 
receive a Heritage Hero award in the 
following categories:

•  Passion

•  Courage

•  Teamwork

•  Customer Service

•  All Rounder

•  Respect Means Protect  
(health and safety)

•  SNAP (continuous  
improvement program)

•  Community (new in 2019/20)

•  Supporter (new in 2019/20)

•  COVID response (new in 2019/20)

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.

A total of 1238 Heritage Heroes awards 
were presented during the year.

NEW LEARNING AND  
DEVELOPMENT PORTAL

We are committed to helping develop 
the careers of individuals in the Heritage 
team. All staff have access to a new 
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. 
A total of 1,052 instructor-led training 
sessions were conducted during the year, 
along with a staggering 27,074 eLearning 
courses. 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. Thirty-six employees 
achieved the Certificate IV in Banking 
Services qualification during 2019/20.

WE VALUE DIVERSITY AND INCLUSION

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.

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 full 
potential. We also celebrated International 
Women’s Day by raising awareness of 
gender equity in the workplace, with  
team’s across the business holding 
numerous celebratory events in the  
week leading up to IWD 2020. Heritage  
has increased its female representation  
at Senior Manager level, with the 
percentage of women in those roles  
rising to 37% as at June 2020, up from 
31% the previous year. 

We also supported and held internal events 
for a range of causes including NAIDOC 
Week, Harmony Day and RU OK Day? 

BUILDING ON OUR GREAT CULTURE 

The Heritage Bank Charitable Foundation 
became operational during 2019/20 and 
our staff got right behind the great cause. 
Staff participated in fundraisers which were 
held during the year including our Hang 10 
Hawaiian shirt-themed day, the auctions of 
two paintings created at our 2019 Heritage 
Heroes Platinum Awards by renowned 
speed painter Brad Blaze and payroll 
deduction donation drives. 

Heritage Chairman honoured by 
University of Southern Queensland
Heritage Bank Chairman Kerry Betros’s contribution to the community was this year 
recognised with an Honorary Doctor of Business from the University of Southern 
Queensland (USQ).

USQ conferred the honour at their graduation ceremony in Toowoomba in September 2019. 

The honorary doctorate recognised his distinguished service to the community, and in 
particular, the business community.
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Operating Sustainably continued

3. Operating with good governance

Heritage’s Board and senior executives 
are committed to managing our business 
ethically and maintaining high standards 
of corporate governance.

THE BOARD OF DIRECTORS

Role of the Board

The Board has adopted a formal 
Board Charter setting out its roles and 
responsibilities. The Board’s role is to 
provide leadership, strategic guidance and 
oversight of Heritage, including to: 

a.  oversee and evaluate Heritage’s 
strategies, policies and performance; 

b.  oversee Heritage’s performance to build 
sustainable value for members within 
a framework of prudent and effective 
controls that enable risk (including 
financial risk as well as misconduct, 
compliance and other non-financial risk) 
to be assessed and managed;  

c.  oversee Heritage’s values, including 
the establishment of a sound risk 
management culture; and 

d.  adopt and implement an appropriate 
governance framework for Heritage.

Relationship with Management

The Board has delegated responsibility for 
the operation and management of Heritage 
to the CEO, subject to the overall supervision 
of the Board. The CEO is responsible for 
managing the day-to-day operations 
of Heritage. The CEO provides input and 
recommendations on strategic direction 
and has authority for implementing the 
approved strategic plan of Heritage in 
accordance with the decisions of the Board.

The CEO leads the senior executives, who 
meet regularly to review and report on 
Heritage’s business activities including 
operations, financial performance and 
general strategic direction.

Board Composition

The Constitution of Heritage specifies that 
the number of directors shall be between 
three and 12 and, in addition, may include 
not more than one employee director. 
Currently the Board is comprised of seven 
independent non-executive directors. There 
is no employee director. One-third of the 
elected directors must retire from office at 
each annual general meeting. A director 
must retire from office no later than the 
third annual general meeting after the 
director was last elected.

In assessing the independence of each 
director, the Board considers whether he 
or she has any relationships that would 
materially affect their ability to exercise 
unfettered and independent judgment in 
the interests of Heritage and its members. 
In this regard, and more broadly, Heritage 
complies with APRA Prudential Standard 
CPS 510 Governance.

The Board periodically considers  
succession planning of directors and  
the CEO and in conjunction with the  
CEO considers succession planning  
for the senior executives.

Board Changes

There were three changes to the Board 
composition in 2019/20. Ms Susan 
Campbell stood down from the Board in 
July 2019, after 14 years as a director. 

Ms Campbell became Heritage’s first 
interstate-based director when she was 
appointed in 2005. Mrs Vivienne Quinn 
stepped down from the Board in April 2020, 
after almost 25 years as a director. She was 
replaced by Mr Peter Clare, who has held 
senior roles at Commonwealth Bank, and 
served on the senior executive leadership 
teams at both St George and Westpac, 
including a two-and-a-half period as the 
CEO of Westpac New Zealand. In recent 
years, Mr Clare has served on a variety 
of boards in the technology and finance 
industries in Australia. Mr Clare holds a 
Bachelor of Commerce from the University 
of New South Wales and an MBA from 
Macquarie University. 

Conflicts of Interest

In accordance with the Corporations Act 
2001 and Heritage’s Constitution, directors 
must keep the Board advised of any 
interest that could potentially conflict with 
the interests of Heritage. The Board has 
a policy to assist directors in disclosing 
material conflicts of interests. Transactions 
between non-executive directors and 
Heritage are subject to the same terms and 
conditions that apply to members. Senior 
executives, company secretaries and other 
key employees are also required to declare 
any material interests that could potentially 
conflict with the interest of Heritage.

Board Performance Assessment

The Board is committed to continuous 
improvement and is subject to ongoing 
assessment and an annual internal formal 
evaluation process of the Board, Board 
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Committees and the individual directors. 

Heritage complies with APRA Prudential 

Standard CPS 520 Fit and Proper which 

requires that those responsible (Responsible 

Persons) for the management and oversight 

of an authorised deposit-taking institution 

have the appropriate skills, experience and 

knowledge and that they act with honesty 

and integrity. The fitness and propriety of 

Responsible Persons must generally be 

assessed prior to their initial appointment 

and then re-assessed annually. Responsible 

Persons include all directors, senior 

executives, the company secretary and 

other key employees.

Board Processes

The Board currently holds 11 scheduled 

meetings each year, plus any other 

meetings that may be required from  
time to time.

Board Committees

To assist in executing its responsibilities 
the Board has established the following 
committees:

•  Audit Committee

•  Technology Committee

•  Risk and Compliance Committee

•  Remuneration and Nominations 
Committee

Each Committee operates under its own 
charter that is reviewed regularly.

The Board may establish other committees 
or change the committee structure from 
time to time as the circumstances require. 
All Board Committee Charters allow them 

to have access to advice from external 
advisers, with or without management 
present, as required. 

Continuing Education

All directors are encouraged and assisted 
to attend educational courses that serve 
to enhance their performance as directors. 
Membership of the Australian Institute 
of Company Directors (AICD) is paid for 
by Heritage and directors are actively 
encouraged to participate in courses 
offered by the AICD and other providers.

ETHICAL AND RESPONSIBLE  
DECISION MAKING

Code of Conduct

All directors, senior executives and other 
employees are expected to conduct 

Audit 
Committee

Technology Committee Risk and Compliance 
Committee

Remuneration and
Nominations Committee

Roles and 
Responsibilities

Oversight of APRA 
statutory reporting 
requirements, 
financial reporting 
requirements, 
professional 
accounting 
requirements, 
internal audit and 
external audit. 

Oversight of the 
effectiveness of 
Heritage’s technology, 
strategies, priorities, 
risks, expenditure and 
regulatory issues relating 
to technology.

Oversight of the 
implementation 
and operation of 
the Bank’s risk 
management 
and compliance 
frameworks.

Oversight of remuneration 
policies and strategies, 
reviewing and considering 
the composition of 
the Board and making 
recommendations regarding 
appointments, retirements 
and terms of Directors. 

Current 
Membership 

Brendan Baulch  
– Chairman

Stephen Davis 

David Thorpe

Kerry Betros  
(ex officio) 

Dennis Campbell  
– Chairman 

Stephen Davis 

Peter Clare

Kerry Betros (ex officio) 

Ged O’Hara  
(independent member)

David Thorpe  
– Chairman 

Brendan Baulch

Wendy Machin 

Peter Clare

Kerry Betros  
(ex officio) 

Kerry Betros  
– Chairman 

Dennis Campbell

Wendy Machin

A full table of the directors' meeting attendance is available in the Heritage Bank Financial Report.
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themselves with the highest ethical 
standards of corporate behaviour whenever 
they are engaged in Heritage business. In 
this regard, the directors have adopted a 
Director Code of Conduct and Heritage has 
also adopted an Employee Code of Conduct, 
which outlines the principles and standards 
with which all employees are required 
to comply in the performance of their 
respective duties.

COMMUNICATION

Regular Communication

Customers have access to information 
about Heritage through the publication  
of the Member Report, the Financial Report, 
the Chairman’s and CEO’s addresses to  
the Annual General Meeting, and 
through the release of other important 
announcements to the media generally 
and on Heritage’s website. Copies of public 
announcements and Heritage’s Member 
Report and Financial Report are posted on 
Heritage’s website and are made available 
to the media.

Annual General Meeting

Heritage members have the opportunity to 
raise matters with the Board at the Annual 
General Meeting, generally held in October 
each year. Heritage’s current external 
auditor attends the Annual General Meeting 
and is available to answer questions on 
the conduct of the audit and the contents 
of the auditor’s report, the auditor’s 

independence and any accounting practices 
employed by Heritage in preparing the 
financial statements.

Website

Information about the Board, senior 
executives and the Constitution can be 
found on Heritage’s website under the 
heading “About”.

RISK MANAGEMENT

Risk Management Approach

Heritage is committed to implementing 
appropriate strategies and processes that 
identify, analyse and manage the risks 
associated with its activities as a means 
of realising opportunities and minimising 
the impact of undesired and unexpected 
events on its business activities. Heritage 
has adopted an integrated approach to risk 
management which meets the international 
standard IS0 31000 Risk Management. 
Heritage has an appointed Chief Risk Officer 
and is compliant with APRA Prudential 
Standards CPS 220 (Risk Management) and 
APS 310 (Audit & Related Matters).

Internal Audit

An effective Internal Audit function provides 
an independent assurance function. 
Heritage’s internal audit plan is approved by 
the Audit Committee. The Head of Internal 
Audit reports to the Chairman of the Audit 
Committee and to the CEO for day-to-day 
operational issues as appropriate. The Head 

of Internal Audit has unfettered access to 
the Chairman of the Board and the whole 
Board if required. The Internal Audit function 
is governed by an Internal Audit Charter.

External Auditor

The current external auditor is KPMG. The 
key partner representatives are refreshed 
periodically in accordance with APRA’s 
prudential standards. The external auditor 
has access to the Audit Committee, the Risk 
and Compliance Committee, and the Board 
through the Chairman of the Board.

Statement by CEO and CFO

Prior to the Board approving the annual 
financial report, the CEO and the Chief 
Financial Officer are required to state in 
writing that Heritage’s financial report 
presents a true and fair view, in all material 
respects, of Heritage’s financial position 
and operating results and is compliant with 
the relevant accounting standards.

PRIVACY

Heritage is committed to protecting 
personal information and Heritage’s Privacy 
Policy is available on Heritage’s website.

CORPORATE GOVERNANCE 
STATEMENT

A full Corporate Governance Statement 
has been included in Heritage’s 2019/20 
Financial Report, which can be found  
on our website. 

Operating Sustainably continued
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Gingin Organics in Western Australia was one 
of four farms to receive a grant through the 
Woolworths Organic Growth Fund in 2019/20. 

Supporting Woolworths 
Organic Growth Fund 
Heritage Bank continues to 
partner with Woolworths as the 
financial administrator for the 
$30 million Woolworths Organic 
Growth Fund.

Woolworths established the 
Woolworths Organic Growth Fund 
to support investment in Australian 
organic farming projects. 

Through the Fund, Woolworths  
is investing up to $30 million  
over a five-year period. This 
funding will be made available 
to eligible Australian farmers in 
the form of financial grants and 
interest-free loans. 

Woolworths manages the Fund 

and is responsible for applicant 

selection. Successful applicants 

then enter into a funding 

agreement with Heritage,  

who administer the lending  

and financial aspects of the 

Fund’s operations.

In 2019/20, Woolworths awarded 

$1 million in a second round  

of funding to four organic  

farms across Australia. The  

four successful recipients  

grow a diverse range of fruits  

and vegetables on farms around 

the country. 



4. Protecting our planet 

WE’RE REDUCING THE 
ENVIRONMENTAL IMPACTS OF  
OUR OPERATIONS

Heritage has implemented a number of 
initiatives to reduce the environmental 
impact of our assets and operations. 

•  Recycling and reducing waste: Heritage 
uses weekly recycling bin collection 
to encourage increased staff use and 
awareness of recycling bins. In a normal 
week, we recycle approximately 1440 litres 
of waste from our Head Office building.

•  Fleet: Heritage continues to specify fuel 
efficient vehicles in its approved fleet list 
and no longer includes larger vehicles. 

•  Contract Renewals: Heritage’s  
Facilities department takes greater 
consideration of contractors’ 
environmental credentials as part of 
tender documentation for new contracts.

•  Plastics: Heritage no longer allows single 
use plastics to be purchased from our 
stationery supply company.

•  Air-conditioning replacement: Heritage 
continues to upgrade air-conditioning 

units at its head office with more energy 
efficient replacements.

•  Reduced electricity usage:  In the 
2019/20 year, Heritage reduced its 
annual electricity usage at its Head Office 
by 3%, thanks to the introduction of 
energy efficient plant and lighting.  

•  LED lighting: A vast majority of branches 
and a significant proportion of areas in 
the head office complex have LED lighting 
installed, which uses less electricity than 
other types of lighting.

WE’RE BECOMING MORE DIGITISED 

Heritage has undertaken a number 
of actions to reduce paper waste and 
transition to digital operations:

•  All publications are available on our 
website and electronically via email  
upon request.

•  Increased member communications sent 
via email and SMS, instead of letters 
where possible.

•  Staff emphasis on ensuring members’ 
details are up-to-date – including our 

“Update your details” campaign  
– and encouraging members to convert 
to eStatements.

•  Removal of all printed brochures 
from a number of branches excluding 
compliance brochures.

•  Regular brochure and publication review 
including content and usage. We have 
consolidated a number of publications 
into a smaller number, grouping related 
information together where possible.

•  Brochure kiosks available within a 
number of our transformed branches 
where customers can view and email 
brochures to themselves.

•  We now have approximately 175,000 
members signed up to receive 
eStatements rather than paper 
statements. This includes almost 40,000 
who signed up during 2019/20.

•  With average saving of 1.35 pages per 
statement, conversion of members 
to eStatements saves approximately 
500,000 pages of paper a year. 
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5. Staying financially strong and becoming more efficient

WE’RE LEADING THE WAY  
IN ROBOTICS

Heritage has become a leader in the 

Australian banking sector in using robotics 

software to automate menial manual 

processes. We have created a robotics team 

that is identifying ways to replace time-

consuming paper-based processing tasks 

with automated solutions. Not only does 

this make us more efficient and deliver 

better outcomes for our members, it also 

frees up staff to carry out other activities 

that better serve customers.

WE’VE RESTRUCTURED PARTS 
OF OUR BUSINESS TO IMPROVE 
EFFICIENCIES

We’re continuing to evolve our structures 

and operations in response to our changing 

environment. As the banking industry 

changes, we must also change to remain 

relevant and efficient.

This year we introduced a new structure 

in our branch network, with Area Branch 

Managers now looking after a cluster of 

branches, supported by specialist lenders 

and leaders at individual branches. Our  

aim is to develop specialists who can 

focus on developing expertise in particular 

functions, rather than generalists who  

cover all functions. 

We restructured our Information Technology 

department, reducing the number of teams, 

changing the mix of roles, and flattening 
the structure. The changes will better suit 
our future operating model, as we move 
away from our unique in-house core 
banking system to a more cloud-based 
system that integrates with best-of-breed 
solutions, available from external suppliers. 

We also moved our Product team out of 
the Marketing department and into our 
Operations area. This will ensure there is a 
single point of accountability for end-to-
end product governance and alignment 
between product design and delivery.

OUR BRANCH LOCATION MIX  
IS CHANGING

Heritage is committed to maintaining a 
branch network as an important part  
of our service to members. Unlike many 
of our competitors, we value a bricks and 
mortar presence.

What we will be doing is continuing to 
review the exact locations of our branches, 
in response to changing demographics and 
circumstances. There may be some existing 
locations where a branch is no longer 
viable, or there may be other locations that 
have become growth hotspots where a 
branch would be ideal.

With that in mind, in 2019/20 we  
opened our two new branches in Sydney, 
at Castle Hill and Parramatta, and closed 
a branch at Cleveland in Brisbane. In the 
locations where we close branches, we put 

significant effort into helping members 
transition to alternative ways of doing their 
day-to-day banking. 

We will continue to adjust the exact spread 
of branch locations to maximise the 
benefits for members.  

CHANGES TO OUR SENIOR  
EXECUTIVE TEAM

We continued to refresh our Senior 
Executive team in 2019/20, with several 
changes to its makeup. Our Chief Marketing 
and Product Officer Ms Jane Calder retired 
from Heritage in December 2019. and in 
March 2020, Mr Dan Dredge was appointed 
as Chief Operating Officer and Mr Steve 
Owens as Chief Risk Officer. 

WE’RE TARGETING GROWTH IN 
BUSINESS BANKING 

We’ve taken a strategic decision to target 
significant growth in our Business Banking 
area. At the moment, residential mortgages 
dominate our balance sheet. Over the next 
10 years, our strategic plan is to boost the 
proportion of business banking in the mix, 
so that by 2029 our balance sheet is made 
up of 75% residential mortgages, 20% 
business loans, and 5% consumer loans. 
A key part of the growth strategy includes 
forming a much closer relationship between 
the Business Banking function and our 
branch network as well as moving into the 
broker sector with our business lending.

Operating Sustainably continued
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Financial Highlights
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2020 2019

Profit before tax $51.672 million $61.708 million

Profit after tax $36.269 million $43.275 million

Loan approvals $1.873 billion $1.880 billion

Total consolidated assets $10.739 billion $10.085 billion

Capital adequacy 14.83% 14.42%

Liquidity 18.01% 15.50%

Mortgage loan arrears 
greater than 30 days

0.40% 0.66%
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TOTAL  
CONSOLIDATED  

ASSETS

LOAN 
APPROVALS

$10.7b
$1.87b

Enjoying the launch function for Heritage Bank’s Castle Hill Branch in Sydney are (from left) branch staff member 
Skie Robertson, Deputy Chairman Dr Dennis Campbell, Board member Brendan Baulch and Chairman Kerry Betros.
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