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What s 1n th1s

spec1al

Thls month s special edi-

 tion of True Blue contains the

1989 Annual Report to Staff.
This is the first year the An-
nual Report to Staff has been

“included in our employee pub- ;
lication, resulting in varied and. .-

| fact-packed information.

The articles are dispersed -
.throughout True Blue'to help.
reduce - the volume of paper: .’

*' coming your way — a’key point
raised by staff in the commu-’
-nication survey, conducted last - S

’year r:

ed1t10n

Thls years report covers -.

'many staff-related interests,
such as training and plans for
the future and did you.know

-that SBV: is the third largest |-
lender for housing in Australia?
Look: under the. ‘Did. you | " - )
" know’ columns formanyother e
: surpnsmg facts about our‘-. :

Bank. -

me know on 604 9037, .

rlngs up SBS
campalgn

ngwnod East Branch has

notched up 2 140% increase -

-over last year’s figures in a

recent Stalz B.,nlnng System

- marketing cainpaign.

An original target of 50. ac-
counts was set by the branch.

Staff soon increased this target
to 63 accounts, a 50 % rise on’

.lastyearsﬁgures e I

 Duetoan. excellent effort by
Branch Marketing Representa-

tive Andrew Cameron and all:,
staff members; a total of 101
State Banklng System "ac- |
counts were opened in August

representmg a 140 % increase. ¢

g

i Carm Lavez:y-
Managmg Edrtor

Rlngwood East

= .Tohn chcmne.'.
Bax Hlll Nortb Regxon :

. -row, from left, Vicki Adams, Sue Anderson, Sandra De Hoon. Front -|
. row, from left Karen' Harding,"
Georgla Kelly, Kerry Bell v

INSURAN CE F QR

BICYCLE VICTORIA,:‘

MEMBERS

Blcycle Vrclorla has ar-
- ranged Third Party insurance |
. forits members taking partin-
" the State Bank Victoria Great
: Vlclorlan Bike Rlde '

2 Thende bemgorgamsedby:,
: Blcycle Vlctona starts 1n{'-

December 10.
Charlie - Farren

says.much interest is belng’

‘tlme 1t has been orgamsed

Back row, from left, Wayne Marriner Rellevmg SupervrsorrAnthony"
‘Daffey, Andrew Cameron, Branch Marketing Representative. Middle |

Sher_ldan_ Harber, Carol Melnlyre base espec1a11y through ‘our.

’Yarrawonga ‘on December 2 |
-and finishes in Melbourne on |

Vice- |
R -Pres1dent of Blcycle “Victoria,.

.shown in- the ride, .the mnth i

- I you Would llke your own' F N e
. copy of tlns special edition, let | " .

“l’d llke to thank alI slall o

members for their efforts dur-
.ing the. past year. It has cer-
'tamly been an eventful year . .
" |-and in some ways a dlfﬂcult
‘one forSBV. .. - ]
|~ Asthe Chalrman has saidin
the Bank’s Annual Report, - *
b ‘the year was sunultaneously i
most, satlsfymg and mostf,j"'
[ trying”. - N
- We hfted our Capltal Base to
$1565 million,’ up 42%, grant- *
»ed arecord number of: housing ..
loan approvals and recorded a - -
‘profit before tax of $165 9
‘million. . 2k
However, it was a year 1n ;

which interest rates rose

| progressively, putting pressire ' ;
on our lending 1 margins. This, -
combined with the need to pro- -
wvide for' loans to the failed Vic- -
'| torian Division of the National .
'| Safety Cotincil, kept- profit
| down just below the prev10us; '

year.-.

Trlcontmental Corporatlon
Limited into our own. While all..

i ‘changes place demands onus’
| to: adjust ‘they also offer valu-
. able. opportunities. -

Acqulsltlon of. Austrahan'
Bank has enabled SBV to
broaden its corporate client -

‘SBV expanded 1ts operanons 5
.| inearly 1989 by acqumngAus- E
| tralian Bank Limited. Several -
| months Tater: we faced the -
| challenge of integrating the’
‘operations of merchant bank

Chief Executwe Offn:er Mr L.G.C. Muyle Z

Sydney branch Integratlon of

“Tricontinental’s activities has -

. allowed faster development

',than would otherW1se have-’
“been poss1ble inthe profitable-

areas.of project finance, trade

What 'was formerly ‘Tricon-

tlnental S anbane ofﬁce is:

Winter 90 Fashion Collection
Don’t miss out!
Orders close Wednesday
22 November.
Late orders cannot be accepted.
Send your order in today.

Enquiries Marketing

604 7853

-'-now belng expanded asanSBV '
‘branch offering a. full. range of
" corporate banking. services.
~-THe year ahead is a time of :
consolidation; to build on what -
e already have. And, havmg
ﬁnance and corporate advice. -

provisioned adequately for bad

.- and doubtful debts: We are start-
. 'mg the new year w1th a clean R

Prlonty Number One .' . S s e S e e L2
. Year In Rev1ew A e i e DR 3

Planning For Our Next Dollar ..................... A4
Over $21m Invested in Tra1mng ................... .5
Salary and Grading ..:: ... .. L S 6
OnceUponaTlme.....\........,.....,...........,-7' ‘
Their Say 2. oottt L D 8
Product Spothght ............................. .8

>y

3 ‘slate The Board and manage- Ty

. ment of the Bank expect the -
.. Group to return to normal " -
", profitability in the. currentyear

However we do: not expect'

that conditions are going to. .
. make this task an easy.one;
~ 1989/90 will be again a very =
_ competmve year The squeeze - .- -

on lending margins from high

_ interest rates canbe expected &
to continte for a while yet. We: -
_are planning to counter this by :
funding more of our lendmg ]
Afrom retail deposrts and by .-
earmng more fee income from
| services Such as investment
k2 management and ﬁnancxal ;
_ planning.

Of paramount unportance ;

* however, will be:our joint ef:

«forts in increasing productivi-- . -
- ty,in prov:dmg good customer . -..

.service and in-marketing and -~ -
e sellmgtheBanksproductsand L
-, services. In the year just .’ L
" finished, . maintaining .ex- -
:"perlenced staff, parncularlym--_ "

some of our. metropolltan-f

* branches proved difficult. We ..
:are looking hard at- prov1d1ng 22
-continued incentives for all staff. -~
- to build a ¢areer.in the Bank. -

Our challenge is to excel at -
what we t.tad1t10nally already -

. dowelland build on our exper- . .
" ‘tise in other areas. I am confi= -

dent we will succeed in domg‘
this.”” .-

f%ut /a/&,a
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Managing Editor
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Max Hurren

T1tle Manager Customer
Service Centre. -

Department Managed Funds

Administration;- Treasury

Hlstory 40 years service, .
- Started at Brunsw1ck West -

. Last branch as Manager -
Monash Umver51ty

‘ ‘What, to you, are the.
. most 1mportant elements
L of customer service?

Meetmg the needs of the

-' customers as. they see’ them

Customer sérvice has, ‘tobe a

_ part of every_tlung we do; Su-*,

© perior service comes from staff

~* who know their task’and feel

 their efforts are appreciated by

T Acustomers and management

Bank o HICEN

Two staff members, Max Hurren and Jo Wastle,
talk about what customer service means to them.

. also important to use cus=

. "the passbook or card that they -

Descrlbe how you g1ve :

good customer service.
In miy current position, 1 deal

w1thcustomers onaregularba-~. ‘&

: s, Satlsfymg the client means
- focussing on the exact nature .
- of their enquiry and ﬁndmg via-, " _|
. ble solutions to meet boththe |
~_customer’ s and the Bank s

needs i

‘What is an example of i

~ bad customer service that

'you have encountered? -
Just last week, Iwas amazed ¢
. toseeacustomerinalargere-
. tail store being spokendownto -
because of language | difficul- - .
‘-ties.-The store ass1stant was .
"rude and aggresslve and I felt -

.embarrassed to see someone'
 being treated so pootly.:A small :

amount of empathy can go a -

long way

‘What do you thlnk peo- :

ple in-the Bank should
focus on when they: are‘
seerg customers?"

.. They should: determme the-'

customer sneeds before they
' respond-and take the.time to

gather all the relevant informa--

. tion. Thisis especially the case :
When customers neéd to: be.
referred to other areas of the.

Jo Wastle-‘

T1tle Superwsor — Enqmry s
Counter - &

‘Branch Waverley Gardens iy

Hlstory Motnt ‘Waverley
- Branch — 45 years. .-

Waverley Gardens Branch
2 years.”

What to’ you, are thea.
most impeortant elements “

of customer service?; -
- I'think the most 1mportant

thmgs are to bepolite; to smile,

‘to know your products well; to

be prompt and to hsten It S’

- took out a personal loan for a
. new car. They couldr’t getinto' |

: s6 I drove out to the car yard
after work and handed the
4 cheque over. -

" bad customer service that ’
-youw have encountered" 5 o

‘ple in the Bank should fo-
" cusonwhen they are serv- |

gt unportant Fmdmg out What
 the customer’s needs are and -
..then 1dent1fy1ng the product or

best 1s the key

" tomers” names: Ialways look at -

- present. This 'helps to make |
" the’customer.feel welcome..
- It’s 1mportant to remember |
" that all things are important,no' |
: matterhowtnvlal they seem to d
us. - :
s Descrlbe how you glve i
A good customer service. -, |
" Tligive you anexample. Re-.

cently, we ‘had a couple who

the offlce durmg busmess

. What is an example of |

Thateit when1 2o to the su- -

-permarket stand in the queue |-
at the checkout for-ages, final- |

1y get to the end of the line and *

' thenthe assistant tells me that - |
‘the checkout is closing..

What do you think peo- |

mg customers"

Llstemng . ]ust
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V The Bank is the fifth lar-
gest bank in Australia.

|| ¥ Housing loan approvals

reached record level of
$1,820 million.

V Commercial and rural
loans outstanding and bill
facilities increased by
46.9%.

.| 'V Insurance profits were up
22%, to $12.5 million.

Did you know
in 1988-1989?

V 44 more branches were
equipped with personal
computers for word
processing and spread-
sheet analysis applica-
tions. 142 branches are
now equipped with PCs.

V Funds under Treasury
management now total
$2,877 million, up $425
million.

- service that meets those needs‘

GERRY IS DN THE
BIG SCREEN NOW

Ifyou happen fo. see acus-

- tomer service training. video ,
- called People People, you. -
. mlght recognise the face ofa -

State Banker. .

- Gerry. Bolger of Bourke ;

‘Street East Branch; was picked

to appear in the 20- minute - .
video and is the only bankerm
: 1t. ;

. Central Busmess Dlstnct 5=
Marketmg Ofﬁcer Barbara.

* Howe recommended Gerry for

 'the video to Marketing’s Senior. .
" Manager Pubhc Relauons Adam £

Trumble

- Gerry, 23, says the v1deo 1n-'
cludes people from the Taxation
+Office, ch ‘Roads (previously "

_ the Road -Traffic’ Authority); -
hotels, zirlines, a plumber and -

' a mechanic. Itihas been made -

- for businesses tohelp promote.
customer semce among their
staff =

East Branch

ry, who JOmed the Bank six
years ago =

Ay snotaneasytlnngtotalk'f
~ in'front of a camera but I cer—__' '

tamly en]oyed it. -

"‘It was. filmed here i the i
“branch. I'talked about géod and_3 ]
bad customer serwce and then 5

served afew customers

.').‘_'

1ch Bank"

Older staff in’ the Banl( wrll rer:all the mfamous Ray 1.
Bonner and the day-he relieved at the wrong bank hence ‘

the nickname ““Wrong Bank Bonner’’ .- -

~ Well, Ormond South Region has a rehevmg Supemsor who

. .almost equa]led Ray’s effort. -

* Fortunately she realised: she. was ‘in the Wrong bank before |

startmg work: Well done “Wrong Bank Karen Heelan R E
: ' _ ' . Geoff. Camieron- i
_;f Actmg SemorRegtonaI Manager : : & ' e
5 |- Colin.in action- holding a yabbie he befriended along the way..-

~

Ormond South Reglon

“Itwas goodfun" says Ger- 4

87/88 88/89
Bursars 15 21
CBDS 0 34
CORP 96 76
Graduates 59 78
Classified 2,667 2,918
Full-time
— Branch 6,627 6,544
— Head-office 3,352 3,922
Part-time
— Branch 991 1,335
— Head-office 195 237
Total Staff 11,165 12,038

Corporate Colouris- v
Down—Under

.' = J

Colln Moncneﬁ rehevmg

‘Aecountant attached to Box.
Hill South Region, partakes
“in one of Melbourne’s more -
Aunusual spnrts — scuha- :
’dlvmg ' '
| His pass1on forthe sport has'

‘.‘progressed from the basic

| open water coutse to becoming -
| @ member of the Professwnal "

. -Gerry” Bolger Bourke SIreet: ASSOClatlon 86

"Diving

Instructors (PADI)'and hé has:
. | now reached the level of dive
master. "Colin has dived all’
" around-Australiain the past five."-
years and in. this article, he"
fshares W1th us some of hlS g

/ dlvmgr experlences
-information about: the basm

scuba-dlvmg course.

The open Water course‘costs ia

around $300 and takes place

over two weekends. The first
v;'weekend is"spent, learnmg !
~about. d1v1ng theory and
~nécessary equipment.. The -
students then have a practical
."Sesswn in-a‘swimming pool .
- using: ‘the equ1pment The
- 'second weekend is- spent at
“Portsea diving around the pler :
‘and in ‘the bay. . 6 o
“Colin; says: ‘that you don t
_have to travel allover Austraha
“'to'see” spectacular sights, as .

a‘nd;- :

WEl SUIt e

- - Vctona has some of Austraha S
", most- mteresnng diving.! Port
Phllhp Bay-is: especially
- interesting, harbouring three .
_'World War One submarines -
~ and. ‘quite a number of-‘
-~ shipwrecks. -

“If adiveris mterested in old

. artefacts diving off Quaranhne

- Point'is sure to please. At the
-* turn of the century, ships had -

to'spend time at .Quarantine °
. "Point -before - they sailed

~through the Bay, consequently"
- bottles and-other items were
. thrown overboard. Only mow
~.arethey eagerly sought afterby
leEI‘S :

Ve

Popes Eye is one: of the best

;‘_ areas in the Bay tosee a Wlde?
*. variety of fish hfe . Popes Eye

. wasbuilt as a gun enplacement -
- in the middle of the Bay' to:

protect Vlctona from apossible

-<Box Hill Soulh’s Colln Moncrieﬁ dlvmg in his “eorpnrate cnlnured”

Russxan mvas1on at the turn of ]
_the century '
‘As it was constructed out of
blue stone blocks, Popes Eye .
isnowan arnﬁmal reef. Fishlife -
and other marine ammals are- -

: protected as Popes Eye s part

‘of:the ‘Harold Holt Marme ,
Reserve. S

Consequently the fish are
very tame and every'fime a
diver enters the water, schools =4
of brightly coloured fish swarm .
the diver waiting to be hand -
fed. Speaking of things bemg A
“fed, quite a.variety of sharks L
frequent the Bay. Ifyou seea.
. -shark while dmng you aré very -
" lucky (it’s the one you didn’t
see that w111 get you') _

Ifyou re interested 1nﬁnd1ng 7
out more about scuba-diving, -
call Colin-at Box Hill South
Regxon onr 895 8256 "ol
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= The Bank has cnnsoh-
- dated - its posm_nn as- the
_ leading bank in Victoria with

a dominance in° lhe retail -

sector.’ Expansion ' of -com-
‘mercial and corporate bank-

ing and related actlvmes is

, cnntlnumg -

‘e The Bank has operated
profitably, efficiently and. com=
‘petitively throughout the peri-

. od. This year sproﬁt was just ..
. less than last year’s re¢ord . ;

~ level, despite lower mterest

" “margins. :

... Product1v1ty shows a

. steady trend of i unprovement
-Contributing factors” have. in-

- cluded emphasis on training -

~and  development pro--

T grammes; "effective expendi- -

_ture controls mcreased in-

vestment in technology, ;.
..growthandchangesmthemnc o

of business.
® The Bank has acted deci-

sively to provide for the im- -
pact of the NSC exposure. : -
" Specific provisions have -been

" increased to cover this umque,

event

created 'in Tricontinental to

cover identified accounts like-

" ly.to lead to future bad debts,

- concentration of risk and ex-'
. 'pected business conditions.

- ..Despite the’ associated
- problems, the integration  of

Tricontinental ‘into the Bank

‘has provided many business

~ opportunities that will arise v
out of correctly “monitored.
corporate customer base and d

. trade finance activities —
« ‘area in which SBV is keen to

. - expand. Other opportunities .

lie in corporate advisory activi:

. Substantial - specxﬁc and‘,-.
general prov151ons have been

;ear in R
(Excerpts from 1989 Annual Report)

-t1es and pro;ect ﬁnancmg
: Trlcontlnental S anbane._

ofﬁce is bemg refocussed and

sector in Queensland
SBV Group s consohdated

»-,loss arose’ from substantial

‘provisioning for doubtful debts
by the Group’s - merchant
bankmg sub51d1ary (Tncon-

will operate as an SBV branch, .
- prov1d1ng a full range of bank- -
" ing services for the corporate

tlnental) whose actnvmes and
management were mtegrated

“with the Bank for the. first
. time in May:1989. .The Bank: -
expects normal Group. proﬁta—"-
~bility to be aclneved in’

1989/90

. The. acqulsmon of Aus-'
‘tralian Bank has. broadened -
-SBV’s - corporate” customer
‘base, partrcularlymtreasury—4 -

related proddcts and semces

eview

{ An 1rnmed1ate beneﬁt to the ;

'futures tradmg capabilities |
through floor membership of | . -
‘the  Sydney Futures , Ex- -

Bank has been 1mproved-

change; ‘and ‘the introduction '

..of + Transferable Investmenf~_‘ -
ABL 5 |

Certificates (TIC)..
reported a.record : operatmg
profit before, tax 'in" 1988/89

of - -$95 mllhon (last year '
"$24 mﬂhon) g,

Group Cap1ta1 Base (Reserve Bank Australia Cntena)

$M
2000

1985

and retail operations.

1986 1987

The increase in the Bank’s Capital Base will support further growth in the Bank’s commercial

$1565m

1988 1989

Profitability

Operating Profit
(loss) before tax
Operating profit
(loss) after tax
Operating profit
(loss) after tax and
extraordinary items

The Bank’s profit before tax of
history, during a difficult year for business.

Bank

(3m)
1989 1988
165.9 171.6

778 86.0

718 78.8

nearly $165.9 million was the second highest in the Bank’s

SBV Group

1988
197.9) 197.9

(196.6) 100.5

(194.6) 95.1

SlV Credlt Ratlngs —_ ngh’v'.

_ SBV’s credlt ralmgs reﬂect
the .very high financial

s standing of the Bank and the -

‘esteem in which it'is viewed
_in the lnternatlonal fmanclal
communlty :
Credit ratlngs reﬂect a-
bank’s ability to repay debt
ngh ratings, such as those as- -

: “'signed to SBV, 1nd1cate abank

can more readﬂy raise capital

‘and funds’ cost—effectwely

. :SBV’s. credlt ratings are: -, -
Short Term Credit Ratings
Moody ’s Investors Service

‘P1 = Superior capacity for

. repayment of short term
4 obhgatxons A

o -

5 tandard and -
Corpomfzon i

Poor'

Al4 = The degree of safety '.
Tegarding .timely payment is

either ‘overwhelming or. very

3 strong :
" Long Term Credlt Ratmgs =

Australzan Ratings Pty Ltd

AAA S . Denotes an extreme-'_
ly strong capacity. for nmely }

repayment of: debt
Japan.
Institute*.

CAAA = Reﬂects the hlghest,v
possxble cred1tworthmess for .
" :a bond issue with. the proba-:
bility: of nmely payment of in-
terest:and repayment of prin-
N c1pal extremely lugh

- Standard
Comomtzon

AA = A very, strong capacﬂ:y |

hoi monwealth of Austraha

Moody s Investors Service* ||
--= Judged to be of high |

quallty by all standards. -, -
and .

to pay interest and repay- prin-

.'c1pal and . differs . from" the |
highest rated - 1ssues only m'
2 small degree

Bond Res.ear.ch;._a Sl

~

*These are the strongest rat-

_"mgs currently afforded’ Aus--

trahan borrowers and " equal
those granted to- the Com-

Poor:fs

l-‘

.-\.

. ‘Page:3

TELLERS
TALES

kA regular feature in which we look at life

from over, and behind, the counter.

Eleven-month-old Trent has a good look around our Ballarat- :
| East Branch. Perhaps he fanicies himiself as a future State: Bank®
| Victoria, Chief Executive?- Or maybe he thought he would wait - -~
|- for his.mum, Tracey Peoples, who works at the branch to',»
| finish work and get“lns d1nner

EE South Centra] Regron
* ok ko ‘

Who was, the young Teller in the Parkville North Reglon who i
. couldn’t decide ‘whether to.say ‘“Good Morting™ or: ““‘Good -
Afternoon”” when answering the. telephone exactly at rmdday e
| Instead he answered “‘Good Midday 'to you’

amused the staff but also the customer

i ol ‘*".

‘ Chnstme McCaIIum- i

*.which not only S

e Tracey McGee- L
Parkvz]]e Nortb Regmn 25

Who was our ‘Other” male Teller in the Broadmeadows area

| who, while serving a female customer, noticed that she had -
left w1thout bher coin? Then he. noticed people running over to < -
| his teller’s box. . As he looked -over the' edge ‘of the- counter,
A ,he found ,hlS customer laymg on. the ﬂoor She’d famted“

Tracey McGee

Parkvrlle Nortb Regron, .

** N

Another Personal Loan borrower in arrears rephed to-a
remmder letter as follows: . Sirs; -every month I put all my bills -
.. :|'into a hat and pay the first one I draw. out... If you continue to -
o hound me, you wﬂl ot part101pate in next month’s draw” '

Bank backs
Young Achlevers

" Deputy Chief Exécutive. Max Cart congratulates Douglas Hlllon '
‘-'Vletonan Young Achlever of the Year ‘

Stale Bank Vlclorla was.

-involved as a major sponsor

of the Young. Achiever
Awards ‘as- part' of ‘its-
. pr.oglamme toward youth. - _'.arts sports; commurity serv-
~l: The awards .aim to recog-

' 'thelr fields.

, development

“the cdtegory winners..

" the Year award. The. overall

: Warrandyte . .

. Douglas, who ‘was aWarded

" ‘the technology and science

~ award, won a trip around Aus-

- tralia for two 'and a further
' $5000 from the Bank.*

‘nise young people who have

SIgmﬁcantly contnbuted in m ﬁve states. . -

The awards were presented at

The awards contested were:
Melbourne

ice, technology and science, "

the Hilton Internatlonal :

".' career achlevement and rural sl

| Each of the six. categones ‘.,
| . was, sponsored by leading or- -+
ganisations - with the. Bank . ..
. providing a $5000 State Bank-: .
.ing System accourit for each of

“In addltlon the- Bank spon-'- '
sored the Young Achiever of .

- winner from the six categories - -
. Wwas Douglas Hilton, 25 of_ -

" This year marked the n-
: “-troduction of . the Young =
. 7« ... - Achiever Awards to Victoria.  *
i s " They began'in West Australia .
- four years ago and are now run
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: "I5Iann\ing for - additional
.oftshore representatlon is.

' - ‘part-of the brief of Interna- .

tional Department’s

" Research & Planning. Sec--
.« tion. Headed by Peter Wer- -
* chon, the-team of six, keeps.

" under notice: “strateglc“ off- -

. shore opportunities for the
Bank. At some -stage, the

- -results-of all these opportu- .

--nities ‘will impact on you, .
- and the Bank’s. pertormance
_‘.‘overall

ks i In Europe

. ‘Future opportumtles that
may arise from the 1992 Eu-'
" .ropean -
~being closely monitored-with

“possible-additional representa- -

-~ tion'.on  mainland Europe.. *
- London office is already well

“placed to. help’ corporate‘_'
" ‘customers in their European-_
: jbusmess operaﬁons

In Asla ‘

Our Hong Kong branch is

‘, well'placed to consolidate fur-
ther its position'in Hong Kong, .

: -»Wthh is. the gateway to Chma -

‘single market’” are.

when the fOrmer colony'
reverts. ‘to- Chmese rule- in’
1997.-Many opportumtles €x-
- ist for the Bank in this i 1mpor— e
tant market place

In Japan .
" The Bank has the questlon

der constant review: There-
dre” some: problems ‘with

reciprocal banking i 1ssues but
early estabhshment is.a stra— ¢
teglc pnonty e

In Amerlca

New York ofﬁce (Whlch also.“

unportmg and exportmg serv- :
ices; and.meeting the mterna- -
tional financing needs of ' our' :

corporate and business cus-
tomers.. Sydney office also

'_"  conducts a'foreign exchange
" ~desk ‘providing -services 't

major corporate customers.

~The recently opened Brisbane
of representatlon n Tokyo un-

ofﬁCe will add to this -growing

_East Coast reg10na1 strength:

manages SBV Grand Cayman’. ]

_1Branch) has, established ‘a .
proﬁtable lending portfolio and -
is involved in a range of forelgn - .
~exchange -and money. market - -

- trading activities. We are cur- - il

representation in the USA
pos51bly in Ch]cago

In Australla

- “The Bank’s Melboume In—.
ternat:onal Department i well -

estabhshed as a major player
1n fore1gn currency markets

rently. 1ev1ew1ng addxtlonal

Research and Plannmg secllon International Department From Iett “Tom. Cmcotta Eddy*

.’,EX|st|ng oftshore ottlces

For ‘the past three/four;;,
years, the Bank as. part of a -
"‘_ma]or long-term strateglc ex--
- pansion has’ invested heavily in.’
“developing " an‘ international -
presence.. in key ~financial
“centres of the world: Offshore
branches are “now. well-
- positioned-and suitably staffed -

to prov1de wholesale bankmg

" services, with actlvmes ‘cover- -
ing lending,” money market

and foreign eXchange tradmg,

trade " related SErvices . and
‘money cleanng sérvices to
‘other - units. . .
- declared acceptable ’res_ults,ﬂ_
.most notably New York which
recorded ._excellent proflt-
,ablhty dunng 1988/89 '

ergglesworth Paul Mllls Kathy Wlllls Peter Werchon Semor Manager An|ana Naldu

Bankers 01’
daredevﬂs?

. A group ot brave .senior
‘managers recently rolled up-
to the Staff College at Bax-.

“ter to"pilot-a course wrth a
difference. i
- The first five, days- of- the
* course revolved - around the
v ﬁnanc1al system the- econo—
my, commercial

struments.
. Bank’s key. executives gave

stimulating presentations on- -
legal, marketing,- personnel ?

. and technological issues facing

the Bank, and' Max Carr dis- -
~-cussed the Bank’s corporate

‘obJectlves ' and

- strategies. -

pollcy

. - It-was'a s-ohd week that'_
~br0adened part1c1pants :

- knowledge of our- mdustry and
the role the' Bank plays-init,.
- butit certamly didn’t prepare

* ‘them for what was to corme.
, On ‘the Friday ‘night, the
.group travelled to the Allfit"

~Training * Camp ‘at. Bacchus

" Marsh for'a weekened never

" “to be forgotten.
" - Although ‘guaranteed - that .
.the weekend would not be too
the' group “of
- managers found. that the go-"
ing got tough at times, and
‘true to the saying,’ the tough.

~stremuous,

got gomg
. Becoming acrobats on the
low ropes, trapeze artists on
“ the high ropes, commandoes
on the. vertical net, - raft

- builders, canoeists and con- -~ .
tortionists ‘all added up to.a-:,

‘bank-
management and financial in--
Several - of the. -

fantastlc and rewardmg
experience.

heights. made it.
Tony .Royden; -

tor at-Allfit, said: the ob]ec—

tives: of. the course, were to’
improve ‘confidence, . team- -
communication .and
leadersh1p SklllS in‘a practlcal‘. i

-work,"
environment .

course were well mef by the

‘Their teamwork and: confi-

.the first time we had taken a

~.group -over. the new- eight |
.. metre hlgh ropes course; : |-
_everyonée made it because. the | .
"group Had bonded'so well and -

-worked well together.”’

Back at Baxter, the second | .
week™ carried on with the |.

- teamwork, leadership -and

chologist.

everyone was tired and look-

ing forward fo getting home, |
but, from all ac¢ounts, the :

rapport built up between the
participants and. thelessons

- learned have contlnued back'

~at work
T Anonym,ous

‘The hlghhght of the
- weekend was abseiling down - |
a 20-metre cliff. Even those -
who were uncomfortable w1th

General "
Manager and course instruc--

_dence improved tremendous- .
. ly over.the weekend.. It‘was" |-

‘management development |-
themes; under the guidance of |.
.Dr- ]ohn Umansky, Psy--1:

_After . two full - weeks ¢

- ThriII Seeker |

o o ‘,../ g -
'VDaredewI managers. just prior to abseiling. From left are: Ken Mills, Debb|e Vanderpllght Gil. |
Riscala, Max Brewer, Robert Hood, Garry Whiteside, Jane Nash, Neil Bolt, Alan Beardsley, Bob |-
Bury, Rod Crane, Vic Zappa (front), John Colllns (back) Barry Roberts (tront) Alan ‘Moule (back) 1
"‘Paul Mulderry, Dr John Umansky , '

“““The- ob]ectJves of the .

“All'- 'offices.

5 SBV

Beats
- Coke!

SBV achleved ovenuhelm- =
ing-fesults in"an Australia- .
-wide consumer recall survey - -
-conducted ‘earlier this year

by Morgan Research.” -

SBV’s advertlsmg took out -

: ﬁrst place in Victoria, beating .

‘the Coca Cola advertisement,

_Wthh came in second.

- Owing to the success of the

“campaign, SBV’s future ad-

verusmg will. contlnue this

. .| theme. -

Did you
know
in 1988-
1989?

Market share increased | "
— 34 % of all Victori- |-
ans claim SBV as their | -
main bank. This is the |
highest level for many | -
years.

Corporate and interna-
tional assets now
represent 30% of the
Bank’s total assets. |
First-home buyers ac-
count for about 40% of |.
the Bank’s total |-
lending.

Total retail iending as-
sets increased 21.4% to
$9,900 million.

The Bank now has |
banking relationships
with almost all the top
100 corporations in |.:
Australia. [
Bank deposits have
reached levels of |-
$15,758 million, a |
growth of about 34%. |:
Teller Point was ex-
panded to 263 ATMs,
making it the largest
network in Victoria,
and transactions in- |
creased by 40%, to
23 million.

State. Bank, group — they. [+
were better-than the other | .
banks we have had through!”’.

Clive Walters
_ “Clive Walters, well known
to.many in the Bank, passed

‘away as the result of a stroke
‘on October 14 '

CIN ME ORY

i Clive, who was' 42 had
. been Maniaging Editor of * Our
.- Bank’ (predecessor to True
. ‘Blue) and was responsible for
. _the Bank’s Annual Report. '

/- He was born and educated .
''in South Africa where he .
. trained ‘as a. journalist." He -
: *jomed the Bank from Westpac -
in 1984 after working for a .-iIl 1986 at: Glen Waverley
number of Melbourne radio -
i stations. and newspapers.

- ‘Under. Clive’s guidance,
- ‘communication to 5
« " through “Our Bank’ and to the
..public -through the annual
reports (which won a number .

oof awards) improved markedly . will be greatly missed. by her

‘ Chve leaves his widow, Kate

. and young sons; Thomas and &

Benjarmn

staff -

..Sharyn West

A traglc car accldent on
the Westgate bridge on Sep:

" .tember 24 took the life .of
~.Sharyn West from Camber- .
~well South’ branch

Sharyn 23, Jomed the Bank

» .Branch After-time at Shep-
~parton and Wangaratta, Sha- _
ryn moved back to Melboume ‘

*Graeme had intended to un-.
- dertake further study to help

tl'us year.

o

A well respected and popu—

- lar member of the.team at

Camberwell South, ' Sharyn

State Bank colleagues

f Graeme Dlmond ’

Graeme Dlmond 19 “of
’_Rlngwood -East . Branch
passed away on October 16
-1989 o :

" Graeme, ~0rigin_all_y, from
Ballarat, drowned’ while '
hohdaymg in New : South"__»
Wales. : :

A qulet;ly spoken person, .

-advance his career-with the
Bank. Although he only began
‘working for the Bank this
yéar, he had shown dedication |
to his job and was well regard- -
ed by his colleagues. Graeme'

: w1]l be sadly rmssed




- True Blue, November-1989 - -

7 An estlmated $21 mﬂlmn
.- was invested in training SBV

- 'staff |ast financial year, a -
strong indication. that train- .-
‘ing staffis a pnonly for State !

J

Bank Victoria.
: Over 10,921 part1c1pants un-

e dertook training at the Bank’s

" Training Centre Staff College

" . .and Reg10nal Centres andthe

-in trammg

number of staff attending - .

_courses mcreases each year. -

Trammg is acce551ble toall
levels of - staff (from -new

V'recru1ts to execut1ves) W1th

courses - run . at’ nights,

.. weekends, and durmg the

‘week. As well as formal train-
ing courses, the Bank prov1des

' self-study programmes and en—

’ \

courages attendance at exter—

" nal courses by providing study‘ -
-and exam leave arid assistance :’
to cover the. costs of books and |,
- fees. With training des1gned to
~ ‘complement. promotlon and

personal development the

' _Bank s.view is that trammg is’
“an on-going process as you _

move up through the ranks and

'ver :;21 mllllon lhvested

: not Just somethlng you do-:
' when startmg your bankmg :
;_career ,
Thé bottom hne for all Bank
traJmng is that it will enhance . :

1nd1v1dual and orgamsatlonal

: -performance and, as a’conse- -
quence, the level of ; service we-

prov1de our customers

Courses offered 1988/89

The increase in the number of courses available
to staff this year reflects the decision to shorten
the length of some courses, the development of
new courses and the greater number of courses
being conducted at the regional centres.

Since 1987 over 30 self-study modules (including
the role of the Branch Development Officer and
Letter & Memo Writing Kit) and numerous for-
mal courses (like Personal Lending, Part-time
Tellers, Train the Trainer) have been written.
The Training Design Centre is currently inves-
tigating the use of computer based training to
meet the future needs of training in the Bank.

Staff in Training 1988/89

Staff in training 1988/89
Not included in these figures are the number of staff who
completed self-study training or attended external courses.

Training Centre
College
Regional

Courses Offered — 1988/89
Course No. of Courses No. Attended
| GCOs 5 91
- Advanced GCOs 9 157
“| Accountants 13 222
.| Management Development 9 150
- | cBDS 1 14 |
| Rural Manager 2 33 | @
MPG 2 28 |3
Business Lending 15 263 | ©
' | Lending Two 8 134 | g
.| Lending Three 6 103 | &#
Retail Lending 7 117
‘| Financial Analysis 1 16
Future Directions 11 292
‘| Credit and Lending 5 78
Commercial Negotiations 8 127
"] Induction 42 1448
Basic Products and Services 26 419
Tellers — Full Time 36 933
- | Tellers — Part Time 35 513 | £
| Savings 36 407 | §
Statement Refer 39 541 | ©
_ Supervisor Statement Refer 20 157 | %
.| GCO 13 190" |
--| Advanced GCO 5 68 | =
‘| Train ‘the Trainer 6 31 (F
.| Conduct Three 6 42
Senior Induction 5 56
Induction 28 55
Tellers — Full Time 59 219
-~ | Tellers — Part Time 41 175
.| Remedial Tellers 8 13 | o
‘| Products and Services 25 138 .°§
| Savings Refer Clerk 121 628 35"
*"| Statement Refer Clerk 73 373 | Z
Supervisor Refer Clerk 13 69 | S
. | Keyboard Skills 2 2 'gn
| Personal Lending 80 509 &
- | Business Accounts 16 90
*.| Staff Conduct 89 509
STEP (revision) 20 114

BANK & GRDUP EXPLAINED

What do the terms

- “‘Bank’ and “Group” :

* mean?

“‘Bank’’ means the State'

Bank of Victoria, including all

our branches outslde Victoria

(Sydney; Brisbane, New York,

. Loridon, and Hong Kong). « ]
ki Group’ "(short for the Con-
solidated: State Bank of Victoria

Group) means the “‘Bank’’ .

" plus our subsidiaries.

- Why does the Bank have :

‘ sub51d1ar1es"

For legal, taxation arid eco-
nomic reasons iti Is somehmes o

des1rable for.the Bank to ac-

quire, or create, companies .
that prov1de the types of actw1-‘.
ties in which it wants to be in-. v

volved either because. they

make good business sense -
_(thatis, they have the potentlal :
to provide a good return on in- :
vestment) or because they pro- .
vide complementary activities.
toits own (so it can extend the -
" services
. customers):

it - prov1des to

The Bank then becomes the

holdmg company, and the
. Group compnses the Bank and .

THE $9000
CAKE

Ready to attack the cake are, back row, from left, Michelle Buick,
Eddie Anderson, Chris Robson, Linda Roney, Rohan Andrew. Front

row, from left, Robyn Crump,
Dianne Allen, Jacinta Tripp.

Jenny Jackson, Robyn Patrick,

-all compames it coniIols (sub—
sidiaries). Subsidiaries: prepare

- their own financial statements

and operate independently. -

Asubmdrarycznqmte often " .-
achieve fhe 'goals of the - - :

holdmg company more effi- = Trlcontmental Holdmgs 7

‘ciently and cost-effectively.

‘A bank with a large number - .-

of subsidiaries’ under its

control usually reflécts a

strong holding company. As .,
“with any business, the holdmg
‘company can buy .or sell its
subsidiaries . whenever it

A man attempting to cash
a $9000 stolen cheque found
out that he was no match for
the staff at Camberwell
Junction.

After stealing the cheque
and forging the signature, he
presented it to Teller, Robyn
Patrick, for cashing. A team ef-
fort by Robyn and her two Ac-
countants Dianne Allen and
Marie Breen put an end to the
crook’s plan.

The owner of the Cheque
Account was so appreciative
they sent a special thank you
message to the branch by cou-
rier. It was alarge, rectangular
cream sponge cake especially
made in the Bank’s corporate
colours with the wording:
“$9000 thank you.”’

The only problem was that
the food colouring turned their
teeth “‘corporate blue’’!

Kathy Constantinou
Box Hill South Region

" makes economiic sense to do
Sl =

7

Bank’s subsidiaries?

" These are conipanies that-
are comntrolled by the Bank »

They include:

" — Australian Bank Lln'uted- ]

(and its subsidiaries), which
_was’ acqu1red dur1ng«
1988/89:*

Limited (and its subsidi-

- separate legal entity.

ing full branch status i

QUICK
ACTION
STOPS
CRIME

Quick-thinking Teller
Robert Burn, Dandenong
Branch, recently referred an
incorrect signature to Ac-
countant Chris Horton.

The catch was that the pass
book being presented was also
being reported stolen at the
Teller position next to Robert.

Rex Hall
Manager
Dandenong Branch

What are some of the

anes) which remains a:
| fraud attempts.
— SBV Asia Limited, which
gave us. representatlon m -
.-'Hong Kong prior to our
Hong Kong Branch recelv--

FRAUD
BUSTERS

The quick-thinking reac- '

tion of Braybrook Branch staff
helped thwart two recent

In the first attempt, a wom-
anpresented a cheque to part-
time Teller Denise Duncan
who queried the signature to
Sarah Higham. Both thought it
was unlike the signature
registered and referred it to
Manager Terry Toomey.

As Terry was approaching
the woman, she raced out of
the branch. It was later disco-
vered that another customer
had two cheques stolen from
the back of his cheque book

which had been sitting in his
office.

Two days later, a pass book
and withdrawal were present-
ed to Teller Martin Hamilton
who referred the signature to
G3 Cathy Scida and then to
Terry Toomey.

In this instance, the offender
was shown into the manager’s
office and the police called.

Both customers presented
staff with boxes of chocolates
for their efforts.

Raelene Danaher
Parkville West Region

The Braybrook fraud-busting team.

Back row, from left, Ken Balshaw, Relieving Accountant, Martin
Hamilton, Terry Toomey, Manager. Middle row, from left, Michelle
Rizzo, Demse Duncan, Anna Spooner, My Tang Lee, Sherry Suhr.

Front row, Cathy Scida.
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AN

and Gradmg Structure

' The imple'mentation ot.the

* . néw .salary -and grading
- structure, based on pay for - -
* the job prmorples was

completed ‘this year. .
- The. structure replaced the

' traditional age and service .-
. salary scales and is sup-.

5 plemented bv bonus pay-

1087

ments to encourage’ hrgher

‘levels of perlormanoe v
Here . are- some ot the '

results

o ° 8965 ‘staff recelved a 1 5%

. pay increase as-an 1mrned1—
ate .result of the restruc-

" ture. Of this. staff, 6983

- "received -a ‘pay mcrease
aboye 1. 5% -

“incremeénts, $1,300, 000 .' :,
- was paldlnbonuses to 2250
- staff..

ing structure there Were 37

-pos1t10ns appealed (mvolv-,
" ing atotal of 51 staff meni-

‘bers). Here’s a- breakup of

how the 37 positions” ap-, .

pealed. were settled

'—18 Branch Manager ‘pasi-- .
*tions were appealed Of -

. these, 13 were: settled" .
£ durmg dlscussmn two. -

; .',Clea.rly defined JObS and
- consistent accountabrhttes.

;" .will ‘enable more objective .
“non= managerlal_

“branch .positions were. ap--

were upgraded "and- the
; remamder not changed

—Seven

- pealed.. Of these four were g
. ~settled during discussion,.
..and the remamder not{ %
| - substantially-increased the | .
) promot10n opportumt]es for_' .
GCOs T w2 3

* .Through competent perfor- |
- mance, mcrements and.
= 'bonuses

o changed

: —12 head ofﬁce GCO and' :

: 570 B .reglonal office positions
- o No staff member was ﬁnan-

c1ally dlsadvantaged

0 In addition‘to performance

“were appealed. .Of these,

. two were resolved during. -
- discussion, seven were up-:
"graded and the remamder .

not changed

oa '—Appeals for head ofﬁce'
Ce Inmovmg to the new grad- :

yet ﬁnallsed

‘Launch of new -
rnseranee pmducts

A most srgnrtreant |mpact of the new State Bank Act (passed.,
~in June 1988) is:in retail operations- Where the Bank powers have” | world 's “most dedlcated‘
. heen extended For instance, SBV can now ottera wider-range -, »
oof” insurance services and is planmng to” launch mortgage..

. protéction. and credit- card debt: insurance in 1990. © - -

The new Act.also gives the Bank powers sunllar to those‘

of our tradmg bank competltors

Staff help 1dent1"l»"
thelr tralnmg needs'ﬁ

s " 90 branches were vrsrted =

~and
' .. interviewed
- review of the’ Bank’s trarnrng
f needs

over: 1100 staff

The réview, uutlated 1n

that make -up the -Bank’s,

S n t:ra1mng currlculum T

John 1sa

in a ma[or,'

P 1dent1ﬁed 443 - tasks-
, .~ Ccarried out by branch sta,ff’
© which were then grouped into -

" the four ongoing programmes

° lendmg

‘development - -
e customer serv1ce/1nductron
e -products. .

Training courses were

. designed and : developed on’
" the findings of this review. To [’

ensure. training - needs
continue to be met, Trammg

Desrgn Centre maintains .

close, liaison with'. regions,
.branches and - head ofﬁce
departments

L1tt1e Rlpper

o

John P1cc10ne

: Box H111 Nortb Regron

' Rrpper award

John Prccrone of Box Hrll'
-North Regional Centre, is the -

winner of this month’s Lrttle

John receives the award for -
_his significant tontributioris to.
- True Blue over the last ﬁve .
. months ;

| e
. volumes,”’ ‘
ff ‘completed research on the |
* | first volume; 1850:1942. Tt is .
-_bemg -privately - pnnted na.
| limited edition of 1000 to 1500
' .,coples initially.. If ~demand
,-warrants it, 4 second pnntlng'
| ‘will'be arranged.”” . .:
“Research has been pams— 8
taking due to the absence-of
any -comparable previous
| work. T'have been involvedin -
-|-this; ;
'temporary newspapers,- for' N
more than 20 years as ‘a .
| hobby” . - z

TR

° Because of clearer JOb ac-

~ countabilities; more struc-

tured-and effective trarmng
_has been possrble

e. The seven class1ﬁed levels
<. cdmprlse erseparate wage
* rates g1v1ng you greater op-.

_portunity for salary mcrease- »

and progressron

:‘and>accurate perforrnance-
' .appralsals

K3 The mtroduct:on of hrgher

job gradrngs (G3 and-G4)

staff NOW. .are.

eligible ‘to receive: salary |
. “increases while - they are | |
" in ‘the” same'job. In’ the |-
" past; .
* classified posrtlons are notf. e

‘staff had ‘to be-

promoted to recelve salary

sk ’mcreases

.| dom office, wheré. | gained

i procedures

' ~ - b, e, ,' » R
: —,

' John Lorensrm

o |o|ned the Bank on.
September 15, 1975 at

‘Lismore. Being- a - small .
.branch, Lismore was-an ex- - |

cellent training venue as. it
' gave me exposure to'a wide -
| variety  ‘of the Bank’s'’
{ products .and procedures:

After a brief six-month stay -
.atElizabeth Street branch, | -
spent three months at- Lon-

-a completely new insight
.into the' rnternatronal srde ot
banklng

Upon - my return I was :
| transferred to Branch Audit *
| Staff and it was in: this role

“that I obtained a great amount
of expetience due toa cons-
-tant exposure. to. the -many
different - facets .of.branch -
In September
1985 I.was promoted to Ac-

' True Blue, November 1989

%}? ;
b "
.

v i

North. Durmg that time I was .
.m a’ posmon to exercise my

V 5 Trammg Oﬂicer Box HxII North Regzonal" :
Oﬂi'ce talks about his bankmg career to
Results of the Salary T

me to expenence the ‘vast -

changes -occurring within * .

.. regional’ training.- These °

‘countant 3 status ‘at Balwyn'

A-superwsory skills and apply

_the: knowledge gained ‘whilst
-on Auth Staff.

Belng the ﬁrst Reglonal"

Training Officer appointed to '

Box H]ll North it*has enabled '

_changes have been highlight-

,ed by the transition -from -
‘one-to-one’’ training in
"branch to more structured
. formal training at the Region-
-al Centre. Due to the availa-
b111ty of -additional courses a -
" higher percentage of staff
* have had the opportunity-to -
‘participate;, thus -increasing -

. “branch’ staff’s awareness of

“.the 1mportance of bank
products, ‘services and proce-
“dures. Selection for: staff at-
tending training courses is
- based on’ any of the followmg'
‘criteria:’*

® ‘specialised tra1mng needs ..

for specific branch positions - -
e performance

appraisal. ’
‘e request from Branch De-
velopment OfﬁcerlBranch ,
Manager £ s

Box Hill North Reg10nal Trammg

Course

Savings Refer
Statement Refer
Business Accounts
Personal Lending
Staff Conduct 1

No. of Courses

Total

87/88 88/89
10 - 10
4 5
16 3
1 12
1 6
32 36

No. of Trainees

87/88 88/89
50 47
18 22
77 14

5 61
6 35
156 179

Howzat' Rav s book out soon
- after a 20- vear rnmngs

Crreket fans must be the

sports followers. -

Ly 'eagerly await the next. five: -
: _.day encounter?

How ded1cated

'.40 Weeks a year he has

ploughed through newspapers.
“ at La Trobe library “getting |,
“Who else would spend five _' ;.and checking results of cricket -
‘| hot days,- often during their
-annual holidays, watching two
.teams bat and bowl and bat..
| and" bowl .again 'to -see ‘the
| result end as a‘draw and then -

-games. He has been working’
- with ‘Perth Joumahst Alan

Mlller ‘to’produce it.. © 7 -
“““t’s only in the past 12 to
18 months thatT have made

'd concerted effort to putitall

20 years’ work into a cncket -

‘book with'a limited print run :

: | -and expect to’ make no money
K management and personal,, ;

from it? "

Crlcket is due out at.the end Kk

of this year or early next year '

““As_first-class - cricket is.-
-'_acknowledged to have begun:
in 1850 ‘and ‘the work"is.to.
.cover all games played itisto ”
‘three

covered
' says’ Ray -“I have

-.mainly from con-

. Ray . reckons” that on .
. | average, for three to four
o) hours on Sunday for at least_.

5 P

.together as a result of' the
then,

opportumty to. 7 pubhsh in.a’
~would a cricket fan be to put-

permanent form,’’ he says. .
v Ray: ‘says: there has . net -
been a comparable reference

"~ book .pubhshed on Austrahan
; ,f‘cncket although there are
“Ray Webster Manager of i+
our’: ‘Bentleigh East, -Centre -
:Road Branch, is the-one with'
‘the answer. Volume 1 of his
“book; Austrahan First-Class - .-

similar works for other major "

cncket-playmg countries such =
_as England, NeW Zealand and -
" South Africa. .

“I adrrut it’s not gomg to

‘ have umversal appeal e he
.says. “Only ‘the * real.
enthusiasts and- reference
_sources such as libraries: are
likely-to want to purchase it.
“There is one page péer game

+Each -match will ‘have’ the. “

complete score and peripheral
detail together with ..a

sutnmary of play and matters :

+ of interest.”. -

cncket and it- seemed like : a

"'good idea. But-I'll beheve it |-

when I see it'in print.”’

4 T've always]] been keen on' |

Ray. says .that. when - the

book appears he may retire to. ||

" the .pavilion and take a well-
earned tea break, but not for-
-too long —he has plans:for a
" book", “about
-cricketers .

individual |

||Did you |
know |
llin 1988- |
1989? |

| ¥ The Bank is the |-
biggest lender for
housing in Victoria and,
the third largest
housing lender in
Australia, even though
its lending for housing
is virtually confined to
Victoria.

The Bank has an |-
estimated 32% share |
of major credit cards |-
issued in Victoria, and
is the leading supplier
of Visa cards in the |-
state. Its share of the |
Visa card market is |’
nearly 60% of cards
issued, and supports
about 46% of Visa
merchant outlets.

State Bank SuperSafe | -:
ADF has continued to
grow and is still the
second largest ADF
fund in Australia.

The branch on-line
computer system was

upgraded at more than | -
300 branches.
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+ Qver the past years there
~ have been many changes to
the -ways in_ which -branch
staff process some transac-
tions and . prepare  docu-
. ments. Here’s a list of some
.of those changes — changes
- designed to make life easi- -
er-for over 7,000 branch staff
+and . to. improve " customer
service. o s 1 6
‘s Agency payments, like
SEC and. MMBW, have

: tQ?rher's.A"The'__tim‘ce—c‘t")nsur_rl_ing

. culates rebates. , . .
‘e~ Access to card" infor-
mation is simple .-
* Obtaining authority for cash
‘advances and accessing -ac-
count balances via. terminals.

been automated - .- - '
“Tellers now key agency pay-

.~ ment  information- as . they

. Teceive payments from cus-

Wandin North clocks up
| its first decade in style

Wandin North Branch celebrated its 10th birthday on
September 12.

Customers, staff and former staff including the branch’s first

- | Manager, Ralph Speedie and third Manager, Barry Spink, at-
tended birthday celebrations at the branch office.

| _ Other guests included Box Hill North Senior Regional

‘| Manager Kevin Glenister and Regional Manager Frank

Melican.

Branch Manager Bob Allder, who has been at Wandin North
since 1987, says: ‘‘It was an excellent night. Everycne certain-
ly enjoyed themselves. The staff here, as always, worked hard
'| for the celebrations’”.

The Bank had an agency in Wandin North in 1922 and estab-
lished the branch in 1979.

\0'.‘

v
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- -| Wandin North staff make a wish as their 10th birthday cake is
-| cut by from left, Ralph Speedie, First Manager, John Mould,
Architect, Bob Allder, Current Manager.

John Piccione, Box Hill North Region

.| Career Bankers On Their
Way Up!

All nine participants in the fourth Career Bankers’
Development Scheme (CBDS) successfully completed the
initial training phase of the programme at the end of
| September.
| The aim of this training phase is to give participants the

specialised lending knowledge and skills necessary to become

"+ | commercial lenders.

; The training phase of the CBDS programme runs for 14
| weeks and consists of on-the-job training and formal training.

—

vry successful looking grou
their training certificate from John Williams, General Manager,
Personnel. From left, Enzo Di Niro, John Williams, Richard

Evans, Hans Sasse, Mark Galvin, Charles Derham.

tasks*of batching, -listing ‘and -.

. ‘balancing are 1o ‘'longer re-: .
quired. Manual‘rebate calcu-'

lations * and .searching “for -.

.rebate. tables .dre no longer-
required. ‘The system niow cal- -

“~the other system immediate-
~ :ly. This has reduced the nurn-

saves time and money. These, - has'been’ made'easier '~ -

p r they were preseted wth

‘| Millership, Michael Urban, Michael Jeffs, Fiona Chong, Mark

innovations; have resulted in _." . Being able to view the last
fewer phone, calls by branch . ‘seven -transactions on State-
staff.i<” - 4 s

* -Link between on-line
:and ATM systems com-
pleted e

" quiries can be handled without

L

system are now reflected in
and you're home. -.

. T

ber of enquiries and accounts
overdrawn. = . - :

e Tracing transactions strokes and it’s done - -

""" ment* Accounts means én-

Transactions th"réugii either. .ing though ledgers. Simply call .
. the information up on screen
* " A Term Deposit: cus--
_tomer- decides.to change -,
" the conditiens? A.few key.

Customers are entitled to.

Pop Video
POPCoRN APPEARED ) g€

An enterprising staff [ THEONW THING MISTING...
member at Burwood East | BUT ANDREW HADTHOUGHT
Branch, Andrew McMahon, | % THAT T00.
added plenty of atmosphere
to a recent customer service
training session he was
organising. ® .

As a video was to be used, [ .. FOR A WHILE THERE
Andrew set up the TV and | WE THOUGHT WE MISHT HAVE

TO MAKE Do WITH WHAT
WE ALRERDY HAp It
P —

video in the office of Manager
Murray Chisholm, arranged
his fellow workmates to sit in
rows of chairs, then hit the
lights.

As the staff sat back, there
appeared to be only one thing
missing — popcorn! But no,

they were all mistaken — An-

.drew had thought of that too.
He strolled in with buckets of
popcorn for everyone!

Service

Kathy Constantinou
Box Hill South Region

awards

e I
A = ’ ]
Julianne Allen and Peter Jolly, both of Glen Waverley Branch,
recently celebrated 10 years’ service with SBV.
Celebrating, from left, are Ken Castanelli, Manager; Julianne
Allen, Peter Jolly and Geoff Cameron, Acting Senior Regional
Manager.

Leonie Murphy, Ormond South Region

Don’t cage me in!

South Central’s Senior Regional Manager Barry Smart certainly
can’t be accused of not cutting costs, where possible.

His “‘office’” has become a cage with few mod cons — not even
a chair or telephone.

The truth is that when the caged area was built at the back of
the regional office for rubbish to be kept, the sign for Senior
Regional Manager remained on the wall.

= | PaAg‘_e-'v7‘. o

T RUERE T e N ; o e AL I =i Aoy '-~ - ‘., s Pan s, - Desk provides afocal point for "~
| f -change their minds. In-the- - 2ASWers to international trans- - .,
past; this meant prepayment action enquiries. From Oc- .

-and .then . reinvestment. Not

" any more.; Changes to term

- having to wait until statements™

' are available and less ‘search-

and rate cannow be input to

term.deposit system. - -

;o Safe- Deposit Fe_e.sz

‘looked after by periodicity

The tedious: task of keying -
debits to' customers’ accounts "
for Safe Deposit fees has been .
_removed by periodicity.

| would like to advise your
readers, especially those re-
tired, of the death of my
father Lindsay MacLean on
August 10 at Heidelberg
Repatriation Hospital.

Dad, who was almost 96,
had been retired for 31 years,
having joined the Bank at Hor-
sham in 1914.

He worked in the Elizabeth
Street Branch in the ’20s
where, among other things, he
was active on the State Savings
Bank magazine.

Dad served in Cohuna, Woo-
dend, Healesville, Wodonga,
Kyabram, Seymour, Elizabeth
Street, Mentone, Glenhuntly,
Ivanhoe, Hamilton and
Brunswick.

g

Not bad at all,

. enquiries

Well Remembered

‘e Help on international -
-transactions - . AR AR
~ The »International “Help -

tober 1988 to September -
1989, 119,000 .calls were
received. During this period

existing holdings. We are con- e the number of daily calls -has -

tinually trying to improve our -

reduced by almost-20%. . .
‘Here’s a list of the most com- .-
mon- enquiries: o
Issue of drafts. — currency-
available, préparation advice .
Repurchase/replace draft:
Exchange rate quotations - .
“Inward/outward telex and = - -

He made many friends and |,
his funeral was attended by

old friends he had worked |- g

with in 1918, 1932, 1954 and |-
later. He must have been one
of the oldest retirees known
to the Bank. I think there
would still be a few who would
remember him.

Born in 1893, his life | = °

spanned almost half the peri-
od since the first white settle- |
ment of Australia. A lot of
change in that time!

He was a proud member of |’
the Bank staff and then an an-
nuitant who maintained great |-
interest in his old employer. |-
We miss him.

Neil MacLean
Kew

Our New
Achiever

After six years part-time | -
study, Con Di Pietro, Frank- | - .~
ston Region’s Relieving | °

Manager, proudly displays his | - * :

well-earned Associate Diplo-
ma of Accounting for the True
Blue camera.

Jeff Hyde .

Michael!

Our colleagues at Ballarat Sturt Street Branch got together e,

for a bad taste night recently.

Held at the Union Hotel, the bad taste night was organised |

by Deanne Gent. The only person to arrive dressed as him- |-~ -
self was Manager Michael Ryan. Maybe it was bad taste not '4 L3

to dress in bad taste?!

78

Back row m

left, R_onBradley, Julie Toohey, Wayne S

mith,

Frankston Region .

Nicole Christopher, Kevin Hunter, Sharon Waller, Tanya Healy,
Cameron Davies, Chris Sharp, Jenny Morcombe, Sally Pascoe, |
Bob Millichamp. Front row, from left, Tracey Wickham, Deanne | -
Gent, Angela Walsh, Accountant Michael Ryan, Manager Michael |

Ryan, Robin Cruickshank, Leanne Kuypers, Katrina Curtis, David
Curtis.

Christine McCallum, South Central Region

g T

Christine McCallum, South Central Region
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And hes racmg....;h*}' , |
- State Bank ‘Victoria SPOT LI G HT
 Hyew rea drag car racing’ that he ‘gave h1rn ago. bv'faround to Sl TS, > last check, Bnan still had no’t«" & ’
fan, and happen foseeacar processmg the loan for him. . - .Tom, now at. North Fltzroy won a-race — but he ‘hasn t‘
. Wallace. -says: *‘Brian - was’

on the track with State Bank- ‘StGe Road, says that at - trym R
o gglla: ar:g T“I"wrltteneo: '||t ; ges - " . et p - | New prOducts
5 ht be- interested -t B A
Ao e e e Pesset win e Do (R |services: & deparlments
' Brian Holmes, a local drag - by some -other barnks;’ ‘that . =i _ —_s. , 5 4% In 1988[89

- racing enthusiast, approached he voluntarily had the ‘words - 1

7 ‘State Bank Vlctonas Dallas  State Bank Da]]as espec]a]ly s

' K State Banlang Busmess System — supports the busr—
. - |- ness market. Based -on SBS. Interest ‘calculated daily,

Branch for a loan. . " painted ‘on the fromt .of -
- Tom Tozer then Accountant' his - car, followed 'by ‘the

credited mon’rhly Overdraft fac111ty ElectIomc banklng
.- aCCeSS..

at Dallas; was so impressed ~ letters TT, for Tom' Tozer, ' -
with. Bnan s .edrnest atntude and proudly brought the car 3 Brlan Holmes proudly shnws oﬁ his car to Tom Tuzer prevmus o ) i
TG Sl L : - : | e Private Bankmg Department — prov1des comprehen—

. sive banking.and financial services to ‘‘high net worth in-
dividuals”. Staffed by highly experienced bankers, qualified »
: .Accountants .Sharebrokers, Investment Managers and 55
- - property and taxation experts.

* Affinity Cards —.a Visa classic card hnked to an orgam
. +sation. OrgamsatJon is prominently identified on the card. -

Bank customers record their thanks to Branch staff. . Ié?ulblsChed with ACTU Melboume and Essendon Football e
SBV Office Pomt a]lows customers to access. therr S
. Statement Account through a-personal computer or dedl— ;
. “cated. videotex terminal from- their home or office. ok
* Transferable. Investment Certificate "(TIC) — al .
~ Treasury-based .product in which amounts'of $100,000. and |-
. more can be ivested for one day to two years..Often yreld— e
. ing hlgher returns-than the underlying bearer secuntles and g
“canl. be' reedemed at-any time. -

o StateGuard Fnendly Society Investor S Opbon Bond M
- — allows life-insurance investors to $plit their ifivestment
' A'between the Capltal Based and Managed Investment
~ portfolios. - -

e Commercral Lendzng Umts — estabhshed ‘in. all
'metropohtan regions and in Geelong Geared to the needs -
‘_"'of the -business communrty Have sxgmﬁcantly unproved T
" ‘response time to loan.i mqmnes

° ,Restructure of Head Office — Retail Banlnng and Treas- .-
.ury restructured to focus-more closely on better servicing |-
" customer needs. Retail Banking formed two ““line”” depart-’
*, .ments, Personal Banking and Business Banking. Treasury
. in‘Managed Funds Admlmstrauon mtroduced a Customer
. Service! Centre : !

Come On' Hel
Cheer .n Merv

€ Be 1T of 3 people to win a douhle tlckel to a one- dav
mternatlonal cm:ket match — m the memhers stand' ‘
; How" , : ~ S »
""All you need to do is answerthe followmg three quest\ons :
.which are based on arucles in this edition. ', :

Dallas- Manager Bruce‘-

o - ,Accountant at Dallas. -

These four letters
congratulate staff

The p/\unaac.f
\Lq_ulesvlllc.
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o your brorch - nohty 4“’””‘“{‘““”1' ;o_assis%e«f -
| went jour 5@ v ek It i

feseanne sk easier: Jo. camp! o "
QHMJEA b"Kg :polmlxa”q Uf’ H"ﬁ ,GE - o

rec cm

sensbiun asporse |

and o
my MA’M" ¢

ranch ait m smS‘J’“'}H' and J‘w"‘“f .

me g’llu'l her

l rtLW"‘J lo ‘{Wf b

b “ﬂa in |mff‘5>"'a

okl
9 ,hmx_s-rﬂ&“’ o
Shake Bank Ceabre B

b a e ot | do undeesband hec- sinbion o0 == Questions - - APt S

o i s> 0 BTG e ey opg 1. What was the. fotal number of staff in. 1988/1989? L S
b fow h how o deal wif P 2 HowmanystaffundertooktrammgattheBankstrammg
Pk b Fetorne: " centre, staff college and regional .centres?.

3. What are the four on-going programmes that. make up the
- 'Bank’s trammg Girriculum?" |
- Write your name SR number branch/department/regon P

and the answers on the back of an envelope then send it to

Comrnumcatlon Department by Fnday 1 December :

_ — And the
SlV Bowls Up 35 Years! [Bi....|| Winners arel

kyourbowl clogest. | .| The winners of the Product Spotlight competition in
The State Bank Bowls The club also plays seven and mexpenenced are always_ ﬁ@‘kb‘lmm"g "’ 5 October’s True Blue are: ]

. Club has bowled up.35 years 5 socxal games with teafns made "welcome AT [ veranarea oFgras.r 1 11\)'1:1tth§W I:L’IcGr‘gE:Vgoi1 — Mfalvern East Station

of success, and has keptthe up't ) from both: present staff and ph For more mformatlon about"_ Alﬂ\ough not i IR Catgﬂn;anM;Simyc_e%goscgndon

same degree of enthusmsm : retlred ‘officers who- .play | the: "club; “call Ross Palmer, - |-Some Vriorknow}eage of § Sharon Farrall — Central

and comradeshlp as in 1954 -against different host clubs‘ Club Secretary, at Pnnce" X H\egame maybe Tracey Ballans — Morwell

Yours faidhd ““‘f

Loty

Faye Kdl7

when the club was formed, around Victoria. . . ° Henry's Hospital Branch on'-- | considered benehaal || Damien Elsworth — Information Systems
" Members can . play: two" The end of the season cul- ",}_’614 2022 ‘ L B R : Elizabeth Kirsch — Preston East
« different" types of competition, minates with a special game - - " Bruce WaIIace. x @ -7 k7| Julie Watts — Essendon North
The club plays five pennant.. named “All ;Bank -Night':~ @ = Dall.3§ ‘Branch. @ . |- | Joanne Ciavarella — Merlynston
‘games throughout the: sum-". where.club members compete - . B 1 6_\ , u-.,_ § | Nicki Zehntner — Heidelberg Region
‘. mer against other banks.-Our. -against' each 'other under e e #7777 || They each win a double movie pass to a film of their
- club has won the Pennant C_up hghts By ot O TR T =~ - | choice.

* for.the past three years. - Newmembers expenenced'_,.f LRt Lk - 5 T 5

=,




