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Echo Chen from our Newmarket branch has
a starring role in TSB and Surf Life Saving
New Zealand’s rip safety campaign.
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The majority of the Bank’s new
business is being generated
outside of Taranaki, while the local
customer base remains steady

TSB won the

2018 Consumer NZ
People’s Choice Award for Banking

The highest customer
satisfaction of any
bank in New Zealand

88.5

%

for the third year in a row

The opening of the TSB
Customer Engagement Centre

TSB won the 2018

Canstar Blue

Opened in New Plymouth in November 2018. This
new, fit-for-purpose workspace will empower our
people to continue delivering world class service to
customers right across New Zealand, from Taranaki.

Overall Customer
Satisfaction Award
for the fifth time in six years

Roy Morgan (February 2019)

2018-19
HIGHLIGHTS

The Bank reported
profit before tax of

62.6

$

million

In October 2018
TSB implemented the

Living Wage

Best Brand
Transformation

for all staff

at TVNZ NZ Marketing Awards

Throughout the year
more than

The Bank’s deposits
increased by 5.2%

12,000

to a record high

7.1b

$

115,000

new customers

$

in grants

Distributed to
11 Surf Life Saving Clubs

“TSB feels like home…”

throughout New Zealand

Samantha H. TSB Customer, Opunake

have joined TSB
The Bank paid an
annual dividend of

10m

$

to TSB Group Ltd

“By Kiwis, for Kiwis,
supporting Kiwis…”
Paula M. TSB Customer, New Plymouth

which supports TSB Community Trust’s
philanthropic work across Taranaki
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TSB won
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Doing what is right for NZ

I would like to acknowledge TSB
director Murray Bain who stepped so
ably into the role of Interim Managing
Director while we took the time to get
this crucial appointment right. In the
six months he took on this role Murray
ensured continuity and a seamless
transition for TSB’s employees and
valued customers upon Kevin Murphy’s
retirement. Since returning to the
Board, Murray has continued to play an
invaluable role in supporting Donna.
Kia ora koutou,

MESSAGE FROM OUR CHAIR

Looking back at the year that was for
TSB, it is evident that this was a time of
significant change. Throughout the year
the groundwork has been carefully laid
to enable the ongoing development
of an effective new strategy and focus
which will ensure the future success of
the Bank.
TSB has continued to set the standard
for customer satisfaction as it is
embedded right throughout the
organisation that people always come
first. That culture has without doubt
contributed to the achievement of a
solid annual result for the business in
the face of a challenging operating
environment.

New direction at TSB
In July, Donna Cooper was appointed
by the Board as CEO. Donna
exemplifies TSB’s values and has the
right leadership approach to harness
the collective talents of all our staff as
we continue our growth strategy.
Donna has a track record of delivering
strong results for customers, employees
and shareholders. She has brought
to TSB a passion for understanding
the customer, applying innovation
and technology in creative ways and
working with teams and business
partners to achieve outcomes
everyone can be proud of. In her time
so far, she has displayed a warm and
approachable leadership style and
commitment to building a positive
organisational culture.
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This year TSB has continually
demonstrated what it means
to be a community bank
that cares about its role in
New Zealand.
Upon finishing his time in the interim
role, Murray reflected that moving
into the management team gave him
a deeper understanding of the pride
our people have for this Bank and their
collective desire to see TSB achieve
well for communities right across the
country.

Good customer outcomes
During 2018 TSB participated in the
Reserve Bank of New Zealand and the
Financial Markets Authority’s review of
Bank Conduct and Culture.
The review found no evidence of
widespread misconduct and culture
issues across the industry and noted
that locally owned banks like TSB, have
good relationships with their customers
and communities. However it made
several recommendations for change
and has provided an opportunity to
further develop TSB’s culture of doing
right by customers.
The Board recognises the need to
take ownership of conduct and culture
now, and in the future, and is driving
improvements across the wider
organisation.

This year TSB has continually
demonstrated what it means to be a
community bank that cares about its
role in New Zealand.
In October the Living Wage was
introduced for all staff at TSB and the
Bank’s primary cleaning contractor was
actively supported to implement the
Living Wage by 1 April 2019.
This was a proud moment for TSB.
Paying our employees all around the
country a Living Wage recognises and
supports their efforts at all levels of
the workforce. It also contributes to
a positive and thriving New Zealand
economy.
In March the decision was made to
suspend all digital advertising on social
media platforms in the wake of the
terrorist attack in Christchurch.
TSB took a stand and boldly told the
public that given the role social media
played in the tragedy, it was no longer
appropriate to support the channel.
Our staff were incredibly proud of this
stand, and customers and other New
Zealanders have praised TSB for doing
what is right for our country.
This was the right call to make and I
was proud to see our strong leadership
team empowered to act confidently
and quickly, knowing they would have
the Board’s backing.

Effective organisation
This year significant work has been
put into ensuring TSB has the right
capability, and the best systems in
place, to be future fit.

A business plan has been set for the
year ahead while a wider strategic
plan is developed. This will provide a
clear and achievable focus for getting
the fundamentals right, stepping it up
in the customer space and knowing
the key priorities which will make the
biggest difference in enabling TSB’s
strong performance in the years to
come.

Contributing to communities
As a New Zealand owned bank,
giving back is part of our ethos. TSB
has a proud history of investing in
communities throughout the country
via partnerships with organisations and
events that provide important services
and contribute to our local economy.

Together we embody
integrity, community focus
and a commitment to
New Zealand and Taranaki.
TSB Community Trust owns 100%
of TSB Bank Ltd through its group
company structure. In the last 30 years
the Trust has invested over $137 million
into Taranaki communities.
The success of the Bank plays an
important role in contributing to the
work the TSB Community Trust does to
be a champion of positive opportunities
and an agent of beneficial change for
Taranaki and its people, now and in the
future.

There are a number of factors changing
the way New Zealanders choose
to bank and it is crucial that TSB
addresses these head on and ensures
we can continue to do the best for our
customers.
Ensuring the Bank is set up to meet
shifting expectations has meant
significant changes have been
introduced across the organisation.
It has been encouraging to see our
people fully invested and excited about
the future vision and plans.
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The values of the Bank and the way it
operates are aligned with those of the
TSB Community Trust. Together we
embody integrity, community focus and
a commitment to New Zealand and
Taranaki.
While TSB is a national organisation,
its history lies proudly in Taranaki, so
it is fantastic to see our home region
benefit from the Bank’s success.

Looking forward
2018 has been a crucial year for putting
in place the right people, structure,
investment and vision to enable TSB
to grow, embrace future trends in the
banking industry and continue to lead
the way in achieving good customer
outcomes.
This is a bank with a long and proud
history and the Board is confident what
is to come, is just as promising.

Nga- mihi,

John Kelly, Chair

Despite these challenges, TSB delivered
an annual profit before tax of $62.6
million. After removing the impact of
recoveries from Solid Energy (2018:
$15.5m, 2019: $2.1m), profit before tax
increased from $56.6m to $60.5m, an
indication that financial performance
remains sound.
More than 12,000 new customers
joined TSB in the last year, with the
majority of the Bank’s new business
being generated outside of Taranaki.
This indicates TSB has been successful
in accessing more customers beyond
our home region, while continuing to
maintain a steady customer base locally.
Kia ora koutou,

MESSAGE FROM OUR CEO

My first eight months at TSB have
been busy and exciting as we adapt
to our changing and challenging
operating environment. One of my first
priorities when I started was to gain
a real understanding of the Bank and
consider insights from the people who
make TSB what it is, right up and down
the country.
I am continually impressed with the real
passion and commitment shown by
our people, who genuinely care about
doing the best for our customers. It is a
pleasure to lead a bank which is 100%
New Zealand owned, keeps profits
onshore and cares about Kiwis and their
communities.

Industry environment
In the past year TSB has had to contend
with several challenging factors such
as low interest rates, slowing credit
growth, strong competition for lending
and rapidly changing technology
requirements and expectations. The
banking industry is transforming as
customers increasingly embrace online
interaction, rather than face-to-face.
Proposed changes to capital
requirements for banks have been
announced by the Reserve Bank of New
Zealand. We support the intention to
create a level playing field between all
banks and the commitment to ensuring
a sound banking system and economy,
but we are also carefully considering
the impact this could have on our
future operations.

Customer recognition
I am confident our continued focus
on putting our customers first has had
a direct impact on our solid financial
result in what has been a challenging
operating environment.
TSB is a national leader in this space.
We were awarded the 2018 Consumer
NZ People’s Choice Award for banking
for the third year in a row and won
the Canstar Blue Overall Customer
Satisfaction Award for the fifth time in
six years.

How we treat our customers
and doing the right thing
has always been part of the
ethos of TSB.
TSB also achieved the highest customer
satisfaction of any New Zealand bank in
the latest Roy Morgan survey, achieving
a rating of 88.5% for the 12 months to
December.
Further to that, our Net Promoter Score
of 60*, which reflects how likely our
customers are to recommend TSB to a
friend or colleague, is considered
world class.
These results truly demonstrate that the
customer is at the heart of everything
we do at TSB.

Conduct and culture
The Bank Conduct and Culture Review
released in November provided a
timely opportunity to consider how we

can grow and improve these existing
foundations further and ensure a
focus on good customer outcomes is
embedded into everything we do.
TSB has never had an aggressive
sales-based culture. How we treat our
customers and doing the right thing
has always been part of the ethos
of TSB. But there is always room for
improvement and we fundamentally
support the industry moving to a more
customer centric focus.
A programme of work is being
implemented to make sure good
conduct is understood, encouraged
and exercised by staff at every layer
in the organisation, and achieving
the right outcome for our customers
is entrenched in all our products and
service.

Strategy and future
Our future strategy is being carefully
shaped using analysis of key digital,
market and financial trends, to ensure
everything we do is putting TSB in the
best position for the future.
TSB needs to evolve to meet our
changing world and ensure we have
the right capabilities, in the right areas
of our business, to take us forward. The
current industry environment looks set
to continue for the foreseeable future
and it does present challenges, but with
that comes opportunities.
We’ve started work to better understand
New Zealand’s changing demographics
so we can stay relevant and accessible.
Significant investment in the digital
space in 2018 has laid the groundwork
for ensuring we can embrace the
changing technological world in the
future, while continuing to provide high
quality service to our customers.

We cannot afford to rest on our laurels,
and by setting a comprehensive and
clear strategy we will be able to match
what we do, with what our customers
expect from us. We need to find our
own path and deliver what is right for
us and the role we want to play in the
market; doing the same thing won’t
secure our success for the next phase of
TSB’s journey.

Looking forward

Giving back

Wherever TSB’s future strategy takes us,
the focus on our people, customers and
community will remain at the heart of
who we are and what we do. Working
together to keep TSB sound and healthy
is something I am committed to, and
the changes we are making will help set
the Bank on course for the future.

TSB has a unique ownership structure
and operates differently to other banks.
We care about profit for purpose – not
about profit for profit’s sake.
As a 100% locally owned bank, TSB
keeps profit in New Zealand, creates
high quality careers in regions across
the country, partners with national
organisations doing crucial work and
contributes millions to assist the TSB
Community Trust – the Bank’s owner, in
the work it does in Taranaki.

TSB has an important role to play in
the New Zealand banking industry
going forward, the future is ours for the
taking.

Nga- mihi,

We care about profit for
purpose – not about profit
for profit’s sake.
Donna Cooper, CEO
We have established partnerships
across the country in order to give
back to, and support, the communities
in which we work and live. Investing
in the growth and wellbeing of New
Zealand communities and people is at
the heart of our business. I encourage
you to read more about our community
partnerships in this report.

We’ve made some changes this year
to ensure we have the right skills and
capabilities for the future. I’ve been
encouraged by our people’s willingness
to embrace these changes so we can
continue to be as successful as we have
in the past. TSB’s refreshed strategy will
include an organisational culture which
supports collaboration and innovation
and empowers our people to do their
best work.

*Nielsen Financial Tracker March 2019
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I am very optimistic about the future
of TSB. Our people are skilled and
passionate, and we truly have the
interests of our customers and wider
New Zealand at our core. The challenge
is to shape our organisation so we can
achieve our future goals – and those
of the people who trust us with their
money.
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DOING WHAT IS RIGHT
FOR NEW ZEALAND

As a New Zealand owned bank, investing in
the growth and wellbeing of our people and
our country is at the heart of what we do.

Not only that, but we keep our
profits here, where they can help
boost the local economy.

Check out below, why banking
with TSB is doing what is right
for New Zealand.

TSB Community Trust
is a philanthropic
organisation at the
heart of the Taranaki
community. Through
its group company
structure, it owns 100%
of TSB Bank Ltd.
Jorja Rosser, national representative for
inline hockey. Credit: TSB Community Trust

CREATING
OPPORTUNITIES
FOR KIWIS

NEW ZEALAND
COMMUNITY
PARTNERSHIPS

BOOSTING
THE COUNTRY’S
ECONOMY

TSB
COMMUNITY
TRUST

TARANAKI
COMMUNITY
GROUPS

Every dollar deposited with TSB is
an opportunity for us to help New
Zealanders meet their goals.

TSB proudly invests in New
Zealand communities through
partnerships like Surf Life Saving
New Zealand, Turanga,
WOMAD
and TSB Festival of Lights.

Being 100% locally owned means
TSB’s profits remain within New
Zealand and continue to move
through our local economy and
boost regional growth.

We pay a multi-million-dollar
dividend to TSB Group Ltd, which
supports the philanthropic work
its owner, TSB Community Trust,
does in Taranaki.

Community groups use the grant
funds to carry out local initiatives,
projects and events, benefiting
people all over Taranaki and the
regions local economy.

We lend money to Kiwis so they
can buy the things they need.
This helps TSB to generate
revenue and grow, like other
locally owned companies.

By banking with a 100% locally
owned bank, like TSB, you can feel
good knowing you’re supporting
New Zealand’s economy and our
communities.
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TSB Community Trust has
distributed over $137 million into
Taranaki communities in the last
30 years.
The Trust helps groups,
organisations and people across
the region achieve their goals
by investing in and facilitating
opportunities for positive change.

“Banking with TSB is
like making a constant
deposit into our wider
community.”
Richard G. TSB Customer, Auckland
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The Trust has grown significantly
as an organisation in its 30 years
and is focused on proactively
working with others to contribute
to the success and wellbeing of
Taranaki and its people.
While the Bank is a separate
organisation to the Trust, it
provides a solid asset base and
over the years has experienced
steady growth.
Our vision is to actively work
with others to invest in, facilitate
and co-create opportunities for
beneficial change in Taranaki.

Maria Ramsay
TSB Community Trust
Chief Executive

PROUD TO PARTNER WITH THOSE
SERVING BETWEEN THE FLAGS
TSB is celebrating our
third year of partnership
with Surf Life Saving
New Zealand (SLSNZ).
It is a natural collaboration
given the work SLSNZ does
is in the best interests of
Kiwis, and that supports
our ethos.
Close to 5,000 hardworking volunteers patrol
our beaches for more than
230,000 hours each year in
order to save lives. We are
proud to help SLSNZ keep
Kiwis safe.

Funding community education, equipment and
maintenance

Keeping Kiwis rip safe over summer
Nobody is stronger than a rip – that’s what TSB and SLSNZ
set out to teach New Zealanders as they hit the beach this
summer.

Each year, TSB invites all Surf Life Saving Clubs to apply to
receive one of 11 financial grants totalling $115,000 as part of
our ongoing support.

We worked with SLSNZ to find out what their most important
safety focus was and set up an education campaign to raise
awareness on this crucial summer message with an easy-toremember slogan: If you find yourself in a rip follow the three
R’s - Relax and float, Raise your hand and Ride the rip.

The grants recognise the important work Surf Life Saving
Clubs do in communities throughout New Zealand and
support clubs to purchase new equipment, provide training to
members, or complete maintenance work.

As part of the campaign, four New Zealanders shared their
own terrifying rip experiences through a series of videos to
help Kiwis understand why they need to remember the three
R’s and share it with everyone they know.

In 2018, Whangarei Heads Club used a grant to purchase
a new QCPR mannequin to help teach lifeguards CPR
techniques and ensure guards have the best possible training
and knowledge, should it be called upon in a real-life situation.

There was widespread media coverage of the education
message over summer and it received an overwhelmingly
positive response from New Zealanders and Surf Life Saving
volunteers.

They also used their grant to buy new yellow and red tubes
for the rookie and adult guards.
Junior Life Saving Coordinator for Whangarei Heads, Helen
Baltus says the tubes and mannequins are a huge asset for
preparing the younger members before becoming a surf
lifeguard.

SLSNZ CEO Paul Dalton says many people think when they
are caught in a rip that they’re strong enough to out-swim it,
but not even an Olympic swimmer can beat a rip.

“The tubes are vital and used every Sunday during training
to teach the kids how to relax in the water and how to tow
somebody out. It’s just the beginning of their training, but it
gives them the confidence they need.

“We’re grateful we’ve been able to work with TSB to better
educate New Zealanders around rip currents and it’s great
this catchy and easy to remember message is having a real
impact.”

“We’re grateful we’ve been
able to work with TSB to better
educate New Zealanders around
rip currents and it’s great this
catchy and easy to remember
message is having a real impact.”

“Parents, coaches and managers also use the tubes
for safety while in the water during trainings.”

SLSNZ CEO Paul Dalton
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GIVING BACK TO
OUR COMMUNITIES
TSB FESTIVAL
OF LIGHTS

WOMAD

A partnership that’s
positively glowing

2019 saw TSB celebrate its 10th year sponsoring WOMAD.
This partnership not only helps bring the world to Taranaki,
but to share Taranaki with the world.

This year we got behind the
stunning TSB Festival of Lights for
the 16th year in a row.
Each summer the TSB Festival of
Lights transforms Pukekura Park
in New Plymouth into a magical,
illuminated wonderland with
beautiful light features and loads
of family entertainment.
The TSB Tunnel of Light was once
again the most popular light
feature. The bespoke archway
over Poet’s Bridge featured
thousands of dancing LED lights
and an accompanying soundtrack
that captivated audiences young
and old.
Taranaki repeatedly punches
above its weight when it comes
to events which combine big
ideas with genuine community
spirit. The TSB Festival of Lights
embodies these ideas beautifully.
It is fantastic to see this event,
which attracts more than 125,000
visitors from right across the
country, bringing significant
economic benefits to Taranaki
each summer.

The world stage at your doorstep

From March 15th-17th the TSB Bowl of Brooklands came alive
with amazing music, a festival atmosphere and delicious food
from around the world.
This year we supported WOMAD in its zero-waste mission
by sponsoring the popular Wai Water refill stations and new
reusable, metal drink bottles.
TSB wants to make a difference for Kiwis and New Zealand
so this was our way to help festival-goers stay hydrated in an
eco-friendly way, support the festival’s zero-waste mission and
keep the stunning TSB Bowl of Brooklands looking perfect.
The TSB Bach returned to WOMAD in 2019, providing
ticketholders with a place to have a break, re-apply
sunscreen and take shelter from the sun.

TURANGA
Bringing people together
TSB is delighted to be a principal partner of Turanga
– the
contemporary new Christchurch City Library which opened
in October.
The five-storey building features unique designs, equipment,
services and programmes including our ‘TSB Space’ – a 200
seat arena which can be used by the local community.

We contributed to the creation of this modern space
through our relationship as a City Partner of the
Christchurch Foundation.
Our support of Turanga
is our chance to give back to
the people of Christchurch in a way that will benefit their
wellbeing, knowledge and sense of community spirit.
As a locally owned bank, TSB is a great supporter of the
power of bringing people together.
Turanga
has already become an integral part of Christchurch
city and TSB is incredibly proud to have played a part in
creating such a fantastic resource.
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SETTING TSB UP
FOR THE FUTURE

TSB staff proudly accept the Consumer New Zealand People’s Choice Award for Banking.

Building a culture of ‘good’ by design

We want to make sure good
conduct and culture is understood,
encouraged and exercised by staff
at every layer in the organisation.

A programme of work to advance our
customer-oriented culture is being
implemented.
We want to make sure good conduct and
culture is understood, encouraged and
exercised by staff at every layer in the
organisation, and achieving the right outcome
for our customers is entrenched in all our
products and services.
•

In the last year, all financial sales measures
for individual staff have been removed

•

We are more focused than ever on having
strong relationships with customers

•

Our people are being better educated on
what good conduct and culture means

•

•

Ensuring exceptional customer
experiences
TSB’s reputation for being the best bank
for customer service is fundamental to our
ongoing success. Our commitment to putting
customers first will never change.
In 2018 TSB proved we have the customer at
the heart of everything we do:
•

We are developing better ways for
customers and staff to report on poor
conduct

2018 Consumer NZ People’s Choice Award
for Banking – third time in a row

•

Processes and controls are being improved
to help prevent issues, and remediate
faster

2018 Canstar Blue Overall Customer
Satisfaction Award winner – fifth time in six
years

•

Highest customer satisfaction of any NZ
bank at 88.5% according to Roy Morgan
for the 12 months to December 2018, an
increase of 6.1% on the previous year

At TSB we support the banking industry
moving to a more customer centric focus
and we plan to continue leading the way in
achieving good customer outcomes.
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TSB has a team who truly believe in the
customer-first philosophy and is genuinely
passionate about best-serving the people who
choose to bank with us.

Investing for the long game
We are focused on lifting our eyes to
the horizon, thinking about customers’
needs now and, in the future, and
ensuring TSB evolves its products and
services in ways that matter most to
our customers.
People’s lives are being transformed
by technology on a daily basis – this
is changing the way we do business
at TSB and changing the way our
customers want to work with us.
In order to take on this challenge
TSB has partnered with Microsoft to
transform the technology platforms
that support our staff and our
customers. Over the past 12 months
TSB has rolled out Microsoft Office 365
to support employee collaboration
and productivity, and Microsoft
Dynamics 365 to support even better
customer service management.
A number of initiatives are currently
underway to ensure we are giving all
New Zealanders more reasons to trust
TSB for their banking:

•

Working to update and deliver
leading online and mobile
banking experiences

•

Developing new products to
better suit our customers’ needs

•

Giving people across NZ the
ability to join TSB via our website

•

Rolling out new digital
programmes to enable our people
to do their best work

Our customer service
and commitment to New
Zealand and its communities
are TSB’s strengths; and we
are committed to building
on these.
Consumers across all industries are
demanding change, this is not unique
to TSB. Our goal is to evolve to meet
customers’ expectations in order
to be successful long-term. TSB is
agile enough that we can make the
changes required to keep us in line
with technological developments and
ensure our customers are best served
- improvements are coming.
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Enabling the right focus
We are making sure we have the right
people at TSB to lead a culture of
willingness to embrace change and do
what we can to evolve for the future.
An environment which supports
greater performance, accountability,
collaboration and innovation is being
developed.
Our customer service and
commitment to New Zealand and
its communities are TSB’s strengths;
and we are committed to building on
these.
With the right structure and
capabilities we will put ourselves in
the best position for the future and
give New Zealanders more reasons to
choose TSB.

DELIVERING WORLD CLASS SERVICE

“TSB is the most caring,
efficient and helpful of all
the banks around the world
I’ve ever belonged to.”
Robert N, Palmerston North

Staff come together for the opening of the new TSB Customer Engagement Centre.

It was a proud moment for
TSB to open our new Customer
Engagement Centre building in
New Plymouth in November.
This new, fit-for-purpose workspace
will empower our people to
continue providing award winning
service to all of our customers
across New Zealand, from Taranaki.

TSB CEO Donna Cooper addresses the room during the blessing of the new building.
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The TSB waiata group performs at the blessing.

The TSB Customer Engagement Centre in action.
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OUR LEADERSHIP TEAM

Chris Boggs

GM Marketing and
Customer Experience

Justine St John

Acting GM Customer
Solutions and Service

Roddy Bennett

GM Technology

GM Strategy and
Innovation

Herman Visagie

GM People and Culture

Donna Cooper

GM Finance

CEO

Chief of Staff and
General Counsel
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Historical Summary of Financial Statements

Summary Statement of Comprehensive Income

All in $000’s

For the year ended 31 March 2019
All in $000’s

2019

2018

2017

2016

2015

Financial Performance
Total Interest income
Interest expense

312,614
174,591

296,270
169,465

290,385
158,850

317,809
187,810

314,785
189,120

Net interest income
Income from associate
Other income

138,023
23,746

126,805
36,518

131,535
17,224

129,999
13,829

125,665
5,656
15,450

Net operating income
Operating expenses
Impairment losses / (reversal of impairment losses)

161,769
94,955
4,236

163,323
87,340
3,918

148,759
80,241
4,010

143,828
67,003
(8,723)

146,771
57,243
56,052

Profit before tax
Tax expense

62,578
17,539

72,065
20,192

64,508
18,168

85,548
23,985

Net profit attributable to shareholder
Dividend
Retained profit for the year

45,039
10,000
35,039

51,873
20,000
31,873

46,340
10,000
36,340

7,819,045
3,814
7,093,017
7,165,920

7,416,277
4,400
6,740,890
6,803,262

35,039
653,125

6.90%
0.59%
5.43%
5.22%
4,844,453
5,792,049

Financial Position
Total assets
Total impaired assets - loans and advances
Impaired asset - Solid Energy
Deposits
Total liabilities
Shareholder's Equity
Retained profit for the year
Total shareholder's equity
Performance
Return on shareholder's equity
Return on average total assets
Growth in total assets
Growth in depositors' funds
Residential lending
Total lending
Net profit after tax
- as a % of average shareholder's equity
- per employee
Operating expenses to net operating income
Prudential
Shareholder's equity as a % of total assets
Common equity Tier 1 capital ratio
Total capital

7.11%
93.83
58.70%

8.35%
14.57%
14.57%

2019

2018

Interest income
Interest expense

312,614
174,591

296,270
169,465

Net interest income
Other operating income

138,023
23,746

126,805
36,518

Net operating income
Operating expenses

161,769
94,955

163,323
87,340

Profit before impairment and tax
Impairment losses / (reversal of impairment losses)

66,814
4,236

75,983
3,918

33,476
7,959

Profit before tax
Tax expense

62,578
17,539

72,065
20,192

61,563
19,850
41,713

25,517
5,030
20,487

Net profit after tax
Dividends to equity holder
Retained profit for the year

45,039
(10,000)
35,039

51,873
(20,000)
31,873

6,802,680
8,919
6,156,809
6,214,556

6,427,143
10,434
5,813,192
5,872,735

5,912,151
692
53,874
5,366,029
5,414,436

Other comprehensive income:
Net profit after tax

45,039

51,873

6,487
1,549
(2,250)

(7,690)
(2,007)
2,715

31,873
613,015

36,340
588,124

41,713
554,408

20,487
497,715

5,786
50,825

(6,982)
44,891

8.46%
0.73%
9.02%
9.49%
4,389,811
5,309,357

7.88%
0.70%
5.84%
5.91%
3,851,176
4,657,668

11.10%
1.00%
8.71%
8.33%
3,125,154
3,829,983

5.13%
0.44%
4.05%
4.08%
2,738,069
3,275,292

Balance as at 1 April 2018
Balance adjusted for adoption of NZ IFRS 9

2019
613,015
(715)

2018
588,124
-

Adjusted balance at 1 April 2018

612,300

588,124

Net profit after tax
Other comprehensive income:

45,039
5,786

51,873
(6,982)

Total comprehensive income for the period:

50,825

44,891

Dividends to equity holder

(10,000)

(20,000)

Balance at 31 March 2019

653,125

613,015

Equity represented by:
Share capital
Fair value reserve
Cash flow hedge reserve
Retained earnings
Balance at 31 March 2019

10,000
13,217
(2,172)
632,080
653,125

10,000
8,546
(3,287)
597,756
613,015

8.64%
111.73
53.48%

8.27%
14.28%
14.28%

8.11%
105.26
53.94%

8.65%
14.60%
14.60%

11.70%
158.67
46.59%

8.63%
14.52%
14.52%

5.23%
76.86
39.00%

8.42%
13.53%
13.85%

The amounts set out in the Financial Summary have been prepared from audited financial statements of the Bank. The Bank has no extraordinary
items or minority interests.
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Items that may be reclassified subsequently to profit or loss:
Movement in fair value of available for sale investments
Movement in fair value reserve (debt instruments)
Movement in effective portion of changes in fair value of cash flow hedges
Income tax on items that may be reclassified to profit or loss
Other comprehensive income for the year (net of tax)
Total comprehensive income for the year

Summary Statement of Changes in Equity
For the year ended 31 March 2019
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Notes to the Financial Statements

As at 31 March 2019

For the year ended 31 March 2019

All in $000’s

Note
Assets
Cash and cash equivalents
Derivative financial instruments
Investment securities
Loans and advances to customers
Property, plant and equipment
Intangible assets
Deferred tax asset
Other assets
Total assets

4
5

Liabilities
Deposits
Derivative financial instruments
Current tax liability
Other liabilities
Total liabilities

7

2019

2018

149,065
6,519
1,827,810
5,792,049
28,072
9,010
4,319
2,201
7,819,045

138,123
839
1,933,466
5,309,357
19,650
8,299
5,137
1,406
7,416,277

7,093,017
12,117
6,423
54,363
7,165,920

6,740,890
8,196
6,919
47,257
6,803,262

653,125
7,819,045

613,015
7,416,277

Equity
Total shareholder’s equity
Total liabilities and shareholder’s equity

1. Statement of Compliance
TSB Bank Limited is a profit-oriented company registered under the Companies Act 1993 and incorporated in New Zealand. The Bank’s principal
business activity is retail banking in New Zealand.
These summary financial statements have been prepared in compliance with FRS-43: Summary Financial Statements and comply with New Zealand
Generally Accepted Accounting Practice (NZ GAAP) as it relates to summary financial statements. The specific disclosures included in the summary
financial statements have been extracted from the full financial statements for the year ended 31 March 2019. The full financial statements from
which the summary financial statements have been produced have been audited by KPMG, who expressed an unmodified opinion in relation
to those statements at 28 May 2019. These summary financial statements have been reviewed by KPMG for consistency with the full financial
statements.
Users should note that these summary financial statements cannot be expected to provide as complete an understanding as provided by the full
financial statements. A user may obtain a copy of the full financial statements by accessing the TSB Annual Report on the TSB website at
www.tsbbank.co.nz.
The full financial statements have been prepared in accordance with the requirements of the Financial Reporting Act 2013 and NZ GAAP. They
comply with New Zealand equivalents to International Financial Reporting Standards (NZ IFRS) and other applicable Financial Reporting Standards,
as appropriate for profit-oriented entities; as well as with the requirements of the Financial Markets Conduct Act 2013 and the Order. The full
financial statements comply with International Financial Reporting Standards as issued by the International Accounting Standards Board (IASB).
The amounts contained in these summary financial statements are presented in New Zealand dollars and are rounded to the nearest thousand
dollars. Accounting policies adopted are consistent with those used in previous periods.
NZ IFRS 9 Financial Instruments and NZ IFRS 15 Revenue from Contracts with Customers have become effective for the Bank from 1 April 2018
and have been applied in the preparation of the financial statements. The initial application of these standards resulted in changes in accounting
policies and adjustments to the amounts recognised in the financial statements. Refer to note 1. Statement of Compliance and General Accounting
Policies in the Disclosure Statement for further detail on the background and impact of these changes in policy. All other accounting policies are
consistent with those used in previous periods.
The financial statements were approved by the Board of Directors on 28 May 2019.

2. Critical Accounting Estimates, Assumptions and Judgements

Summary Statement of Cash Flows

The preparation of the full financial statements, on which these summary financial statements are based, requires the use of certain critical
accounting estimates and requires management to exercise its judgement in the process of applying the Bank’s accounting policies. Some areas
involve a high degree of judgement or complexity and there are areas where assumptions and estimates are significant.

For the year ended 31 March 2019

3. Risk Management Policies
Net cash flows from operating activities
Net cash flows from investing activities
Net cash flows from financing activities

2019
(75,069)
95,917
(9,906)

2018
(6,903)
20,310
(19,484)

Net increase in cash and cash equivalents

10,942

(6,077)

138,123
149,065

144,200
138,123

Add cash and cash equivalents at beginning of the year
Cash and cash equivalents at end of year

The Bank is committed to the appropriate management of all risks arising from its activities, in accordance with the stated risk appetite of the
Board of Directors. The Bank has governance structures and information systems to manage individual risks. The Board of Directors has overall
responsibility for the establishment and oversight of the Bank’s risk management framework and setting the risk appetite for the material risks
facing the Bank.
The Bank’s risk management framework embeds risk authority and accountability throughout the Bank. This framework is grounded on the
following principles:
•
•
•
•

For and on behalf of the Board of Directors

A well constituted organisational structure defining clearly the roles and responsibilities of individuals involved in instigating, accepting,
managing and reporting risk;
Separation of risk-taking from risk review functions;
Clearly defined risk Management policies and procedures;
Mechanisms for the on-going review of systems, policies, and procedures, including independent review by Internal and External Audit.

The role of Internal Audit is to evaluate and improve the effectiveness of governance, risk management and control processes. The Internal Audit
function is outsourced, and the function reports directly to the Chair of the Audit Committee.
A number of Standing Committees of the Board and Executive Management assist in the management of risk, as follows: Audit Committee (Board
Committee); Risk Committee (Board Committee); People, Culture and Capability Committee (Board Committee); Asset and Liability Committee
(Executive Committee); and Credit Committee (Executive Committee).
The Bank’s principal risk areas are as follows:

J.J. Kelly
Chair - Board of Directors
28 May 2019

M.I. Bain
Deputy Chair - Board of Directors
28 May 2019

Credit Risk: the potential risk for loss arising from failure of a debtor or counterparty to meet their contractual obligations. This arises within the
Bank from its core business of providing lending facilities.
Interest Rate Risk: refers to the risk to the Bank’s economic value or earnings arising from adverse movements in interest rates.
Liquidity Risk: the inability of the bank to access the funds that it needs to meet its obligations when they become due, which arises largely
through the Bank’s role in the maturity transformation between its assets (loans and investments) and its liabilities (deposits and other funding).
Operational Risk: the risk of economic gain or loss resulting from inadequate or failed internal processes and methodologies, people, systems or
external events.
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For the year ended 31 March 2019

For the year ended 31 March 2019

All in $000’s

All in $000’s

4. Investment Securities

6. Credit Risk Management and Asset Quality

Local authority securities
Government securities
Registered bank securities
Other investments *
Total investment securities

2019

2018

235,603
434,233
509,525
648,449
1,827,810

366,733
437,744
520,650
608,339
1,933,466

The accounting policies in the full financial statements set out all technical definitions in compliance with accounting standards. The following
definitions are for guidance purposes in order to provide a general understanding.
The Bank’s loan portfolio comprises predominantly of residential mortgages (83%) which are secured by first-ranking registered mortgages over
residential property. As at 31 March 2019, $105m of these loans are underwritten by Housing New Zealand Corporation, a Statutory Crown
Corporation, as part of its Welcome Home Loan programme.
An internal rating system is maintained by the Bank to assess the credit quality of loans and advances to customers. At the origination of loans and
advances to customers, loans are risk graded based on debt servicing ability and Loan-to-Valuation (LVR) ratios. These risk grades are reviewed
periodically for adverse changes during the loans’ life.

* Other investments relate to investments in utility companies, SOE’s and commercial paper, and Bonds of New Zealand corporates.

TSB Bank Limited has a policy of providing a Collective Provision for Doubtful Debts over its lending portfolio. Specific allowances are made
against individual loans and advances to customers that are identified as being impaired in order to reduce the carrying amount to their estimated
recoverable amounts.

5. Loans and Advances to Customers

A past due asset is any credit exposure where a counterparty has failed to make payment when contractually due.

This covers all forms of lending to customers, and include mortgages, overdrafts, personal loans and credit card balances.
2019

2018

Residential mortgages
Commercial 1
Community
Agricultural
Personal 2
Others 3

4,844,453
561,980
2,382
317,281
72,745
21,807

4,389,811
522,012
3,472
307,538
89,335
22,246

Total gross loans and advances to customers
Less provision for doubtful debts
Total loans and advances to customers

5,820,648
(28,599)
5,792,049

5,334,414
(25,057)
5,309,357

1
2
3

Commercial includes a loan to TSB Group Limited of $73.16m (31 March 2018 $71.04m) on normal customer terms and conditions.
Personal is inclusive of lending through Harmoney platform, other retail lending and credit card balances.
Others include lending accruals and deferred acquisition costs.

Charts below show the percentage (%) breakdown of the loans and advances to customers.

As at 31 March 2018

As at 31 March 2019
Residential
mortgages (83.2%)

Residential
mortgages (82.3%)

Commercial (9.7%)

Commercial (9.8%)

Agricultural (5.5%)

Agricultural (5.8%)

Other lending (1.6%)

Other lending (2.1%)

Impaired assets arise where original terms have been changed to grant the counterparty a concession that would not otherwise have been
available; or where revised terms of a facility are not comparable with the terms of new facilities with comparable risks; where the Bank assumes
ownership of an asset (primarily real estate) in settlement of all or part; or other individually impaired assets.
Gross loans and advances to customers by credit quality
Neither past due or impaired
Past due assets not impaired
Impaired assets
Total gross loans and advances to customers

2019
5,729,657
87,177
3,814
5,820,648

2018
5,249,795
80,219
4,400
5,334,414

Provision for doubtful debts
Specific provision for doubtful debts:
Balance at beginning of period
Movement in specific provision

305
100

1,138
(833)

Balance at end of period

405

305

Collective provision for doubtful debts:
Balance at beginning of period
Balance adjusted for adoption of NZ IFRS 9
Movement in collective provision

24,752
993
2,449

22,110
2,642

Balance at end of period
Total provision for impairment loss

28,194
28,599

24,752
25,057

1,687
100
2,449
4,236

2,109
(833)
2,642
3,918

2019
3,899,785
2,761,461
381,906
49,865
7,093,017

2018
3,599,488
2,748,779
358,201
34,422
6,740,890

Impairment losses recognised in profit or loss
Individual impairment expenses
Movement in specific provision
Movement in collective provision
Impairment losses – loans and advances

7. Deposits

Retail term deposits
On call deposits bearing interest
On call deposits not bearing interest
Wholesale deposits bearing interest
Total deposits
All creditors and depositors are ranked equally. Wholesale deposits consist of registered certificates of deposit (RCD).
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For the year ended 31 March 2019
All in $000’s

8. Liquidity Risk Management
The following tables analyse the Bank’s financial liabilities into relevant maturity groupings based on the remaining period as at balance date to the
contractual maturity date. The amounts disclosed in the tables are the contractual undiscounted cash flows and include principal and future interest
cash flows, and therefore will not agree to the carrying values on the statement of financial position.
As at 31 March 2019
Liabilities:
Deposits
Other financial liabilities
Total financial liabilities
Lending commitments (off-balance sheet)
As at 31 March 2018
Liabilities:
Deposits
Other financial liabilities
Total financial liabilities
Lending commitments (off-balance sheet)

On
demand

0-1
months

1-3
months

3-12
months

1-5
years

3,193,232
3,193,232

625,114
38,412
663,526

859,114
16,861
875,975

1,806,432
3,412
1,809,844

733,173
6,217
739,390

916
916

7,217,065
65,818
7,282,883

748,759

-

-

-

-

-

748,759

Over
5 years

Total

3,141,403
3,141,403

533,984
31,114
565,098

776,856
11,082
787,938

1,402,945
4,540
1,407,485

1,010,536
7,561
1,018,097

37
492
529

6,865,761
54,789
6,920,550

735,991

-

-

-

-

-

735,991

9. Capital Adequacy (Unaudited)
The Bank’s objectives for the management of Capital Adequacy are to comply at all times with the regulatory capital requirements set by the
Reserve Bank of New Zealand (RBNZ); to maintain a strong capital base to cover the inherent risks of the business in excess of that required
by rating agencies to maintain an investment credit grading; and to support the future development and growth of the business to maximise
shareholder’s value.
The Bank is subject to regulation by the RBNZ. The RBNZ has set minimum regulatory capital requirements for banks that are consistent with the
internationally agreed framework developed by the Basel Committee on Banking Supervision. These requirements define what is acceptable as
capital and provide for methods of measuring the risks incurred by the Bank. The Bank must comply with RBNZ minimum capital adequacy ratios
under its Conditions of Registration.
As a Condition of Registration, the Bank must comply with the following minimum requirements set by the
• Total capital must not be less that 8% of risk weighted exposure.
• Tier 1 capital must not be less than 6% of risk weighted exposure.
• Common Equity Tier One Capital must not be less than 4.5% of risk weighted exposure.
• Capital must not be less than NZ$30m.
• Buffer Ratio must be not less than 2.5%.

Total capital adequacy ratios for the Bank at balance date are:
Common Equity Tier 1 capital ratio
Tier 1 capital ratio
Total capital ratio
Buffer ratio

4.50%
6.00%
8.00%
2.50%

To the shareholder of TSB Bank Limited
Report on the summary financial statements

Opinion
In our opinion, the accompanying summary financial
statements of TSB Bank Limited (the bank) on
pages 21 to 26:
i. Has been correctly derived from the audited
bank financial statements for the year ended on
that date; and
ii. Is a fair summary of the bank financial
statements, in accordance with FRS 43
Summary Financial Statements.

The accompanying summary financial statements
comprises:

—

the summary statement of financial position as
at 31 March 2019;

—

the summary statements of comprehensive
income, changes in equity and cash flows for
the year then ended; and

—

notes, including a summary of significant
accounting policies and other explanatory
information.

Basis for opinion
We conducted our audit in accordance with International Standard on Auditing (New Zealand) (ISA (NZ)) 810
(Revised), Engagements to Report on Summary Financial Statements.
Our firm has also provided other services to the bank in relation to risk and regulatory advisory services. Subject
to certain restrictions, partners and employees of our firm may also deal with the bank on normal terms within the
ordinary course of trading activities of the business of the bank. These matters have not impaired our
independence as auditor of the bank. The firm has no other relationship with, or interest in, the bank.

Total capital adequacy ratios for the Bank at balance date are:
RBNZ
Minimum
ratio
requirement

Independent Auditor’s Report

2019
31 Mar
Unaudited
Basel III

2018
31 Mar
Unaudited
Basel III

14.57%
14.57%
14.57%
6.57%

14.28%
14.28%
14.28%
6.28%

Use of this Independent Auditor’s Report
This report is made solely to the shareholder as a body. Our audit work has been undertaken so that we might
state to the shareholder those matters we are required to state to them in the Independent Auditor’s Report and
for no other purpose. To the fullest extent permitted by law, we do not accept or assume responsibility to
anyone other than the shareholder as a body for our audit work, this report, or any of the opinions we have
formed.

10. Subsequent Events

Responsibilities of the Directors for the summary Financial Statements

There have been no material non-adjusting events requiring disclosure in these financial statements.

The Directors, on behalf of the bank, are responsible for:

—
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the preparation and fair presentation of the summary financial statements in accordance with FRS 43
Summary Financial Statements; and

© 2019 KPMG, a New Zealand partnership and a member firm of the KPMG network of independent
member firms affiliated with KPMG International Cooperative (“KPMG International”), a Swiss entity.

Directory

—

Directors

implementing necessary internal control to enable the preparation of a summary set of financial statements
that is correctly derived from the audited financial statements.

J.J. (John) Kelly, Chair
M.I. (Murray) Bain, MCom (Hons), BSc, C.F.Inst.D, Deputy Chair
M.A. (Anne) Blackburn, MA, BA
N. (Natalie) Pearce, BCom
P.M. (Peter) Schuyt, BCom, C.F.Inst.D
D.J. (Dion) Tuuta
H.F. (Harvey) Dunlop, BCom (Ag)
P.S. (Peter) Dalziel, MBA

Auditor’s Responsibilities for the summary Financial Statements
Our responsibility is to express an opinion on whether the summary financial statements are consistent, in all
material respects, with (or are a fair summary of) the audited financial statements based on our procedures,
which were conducted in accordance with International Standard on Auditing (New Zealand) (ISA (NZ)) 810
(Revised), Engagements to Report on Summary Financial Statements.

Executive Management

We expressed an unmodified audit opinion on the financial statements in our audit report dated 28 May 2019.
The summary financial statements do not contain all the disclosures required for a full set of financial statements
under generally accepted accounting practice in New Zealand. Reading the summary financial statements,
therefore, is not a substitute for reading the audited financial statements of the bank.

D. (Donna) Cooper, BCom, MA, MIntBus, CEO
R.G. (Roddy) Bennett, BSc, CA, GM Finance
H. (Herman) Visagie, BCom, LLB, Chief of Staff and General Counsel
J.S. (Justine) St John, BCom, GM Marketing
H. (Hamish) Archer, BE (E&E), GM Technology
C. (Chris) Boggs, BCom, MBM, GM People & Culture
M.D. (Marie) Collins, GM Strategy & Innovation
A.T. (Andrew) Downie, BSc (Hons), MBA, Acting GM Customer Solutions and Service

Registered Office
Level 5, TSB Centre, 120 Devon St East, New Plymouth, 4310

KPMG
Wellington

Principal Solicitors to the Company

28 May 2019

Auld Brewer Mazengarb & McEwen
9 Vivian Street, New Plymouth

Auditor
KPMG
10 Customhouse Quay, Wellington

Contact Us
Postal Address: PO Box 240, Taranaki Mail Centre, New Plymouth, 4340
Phone Number: (06) 968 3700
Fax Number: (06) 968 3740
Web Address: https://www.tsb.co.nz/contact
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