Age Balance
at Westpac

A Journey of Transformation




The Current Environment
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The First Phase

Acqguisition

Retention
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The 900

e Announced the intention to recruit 900 people over 45
between October 2002 and September 2005.

 EXxceeded the target by 16% - 1,073 people recruited across
Westpac.

« How did we achieve this?
— Sharing the business case with line managers.
— Working closely with recruitment providers.

— Pursuing innovative business campaigns.
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Cannon Hill Open Day

WESTPAC OPEN DAY

We all get older - but at Westpac
that’s not a barrier to getting
a job.

Qur customers are a variety of ages, backgrounds and life experiences and it makes sense that our

people who help customers, are like that too.

Qur new Call Centre at Cannan Hill needs friendly people of all ages who can apply their life experiences

Open Day Details

and provide great customer service. We have a number of positions available with commencement dates

of the 3rd & 17th May. m Wednesday, 24th March 2004

Session times: 10.00am - 1.00pm
2.00pm - 5.00pm
6.30pm - 9.30pm

We understand that returning to the workforce or changing jobs can be difficult. Or perhaps you never
considered a role in a call centre as a job for you. 50 why not come along to our Open Day and see what
working in a Westpac Call Centre is all about. Learn about what a typical day looks like, the type of

training provided and hear from some of the people already working at the Centre. We will also talk to m Saturday, 27th March 2004

you about how to apply for these positions and will assist you with your application. Session times: 10.00am — 1.00pm
2.00pm - 5.00pm

You've got the life experience - we've got the customers who want m Location: Westpac Call Centre,

to talk to people like you. 33 Corporate Drive Cannon Hill

If you are interested in taking a look at us and what we have to offer, please contact us on 1800 000 348 to register your preferred day and time.

If you can't make the Open Day. job applications can also be submitted on-line to our recruitment partners Hudson gquoting Ref.Mo.WVS/GC/02252 online at
http://au.hudson.com/jobsearch or post your resume to Westpac Recruitment Team, GPO Box 594, Brisbane Qld 4001.
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A Better Balance

« Designed “A Better Balance” program in partnership with
Business, Work and Ageing and the Department of
Workplace and Employment Relations:

— Three recruitment rounds.

— Widely promoted one-day briefing/selection workshop:
20 people selected for pre-employment training.

— 18 employed in retail and contact centres (six gained
work with other organisations).
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A Better Balance

WestpacNews

The right balance

The ageing population is
an emerging trand that's
getting companies like
Westpac to think about
the importance of having
a workforce that reflects
the age profile of the
Australian population.

By Lisa Zauber
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What we Learnt

Harder than we thought

 Win the hearts and minds of our line managers.
« Consider how to sustain the initiative.

The case for change

e Didn’t look like the population or customers.

« Older employees stay longer and are generally happier in
their roles.
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The Second Phase

Acqguisition

Retention
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Case Study - Innovative Retention

e Surveyed team members in the Business and Consumer
Bank over the age of 45.

 We wanted to understand the views of this group with
respect to:

— Flexibility, development and progression at Westpac.
— The type and level of planning for retirement.

— Retirement intentions and drivers.
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Case Study - Innovative Retention

e We've used information to:
— Assist people to plan for retirement.
— Continue to educate our people leaders.

— Develop innovative ways to capture and retain
knowledge.

— Assist our people to transition to retirement in many
different ways that suit the individual.
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Retention Initiatives

Retirement Planning Seminars
e 28% had no plan (particularly women).

* In response, we've partnered Sageco to build a Retirement
Planning Seminar that covers health and well being,
finances, relationships and work options post retirement.

 Piloted in March 2006.
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Retention Initiatives

Flexible Work Options Tool

« 81% of people want to work at Westpac until they retire —
half will delay retirement if we implement flexible solutions
for them to do so.

* In response, we’ve built an intranet based tool to help people
leaders and team members make decisions about career
options and flexible work practices.
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Retention Initiatives

A Knowledge Continuity Program

« Concerned about loss of knowledge in Business Credit
Operations in the Business and Consumer Bank — large
number of long serving people.

 Wanted to capture the 'jewels of knowledge' and make this
accessible to others.

 Twofold benefits: provide access to the “wisdom of sages”
and recognise the knowledge and value of experienced
employees.
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Retention Initiatives

Superannuation Advice
 People were confused about superannuation.

e Currently scoping a solution for our defined benefit members
In partnership with BT and Westpac Super.

« We’'ll provide phone based advice to employees on the
defined benefit superannuation plan.
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What's Next for Westpac

« Continue to listen to our people.
« Develop more sophisticated programs.

« Develop skills of people leaders to support retirement and
flexibility.

* Help people to plan for retirement and superannuation
needs.
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