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People are integral to our DNA, particularly to what 
will differentiate us

How?Strategy OutcomesVision

Service – Profit Chain

� A great place to work
� A superior customer 

experience
� 1st quartile shareholder 

returns
� A good corporate citizen

Customer 
Focus

Internal 
Service 
Quality

Employee 
Commitment

Employee 
Retention

Employee 
Productivity

Superior 
Customer 

Experience

Customer 
Satisfaction

Customer 
Loyalty

Revenue 
Growth

Profitability

Shareholder 
Value

Values
Teamwork

Integrity
Performance

Medium term
Objectives

� Best practice employee 
commitment

� Service leadership in our 
industry

� Top quartile shareholder 
returns

� Leader in corporate 
responsibility

Employee Customer Shareholder

‘Ask Once’

Differentiator: Superior 
Execution

Our high performance
culture:
� Quality people
� Effective people & performance 

mgt processes
� Values

“To be a great Australian 
and  NZ Company”

Mission
“To be at the forefront for 
service in our industry by 

September 2005”
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Our challenge is to focus our people strategy and 
initiatives on delivering our business objectives

• “What are the one or two things that will inspire 
27,000+ people to deliver a superior customer 
experience?”

• “What are the one or two things that make 
Westpac’s people ‘the difference’?”
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The Westpac workforce: key characteristics

Headcount = 27,300

By geography 
(%)

Other key metrics 
(%)

By business unit 
(%)

BCB 51

WIB 4

NZ 20

BT 7

BTSS 15

Corporate 3

Australia 79

NZ 20

UK, US and Asia 1

Share of customer  57              
facing employees

Voluntary separation
rate:

2002 22

2003 15

2004 15
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Progress to date

High
Performance

Culture

Talent 
Management
Framework

Recruitment
Panel

Westpac
Academy

Ask Once

Performance
Management
Framework

Workforce
Planning in
Strategy 
process

Culture
Diagnostic

2001 2002 2003 2004

Westpac 
Academy: 
Customer 
Experience

Succession
Management
for leaders

Reward
Strategy

People
Leader
Initiatives

E-learning
Phase 1
Rollout

Employee
Brand
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Employee commitment

Employee commitment
% of employees reporting a positive score

50

55

60

65

70

2000 2001 2002 2003 2004

Westpac
Global high performing companies
Australian large company national norm
Global large financial services company norm
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Some of our initiatives 2004-2007

How?

Reward 
Strategy

Careers @ 
Westpac

Customer

Differentiator: Superior Execution

Differentiator: Superior 
Execution

Our high performance 
culture :

Quality people

Effective processes

Values and mindset

Our high performance 
culture

Quality People

Effective processes

Values and mindset 

People Leader 
Initiative

e-HR

Ask Once WIB Culture Audit
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People Leader Initiative:  “My most important relationship 
is with my immediate leader”

Step 1: Expectations:

“I define and 
communicate our 

direction and 
ensure we are 
organised to 

deliver.”

Step 3: Development: 
Westpac Academy Leadership 
Modules

Step 4: Communication:
People Leader Forum -
2,000 people leaders, twice a 
yearStep 2: Behaviour:

Values
Teamwork

Integrity

Performance

Step 5: Measuring improvement:
People Leader Index -

2003 – 70% favourable

2004 – 74% favourable
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Values and mindset

• Ask Once – delivering a customer focused culture

• “I feel free to speak up”

- 70% favourable 2004
- 69% favourable 2003
- 58% Global Financial Services Norm 2003

• WIB Culture Audit

“In summary, we found that the culture delivers an environment in which people 
take their risk responsibilities very seriously … WIB places its highest value on 
integrity and people hold themselves and others highly accountable for 
compliance”

Corporate Vision “Westpac Institutional Bank Report of
Findings from Culture Audit”, June 2004
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Reward

• Link between performance and remuneration

- Value management (senior levels)

- Performance pays!  (at other levels)

- Move to top 30% of performers receiving 70% of 
short term incentive pool

- Move to 80:20 pay mix (fixed:variable)

• Share ownership – 86% of permanent employees in 
Australia
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A competitive edge through diversity

• Age balance
- We are on track to recruit 900 mature age workers by 2005
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A competitive edge through diversity

• Women
- 65% of our workforce is women; 40% of 

management is women (32% in 2000)
- Return to work rate after maternity leave is 77% for 

women managers
• Disability

- Our second Disability Action Plan will be launched 
this month

• Cultural diversity
- 5,000 employees born overseas
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Summary

We continue to build momentum and move towards our 

objectives of:

- Quality people, leaders and teams applying their full 

discretionary effort to Westpac’s vision and values

- Those people, leaders and teams being supported 

by systems and processes that are integrated, easy 

to use and on-line where possible.
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