
home.id.com.au/community-views

Daniel Evans 
dan@id.com.au 

Branch Insights, 2024

Regional Australia Bank community views

Summary Report

https://home.id.com.au/community-views


In this report...

The report covers information about the survey and its objectives, and themed insights therein. 

About the survey

Key insights summary

What the community values most in bank branches 

What the community sees as future risks for bank branches

General views about the role bank branches play in regional and rural Australia 

Understanding Australia Post - usage and views



About the survey...

Who did we survey, when, and where did they live?

.id consulting conducted a survey of 584 Regional and Rural Australians between 13

and 16 December 2024. 

The survey focused on residents living in postcodes where Regional Australia Bank has

branches and ATMs (n=362), including n=28 from 2830, n=21 from 2340, and

n=19 from 2560. An additional n=222 participants were surveyed from surrounding

postcodes.

Most participants resided in Northern and Central NSW, with a smaller number (n=44)

from Southern Inland Queensland, including areas like Toowoomba.

Although the survey sample skewed older compared to the general population, analysis

confirmed that age did not significantly influence responses to survey questions.

The sample was generated using a Social Media Advertising approach, and

participants completed the survey securely online via .id’s Typeform platform.

Branch or ATM

(n=362)

No Branch or ATM

(n=222)



About the survey...

What objectives did we have?

The Branch Insights research had the following objectives:

Determine what the community values most in bank branches.

Determine what the community sees as future risks for bank branches.

General comments regarding the role of bank branches in Regional and Rural Australia.

Usage of Australia Post for banking and reasons why / why not.

These objectives were transformed into a series of questions, which also gathered

information about participants' demographics and life stages.

The questionnaire took less than 10 minutes to administer, and can be completed by

the reader using THIS LINK.

https://p8er5x0wrlo.typeform.com/to/YOYW4waJ


Key insights summary...

The following headline insights are drawn across the specific sections of this report:

The report reinforces that bank branches remain essential for regional and rural communities, providing trusted, secure, and face-to-face services that digital alternatives

cannot fully replace. While communities adapt to changes, they are deeply concerned about the future risks posed by branch closures, particularly around access, financial

security, and economic stability. Maintaining a strong physical presence is seen as critical to safeguarding the financial wellbeing of regional Australians. Key themes

emerging from the findings include trust and security, the growing barriers to financial access and inclusion, the vital economic role of branches in regional areas, and a lack

of confidence in alternatives like Australia Post. For regional communities, bank branches are more than financial hubs—they are anchors of trust, security, and economic

stability.

Communities place the greatest value on bank branches for essential tasks such as fraud prevention, large cash withdrawals, and resolving complex financial matters like

estate management. Access to trained staff for personalised support is seen as irreplaceable, with 86% of respondents rating fraud prevention services as “Very Important.”

Branches are trusted spaces where customers feel secure managing sensitive transactions and navigating financial challenges. See slides 6 through 11 for more detail.

The report also identifies significant concerns about the future risks posed by branch closures. Communities fear closures will erode trust and security, particularly for older

Australians, those with limited digital literacy, and small business owners. Increased travel times and reduced access to secure banking heighten the risks of fraud and

financial exclusion. Beyond individual impacts, communities perceive branch closures as damaging to local economies, removing employment opportunities and weakening

support for small businesses. See slides 12 through 17 for more detail.

The tension between community values and future risks is clear. While physical branches remain essential for trusted, face-to-face services, their shrinking presence

threatens to diminish these critical offerings. Concerns extend to alternatives like Australia Post, which, while filling some gaps, is widely viewed as inadequate. Issues

around privacy, staff expertise, and service limitations persist, leaving many reluctant to use Australia Post as a banking solution. See slides 18 through 23 for more detail.



Community values in bank branches...

In this section of the survey, participants reviewed 19 specific features and services offered by

bank branches in Regional and Rural Australia. They were asked to indicate their level of

agreement on the importance of each statement. The statements are grouped into four themes...

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

Core Banking Services Personalised Support and Financial

Guidance

Business, Economic and

Community Contribution

Security and Safeguards

The ability to open and close accounts

The ability to conduct personal banking, including seeking

information regarding and completing loan applications

The ability to create and re-set PINs and activate cards

Support from staff to access other personal banking services,

including term deposits

Support from staff to resolve complex transactions, such as

trusts, estate management, and power of attorney

Access to personalised financial advice

Access to general information to improve financial literacy

The ability to speak with a trained worker in person about

ways to protect against scams and fraud

The ability to speak with a trained worker in person if the

victim of a scam or fraud

Support for small and local businesses to achieve their goals

(e.g., business banking, small business advice, cash and float

management)

The contribution of a regional or rural bank branch to the local

community through employment

The contribution of a regional or rural bank to the local

community through economic activity

The contribution of a regional or rural bank to the local

community through social investment

Protocols and training of staff at an accredited bank branch

Secure issuance of documents and cards

Secure handling of large deposits

Secure handling of large withdrawals

Physical security at the branch, such as CCTV and safes

The overall security and protection provided by an accredited

bank



Not at all important Not important Neutral Important Very Important

0% 20% 40% 60% 80% 100%

The ability to open and close accounts

The ability to conduct personal banking, including seeking information regarding and completing loan applications

Support from staff to access other personal banking services, including term deposits

The ability to create and re-set PINs and activate cards

Support from staff to resolve complex transactions, such as trusts, estate management, and power of attorney

4% 14% 81%

6% 12% 79%

7% 14% 76%

8% 14% 76%

9% 14% 74%

Community values in bank branches...

Core Banking Services

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

The findings reveal that core banking services are seen as essential by the vast majority of participants, highlighting the ongoing importance of in-person branch support in Regional and Rural Australia. 

Among the services examined, basic account management emerged as particularly critical. The ability to open and close accounts stood out as the most highly valued feature, with 81% of respondents rating it Very Important. This underscores how

fundamental and frequent tasks, such as account setup, remain cornerstones of branch-based banking. Personal banking support also received strong endorsement, with 79% of participants identifying the ability to seek information and complete

loan applications as Very Important. 

When it comes to more complex transactions, such as support for trusts, estate management, and power of attorney, the importance remained high but slightly less pronounced, with 74% rating these services as Very Important. This suggests that

while these features are critical for specific needs, they may not be as universally relevant as basic banking functions. Nevertheless, the consistently low proportion of respondents (1-2%) deeming any of these services as Not Important or Not at all

Important highlights the broad recognition of their value.

Overall, the data paints a clear picture: bank branches continue to provide vital support for both routine financial tasks and more specialised needs. Whether it is helping customers set up accounts, access loans, or navigate complex financial

processes, branches remain an indispensable part of the community banking experience.



Not at all important Not important Neutral Important Very Important

0% 20% 40% 60% 80% 100%

The ability to speak with a trained worker in person if the victim of a scam or fraud

The ability to speak with a trained worker in person about ways to protect against scams and fraud

Access to personalised financial advice

Access to general information to improve financial literacy

3% 10% 86%

9% 16% 72%

5% 22% 20% 51%

4% 20% 26% 47%

Community values in bank branches...

Personalised Support and Financial Guidance

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

The findings emphasise the critical role of Personalised Support and Financial Guidance, particularly when it comes to in-person assistance during moments of financial uncertainty. 

Among the services assessed, support for victims of scams or fraud stood out as the most valued, with an overwhelming 86% rating it Very Important. This highlights the community's reliance on bank branches for trusted, face-to-face support

when navigating distressing situations. Similarly, proactive advice on protecting against scams and fraud was also highly regarded, with 72% considering it Very Important, reinforcing the importance of preventative education alongside responsive

assistance.

While slightly less pronounced, the importance of personalised financial advice and general financial literacy was still evident, with roughly half of participants rating these services Very Important. However, higher neutral responses in these areas

suggest they may be seen as beneficial but not as immediately critical as fraud-related services.

Overall, the data underscores a clear trend: community members place the highest value on in-person support, particularly in the context of financial security and protection. Whether seeking help after becoming a victim of fraud or accessing

preventative advice, branches play a vital role in delivering trusted, face-to-face assistance during moments of vulnerability and uncertainty. At the same time, the importance placed on personalised financial advice and literacy initiatives reflects a

broader desire for ongoing guidance to help individuals manage their finances more effectively.



Not at all important Not important Neutral Important Very Important

0% 20% 40% 60% 80% 100%

The contribution of a regional or rural bank branch to the local community through employment

The contribution of a regional or rural bank to the local community through economic activity

Support for small and local businesses to achieve their goals (e.g. business banking, small business advice, cash and float management)

The contribution of a regional or rural bank to the local community through social investment

12% 84%

4% 15% 79%

10% 15% 72%

8% 21% 69%

Community values in bank branches...

Business, Economic and Community Contribution

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

The results highlight the critical role of bank branches in supporting regional and rural communities, particularly through their contributions to employment, economic activity, and social investment. 

The contribution of a bank branch to local employment was the most highly valued, with 84% of participants rating it Very Important. This was closely followed by banks’ contributions to local economic activity, at 79%, reflecting their role as

enablers of financial stability and growth. While slightly lower, social investment was still strongly recognised, with 70% rating it Very Important, highlighting its role in fostering broader community wellbeing.

In addition to these contributions, support for small and local businesses was also a key priority, with 72% identifying it as Very Important. This reinforces the strong reliance on bank branches to provide essential services such as business banking,

advice, and cash management, which help local enterprises thrive and, in turn, contribute to broader economic vibrancy.

Overall, the findings underscore the multi-faceted value bank branches provide—driving employment, economic stability, and social contribution—while also serving as critical partners in the success of local businesses.



Not at all important Not important Neutral Important Very Important

0% 20% 40% 60% 80% 100%

The overall security and protection provided by an accredited bank

Secure handling of large withdrawals

Secure handling of large deposits

Physical security at the branch, such as CCTV and safes

Secure issuance of documents and cards

Protocols and training of staff at an accredited bank branch

11% 87%

6% 9% 84%

6% 10% 82%

4% 15% 80%

7% 14% 77%

8% 17% 72%

Community values in bank branches...

Security and Safeguards

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others.

The findings highlight the critical importance of security and safeguards in bank branches, with all features receiving strong support.

Overall security and protection was the most valued, with 86% rating it Very Important, underscoring the community's trust in banks as safe and secure institutions. Similarly, the secure handling of large withdrawals (84%) and deposits (82%)

reflects the importance of safeguarding significant financial transactions.

Physical security, such as CCTV and safes, was also highly regarded (80%), alongside the secure issuance of documents and cards (78%) and robust staff protocols and training (73%). While slightly lower, these elements remain essential for

maintaining safety and customer confidence.

Overall, the data reinforces that customers see security—both physical and procedural—as a cornerstone of branch banking, ensuring their finances and personal information are protected at every step.



Not at all important Not important Neutral Important Very Important

0% 20% 40% 60% 80% 100%

The overall security and protection provided by an accredited bank

The ability to speak with a trained worker in person if the victim of a scam or fraud

Secure handling of large withdrawals

The contribution of a regional or rural bank branch to the local community through employment

Secure handling of large deposits

The ability to open and close accounts

Physical security at the branch, such as CCTV and safes

The contribution of a regional or rural bank to the local community through economic activity

The ability to conduct personal banking, including seeking information regarding and completing loan applications

Support from staff to access other personal banking services, including term deposits

Secure issuance of documents and cards

The ability to create and re-set PINs and activate cards

Support from staff to resolve complex transactions, such as trusts, estate management, and power of attorney

Protocols and training of staff at an accredited bank branch

The ability to speak with a trained worker in person about ways to protect against scams and fraud

Support for small and local businesses to achieve their goals (e.g. business banking, small business advice, cash and float management)

The contribution of a regional or rural bank to the local community through social investment

Access to personalised financial advice

Access to general information to improve financial literacy

11% 87%

10% 86%

6% 9% 84%

12% 84%

6% 10% 82%

4% 14% 81%

4% 15% 80%

4% 15% 79%

6% 12% 79%

7% 14% 76%

7% 14% 77%

8% 14% 76%

9% 14% 74%

8% 17% 72%

9% 16% 72%

10% 15% 72%

8% 21% 69%

5% 22% 20% 51%

4% 20% 26% 47%

Community values in bank branches...

The complete list

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 



Future risks or challenges for bank branches...

In this section of the survey, participants reviewed 19 specific features and services offered by

bank branches in Regional and Rural Australia and were asked to select which they saw as future

risks or challenges.

Q) Thinking about the future, what risks or challenges do you see related to the features and services provided at regional and rural bank branches? Please select all you see as potential risks. You can select as many as you like.

Again, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

Core Banking Services Personalised Support and Financial

Guidance

Business, Economic and

Community Contribution

Security and Safeguards

Not being able to open and close accounts.

Not being able to conduct personal banking including seeking

information regarding and completing loan applications.

Not being able to create and re-set PINs and activate cards.

Not being able to receive support from staff to access other

personal banking services, including term deposits.

Not being able to work with a trained worker in person to

resolve complex transactions, such as trusts, estate

management, or power of attorney.

Losing access to personalised financial advice.

Losing access to general information to improve financial

literacy.

Not being able to speak with a trained worker in person about

ways to protect against scams and fraud.

Not being able to speak with a trained worker in person if

someone falls victim to a scam or fraud.

Small and local businesses losing the ability to consult with

someone in person to achieve their goals (e.g. business

banking, small business advice, cash and float management).

A reduced contribution from banks to the local community

through less employment.

A reduced contribution from banks to the local community

through less economic activity.

A reduced contribution from banks to the local community

through less social investment.

Reduced protocols, accreditation, and training for staff.

Less secure issuance of important documents and cards.

Less secure handling of large deposits.

Less secure handling of large withdrawals.

Weakened overall security and protection associated with

accredited banks.

Declining physical security at branches, such as reduced CCTV

or less secure safes.



The findings reveal the perceived future risks regional and rural Australians associate with losing access to core banking services provided by bank branch services.

The greatest concern was not being able to conduct personal banking, such as seeking loan information, with 83% identifying this as a key risk. Similarly, 82% were concerned about losing staff support for other services, like term deposits,

highlighting the reliance on in-person guidance.

The inability to open and close accounts was flagged by 81%, underscoring the importance of branches for foundational banking tasks. For more specialised needs, such as complex transactions (e.g., trusts and estate management), 75% saw this

as a challenge. Finally, 73% were concerned about not being able to create or reset PINs or activate cards, reflecting the value of branches for secure account management.

Overall, these results show strong concerns about the future loss of branch services, with communities recognising risks to both everyday banking and complex financial support.

Future risk or challenge

0% 20% 40% 60% 80% 100%

Not being able to conduct personal banking including seeking information regarding and completing loan applications.

Not being able to receive support from staff to access other personal banking services, including term deposits.

Not being able to open and close accounts.

Not being able to work with a trained worker in person to resolve complex transactions, such as trusts, estate management, or power of attorney.

Not being able to create and re-set PINs and activate cards.

83%

82%

81%

75%

73%

Future risks or challenges for bank branches...

Core Banking Services

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 



Future risk or challenge

0% 20% 40% 60% 80% 100%

Not being able to speak with a trained worker in person if someone falls victim to a scam or fraud.

Not being able to speak with a trained worker in person about ways to protect against scams and fraud.

Losing access to personalised financial advice.

Losing access to general information to improve financial literacy.

84%

80%

77%

64%

Future risks or challenges for bank branches...

Personalised Support and Financial Guidance

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

The findings highlight the perceived future risks regarding the loss of Personalised Support and Financial Guidance in regional and rural communities.

The greatest concern was not being able to speak with a trained worker in person if someone falls victim to a scam or fraud, with 84% identifying this as a significant risk. This underscores the community's reliance on in-person support during

distressing financial situations. Similarly, 80% expressed concern about losing access to advice on how to protect against scams and fraud, highlighting the value placed on preventative guidance.

Beyond fraud-related issues, 77% of respondents saw losing access to personalised financial advice as a major risk, reflecting the importance of tailored guidance to manage individual financial goals. Finally, 64% raised concerns about losing access

to general financial literacy information, showing that while still important, it is seen as a lower priority compared to more urgent, personalised support.

Overall, the results emphasise the strong need for face-to-face financial guidance and support, particularly in the context of financial security and fraud prevention, which remain key priorities for regional and rural Australians.



Future risk or challenge

0% 20% 40% 60% 80% 100%

Small and local businesses losing the ability to consult with someone in person to achieve their goals (e.g. business banking, small business advice, cash and float management).

A reduced contribution from banks to the local community through less employment.

A reduced contribution from banks to the local community through less economic activity.

A reduced contribution from banks to the local community through less social investment.

87%

82%

77%

71%

Future risks or challenges for bank branches...

Business, Economic and Community Contribution

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

The findings highlight the perceived future risks associated with the loss of bank branches in the context of Business, Economic and Community Contribution in regional and rural areas.

The most significant concern was small and local businesses losing the ability to consult with someone in person to achieve their goals, such as accessing business banking, advice, and cash management. This was identified by 87% of

respondents, underscoring the critical role of bank branches in supporting local businesses to thrive.

In addition, 82% of participants expressed concern about a reduced contribution from banks to the local community through less employment. This highlights the reliance on bank branches as employers and their role in sustaining local job

opportunities. Similarly, 77% of respondents were concerned about reduced economic activity in their communities, reinforcing the broader economic impact of losing bank services. Finally, 71% noted the risk of less social investment, recognising

banks' contributions to community development and wellbeing.

Overall, the results demonstrate that bank branches are seen as vital drivers of local economic and social prosperity. The potential loss of personalised business support, employment opportunities, and economic contributions is a significant concern

for regional and rural communities.



Future risk or challenge

0% 20% 40% 60% 80%

Less secure handling of large deposits.

Less secure handling of large withdrawals.

Less secure issuance of important documents and cards.

Declining physical security at branches, such as reduced CCTV or less secure safes.

Weakened overall security and protection associated with accredited banks.

Reduced protocols, accreditation, and training for staff.

78%

78%

72%

69%

65%

63%

Future risks or challenges for bank branches...

Security and Safeguards

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

The findings highlight the perceived future risks to Security and Safeguards in the event of reduced access to bank branches, particularly regarding secure financial management and protections.

The highest concerns were less secure handling of large deposits and large withdrawals, with 78% of respondents identifying these as key risks. This underscores the importance of trusted branch processes in safeguarding significant financial

transactions. Following this, 72% expressed concern about the less secure issuance of important documents and cards, reflecting the community’s reliance on branches to protect sensitive information and maintain account security.

Concerns also extended to declining physical security at branches, such as reduced CCTV or less secure safes, noted by 69% of participants. Additionally, 65% flagged a potential weakening of the overall security and protection traditionally

associated with accredited banks, further highlighting trust in formal branch-based safeguards. Finally, reduced protocols, accreditation, and staff training emerged as a concern for 63% of respondents, reflecting the perceived importance of well-

trained staff in upholding security standards.

Overall, the results demonstrate the community's strong reliance on bank branches to deliver robust security and safeguards. The potential weakening of secure processes, physical protections, and staff expertise is seen as a significant risk to the

safety and trustworthiness of banking services.



Future risk or challenge

0% 20% 40% 60% 80% 100%

Small and local businesses losing the ability to consult with someone in person to achieve their goals (e.g. business banking, small business advice, cash and float management).

Not being able to speak with a trained worker in person if someone falls victim to a scam or fraud.

Not being able to conduct personal banking including seeking information regarding and completing loan applications.

Not being able to receive support from staff to access other personal banking services, including term deposits.

A reduced contribution from banks to the local community through less employment.

Not being able to open and close accounts.

Not being able to speak with a trained worker in person about ways to protect against scams and fraud.

Less secure handling of large deposits.

Less secure handling of large withdrawals.

A reduced contribution from banks to the local community through less economic activity.

Losing access to personalised financial advice.

Not being able to work with a trained worker in person to resolve complex transactions, such as trusts, estate management, or power of attorney.

Not being able to create and re-set PINs and activate cards.

Less secure issuance of important documents and cards.

A reduced contribution from banks to the local community through less social investment.

Declining physical security at branches, such as reduced CCTV or less secure safes.

Weakened overall security and protection associated with accredited banks.

Losing access to general information to improve financial literacy.

Reduced protocols, accreditation, and training for staff.

87%

84%

83%

82%

82%

81%

80%

78%

78%

77%

77%

75%

73%

72%

71%

69%

65%

64%

63%

The complete list

Q) We are seeking your views on the importance of features and services provided by bank branches in Regional and Rural Australia. For each feature, please indicate the extent to which you agree or disagree with its importance.

When responding, please consider how bank branches support the broader regional and rural Australian community, including First Nations people, older Australians, individuals with lower levels of digital literacy, people living with disabilities, and others. 

Future risks or challenges for bank branches...



Community Values and Future Risks Matrix

Identifying the critical success features...
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Community Values and Future Risks Matrix

Identifying the critical success features...

The analysis identifies a set of critical success features—attributes that are above both the median for importance (78%) and risk (77%). These features represent areas where bank branches are most valued, yet their

loss presents significant perceived risks to regional and rural Australians. 

The following were identified as critical success features:

The ability to speak with a trained worker in person if the victim of a scam or fraud (Importance: 86%, Risk: 84%) - highlighting the critical need for in-person support during moments of vulnerability, where personalised reassurance cannot be

replaced by digital services.

The contribution of a regional or rural bank branch to the local community through employment (Importance: 84%, Risk: 82%) - reinforcing that bank branches are seen as vital employers, with their loss posing a direct risk to local jobs and

broader economic wellbeing.

Secure handling of large withdrawals (Importance: 84%, Risk: 78%) - the secure management of significant financial transactions is highly valued, reflecting a strong reliance on trusted branch-based processes.

Secure handling of large deposits (Importance: 82%, Risk: 78%) - similar to withdrawals, the secure handling of large deposits remains essential for community confidence in branch operations.

The ability to conduct personal banking, including loan applications (Importance: 78%, Risk: 83%) - there remains a high value in access to face-to-face assistance for complex and significant financial tasks.

Support from staff to access other personal banking services, including term deposits (Importance: 78%, Risk: 82%) - builds on the community’s reliance on staff expertise to navigate financial products and manage savings effectively.

These critical success features represent the highest priorities for Regional and Rural Australians, where bank branches play an important role in maintaining financial security, facilitating essential transactions, and supporting local economies.

Addressing these areas is vital to mitigate perceived risks and maintain confidence in branch-based banking services.



Community views about bank branches

Participants were also asked to share comments about the role branches in Regional and Rural

Australia. The main themes from these comments have been discussed below.

Q) Please provide any further general comments you have about the role bank branches play in regional and rural Australia below.

Please type whatever comes to mind. If you can't think of anything please just skip this question. 

Theme 1: Access and Inclusion

Accessibility and inclusion focuses on the critical challenges experienced by older Australians, people

with disabilities, and those lacking digital literacy or reliable internet access. 

As more banking services move online, many rural residents find themselves excluded, unable to

navigate digital platforms or access their funds independently. For those who cannot drive or travel long

distances, the closure of local branches exacerbates their isolation. 

One commenter noted, “To get to my bank, I have to travel 90km each way, which is quite difficult once

I have to give up my car licence in a few years’ time.” This highlights how distance to branches is a

significant hurdle for rural Australians. Another stated, “Older people, particularly, lose control of their

affairs and confidence without some face-to-face contact.” For many elderly residents, the physical

presence of a bank provides both security and independence, something that cannot be replicated

through online or phone banking.

Theme 2: Cash and Banking Services

This theme highlights that rural communities remain heavily reliant on physical currency for their day-to-

day activities. 

Small businesses, older residents, and community organisations need regular access to cash deposits

and withdrawals to remain functional. Bank branch closures, combined with the removal of ATMs, have

forced people to either travel great distances or incur high fees at private ATMs. 

One commenter shared, “We appear to be losing support for cash transactions, which may work in the

cities but not in regional areas with poor NBN and unreliable phone service. As a small business owner

we still receive cash payments and our ability to bank that cash regularly is being significantly impacted.

Sometimes we can’t take time during business hours to travel to a bank. Our closest branch does not

handle cash on Saturdays. We will never stop accepting cash so banks should not penalise customers

who want to use it.” Another added, “There are still so many people that do not do banking on the

internet as they don’t trust its security. A lot of these people don’t even have a mobile phone.” 

These examples show how residents feel that cash is an essential part of Regional and Rural

Australians’ lives, particularly when digital alternatives are not practical or reliable.



Community views about bank branches

Participants were also asked to share comments about the role branches in Regional and Rural

Australia. The main themes from these comments have been discussed below.

Q) Please provide any further general comments you have about the role bank branches play in regional and rural Australia below.

Please type whatever comes to mind. If you can't think of anything please just skip this question. 

Theme 3: Community and Economic Impact

This theme is underpinned by the perceived severe impact caused by the removal of bank branches.

Beyond their direct services, the community sees banks serve as pillars of rural economies, providing

jobs, supporting local businesses, and fostering trust through personal connections. The closure of a

branch can weaken a town’s economic foundation, making it less attractive to new residents and

businesses. 

As one person explained, “The local bank in a rural town is the lifeblood of that community. The person

on the other side of the counter understands and cares.” This comment underscores the importance of

personalised banking relationships in small towns. Another shared, “Banks play a huge role in regional

areas. Far more than in the cities. They can be the backbone of a community.” Sentiment recogised that

when branches close, not only does the economy suffer, but communities lose an institution that offers

stability, trust, and essential face-to-face services.

Theme 4: Dissatisfaction with Banking Practices

While more general beyond the physical branch, this theme highlighted the community consequences of

bank decision making. 

Many residents expressed frustration that banks prioritise profits over their social responsibility to

regional communities. There is a strong perception that banks are pushing toward a cashless society

and reducing services for cost-saving purposes, despite earning significant profits. 

Alternatives like post offices and call centres are viewed as inadequate replacements for the personal

service offered by local bank staff. One commenter expressed their frustration, saying, “Banks no longer

care about regional Australia or the older population who hate using the internet and phone network to

conduct their business.” Another criticised, “Banks are earning large amounts of money from people's

deposits, then charging people to use their own money. The profits are enormous, yet they shut down

regional branches.” 

These comments reflect the widespread dissatisfaction with how banks operate, as residents feel

abandoned and excluded from decisions driven by corporate priorities rather than community needs.



Understanding Australia Post - usage and views

Twenty-two percent of people surveyed advised that they use Australia Post for banking. Those

who use Post for banking were asked what specific services and why. Those who do not were

asked why they don’t use Post.

Q) Do you use Australia Post for banking?.

If yes, please describe what banking services you use from Australia Post, and why. If not, why don't you use Australia Post for banking?

What banking services people use from Post, and why... 

The primary theme emerging from these comments about banking services used at Australia Post is the necessity of basic banking access in rural and regional areas, with two sub-themes highlighting the role

Australia Post plays as a substitute for bank branches and the challenges associated with this arrangement.

Firstly, Australia Post fills a critical gap left by bank branch closures. Many people rely on Australia Post to perform essential transactions like deposits, withdrawals, and bill payments because banks have shut down

in their communities. For residents living significant distances from the nearest bank, Australia Post is often the only practical option. One commenter stated, “Deposits and withdrawals as no bank in the town I live in

and now only bank in town is shortening its branch hours,” while another shared, “We now have to go to post office to withdraw money and depending what amount they have to how much you can get out. The

staff are not always happy about been the bank and I don't blame them.” This reliance underscores the growing role of Australia Post as a de facto banking service, especially in communities where banks have

entirely withdrawn.

Secondly, while Australia Post provides essential services, it is not a perfect replacement for a traditional bank branch. There are frustrations with limited cash availability, operational constraints, and the burden on

post office staff, who must juggle banking tasks with their other responsibilities. One commenter observed, “They are excellent but I feel it's not their core business and detracts staff from carrying out the myriad of

tasks they're now responsible for - banking, passports, bill payments etc etc,” while another added, “Withdraw money as I can't get to my own bank. The staff are not always happy about being the bank, and I don’t

blame them.” These comments reflect the strain on both customers and staff as Australia Post steps in to provide banking services in areas abandoned by banks.

In summary, the comments highlight how Australia Post has become an essential lifeline for basic banking needs in regional and rural areas, but this reliance exposes limitations in capacity, cash availability, and

service delivery. While valued, Australia Post's role as a stand-in for bank branches is both necessary and imperfect.



Understanding Australia Post - usage and views

Twenty-two percent of people surveyed advised that they use Australia Post for banking. Those

who use Post for banking were asked what specific services and why. Those who do not were

asked why they don’t use Post.

Q) Do you use Australia Post for banking?.

If yes, please describe what banking services you use from Australia Post, and why. If not, why don't you use Australia Post for banking?

Why people don’t use Australia Post for banking

The key theme emerging from these comments is a strong preference for traditional bank branches due to concerns about trust, privacy, convenience, and the perception that Australia Post is not equipped to deliver

comprehensive banking services.

Many respondents feel Australia Post is not a suitable replacement for a bank, particularly for secure or complex transactions. People expressed discomfort with handling financial matters in a busy, public setting and

doubted the expertise of postal staff. One person stated, “Australia Post is not a bank in my opinion. I wouldn't feel safe withdrawing a large sum of money or depositing a large amount. A bank has a safe feeling.”

Another added, “This is not a personal banking service. People don't want everyone in town knowing what they have in the bank.”

There is also resistance to shifting banking responsibilities to Australia Post, as many believe banks have an obligation to maintain their branches. One respondent argued, “Australia Post shouldn't have to do all the

banking procedures that the banks are supposed to do. They look after the mail and parcels. That's their job.” Another shared, “It is not its purpose and it is not a bank! And I feel the banks are passing on their

responsibility to Australia Post.” Concerns about convenience and capacity further deter people from using Australia Post. Long queues, limited services, and poor accessibility make it an unappealing option. As one

commenter noted, “The queue at the PO has to be seen to be believed,” while another said, “They are a post office not a bank. The staff are not trained in all banking procedures.” 

Finally, some people simply don’t need to use Australia Post, relying instead on online banking, local branches, or ATMs. As one person put it, “I do most of my banking online,” while another explained, “I have a local

bank that is still open.”

In summary, respondents avoid using Australia Post for banking due to concerns about security, privacy, and its limited capacity to handle financial matters. While Australia Post fills a gap, it is widely seen as an

inadequate substitute for traditional banks, which many believe have a responsibility to maintain physical branches.


