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Qantas Staff Credit Union (QSCU) has chosen IPscape, 
the Australian software as a service (SaaS) contact centre 
provider, to revitalise its Sydney-based call centre.

QSCU has in excess of $1.5 billion in assets under 
management and provides financial services to over 
80,000 members across Australia. The agreement includes 
both IPscape’s pay-as-you-use contact centre and pay-if-
you-use disaster recovery service.

cost reduction & expertise
According to Scott King, CEO at QSCU, a clear 
demonstration of cost reduction and obvious in-depth call 
centre expertise made IPscape the only choice.

‘Member service is our number one priority,’ said King. 
‘IPscape demonstrated that they really know call centres 
and could help us improve the flexibility and productivity of 
our call centre to boost member service.’

The IPscape SaaS contact centre solution combines 
telco and software expense into a monthly usage-based 
operational cost without any upfront capex. Clever 
advanced functionality, such as voice recording, real-time 
reporting and user-configurable IVR, provide the credit 
union with new levels of flexibility and user-control.

The IPscape call centre will integrate with existing QSCU 
customer relationship management (CRM) systems to 
streamline member service.

depth of features
‘We were impressed by the depth of features IPscape 
provides,’ said Fred Grebenshikoff, Manager, Business 
Services at QSCU. ‘The simple interface and ease of 
use belies the very clever functionality behind the agents 
workspace. Live reports, quality assurance, call queue 
control and smart IVR that we can control according to our 
needs will make a world of difference to day-to-day call 
centre operations. Adding the IPscape disaster recovery 
service is a “no brainer” - we have a backup but only pay 
usage costs if a disaster occurs.’

world of difference
According to IPscape CEO, Simon Burke, ‘financial 
institutions have sophisticated call centre needs. Our opex 
model cost advantages would be a Clayton’s benefit if 
we couldn’t also deliver clever, adaptable functionality for 
QSCU’s challenging banking and finance environment.’

Learn more
To discover how IPscape’s simple, clever and fast 
customer contact solutions can help you break free of old 
world call centre technology too, call IPscape on 1300 
IPSCAPE (1300 477 227) or email us on sales@ipscape.
com.au.

Member service is our number one priority.
IPscape demonstrated that they really know call 
centres and could help us improve the flexibility 
and productivity of our call centre to boost 
member service.
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On 3 March 2009, the Reserve 
Bank of Australia (RBA) is 
imposing a new reform on all 
Australian ATMs, which will allow 
ATM owners to set their own 
transaction costs for ATM usage, 
called “direct charging”. 

If QSCU took no action, this would mean 
that Members would be charged at ATM’s 
directly at the time of transaction.

Our Solution
We wanted to minimise the impact of ATM 
Direct Charging on Members as much as we 
possibly could. We did this through: 

   Changing the current transaction 
structure and providing all Members with 
a new transaction allowance. 

   Changing our banking system so that 
Members will not be charged directly at 
any ATM in Australia at the time of 

 the transaction - instead each ATM
 transaction will be debited from your
 new monthly transaction allowance. 

   Rewarding those Members who have 
invested more of their products and 
services with the Credit Union.

Please read the pack sent with your 
statement in January for more important 
information on direct charging and our new 
transaction structure for Members. 

Our solution to ATM direct charging

Rates are correct at time of printing. Subject to change. The information on this ad is of general nature and is not intended to be a substitute for personal advice. This ad has been produced without taking into consideration your 
personal fi nancial circumstances, objectives or needs. You should consider the appropriateness of the information to your fi nancial situation and seek personal advice before acting on any information in this ad. You should read and 
consider the Product Disclosure Statement before making any decision to purchase a fi nancial product. Qwealth Super is issued by Oasis Fund Management Ltd ABN 38 106 045 050 AFSL 274 331 (“Oasis”). A PDS is available by 
calling 1300 787 787 Qantas Staff Credit Union Ltd ABN: 53 087 650 557 AFSL 238 305 Financial advice is provided by Community & Corporate Financial Services Pty Ltd. ABN: 44 079 121 136 AFSL 225 085 (“ComCorp”). QSCU 
receives a commission for referrals to ComCorp and placing business through Oasis. Please refer to our Financial Services Guide or the ComCorp Financial Services Guide for more information.

www.qantascu.com.au1300 787 787call us or visit our website for more information

Security for your Super

5.50%p.a.
3 month Term Deposit rate.

6 and 12 month terms also available. 
Call us for our current rates.

Qwealth Super term deposit specials
  Fix your interest for 3, 6, or 12 months

  $5,000 minimum amount 

  Protection of a fi xed rate in volatile times

  Buys you time for when the markets pick up

  Provides peace of mind for your choice of a short or longer term

  Available now on Qwealth Super
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Global market conditions
How does this affect you and your 
Credit Union?
Interview with Scott King, CEO Qantas Staff Credit Union

How financially strong is the Credit Union? 

Firstly, I’d like to assure Members that your Credit Union is in a very 

strong and robust position, and your deposits are very safe. 

I am delighted to report that QSCU has had another strong year 

in 2008 with a pre-tax profit of $13.34 million to strengthen our 

capital base, and a 8.24 per cent increase in total assets under 

management to $1,531.63 million.

Our growth in earnings was provided by strong volumes in our 

key areas of home loans and deposits. Pleasingly, we have grown 

our loans by 17.21% to $1,263.11 million, and our retail deposits 

grew by 8.38% to $1,406.63 million. 

Under our prudential requirements all financial institutions are 

required to maintain liquidity levels at 9%. We are pleased to say 

that your credit union currently holds around 22% liquidity. 

How safe is our Credit Union?

•  Credit unions and building societies meet the same strict 

standards as banks, under the Banking Act and strict oversight by 

the Australian Prudential Regulation Authority (APRA).

•  We are prudent and responsible lenders. We have no exposure 

to the sub-prime loans in the US. Australian credit unions and 

mutual building societies are renowned for conservative policies 

on lending and thus have the lowest levels of arrears in the 

Australian lending market.

•  The Australian Government has also recently guaranteed all 

deposits with credit unions, building societies and banks. 

This means that all Australian deposits have the full backing

of the Government. 

Our Members can rest assured that their funds are safe. While the 

banking environment can be expected to remain somewhat 

turbulent, it’s pleasing to note that the Credit Union has never 

been in a stronger position. 

Is the Credit Union exposed to the sub-prime lending market?

The Credit Union is not exposed to the sub prime market.

 All our mortgages are secured by properties within Australia.

  We do not fund our loans from wholesale markets. We fund all 

our loans from Member deposits.

 We do not invest offshore

 We do not invest in foreign currency

 We do not invest in collaterised debt obligations (CDOs)

What is the new Government deposit guarantee?

The Prime Minister announced on 12 October 2008 a new scheme 

to guarantee all deposits held in credits unions, building societies and 

banks in Australia. This new scheme ensures that depositors will be 

guaranteed repayment of their funds in the extremely unlikely 

event that any banking institution faces stress.

The new Government deposit guarantee applies in exactly the same 

way to deposits with credit unions, banks and building societies – all 

are fully covered by the backing of the Australian Government.

All Credit Union savings products are secured under the Governments 

Deposit Guarantee. This includes our Term Deposits, At Call Accounts, 

Qsaver Accounts, RSA etc. 

What about QSCU deposits over $1million?
From 28 November 2008 there is a fee payable to the Australian 

Government to guarantee individual deposits in excess of $1 million. 

This guarantee is not compulsory and the fee will only be applicable to 

the portion of the deposit above $1 million. 

Should you have any further questions, please email them through to 

financialquestions@qantascu.com.au and we will endeavour to answer 

them promptly. 

I would like to thank our Members for your continued support and 

loyalty, and I hope you continue to enjoy your membership with the 

Credit Union.

Scott King,

CEO, Qantas Staff 

Credit Union Scott King, CEO 
Qantas Staff Credit Union
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“We chose IPscape from a tender shortlist because 
we trusted their value, people and support model. 
Our business relies on technology that is stable, easy 
to use and has the flexibility to support multiple client 
campaigns.  We like having one partner who provides 
telco and software with a feature set that we can 
migrate to as needed. 

We are delighted with IPscape who have delivered on 
time and on budget. I recommend IPscape without 
hesitation.” 

Doug Thomas, Managing Director
Thomas Direct 

“Our existing contact centre platform was a 
mishmash of aging equipment.  We decided on 
the potential replacement technologies that we 
were comfortable with and invited five companies, 
including the leading global brands, to tender. Four of 
the five respondents tried to wow us with technology 
and ‘cool’ factors.  IPscape took us to a real call 
centre with real operators and left us to have a chat. I 
thought that was a gutsy move.

But after our implementation I can see why they were 
so confident.”

Charles Young, CIO
Nutrimetics

IPscape clients discuss 
breaking free...

About IPscape
Built from the ground up in Australia, IPscape’s 
award-winning call centre and customer contact 
solutions benefit from over 50 years first-hand call 
centre experience and the latest voice and data 
technologies. Our business model is centred on 
delivering real-world benefits to clients every time.
As you see, we don’t approach things in a traditional, 
behemoth way - our approach is simple, clever and 
fast so you can concentrate on customer service 
delivery not the infrastructure.

“In looking for a disaster recovery option, we were 
highly impressed with IPscape’s flexibility and 
operational expertise. Where we have needed to use 
IPscape, they have not let us down - they delivered 
on their promise.”

Dev Mudaliar 
Teleperformance

IPscape Pty Ltd

HEAD OFFICE
ABN 80 115 398 448
Level 1
355 Bulwara Road
ULTIMO NSW 2007
02 9007 6700 

www.ipscape.com.au

UK OFFICE
Unit 12, Severn Court
Tything Rd,
Alcester
WARKS
B49 6EP
0845 868 1475
www.ipscape.co.uk


