WE BRING GREEN
IDEAS TO INVESTORS
WHO REALLY CARE
Australian and offshore investors have the power to change the world.
That’s why we connect them with socially responsible investment
opportunities like investing in NAB’s Low Carbon Shared Portfolio
and Australia’s first green RMBS. After all, it’s big ideas like these
that will help shape the future.

Want

big investment ideas?

Our Corporate & Institutional team can help.
NAB Big Ideas

© 2018 National Australia Bank Limited ABN 12 004 044 937 AFSL and Australian Credit Licence 230686. A145293-0918

contents
November 2018 – Issue 440

Publisher
The Association of Superannuation Funds
of Australia Limited (ASFA)
ABN 29 002 786 290
T 02 9264 9300
E superfunds@superannuation.asn.au
W www.superannuation.asn.au
Publishing Manager Katrina Horrobin
Editor Sara Fox
Technical Editor Julia Stannard

18
Trustability
By Ben Power
Dr Martha Rogers, one of the world’s leading
experts on customer-focused business
strategies, explains why there’s growing
pressure for organisations to earn and build
‘trustability’.

Senior Designer Lisa Collins
Superfunds magazine editorial committee
Russell Mason, Deloitte (Chair)
Daniel Frank, PFS
Tim Jenkins, Rice Warner
Angie Mastrippolito, NGS Super
Graeme Mather, Schroders Australia
Harry Wall, Janus Henderson Investors

Through the black mirror

Advertising enquiries Denise Gee
T 02 8079 0801
E superfunds@superannuation.asn.au

Getting it right

Subscription enquiries ASFA Membership
T 02 9264 9300
E membership@superannuation.asn.au
The publisher reserves the right to alter or omit
any article or advertisement submitted and requires
indemnity from the advertisers and contributors
against damages or liabilities that may arise from
material published.
Opinions expressed in Superfunds are not necessarily
those of ASFA. Information in Superfunds articles
is general only and does not take account of any
specific fund’s particular circumstances.
Copyright No part of this publication may
be reproduced, stored in a retrieval system or
transmitted in any form or any means, electronic,
mechanical, photocopying, recording or otherwise
without the permission of the publisher.
PRINT POST NO PP 24345900100

22

Moving the dial

26

By Craig Cummins
Are risk and compliance frameworks
adequately set up to manage risk more
effectively, prioritise member interests
and rebuild trust?

By Michelle Dunner
ASFA’s Spotlight on Member
Engagement event – part two

By Dr David Knox
A world class pension system must
have the right balance between
adequacy and sustainability

Talking Reg Tech

31

Game On
By Jeff Hall
Gamification is on the threshold to
deliver on long-heralded and broader
promises for both super funds and
members

Superfunds thanks Michael Dwyer
for his commitment and service to
the superannuation industry

For non-members, one year’s access to
Superfunds online is $59 for a special
introductory period. For more information
see www.superannuation.asn.au/superfundsmagazine/subscribe.

This magazine is printed on Programme
for the Endorsement of Forest
Certification (PEFC) – certified paper
from sustainably managed forests.

40

Q&A with Ross Sharrott
The new world of data aggregators
and the applications and implications
for super

52

By David Locke
The Australian Financial Complaints
Authority (AFCA) is not just another
EDR scheme

Celebrating an industry great 34

Ultimate control

48

By Lisa Schutz and Deborah Young
Exploring Reg Tech and its
application and value for
superannuation

Introducing AFCA

ISSN 0729-3828

Annual print subscription to Superfunds
ASFA members: $165 | Non-members: $198
(including GST, postage and handling)
Additional copies can be purchased from
ASFA Membership.

44

Superannuation industry
connectivity transformation

55

By Darren Binskin
An opportunity, a threat, or just
the cost of doing business for super
funds?

58

Irrestible
Q&A with Adam Alter
Why do we find technology so
addictive?

REGULARS
04 The voice of super

14 Rules and regs

62 Super verdict

06 Headlines

16 Out and about

65 Super stats

12 Policy frontline

60 ASFA calendar

66 The last word
Superfunds November 2018

3

the voice of super

Retirement in Australia

T

he ASFA annual Conference
provides an opportunity to
reflect back on the year that’s

been.
There is no doubt it has been a
difficult, challenging and, in many
ways, a confronting year.
But I want to step away for
Dr Martin Fahy
the moment from the immediate
ASFA Chief
challenges presented by the
Executive
Productivity Commission, the
Royal Commission, and the various
superannuation Bills such as
Protecting Your Super and Member Outcomes, and reflect
more broadly on retirement in Australia.
A GRAND BARGAIN THAT HAS ALREADY STARTED TO
DELIVER

Retirement in Australia, and superannuation is at the centre
of it, is ultimately a grand bargain between the present and the
future that has already started to deliver.
Despite the protestations of those who should know
better, superannuation is working. It may not be perfect, but
it is world class, and as we work to improve it even further
we should keep in mind what our primary objective is: A
dignified retirement for as many Australians as possible.
Born out of the heat of an inflationary 1980s the grand
bargain of deferred wages that is superannuation has become
an outstanding piece of public policy.
WHAT MAKES IT OUTSTANDING?

• The first thing that makes it outstanding is that it rejects
the idea of two Australias, two separate retirement
experiences. We used to have an Australia where those who
were well-off could become members of defined benefit
public sector and corporate schemes and enjoy a dignified
retirement and those who remained, were left to exist on
the Aged Pension.
• Instead we now aspire to something greater; a dignified
4
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retirement for as many Australians as possible.
• It also rejects the notion of saddling future generations
with an unmanageable fiscal burden. Instead of the 7, 9 and
11 per cent that the German, UK or Greek tax payer must
pay to fund the burden of their Aged Pension schemes,
ours sits strongly and reliably at 2 – 3 per cent of GDP. See
figure 1.
• It also rejects the ideological purity of a solution either
wholly free market or of unfettered collectivism, and
instead combines the best of these into a powerhouse of
investment returns. It stands unique in the world in its
ability to reconcile members’ best interests with the animal
spirits of the market. Of course in such system there will
be ups and downs. But as we’ve seen, in the last five years
we’ve managed to have outstanding returns reflected in the
numbers in figure 2.
• But what really makes it outstanding is the everyday and
mundane world of superannuation. A world in which on a
single standard day:
• $307 million in total benefits is paid to members
• $566 million in investment income is received by
superannuation funds
• 52 life insurance claims are paid
• 57 TPD and 124 Income Protection claims are paid
• 900 lump sum retirement payments are made and 140
new pension benefits are established
SUPER IS GOOD FOR THE ECONOMY

It’s important to understand that the fundamental business of
superannuation is retirement.
We’re not in the infrastructure business, we’re not in the
listed equities business. The business we’re in is retirement.
But that doesn’t mean superannuation doesn’t support
businesses or the economy generally.
Ultimately, 14 cents in every mortgage in this country
emanates from the superannuation system. 4.5 per cent of the
funds under management are invested in infrastructure – each
day people go to work, they go to airports, they work in office

blocks funded by super.
Funds have to give primacy to member returns and
members’ best interest but what we need to remember is that
at the same time what’s good for superannuation is ultimately
good for Australia.
A NEW ERA OF SUPERANNUATION

As we pass through what future generations will no doubt
see as the Golden Age of growth, not just in superannuation
but in Australia generally we need to be cognisant of the
responsibility that comes with size and scale. We must temper
hubris, rein in excess and remain humble – $2.7 trillion if
nothing else, is a reason to be civil.
THE AGE OF OPTIMISM

In difficult in times like these we need to remain optimistic
and cheerful about the future of superannuation, even when
so many people want to remove compulsion or whittle away at
the system.
Figure 1

But we have every reason to be optimistic. Our compulsory
superannuation system means that a dignified retirement is
within reach of the majority of Australians.
In order to do deliver this, we must address a number of
things:
• We have to address the failings the Productivity
Commission and the Royal Commission have revealed in
the course of this year
• We need to restate our commitment to moving to a 12 per
cent SG rate
• We need to take steps to address the post-retirement policy
settings
Most of all, we need to make a renewed commitment to civility
in the public sphere as we engage the market with ideas and
public policy choices that will define an outstanding future and
a better retirement for the people of Australia.

Figure 2
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Research finds ASIC contracts with financial services deter
misconduct
A UNSW study has found that financial services and credit providers fear being sanctioned by
Enforceable Undertakings (EUs), despite speculation that the regulatory contracts are ineffective.
The Australian Securities and Investments Commission (ASIC) released the pilot study on the
deterrent effect of EUs, which are contracts between the regulator ASIC and a financial service or
credit provider.
The study was led by Professor Dimity Kingsford-Smith, who is the MinterEllison chair of risk and
regulation and the director of the UNSW Centre for Law Markets and Regulation (CLMR).
The CLMR team was engaged by ASIC in June last year (2017) to undertake the pilot study in
response to a recommendation of the Australian National Audit Office (ANAO) that ASIC should
periodically assess the effectiveness of EUs.
The study found that financial services and credit providers wanted to avoid the perceived effects
of harsher sanctions, such as civil penalties.

Permanent job vacancies up more than 10 per cent
The latest Sunsuper Australian Job Index has revealed that although the job market fell slightly in
the September quarter (-1.6 per cent), contingent demand was up year-on-year, and permanent job
opportunities grew by 10.3 per cent in the last year
Sunsuper’s chief economist Brian Parker said this can be attributed to a strong employment
market, one where employers are confident to hire permanent staff, looking to lock in skills and
minimise talent shortages.

Businesses call for super overhaul for future generations
2018 Superfunds reader survey
Keating’s super meets the digital natives: The next generation of super, a Mercer research report
in collaboration with social demographer Bernard Salt found that more than a third of Australian
businesses believed the current superannuation system should be overhauled for the future
generations of workers, and more than half believed the system needed “adjustment” to remain
relevant.
The survey of 80 business leaders also predicted big changes for the future labour force, with:
• 53 per cent predicting an increase in women employees;
• 41 per cent expecting a decrease in male employees;
• 54 per cent forecasting an increase in contractors as the expense of permanent staff;
• a sharp spike in part-time workers, both men and women; and
• more employees aged 60 years and older.
Mercer CEO Ben Walsh said it was time to reassess an “outdated” Superannuation Guarantee system
to ensure it was still “fit for purpose”.
“A savings scheme structured 28 years ago to reward a lifetime of uninterrupted employment with
one firm no longer reflects the trend towards casualisation and contract work, and the job flexibility
increasingly being demanded by emerging generations,’’ Mr Walsh said.
Bernard Salt agreed: "Superannuation of the future needs to be portable both within Australian
workplaces, and even globally ... The next generation of super needs to reflect the agility, the diversity,
the globalness, the lifestyle choices of Australians today, that indeed the workplace now recognises.”

Tell us what you think
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ASIC announces review of school
banking
ASIC has announced that it will commence a review of
school banking programs in primary schools.
Deputy Chair, Peter Kell said, 'Transparency around
school banking programs is important. ASIC wants
to understand the motivations and behaviours around
school banking programs to ensure they ultimately
serve the interests of young Australians, and to enable
school communities to have an understanding of the
potential impact of these programs."
ASIC will consult with various stakeholders
including from the education sector, consumer
organisations, other regulatory agencies, as well as the
banks offering the programs.
It is expected the review will be complete by mid2019.

Recent political turmoil causing
Millennials to spend less
With the ongoing political turmoil and the Royal
Commission into the financial services industry, nearly
half of millennials are spending less than six months
ago and considering changes to their investment
strategy, according to research conducted by Raiz
Invest.
More than 1000 young Australians were asked
about changes in their spending and savings habits,
as well as trust in major institutions around personal
finances—including superannuation, savings and
investment funds—to uncover the impact of these
major events on their behaviour.
Key findings from the research showed that:
• nearly one in three (29 per cent) mistrust their
financial institutions with their super, with a third
(34 per cent) remaining neutral
• a quarter of respondents no longer trusted financial
institutions with their investment funds
• only 31 per cent expressed trust in the Federal
Government
• more than half (51 per cent) of Millennials are risk
averse when it comes to investing.

ASFA SUBMISSIONS
ASFA’s policy team has been working on a number of
submissions lately. The most recent are:
• Submissions to the Royal Commission into
Misconduct in the Banking, Superannuation and
Financial Services Industry:
• Response to the Interim Report – issues with
respect to regulation and the regulators
• Response to Round 6 insurance in
superannuation policy questions
• Response to Round 5 superannuation policy
questions
• Submission to the Treasury on the work test
exemption for recent retirees – draft legislation and
regulations
• Submission to Australian Prudential Regulation
Authority (APRA) ASFA response to Discussion
Paper – Post-implementation review of APRA’s
superannuation prudential framework

AMP agrees to sell wealth protection
and mature businesses
AMP Limited has announced the successful completion
of its portfolio review including an agreement to divest
its Australian and New Zealand wealth protection
and mature businesses (AMP Life) and reinsure New
Zealand retail wealth protection for total proceeds of
A$3.45 billion.
Mike Wilkins, AMP’s Acting CEO, commented:
“The completion of our portfolio review marks a major
step forward in reshaping AMP as a simpler, more
focused group, that is well positioned to compete in our
core markets.”
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INDUSTRY MOVEMENTS
First State Super welcomes new CEO
First State Super has welcomed incoming CEO Deanne Stewart ahead of a six-week handover with Michael
Dwyer AM, prior to his retirement.
Stewart brings to the role more than 20 years’ experience in superannuation and insurance both in
Australia and overseas.
Before joining First State Super, she was chief executive officer of MetLife Australia and previously held
senior roles with BT Financial Group, Merrill Lynch Investment Management in New York and McKinsey &
Company in London.
Chairman Neil Cochrane said: “Deanne’s extensive experience and achievements in financial services ensure she is well
equipped to be our next CEO.”
Stewart will assume the role and responsibilities of CEO following Michael Dwyer’s retirement on 30 November, 2018.

QSuper CIO announces
retirement
QSuper chief investment officer Brad
Holzberger has announced his intention
to retire at the end of September 2019.
Holzberger has been at the helm of
QSuper’s investment team since 2009
and directly oversees the investment of over $80 billion
in funds on behalf of QSuper’s 570,000 members.
CEO Michael Pennisi said Holzberger’s contribution
to QSuper, and to superannuation policy more broadly,
had been immense.
“Brad’s knowledge and wisdom is often called on in
industry and policy forums, and he has become a trusted
advisor to not only our investment committee and
board, but to regulators and policy makers across the
country who want to improve the system for the benefit
of all Australians.
“Brad served as a director of the Association of
Superannuation Funds Australia (ASFA) from 2011 to
2017. He was also the chair of ASFA’s Economics and
Investment Policy Council. Last year, he became one of
only 30 Australians to hold an ASFA life membership
for outstanding contribution to the Australian
superannuation industry,” Pennisi said.

8
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The AMP
Superannuation
boards announce
new appointments
The AMP
Superannuation boards
have announced
that Cathy Doyle and Tony Brain have joined them
as independent non-executive directors of AMP
Superannuation Limited and N.M. Superannuation
Proprietary Limited, both of which govern AMP’s
superannuation funds.
Doyle has more than 25 years’ experience in the
finance, superannuation and consumer services sectors,
holding senior roles at McDonalds Australia, BNP
Paribas, CBA, Qantas, NRMA and Perpetual.
Brain is a chartered accountant, with more than 30
years’ experience in Australia and the UK. This included
28 years with Deloitte Touche Tohmatsu, 12 as partner
responsible for the provision of assurance and advisory
services to clients in the superannuation industry. He
was also head of risk management at AustralianSuper for
nearly three years.
AMP Superannuation Limited Chairman Rick Allert
AO said: “We’re delighted to welcome Cathy and Tony
to the boards. Both have considerable experience in the
superannuation industry and will help ensure AMP’s
superannuation funds are governed in the best interests
of our members.”

@asfaAUST

Equity Trustees announces new leadership appointments
Equity Trustees has announced new leadership of its in-house asset management function following a review earlier this year.
Darren Thompson will take up the position of head of asset management, and Chris Haynes the position of head of
Australian equities, on 1 October 2018. They will be based in Melbourne.
“Darren co-founded Northward Capital in 2007 after moving from IAG Asset Management. He brings to Equity Trustees
30 years’ experience and proven success in the evaluation, structuring and execution of investments, leveraging analytics and
commercial insight to deliver excellent investment returns to clients.
“Chris brings over 25 years’ experience in investment and portfolio management. His proven track record of consistently
over benchmark results as well as his people management and team building skills ensures a positive injection of talent to our
business,” said Mick O’Brien, managing director, Equity Trustees.

NGS Super appoints CEO
NGS Super has announced the appointment of Laura Wright as its chief executive officer.
Wright has served as acting CEO of the fund over the past seven months, following the resignation of
former CEO, Anthony Rodwell-Ball.
NGS Super chairman, Dick Shearman praised Wright for her exceptional leadership and her diligence
during a year of change. “The board was delighted to appoint Laura as the fund’s CEO. She graciously took
the leadership baton as acting CEO and successfully navigated the fund through some industry challenges
and milestones which has seen the fund go from strength to strength”.
Wright is NGS Super’s second female CEO and has a long-standing history serving the fund for nearly two decades,
initially as an inaugural director, then chair. For the past ten years she has worked for the Trustee Office firstly as general
manager, operations before being appointed senior manager, governance.
Wright was a member of the Superfunds editorial committee for many years.

Challenger announces CEO retirement and succession
Challenger Chairman Peter Polson has announced Brian Benari’s decision to retire as managing director and CEO in
January 2019 and the appointment of Richard Howes to succeed Benari.
Benari will work with Howes over a six month period to ensure a seamless transition. Howes has held a number of
senior executive roles at Challenger since joining the company in 2003 including chief executive of Challenger’s Life
business and chief investment officer. He currently leads Challenger’s distribution, product and marketing team. Prior to
joining Challenger, Howes held senior positions with leading financial services groups in Australia and the USA, including
Macquarie Bank and Bankers Trust.
Polson said: “Since his appointment as CEO in 2012, Brian has overseen the transformation of the business with the
company more than tripling its market capitalisation to nearly $7 billion today. Similarly, assets under management has also
almost tripled. This has delivered a total shareholder return over this time of 209 per cent, compared to the ASX200 result
of 95 per cent.”
Benari said he was extremely pleased to see Howes appointed as Challenger’s next CEO. "Having worked with Richard
for many years, I know that he has an exceptional intellect, customer-focus and passion for our business. I am confident he
will lead Challenger to continued success,” he said.

ESSSuper announces new GM Member Engagement
ESSSuper has announced that David Daley is new GM Member Engagement.
Daley has a background as a senior executive in member-based organisations. He has a strong focus on
how a high performance culture drives success in member services. In his most recent role, Daley oversaw
contact centre operations supporting superannuation industry funds; such as AustralianSuper, HESTA and
Cbus.
Daley replaces the previous GM Member Engagement, Brad Weldon
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Spotlight on
insurance in super
Get ready for a new era of insurance in super.
Insurance in superannuation is being challenged to provide new levels
of transparency, accountability, communication and engagement.

Monday 25 February 2019 | Sydney
Book your ticket today

www.superannuation.asn.au/events/spotlight-on-insurance
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Three things to build trust:
Do things right
Do the right thing
Do it proactively
Martha Rogers PhD

bravurasolutions.com

Boost client engagement, enhance operational efficiency
and enable your digital strategies with Sonata
Bravura’s next generation financial administration software for the wealth
management and life insurance industries.

policy frontline

Reasonable fees for
comprehensive services

I

n the context of the recent
Royal Commission hearings,
the financial services sector
has become a pretty soft target for
criticism. However, commentators
consistently neglect to mention
the many valuable services being
delivered by superannuation funds.
Ross Clare
On the other hand, there have
Fellow of ASFA
been criticisms of various aspects
ASFA Director
of superannuation, not always
of Research
supported by the available evidence.
There are a number of reasons
for this. Australians are notorious for wanting to cut the tallest
poppies down to size. Superannuation funds are certainly tall
in terms of assets under management and how they measure
up internationally.
The sheer enormity of numbers that apply to the
superannuation system makes it difficult for people to
comprehend exactly what is being delivered. $2.7 trillion in
assets is a very big number. Most individuals have trouble
working out how much money they have in a coin tray let
alone what the scale of $2.7 trillion is.
One way of making the large aggregate numbers more
understandable is to bring them down to an individual level.
$2.7 trillion averages out to around $175,000 for each of the
15.6 million or so Australians with superannuation, though
clearly some Australians have more super than others.
Another way of making the numbers more understandable
is to look at typical daily flows and activities for the
superannuation sector.
Based on mostly APRA annual figures for 2016-17—
working on calendar days rather than just business working
days—each day of the year the following happens:
• $253 million in contributions are made by employers
• $38 million in tax on employer contributions is paid to the
Government
• $307 million in total benefits is paid to members
• $566 million of investment income is received by
superannuation funds
• 52 life insurance claims are paid
• 57 TPD claims are paid
• 124 Income Protection claims are paid
12
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• 900 lump sum retirement payments are made
• 140 new pension benefit accounts are opened
• 12,360 new accounts in total are opened
Some commentators seem to imply that all these activities
should be provided free or at a nominal cost, especially
if investment returns are negative in any particular year.
However, this level of activity and provision of benefits to
members is not something that just happens. Very considerable
resources are needed to generate the very considerable benefits
flowing to fund members.
The reality is that a mostly defined contribution system
investing heavily in equities and subject to complex prudential
and taxation regulation involves unavoidable costs. As well,
increasingly fund members are expecting their fund to provide
education, advice and online reporting and transaction
capabilities.
Despite these heavy cost burdens, the level of fees charged
by superannuation funds in Australia stack up pretty well
compared to equivalent funds overseas. As well, overall fees are
down a touch between 2016 and 2017; from 1.03 per cent of
total assets on average to 1.0 per cent on average.
Increased scale and greater technical efficiencies—together
with harder bargaining by funds with investment managers
(supplemented by strategic insourcing)—have reduced
costs. However, more member engagement, development
of retirement products and greater complexity of taxation
and regulatory arrangements have increased costs. Going
forward, further disentangling of advice fees from general
fund administration fees will also place downward pressure on
average fund fees.
One of the odd things about member attitudes to
superannuation is that people are generally more positive
about their own fund than the system as a whole. One of the
challenges for the sector is to increase member satisfaction,
both in regard to the fund they are in and in superannuation
more generally. ASFA will continue with its advocacy and
public information activities designed to better inform the
public about superannuation and to boost confidence in
superannuation.
Also, the scrutiny from the Royal Commission is
already leading to an even greater focus by funds on good
fund governance and enhancing member outcomes. The
process of review and examination has been expensive and
time consuming for funds but hopefully both the public
interrogations and the introspection involved will lead to better
outcomes for fund members.

THE CLASS
OF 2019
IS COMING

I S OUR S UPER SYSTEM RE ADY ?
The first generation born in the digital age have been
raised, educated and are ready for the world of work.
But is the world of work ready for them? Australia’s
compulsory superannuation system was introduced in
1992, when ideas like start-ups and gig working were
as rare as changing prime ministers, and mobile phones
were an oddity, not an outright necessity.

#ADifferentKind

We don’t know what challenges the next generation
will face when they retire, but we do know today’s
super system will need to adapt. How? We put the
question to some of Australia’s biggest employers
and their views are fascinating.
Pick up your copy of Mercer’s Next Generation of
Super Report at booth #22-23 this ASFA Conference.

rules and regs

Royal commission, design & distribution and other
developments
JULIA STANNARD reports on recent legislative and regulatory news and developments affecting the
superannuation industry.

FINANCIAL SERVICES ROYAL COMMISSION

The Royal Commission into misconduct in the banking,
superannuation and financial services industry recently
issued its interim report and outlined the policy issues and
questions arising from the sixth round of hearings in relation
to insurance.
The interim report raises specific issues arising from the
first four rounds of hearings, including those addressing
consumer lending and financial advice. It also poses a number
of questions in relation to regulation and the regulators. These
include:
• whether any changes to the law are necessary
• how APRA and ASIC should respond
• whether the regulatory architecture should change
• the proper place for industry codes of conduct
• whether structural change is necessary.
After the sixth round of hearings the Commission highlighted
some policy issues in relation to insurance and questions to
assist parties in preparing for written submissions. Relevant
specifically to insurance provided through superannuation,
these include whether:

14
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1. universal minimum coverage requirements, key definitions
and/or key exclusions should be prescribed for group life
policies offered to MySuper members
2. group life insurance policies offered to MySuper members
should be permitted to use a definition of ‘total and
permanent incapacity’ that derogates from the regulatory
definition of ‘permanent incapacity’
3. registrable superannuation entity (RSE) licensees should
be obliged to ensure their members are defaulted to
statistically appropriate rates for insurance required to
be offered through the fund under the Superannuation
Industry (Supervision) Act 1993
4. engagement of an associated entity as a fund’s group life
insurer should be prohibited or subject to additional
prudential requirements
5. the terms set out in the Insurance in Superannuation
Voluntary Code of Practice are sufficient to protect the
interests of fund members.
A seventh and final round of public hearings will be held from
19 – 30 November, focusing on policy questions arising from
the first six rounds of hearings. The Commission is due to
provide its final report by 1 February 2019.

DESIGN AND DISTRIBUTION OBLIGATIONS AND PRODUCT
INTERVENTION POWER

The Treasury Laws Amendment (Design and Distribution
Obligations and Product Intervention Powers) Bill 2018 has
been introduced into Parliament. The bill seeks to implement
the Government’s response to key recommendations from the
Financial System Inquiry.
The proposed design and distribution obligations will
require issuers of financial products to:
• identify target markets for their products, having regard to
the features of products and consumers in those markets
• select appropriate distribution channels
• periodically review arrangements to ensure they continue
to be appropriate.
Distributors of financial products will be required to:
• implement reasonable controls to ensure products are
distributed in accordance with the identified target markets
• comply with reasonable requests for information from the
issuer in relation to the product’s review.
Some products will be exempt from the design and
distribution obligations, including MySuper products and
interests in defined benefit superannuation funds and eligible
rollover funds. The design and distribution obligations are
intended to apply to all financial products two years after the
bill receives royal assent.
The proposed intervention power will allow ASIC to
regulate, or if necessary, ban potentially harmful financial and
credit products where there is a risk of significant consumer
detriment. The power is intended to enable ASIC to take
action before harm, or further harm, is done to consumers.
The intervention power is intended to apply from the day after
the bill receives royal assent.

AFCA UPDATE

ASIC recently registered the ASIC Corporations and Credit
(Transition to AFCA) Instrument 2018/814. This extends
the statutory period for an Australian Financial Services
licensee to notify ASIC about a change in their external
dispute resolution details in relation to the commencement
of the Australian Financial Complaints Authority (AFCA).
The instrument effectively requires licensees to make this
notification to ASIC in the period between 1 November and
30 November 2018.
AFCA has now finalised the terms of its interim funding
model that will apply until the end of the 2021 financial
year. During the interim funding period, superannuation
providers will be subject only to an annual superannuation
membership levy, based on the model used to determine the
superannuation supervisory levy collected by APRA.
CONSULTATIONS AND INQUIRIES

In addition to the Royal Commission, there are a number of
other recent consultations and inquiries either underway or
just concluded that have potential impacts for superannuation.

These include:
• Work test exemption for recent retirees - the Government
has undertaken consultation on its May 2018 Budget
proposal to provide a one-year exemption from the
contributions work test for eligible recent retirees.
Under the proposal, retirees aged 65-74 with a total
superannuation balance under $300,000 would be exempt
from the contributions work test for 12 months from the
end of the financial year in which they last met the work
test. The exemption will apply to voluntary contributions
made in the 2019-20 and later financial years. Submissions
closed on 26 October.
• Family law and superannuation – the Australian Law
Reform Commission has released a discussion paper on
proposed reforms to the Family Law Act 1975, including
aspects of the superannuation splitting rules. Submissions
closed on 13 November.
• Penalties for financial sector misconduct - the
Government has consulted on draft legislation to
strengthen the penalties for corporate and financial sector
misconduct. The reforms would increase the penalties for a
range of offences in ASIC-administered legislation as well
as introducing significant new offences. Submissions closed
on 23 October.
• Refundable franking credits - the House of
Representatives Standing Committee on Economics has
been tasked with inquiring into the use of refundable
franking credits, their benefits and the implications of their
potential removal. Submissions closed on 2 November. A
reporting date for the inquiry has not been advised.
NEW REGULATIONS

The Government has recently made a number of regulations
relevant to superannuation. These include:
• Extension of SuperStream to SMSFs - the Treasury Laws
Amendment (2018 Measures No. 2) extend the operation of
SuperStream to cover SMSFs. In particular, the regulations
apply the SuperStream data standards and process to
rollovers to or from SMSFs requested from
30 November 2019.
• Superannuation Guarantee – the Superannuation
Guarantee (Administration) Regulations 2018 remake the
Superannuation Guarantee (Administration) Regulations
1993, which were due to sunset (expire) in October.
According to the explanatory material, the remade
regulations make minor technical changes but no changes
to the substantive meaning or operation of the existing
regulations.
• Statutory declarations – the Statutory Declaration
Regulations 2018 repeal and replace the Statutory
Declaration Regulations 1993, which were due to sunset in
October. The remade regulations alter the prescribed form
for a Commonwealth statutory declaration and expand and
clarify the list of occupations and persons before whom
such declarations can be made.

‘Rules and regs’ provides a snapshot of key regulatory developments. ASFA members also have access, via the ASFA website, to the ASFAThomson Geer Regulatory Update. Delivered in partnership with Thomson Geer, this comprehensive quarterly Update seeks to keep members
informed on the changing superannuation environment across new legislation, developing policy and pertinent case law developments.
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Ahead of two presentations at the ASFA Conference,
DR MARTHA ROGERS spoke with Superfunds about
the growing pressure for organisations to earn and build
‘trustability’ as technology continues to drive greater
competitiveness and transparency. By BEN POWER
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member focus

M

artha Rogers, PhD, one of the world’s leading
experts on customer-focused business strategies,
once invested $1000 with a friend who had become
a financial planner. Her friend promptly lost $700 of it in
bad investments. Rogers says after the loss, she still loved
her friend and trusted her integrity, but she didn’t trust her
competence. “I would no longer trust her with my money,” she
says.
The experience highlights the vital role of trust in finance.
“It’s huge,” Roger says. “It’s your money. This matters! In many
cases it’s your future.”
But, more importantly, it highlights the complicated nature
of trust, which incorporates both goodwill towards customers
but also competence.
“We have to be able to trust that someone is looking out for
“me” and not just their own commissions,” she says. “And they
have to be good at what they’re doing. So if it’s an investment, I
have to know they’re not going to lose money.”
Rogers spoke with Superfunds ahead of her two
presentations at the ASFA Conference in Adelaide, where she
will look at how important it is for organisations to earn and
build ‘trustability’ – the level to which customers, employees
and business peers can trust that you care about them and
can deliver on promises and that you are proactive in their
interests.
Rogers argues that for organisations—particularly financial
service firms like super funds—gaining trust has never been
more vital. In an age when technology is driving greater
competitiveness and transparency, it may be one of the most
potent sources of competitive advantage and disadvantage.
But gaining and building trust is difficult. It requires an
understanding that trust matters. It requires a commitment—
at all levels including the business model—to proactively focus
on the things that truly deliver for customers and members,
and not just the organisation itself. And then to effectively
measure, reward, and improve trustabililty.
Rogers started her career as an advertising copywriter,
ending up an advertising director of a large department store.
But she had never studied advertising, so she went back
to school to get a degree, ending up with a PhD from the
University of Tennessee and becoming an academic where she
taught advertising and marketing.
In the late 80s she realised the huge impact that technology
would have on mass marketing and advertising. But when she

told colleagues and students, who were focused on landing
sexy Madison Avenue gigs, they weren’t interested.
One day she took some of her students to an Ad Club
gathering where Don Peppers was presenting. “He was talking
about exactly what was happening,” she says. She approached
Peppers and told him a book needed to be written. He said he
was a Madison Avenue guy and not an author. “Let’s write it
together,” Rogers said.
Rogers and Peppers went on to co-author nine books,
including their first, The One to One Future, a seminal book
on customer-centric marketing, which has been described as
“one of the two or three most important business books ever
written”. (The duo also launched a consulting firm, Peppers
and Rogers Group, now owned by TTEC.)
Their last book, Extreme Trust: Honesty as a Competitive
Advantage, now in a updated and revised paperback, outlines
how, in an age of transparency, companies must build trust to
remain competitive.
Rogers says there are two qualities to trustability:
competency and goodwill. That means someone will trust you
when:
1. they see that you have goodwill towards them and wish
them well, and
2. you are good at doing the things you say you’re going to do
When it comes to business, Rogers says there is a third
element: being proactive. That’s when companies not only do
the right thing but do it proactively.
So Rogers says therefore organisations need to do three
things to build trust:
• Do things right
• Do the right thing
• Do it proactively
Unfortunately, becoming trusted is difficult. People generally
are less likely to trust. In Australia, the Royal Commission into
Misconduct in the Banking, Superannuation and Financial
Services Industry has significantly damaged trust across the
financial services industry.
Rogers says the Royal Commission, by its very existence, is
sending a message from Government: You can’t trust finance
companies, so we’re going to step in and make sure you’re
safe. In that environment, an organisation or fund within the
industry might be trustable, but the public will assume they
can’t tell and will think, “If the Government says I’ve got to be
wary, then I should assume they’re all out to get me.”
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At the same time that trust is waning, organisations are
now open to greater scrutiny. “One of the biggest things
technology is driving is transparency,” Rogers says. “The cost
of secrecy is rising. Social media exposes everything fast, and
permanently. One slip-up, and somebody will likely release the
video with a YouTube rant that goes viral.”
It is becoming increasingly difficult to hide. “All of a
sudden you have to make decisions as though everybody is
going to find out what’s happening, because—guess what—
everybody will.”
Rogers says she thinks of the future as a place where there
are “no more closed-door meetings”. “Even if you have a door
on the meeting room it’s probably made of glass and people
can read lips through it. There’s just not going to be the kind of
secrecy there used to be.”

from what the industry normally does,” she says.
Another challenge to building trustability is measurement.
How do you know if your members or customers trust you?
Again, it’s surprisingly difficult.
Rogers, who in 2015 founded Trustability Metrix to help
organisations gauge their trustability, says many organisations
simply don’t want trust measures because they fear that poor
results could be leaked. But they can also trip up in how
they measure trustability. She says that, counterintuitively,
asking your members is the least accurate way. That’s because
they don’t even know, in many industries, what a “trustable”
organisation would look like.
A much more accurate way to measure trustability is to
ask your employees. In simplified terms it’s asking them: Do
you trust the company you work for? And, can members

We will see more and more competition based on
customer experience and trust.

There is a path for organisations, and super funds, to build
trust, but it’s not easy.
It means increasingly aligning members’ interests with the
organisations’. Rogers says that is challenging. “That’s tough for
a lot of companies,” she says. “But if they don’t, it comes out in
the wash sooner or later.”
It’s tough because, firstly, alignment often means a focus
on existing customers. But keeping customers, while cost
effective, isn’t as sexy as reporting customer acquisitions.
Alignment also requires innovative thinking. Rogers says
the Royal Bank of Canada (RBC) is one financial institution
that successfully aligned its own interests with customers to
drive a better outcome.
Frugal Canadians hate getting overdraft fees. It was costly
for RBC to handle complaints. But the fees increased the risk
that customers would leave to another bank. RBC found it was
cheaper to waive the fee—along with a gentle reminder—for
customers with a good record.
The year they implemented the change, along with others,
Rogers says the average value of customer went up 13 per cent.
The average value of the most valuable customers went up
about 20 per cent. “That took the ability to think differently
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trust the company you work for? “If employees can answer
those anonymously or privately we can learn a lot about how
trustable a company is,” Rogers says.
But Rogers says there is another valuable way to measure
your trustability: What KPIs does your organisation use?
A company that is purely focused on quarterly earnings is
probably less trustable than one that measures employee
involvement and engagement and consumer net promoter
score or changes in customer equity.
Increasingly, organisations, particularly financial services
firms, face having their trustability threatened by mistakes,
which in an age of transparency are much more likely to come
to light.
Rogers says it is very difficult for customers to forgive
evasion or poor ethical behaviour. But most mistakes are
competence problems, just screw ups. “Things happen,” Rogers
says. “Like human beings, companies make mistakes.”
Organisations need to announce the problem, then
apologise—“A lot of people, unfortunately, have a problem
with that,” Rogers says—then outline the steps you’re taking to
ensure it won’t happen again, and look, here are the steps that
will make it better for the member or customer.

So amid these challenges, and the trust issues created
by the Royal Commission, how can super funds begin to
proactively build trustability?
Rogers says there are three key steps.
1. UNDERSTAND WHAT YOUR MEMBERS ARE UP AGAINST

That means a deep understanding of the whole point of a super
fund. For a member, it’s their entire future and retirement:
the ability to support themselves in retirement and not be
dependent on their family. “Funds need to put themselves in
members’ shoes and realise how big the stakes are.”
But Rogers says funds can’t put themselves in members
shoes ‘generally’. Instead, they need to understand all their
types of problems, issues, risk management needs, and fears.
They need prepare to address combinations of those when they
speak with members. “That combination is very important,”
she says. “Each member is an individual and cookie-cutter
plans that work for some customers won’t sound right or work
for others.”
2. REMAIN IN TOUCH AND BE PROACTIVE

The second step is to be proactive. That means offering
solutions to members and communicating change. “Don’t just
leave the responsibility on members’ shoulders; they are busy
living their lives. You need to figure out ways to make it easier
and better for members to do things they want to do.
3. INVEST IN AND MEASURE TRUSTABILITY

The third step is to invest in doing the things that make your
organisation trustable. That means measuring success based
not just on traditional measures like profitability but also on
trustability, member experience, and member care.
When Rogers flies into Australia, it will be her sixth trip
to the country, but her first to Adelaide. She says she is excited
about meeting the conference presenters and attendees,
though she is sorry she can’t stay longer and see more of the
sights in and around Adelaide.
But Rogers will definitely have time to deliver her key
message: the pressure to become trustable will only increase.
“We will see more and more competition based on customer
experience and trust,” she says.
Technology will make it increasingly easier for members
and customers to look for and evaluate trust. Companies
that haven’t invested in trust building and are solely focused
on developing and distributing good products will be at a
disadvantage.
“What will happen is that customers will vote with feet and
wallets and go someplace else where they feel they’re not going
to get ripped off, even a little tiny bit around the edges,” she
says.

Martha Rogers will further explore the data and research about how
companies with higher trustability outperform at the ASFA Conference
Keyote Six Earning trust: Suddenly imperative on Wednesday 14
November and Building trustability, parallel session 2D on Thursday 15
November.

In this second part of the Spotlight
on Member Engagement series we
cover the sessions ‘Avoiding the
‘Nosedive’ – how digital can help
super create shared value’ and
‘Re-imagining the journey’.
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How can we engage members in an environment of limited
influence and interest and manage the competing priorities of data
collection and privacy? MICHELLE DUNNER reports.

T

he cult British sci-fi TV series Black Mirror had an
eerily prescient episode called ‘Nosedive’ where a
smartphone-addicted populace continually rated each
other on their social interactions. That data stream ended up
dictating all aspects of a person’s life.
It’s hardly far-fetched; anyone who has ever taken an Uber
knows about its ranking system. China has already announced
plans to develop a social “score” for its citizens, which can rise
or fall depending on their actions—or infractions—rewarding
them for good behaviour and punishing them for poor deeds.
The ASFA Spotlight on Member Engagement recently
looked at how data can be effectively used in superannuation
to drive optimal interactions with fund members.
During a panel session “Avoiding the Nosedive”, chair
Thomas Reeh from AHC said that, for superannuation,
technology development and regulatory concerns go hand-inglove. “Really, it’s about how our industry can transcend fears
about the collection of data and create apps and platforms that
offer shared value,” he said.
So how can super leverage the experience of other
industries to create mutual value and engagement? Reeh said
it essentially comes down to what information the industry is
trying to obtain and clearly demonstrating the benefit to the
member in return.
Midwinter chief executive Julian Plummer was asked how
his organisation leverages the experience of other industries.
“That's a very easy question to ask but a very tough one to
answer,” he replied. “We have a problem in our industry that
only 20 percent of Australians seek financial advice and so
something's not working somewhere; trying to talk to them
how to live a comfortable lifestyle in retirement is challenging
at the best of times.
“But there is a shift in how to talk to them as we move
onto digital devices. The busiest bank branch in Australia
was the Westpac on the corner of Castlereagh and Martin
Place in Sydney, which is now being demolished. The busiest
bank branch is now the 333 bus from Bondi Junction to
Edgecliff. The real challenge is how to be on that bus and
communicating with your members.”

Plummer believes to engage with super fund members, the
industry needs to avoid “ruffling their feathers”.
“We find that peer group comparison works very well.
When I go into a superannuation website, one thing that
really annoys me is using a budgeting calculator. You
spend 20 minutes typing in all your grocery bills and your
entertainment expenses and whatnot and then you go get a
cup of coffee. When you come back and you get a 404 error
because the website's timed out. It was a calculator that led
nowhere and did nothing. It had no call to action. It's like
going down a one-way street that hits a cul-de-sac. I think
‘well, what was the point of that?’.
“Having a set of tools that engages and doesn't overwhelm
with information I think is the key. Don't ask them to fill out a
full fact find. Don't ask them to do a whole budgeting system
and if you do get them to do that at least have the ability
to save so they can come back, edit, create and modify that
information.
“I think there's been a big disconnect because we have
calculators to the left hand side and we have your advice tools
and your financial planning software on the right and then
you have phone based advisers and face-to-face advisers and
no one talks to each other. They're all using different systems
which all have different assumptions, and different outputs and
different outcomes so the whole thing is just a mess.”
Peer comparison is a powerful tool. “We just ask for a
postcode and from that we can start comparing each member
to their neighbours and all of a sudden they start to get a little
bit upset if they find out they’re earning less than Joe Blow
next door. That's when you can start having that conversation
about advice and where you see yourself when you hit
retirement.
Has superannuation shied away from delivering lessthan-positive messages? “I prefer the ‘hang myself ’ moment,”
Plummer said. When I do a demonstration and get some
tension in the room, I’ve got them. As soon as I get some
emotions out of you I draw you in and we start using the
software.
“It's this indifference that's hard to battle and so getting
emotion from people and drawing them into the calculators
Superfunds November 2018
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means they’ll provide information on their own terms – and
that’s a primary driver of people taking some action.”
Harald Lohe from Salesforce says the lack of trust in the
market in financial services is playing a part. “We find having
trust and a secure platform for customer data is probably the
main priority we’re seeing at the moment.
“But we’re living in an age of intelligence; AI is a part of
our daily lives, making what we use personalised, mobile and
fast. There is a massive chasm between what organisations are
delivering and what the customer expectation is.”
Lohe says foreign exchange (FX) is a good example of
where data-driven apps and platforms need to have a lot of
agility built in. Joshua Hicks from Pepperstone, which uses a
Salesforce platform, says FX faces a lot of the same challenges as
superannuation. “Our major differentiating factor is customer
relationships – one-to-one journeys that make things as
personal as possible.
“Like superannuation, we have this big pile of data sitting
there and we can’t quite figure out how to make meaningful

It comes back to ethics,
principles and trust

insights and how to action those in a really agile and efficient
kind of way. People expect an experience that's super
personalised, that's really tailored to all the data that a client
expects you to be using. They expect you to already know as
much about them as they let you know.
“We've taken a bit of what we call an intelligence
omnichannel approach to engaging with our clients, working
hard to meet them at every touchpoint. When you engage with
a company for support the last thing a lot of people want to do is
have to call in or send an email, to wait for a response. We've all
experienced this a million times.
“We focused on opening up simpler channels, live chat,
things like Facebook Messenger. Even now iMessage has a
business unit so you can actually contact Pepperstone directly.
Just little things like that streamline your client experience.”
So is there a line where the capture of data potentially
becomes creepy?
“It comes back to ethics, principles and trust,” Lohe said.
“Security and keeping data away from bad guys is key. If you
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have organisations that are focused on that it provides a very,
very good platform to keep the data safe. If you're working with
an organisation that doesn't have trust front and centre and
practice it on a daily basis. you probably need to question why
you're working with those people.”
AHC’s Reeh asked about data insights to power
segmentation. “You could have two 55-year-olds that are at
completely different ends of the spectrum when it comes to
retirement readiness,” he said. “I think there's still way too much
of the ‘Oh well you're in this age band’ so you're going to get
a specific type of marketing message. How can super segment
the data that’s available? How are other industries tackling the
challenge?
Pepperstone’s Hicks said it’s a problem in FX marketing. “It’s
complicated to pin down these tiny differences that can create
micro segments. While these two people are the same age, live
in the same place and have similar deposits, you really have to
start looking at the granular details.
“Some of the things we look at are frequency of trading, what
amounts and when they lodge; we combine that with where they
live, what kind of account they have, what interactions they’ve
had with support. We're currently developing a way of basically
inputting sentiment so we can track this during interactions and
start to factor that into our formulas.”
Plummer commented that Midwinter runs a function
through an application programming interface (API). “It's
called the Retirement Comfortability Index (RCI). We leapfrog
segmentation really because it's all about best interest and doing
what's right for that particular member. Forget about all the
other members. We're concentrating on this one and this one
alone. Like you said, this 55 year old is completely different to
every other 55 year old on the planet and all we're concerned
about is him or her. We throw all the information we have about
that member into the algorithm and it spits out an RCI out of
100. How well is this member prepared for retirement?
“It's a percentage and so what you want to do is then start
engaging with those members that are below 50 to say ‘look,
based on what we have this is what we think your outcome and
retirement's going to be. You're not going to be driving a Ferrari.
It's going to be a second hand VW’.
“The more information we have from calculators, or advice
modules or the last time that member saw a face-to-face advisor
builds up what you know about that person. Every time you
push that information into the RCI algorithm you can actually
look at the improvement over time.
“We try to steer clear of segmentation and look at a member
in isolation as if they’re the only member that matters. I think in
the light of the Royal Commission, that's certainly the best way
to go. Forget everyone else, concentrate on that one member like
their life depends on it.”

ASFA wishes to thank Spotlight on Member Engagement event
partners NAB and Midwinter.

member engagement

Data and consumer
behaviour
In the face of cyberattacks and data privacy issues, are
consumers taking more control over the information
they provide through digital channels? Kim Anderson,
the general manager of NAB Labs addressed how
super could position itself better with members and
the optimal way to innovate.
“With any innovation approach, we always start with
what's the insight? What's the pain point? Then you
go through these scaling phases of experimenting
quite rapidly, seeing if it's the right pain point you're
solving."
“Is there desirability for your customers? Do you have
a real commercial case for being able to build on this?
Can you actually do it within your own organisation or
do you need a partner to help you get there faster?”
Anderson pointed to NAB Labs’ partnership with
realestate.com.au as an example. “If you've got
a product that's existed for a long time like home
lending, you have a substantial amount of insight on
that product.

“But when you move into a new way of doing home
lending and moving into a space that you have not
had any traction before, it takes a significant amount
of time to really experiment and work through how
you’re approaching the customer in a different way
(and working out) how to use your partners to help
you get there.
“In your organisation it's important to have visionaries
who are looking ahead, but also are challenging how
you've done things before. If you continue to do
things the way you've always done them you won't be
able to create that new traction, you won't be able to
create those new business models.”
In a world where people are able to share their
information easily, what are the implications from a
superannuation perspective? “We've been watching
the UK on this front and there's definitely a huge
amount of education required to get consumers
interested,” Anderson said.
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A world class pension system must have the right balance between
adequacy and sustainability. While no pension system is perfect, 4th out
of 34 in the world must mean Australia is doing some things well, writes
Dr DAVID KNOX.

A

geing populations continue to pose a challenge
to governments worldwide, with policymakers
struggling to balance the twin goals of delivering
financial security for their retirees that is both adequate for the
individual and sustainable for the economy.
Now in its tenth year and measuring 34 global pension
systems, the Melbourne Mercer Global Pension Index reveals
who is the most and who is the least prepared to meet this
challenge.
This year the Index reveals that many North-Western
European countries lead the world in providing the best
pension systems for their citizens. The Netherlands, with an
overall score of 80.3, just beat Denmark to first place by 0.1, a
spot held by Denmark for six years. Finland bumped Australia
(72.6) out of third place with an overall score of 74.5 and
Sweden (72.5) came in fifth place.
Common across all results was the growing tension
between adequacy and sustainability. This was particularly
evident when examining Europe’s results. Denmark,
Netherlands and Sweden score A or B grades for both
adequacy and sustainability, whereas Austria, Italy and Spain
score a B grade for adequacy but an E grade for sustainability
that visibly points to areas requiring reform.
Author of the report and senior partner at Mercer, Dr
David Knox explains: “The natural starting place to having
a world class pension system is ensuring the right balance
between adequacy and sustainability. This year we see that
some countries are doing reasonably well in both adequacy

and sustainability, but there are others where the benefits for
many retirees may be adequate, but they are unlikely to be
sustainable – Austria, Italy and Spain are examples and you’d
probably mention Brazil and Japan in there as well.”
What the report highlights is that countries are in different
positions in terms of the long term relationship between
adequacy and long-term sustainability.
“It’s a challenge that policymakers are grappling with,”
says Dr Knox. “For example a system providing very generous
benefits in the short-term is unlikely to be sustainable,
whereas a system that is sustainable over many years could be
providing very modest benefits. The question is – what’s an
appropriate trade-off?”
As highlighted in Chart 1 on the next page, all systems
should aim to adjust their settings so they are moving towards
the top right quadrant. By looking at the common features
of those in this space it becomes easier for others to design
and adapt their own systems. From an Australian perspective,
adequacy and not sustainability is the main concern.
COVERAGE BECOMES MORE IMPORTANT

Dr Knox adds that beyond the challenge of balancing
adequacy and sustainability, an emerging dimension to
the debate about what constitutes a world class system
is “coverage” and the proportion of the adult population
participating in the system.
“In some countries, broad coverage has been successfully
accomplished through compulsory workplace pension systems
Superfunds November 2018
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or, in some cases, auto-enrolment arrangements,” he says.
“However, with changes in the way people are working
around the world, we need to ensure these schemes include
everyone so that the whole workforce is saving for the future.
This includes contractors, self-employed, and anyone on any
income support, be that parental leave, disability income or
unemployed benefits.”
INTRODUCING A NEW QUESTION TO THE INDEX:
HOUSEHOLD DEBT

An important adjustment to the adequacy sub-index this year
was a new question relating to household debt to gain a more
holistic view of retirement adequacy.
The index has always considered the level of household
saving as it represents an important contribution to the

level of non-pension saving. However, this current question
relates primarily to the flow of household savings and does
not consider the accumulated level of household debt. In
some countries where there is significant household debt,
such as Switzerland and Australia, some retirees will use
superannuation savings to pay off their debt, resulting in
retirement savings being reduced and benefits being lowered.
“What we try to do is go beyond the three pillar approach
and consider five pillars thereby considering what happens
outside the pension system. That’s where the household
debt comes into play,” Knox said. “When we’re talking about
retirement pensions, we need to make sure that we don’t just
look at super, and we don’t just look at the aged pension, and
voluntary savings, but we need to look at household savings,
home ownership to get the full picture.”

Chart 1: Adequacy versus Sustainability ratings for global pension systems
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Examining five pillars – including household savings
and household debt - allows a fuller picture that can assist
in designing regulation and taxation policy to encourage
complementary behaviour rather than perverse behaviour,
Knox said.
SO WHY DID AUSTRALIA SLIP FROM THIRD TO FOURTH IN
2018?

David Knox says that Australia’s downgrade is primarily due
to a toughening of the assets test and the inclusion of the level
of household debt (as noted above) as part of the adequacy
sub-index.
“The OECD produces the net replacement rates every
two years for their member countries and we have used
these results for this year’s study and it’s caused a significant

reduction in our net replacement rate,” Knox said. “The cause
is very simple. Although people are saving through super
during their career, the stronger assets test means they are
getting reductions to their Age Pension. Their net income is
lower in retirement, so that’s the primary reason for the lower
score.
“What it does highlight, and it’s highlighted in other
systems as well, is that policymakers need to make sure that
the various pillars work together, and that these pillars provide
the right incentives for people to save for the future.”
WHAT DOES THE FUTURE LOOK LIKE?

Some pension systems face a steeper path to long term
sustainability than others, and all start from a different origin
with their own unique factors at play. Nevertheless, every

2018 Results
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country can take action and move towards a better system.
In the long-term, there is no perfect pension system, but the
principles of best practice are clear and nations should create
policy and economic conditions that make the required
changes possible.
This year’s Index now includes Hong Kong SAR, Peru,
Saudi Arabia and Spain, covering 34 systems against
more than 40 indicators across adequacy, sustainability
and integrity. This comprehensive approach highlights an
important purpose of the Index – to enable comparisons of
different systems around the world with a range of design
features operating within different contexts and cultures.
The only commonality globally is that no-one is satisfied
with their own country’s pension system, Knox added.
“We see this in Australia, with the Productivity
Commission report, and yet we’re still coming 4th out of 34
systems,” he said. “We see in the Netherlands where there’s a
lot of concern, a lack of trust in the system, yet they came out
as the leader this year. One thing this report can show is that
no system is perfect - there will always be shortcomings, there
will always be room for improvement, but if you’re in the top
half-dozen systems you’re doing some things well, and don’t
discount that.”
Dr David Knox is a senior partner at Mercer. He can be seen at
ASFA Conference Parallel Session 3C "our world class system—
an expert critique" on Thursday 15 November.
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From an Australian perspective,
adequacy and not sustainability
is the main concern

gamification

Often described as the silver bullet for customer engagement and
a driver of behaviour to help solve real life problems, gamification
is part of our every-day lives – from social media to banking
and education. In fact, it’s now on the threshold to deliver on
long-heralded and broader promises for both super funds and
members, writes JEFF HALL.
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any superannuation funds have developed a new
arsenal of tools to help members plan for a
high-quality retirement. These tools can re-calibrate
how and when a fund engages with members, and include
online transactions, personalised content and the option for
digital advice offerings to name a few. They can help members
measure spending levels and budgets and crucially monitor
budgets in real-time, taking the guesswork out of the equation.
When these tools are tailored for each member’s personal
super journey, together with digital technology options
that are actually fun to use, it’s known as gamification.
Gamification is not new and for some years, select super
funds have been rolling out gamification elements into their
online relationship with members. Spurred on by the digital
transformation process of taking their business online for
members, online tools for many funds are now part of the
member journey. However, the struggle to engage with
members continues and remains the number one challenge
funds face universally.
THE GOLDEN AGE OF GAMIFICATION

The banking sector has done a solid job of engaging
customers in online gamification – with points awarded
for transactions, downloading and using a mobile app and
watching financial education videos, plus round up options
for card payments via mobile apps to divert funds to a
savings account. The superannuation industry may now be
entering a new age of gamification.
The integration of digital technology in our lives is
a big reason why gamification is becoming increasingly
important. Digital technology opens up information,
making it readily available. In the case of superannuation
and wealth management, this enables a closer relationship
with a member, but it can also present more information
than individuals know what to do with.
Humans tend to react the same way with any overload
of information – they ignore it. Or they can search for
information that corresponds with their point of view and
inevitably make the wrong decision. This pre-conceived
confirmation bias is where gamification can come in to play,
challenging member’s opinion and guarding against them
making wrong decisions.
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GAMIFICATION’S DIGITAL NUDGE CAPABILITIES

A high-profile example of the benefits of gamification took
place under the Obama administration in the United States.
Renowned behavioural economist, Shlomo Benartzi, showed
how making improvements to online systems can positively
impact financial well-being outcomes.
Benartzi and his research colleagues incorporated big
data and refinements to a saving app to re-shape behaviour.
In one case, email intervention on enrolment in a savings
program for 800,000 military service members provided
‘simple nudges’ to show how small contributions led to
increased savings. This email program cost the Department
of Defense $5,000 and proved to be 100 times more costeffective than official policy intervention.
In another project, Benartzi and colleagues showed how
the digital nudge on an enrolment screen in an automatic
saving app influenced thirty per cent more users to save
$5 a day, compared to the current seven per cent who,
ironically, were opting for $150 a month.
The latest research into retirement funds by Benartzi
relies on Big Data to measure the financial decisionmaking process and outcomes. There is a strong correlation
between online decision-making styles and projected
outcomes. In a nutshell, if a member doesn’t spend much
time reflecting on certain steps, the larger the possibility a
shortfall in retirement savings will occur. Smart software
can identify and deliver the nudges those members need to
get them back on track.

GAMIFYING AUSTRALIAN’S SUPERANNUATION
Gamifying Australia’s superannuation industry is a fresh
approach to address the thorny issue of engagement.
Despite undertaking considerable steps forward in
digital transformation, there are still fund members who
have never logged in to their account, never updated
their details and who never contact their fund. This
is evidence that building a transactional website may
deliver cost savings for fund administration but not
deliver any increase in member engagement.
However, gamification may help remedy this with fun
and cost-effective ways to personalise information and
simplify and streamline the tasks at hand.

gamification

Successful and popular gamification tasks can be built
to intuitively reward positive behaviour and provide
feedback to a member when negative behaviours or
cognitive biases become apparent.
Examples include:
• online fund applications – instead of disappearing
from the screen as the member completes each
section, a completion ranking can keep members
engaged and provide a sense of accomplishment and
propel them forward to the next task
• rank contextualisation – members can see where their
superannuation savings
position compares to
the ASFA Retirement
Standard
• salary sacrifice
– each time a
member makes
a salary sacrifice
contribution to their
superannuation, an
achievement badge
or message can grade
their progress
• reward redemptions
– reward
redemptions for
engagement and
commitment to a
superannuation fund
can reflect different
levels of achievement
and unlock rewards such
as financial training, advice and seminars.

funds can use gamification to help members calculate
savings, monitor what their super can earn or deliver
in retirement and show how monitoring spending can
impact their future lifestyle.
In the imminent future, members are going to
want to examine their superannuation savings and
model various outcomes with calculation engines for
multiple objectives. Super funds need to be prepared
to help members calculate insurance needs, lifestyle
planning, social security and cash flow modelling
options. Gamification could help
members understand where
they are on their superannuation
and retirement journey. For
example, a rating system can
highlight the affordability of
various holiday locations in
retirement and whether they can
be taken annually, bi-annually
or possibly not at all. This rating
system can act as a digital nudge
and prompt more options for
members including further
online, telephone or face-to-face
guided advice; or provide advice
options for members on the selfdirected advice journey.
This level of gamification
is available here and now for those
funds that have completed the
‘efficiency piece’ of the digital transformation process.
A fully transactional website is the beginning of a highly
exciting journey into the future. Longer term we anticipate
the next big move as an industry is to virtual reality and
are already thinking about what the superannuation world
would look post the option of virtual reality statements for
members.

Gamifying Australia’s
superannuation industry
is a fresh approach to
address the thorny issue of
engagement.

THE TRANSACTIONAL GAMIFICATION EXPERIENCE
Concrete steps are now being taken to gamify the overall
superannuation roadmap and not just the transactional
element of superannuation inflows. The typical online
calculator that shows members how much they need
to save for retirement but can’t factor in their life stage,
can be replaced with a tailored dashboard – and one
that picks up where the member left off each visit and is
matched to their phase of retirement planning.
And just like many of today’s bank accounts, super

Jeff Hall is managing director, superannuation at IRESS.
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Later this year Michael Dwyer AM will be retiring from his role as chief
executive officer of First State Super. SUPERFUNDS looks at his career
in financial services, spanning over 30 years, filled with countless
professional and philanthropic achievements. We spoke to some of his
industry peers who were delighted to share their personal reflections and
insights about their highly esteemed colleague and very dear friend.

34

Superfunds November 2018

A

part from being a greatly respected and influential
leader in the superannuation industry, Michael Dwyer
is clearly someone who inspires many and engenders
a great deal of warmth and admiration from both within and
outside the industry.
Dwyer is the CEO of First State Super, as well as a director
of ASFA, chairman of their Education and Professional
Accreditation Review Committee, and a former chairman
of the ASFA NSW State Executive. Since his appointment
in 2004, Dwyer has taken First State Super from 450,000
members and $9 billion in funds under management to
$95 billion on behalf of 800,000 members and clients. Under
his leadership the fund has achieved many historic milestones,
including public offer status in 2006 and the merger with
Health Super.
Dwyer was also inaugural chairman of FEAL (Fund
Executive Association Limited) where he is currently a
director.
Denis Carroll, former CEO AvSuper and a co-founding
director of FEAL, believes Dwyer’s integrity, honesty and
sincerity are beyond reproach and said that “I don’t think I’ve
ever worked with anyone that is as purely driven with the best
of intent as Michael Dwyer”.
In October 2012, Dwyer was appointed by the Minister for
Financial Services and Superannuation to the Super Stream
Advisory Council. He is also a director of the Sydney Financial
Forum.
Dwyer received outstanding industry service awards
from Selecting Super in 2008 and the ASFA Distinguished
Service Award in 2012. He also received FEAL’s prestigious
Fund Executive of the Year Award in 2012 which recognises
outstanding leadership, innovation and achievement by a
superannuation fund executive.
In 2011, Dwyer led the team that successfully completed
the superannuation industry’s largest-ever merger between
First State Super and Victorian-based fund Health Super.
Colleague and friend Ian Silk, CEO AustralianSuper, saw
the merger as an example of Dwyer’s ability to identify an
opportunity and seize it on behalf of members. “The normal
challenges of a merger were accentuated by the fact that the
two funds were in different States. The success of the merger
for members of the funds is testament to Michael's people and
management skills,” Silk said.
Dwyer’s previous roles include general manager and fund
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secretary at Asset Super, where he worked for more than ten
years, and four years as marketing manager for the NSW State
Authorities Superannuation Board.
Unsurprisingly, his contribution to the superannuation
industry has been acknowledged formally on many occasions;
however his work and influence are far reaching.
ADVOCATE

In 2011, Dwyer was appointed a Member of the Order of
Australia for services to superannuation and his work with
UNHCR, the UN Refugee Agency's national partner in
Australia. He was then appointed as chairman of Australia for
UNHCR in 2018 after having been a board director for the
organisation since its establishment in 2000.
After first seeing the UNHCR's work done on the ground
in East Timor in 2002, Dwyer was determined to improve the
lives of the world's most vulnerable people and become an
influential advocate for refugees. Recently he accompanied
a business delegation to Turkey and Lebanon to meet with
Syrian refugees and observe how Australian donations are
helping UNHCR deliver protection and humanitarian relief.
He has been instrumental in rallying support for UNHCR
from the investment and financial sectors, such as working
to gain corporate support for the annual World Refugee Day
Breakfast which has raised over $1.6m over the years to assist
programs such as livelihoods training, malaria prevention,
reducing rates of infant mortality and improving health
outcomes for newborns.
In September this year Dwyer joined world leaders at the
United Nations Headquarters in New York supporting Dr
Bronwyn King’s launch of The Tobacco Free Finance Pledge,
calling on other major global financial organisations—to join
First State Super and other founding signatories—to sign the
pledge and to divest tobacco from their investment portfolios.
First State Super was the first major Australian fund to
divest from tobacco in 2012. More than just an Australian
issue, Dwyer sees this as a human story where “we, as a global
community, across all sectors have recognised that it is time
to take action on an issue that kills millions of people each
year.”
INDUSTRY LEADER

With over 30 years’ experience in financial services, Dwyer has
been widely recognised for his strength in leadership and his
impact across the superannuation industry.

David Elia, CEO Hostplus, director ASFA and former
director FEAL, said he genuinely believes Dwyer’s leadership
has been among the most visible and influential in promoting
and growing the superannuation sector. And, while achieving
consistently impressive results for his fund members over
many years, it is his resolute focus on the broader vision and
best interests for the superannuation industry that made him
an outstanding professional, mentor and thought leader.
“Michael is an exemplary bearer of integrity and is highly
respected as a thought leader and role model to his staff, the
members he represents and our industry,” Elia said.
Jane Perry, chair of FEAL and former CEO Qantas Super
describes Dwyer as an “authentic leader” who “genuinely puts
members first and is passionate about upholding the highest
standards for our industry”.
Having first met Dywer in the days when she worked as
a service provider to First State Super and then having been
fellow directors of ASFA, FEAL and SFF, they are now good
friends. Perry says that “Michael has touched the lives of so
many people in our industry; he is held in the highest regard.”
MENTOR AND DIVERSITY CHAMPION

A keen advocate of flexible arrangements to help women in
the workforce, Robyn Petrou, CEO Energy Super, has known
Michael for over 20 years and says his incredible empathy
and support for working women sets him aside from others.
Speaking from firsthand experience, she said she was grateful
for the “the non-conventional and flexible work hours afforded
to her after the birth of her triplets, 15 years ago when she
worked at Asset Super.
“He still sends them a birthday message each year!“ she
said.
SERVANT LEADERSHIP

Michael Dwyer’s friends and colleagues, unanimously convey
the impression that he is a person of integrity where words like
respect, good manners and excellent character are widely used.
Renowned for his calm and thoughtful approach, his support,
industry experience and wisdom are widely valued
Howard Rosario, former CEO Westscheme & GESB,
former FEAL chair credits Dwyer’s strong commitment to
Christian values that underpins whatever he does. Rosario,
who first met Michael Dwyer in the mid-1990s when
Dwyer was the CEO of Asset Super, said he looked on with
admiration as Dwyer transitioned to First State Super and led

it to its current eminence. “To me, Michael epitomises Servant
Leadership. He respects everyone he works with and treats
them with dignity to bring out the best in them with clear
expectations of their accountability, so that together they build
highly competent and capable institutions to serve the best
interests of members.”
Don Luke, former CEO SunSuper concurs, describing
Dwyer as “A strong and effective leader and also incredibly
humble.”
“Michael is a lovely mix of creatively with a willingness to
work together and embrace new ideas from others,” he said.
FELLOW OF ASFA

Dwyer became a Fellow of ASFA in 2002. As well as being a
director of ASFA and a member of various board committees,
over the years he has been a member of the ASFA Policy
Committee, the Member Services Committee, ASFA
Conference Committees and Keynote Advisory Groups and
has been a chair of the NSW Executive Committee. He has
also been highly involved with ASFA Learning activities
and has been chair of the ASFA Education and Professional
Accreditation Review Committee.
During the time of his involvement with the NSW
Executive Committee, the monthly lunches are widely
remembered as “fantastic vibrant events” where Dwyer, being
“extremely well connected”, was able to organise an array of
inspirational high profile speakers.
Former ASFA chair, Lorraine Berends, remembers these
times fondly, when she worked with Dwyer. She describes him
as a ‘go-to person’. “When you want something done, you go
to Michael Dwyer.” From the days of working with him at the
outset of FEAL when she first moved to Sydney, and also at
Australia for UNHCR, they remain firm friends and still enjoy
regular conversations which, she laughs, are mostly about their
grandchildren these days.
Highly valued for his contribution to the superannuation
industry, it is clear that Michael Dwyer has many friends.
Many of them however wonder how he is able to juggle
so many professional commitments and stakeholder
engagements: yet still always makes time for individual
relationships. In appreciation for his loyalty and commitment
to the industry, ASFA would like to thank Michael and joins
his friends and colleagues in wishing him all the best for a
wonderful retirement.
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Wishing Michael all the best for a
wonderful retirement from First State Super
I have been known to say that he is almost too good.
He is almost faultless! It makes one very humble to
know someone like Michael. He is the real deal.
For those aspiring to succeed in the superannuation
industry, Michael has set the benchmark at the highest
level. Denis Carroll, former CEO AvSuper, a co-founding
director of FEAL

Michael is one of the most authentic leaders I know.
He genuinely puts members first and is passionate
about upholding the highest standards for our industry.
Michael has touched the lives of so many people in our
industry; he is held in the highest regard. I wish Michael
the very best in the next phase of his journey. Jane
Perry, chair of FEAL, former ASFA director, and former
CEO Qantas Super

He is a great friend as well as an inspiring colleague. I
wish him and Janelle well on their next journey. Robyn
Petrou (fellow of ASFA), CEO Energy Super, protégée,
former colleague ASSET Super

It is a privilege to know him and to be the heart-warmed
recipient of the cheery “My friend!” accompanied by
his merry smile and the Irish twinkle in his eye.” Howard
Rosario (fellow of ASFA), former CEO Westscheme &
GESB, former FEAL chair
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Michael is an exemplary bearer of integrity and is highly
respected as a thought leader and role model to his
staff, the members he represents and our industry. I
know of no one more deserving of being recognised
for such outstanding service to our industry.” David Elia
(fellow of ASFA), CEO Hostplus, director ASFA, former
director FEAL

Michael has always been able to achieve things across
a huge spectrum. I think in part this is because he can
craft arrangements to achieve that cliched term of a
'win-win' outcome. Ian Silk, CEO AustralianSuper, and
former ASFA director

When talking about Michael Dwyer, it’s difficult to
know where to start. I’ve enjoyed being part of the
journey. There’ll be so many wonderful legacies after he
retires. Lorraine Berends (fellow of ASFA), former ASFA
chair, and life member

Michael has always thought that super funds were abut
more than just investment. It was more about helping
members, about the teaching and advice, the learning
and the education side of helping people on their
journey to retirement. Don Luke, former CEO SunSuper

When talking about
Michael Dwyer, it’s
difficult to know
where to start.
There’ll be so many
wonderful legacies
after he retires.

technology

As customers are increasingly seeking transparency and
convenience, Moneytree’s ROSS SHARROTT answers
Superfunds’ questions about the new world of data
aggregators and the application and implications for super.
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Q: Why do you think there is a need
for financial data aggregators today?
A: Consumers are seeking better

understanding and control over
their finances, which ultimately
helps them to make better decisions
and be better off. Data aggregators
facilitate this by giving people a
complete view of their finances.
Having access to their entire
financial history means consumers
can use that history to their
advantage. For example, consumers
may use their financial history to
apply for new products and services
or seek better terms. Financial
aggregators are able to combine
information from various financial
institutions whose systems do not
talk to each other and provide an
automatic, complete financial history
for consumers.
Q: Can you explain open banking
and describe what an open banking
world would look like in Australia?
A: Open banking refers to the use

of technology to enable financial
institutions such as banks and
other parties, such as fintechs, to
share data between themselves at
consumers’ direction.
The Federal Government is
proposing to establish a Consumer
Data Right (CDR). The CDR will
be the foundation of open banking
by making it law that the data an
institution holds on an individual
belongs to that individual.
According to the current

schedule, the first CDR standards
will be agreed by the Data Standards
Body later this year and the open
banking framework should be set to
start in mid-2019.
In Australia, this will create an
environment where consumers
have control of their financial
data, and both consumers and
financial institutions are capable
of exchanging information
easily and securely. This will also
create opportunities for financial
institutions to facilitate innovations
in customer experience, particularly
when onboarding for financial
products and services.
By introducing a framework that
supports economy-wide open data
and data sharing, opportunities are
presented for fintechs to partner
with, and support, financial
institutions to thrive in the new
world of open banking.
The first industry in which
the CDR will be implemented
is banking, but other industries
will follow in the future. In fact,
companies from other sectors
like superannuation and wealth
management are already moving in
this direction. It won’t be long until
we start talking about open super,
open wealth or open insurance, and
this could happen long before the
CDR becomes mandatory in these
industries.

Q: How can super funds work with
financial data aggregators to benefit
members?
A: We believe member engagement

can be improved by addressing a
core problem – the ‘fragmentation’
of Australians’ financial lives and the
lack of visibility they have over their
entire finances in real time. In this
way, financial data aggregators have
developed an approach in which
people can have full oversight of
their entire financial situation.
Super funds can work with
aggregators on many different
levels in a way that provides helpful
benefits to members. For example,
this type of partnership can facilitate
a smoother onboarding process
for members when joining a new
super fund. Another example
is fund consolidation; as many
consumers simply accept their
new employer’s default super fund
because they don't know the details
of their previous one, financial
data aggregators can help increase
member retention for existing super
funds.
A third example of how super
funds and aggregators can work
together to benefit members
could be implementing a salary
sacrifice calculator to help members
understand how their actions affect
their retirement. This, in turn,
benefits super funds by increasing
digital engagement with members
and potentially increasing the
amount of salary sacrifice.
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Q: What do you see as the main
opportunities and challenges for the
financial services industry and its
customers in the next few years?
A: The introduction of open banking

To gain trust,
it is crucial that
aggregators
operate on a
consumer-centric
basis

means some immediate challenges
in terms of becoming compliant with
the new regulations. The framework
will create some regulatory costs
for businesses as they seek to be
able to participate in the system and
will also cause financial services to
become more competitive as they are
forced to innovate.
It also means great opportunities
for super funds that can capture the
value of open super to understand
their members more completely and
help them to make better decisions
– making super funds a lifelong
partner for their members.
Further, as the CDR causes
customers to consolidate and
manage their data, financial services
will have the opportunity to deliver
more high-quality solutions. These
solutions may be individualised
offerings which better serve
consumers, offerings that serve
niche markets that were previously
unprofitable, or improvements to
existing products and services. For
example, implementing advanced
overdraft protection or alerts
about upcoming bills that can save
consumers from penalty fees.

Q: How do financial aggregators gain
customer trust and ensure them that
their data is secure?
A: To gain trust, it is crucial that

aggregators operate on a consumercentric basis. By giving consumers
the ownership, control and
transparency about the use of their
data, as well as providing consent to
financial services to use that data,
aggregators can earn consumer trust.
By implementing security
protocols such as encryption
between aggregators and servers
and periodic and ongoing tests for
security vulnerabilities, aggregators
can assure consumers that their data
is as secure as possible.

Q: How does automation enhance the
customer experience?
A: Automation is the perfect

solution for enhancing the customer
experience, due to its faster
processing times for repeated and
predictable manual work. This, in
turn, allows the customer to spend
their time and resources on other
important things.
Further, automation minimises
human error, which can help
customers to avoid missed tasks, for
example, which may occur due to
scheduling conflicts or forgetfulness.

Ross Sharrott is executive director,
Australia and co-founder of Moneytree.
You can see Ross at Parallel Session 5A
"Privacy vs Personal" on Thursday 15
November.
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Funds need to put themselves in members’ shoes and
realise how big the stakes are.
Martha Rogers PhD

Providing a
faster, easier life
insurance claims
experience
At MetLife Australia, our digital life insurance
claims platform aims to improve the overall claims
experience for superannuation fund members.

•

Using customer-centric design and award-winning
API technology, it is now faster and easier for
members to lodge and track progress of their life
insurance claims.

•

•

Responsive design - members can access the
platform across various digital devices;
Intuitive experience - member details are
automatically pre-populated and verified;
A total and permanent disablement claim and
an income protection claim can be combined
in one single claim.

Want to know more? Contact Tom Moyson at
tom.moyson@metlife.com or call (02) 9266 1116.

Information is general only and does not take into account your personal situation, needs or objectives. Before deciding whether to acquire, or
continuing to hold, any of our products, please read the PDS available at metlife.com.au or the relevant superannuation funds website. Life insurance
products are issued by MetLife Insurance Limited ABN 75 004 274 882 AFSL 238096.

risk and compliance

Now is the time for trustees to
assess whether their risk and
compliance frameworks are
adequately set up to manage
risk more effectively, prioritise
member interests and rebuild
trust, writes CRAIG CUMMINS.

E

ach year for the past 11 years, PwC has surveyed over
70 fund managers and super funds to capture the issues
that are shaping the risk and compliance landscape in
the industry.
This article reflects on recent events affecting our industry
and the results of the 2018 PwC Wealth Management Risk
and Compliance Benchmarking Survey (the PwC Survey) to
provide practical steps trustees can consider when managing
risk and compliance in this challenging environment.
The Australian superannuation industry has enormous
responsibility as the custodian of one of the largest pools of
savings in the world. While our superannuation system is
generally recognised as world class, 2018 is shaping up to be
the year that forces the industry to rethink how it goes about
managing risk and compliance.
Over 50 per cent of respondents in the PwC Survey
stated keeping up with regulation is one of their top three
challenges. This will only intensify with the long pipeline
of reforms scheduled in the coming years, as well as the
Royal Commission findings and the recommendations on
superannuation.
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Proactive and forward-looking organisations who take the
opportunity to embrace technology will be better placed to
manage these reforms than those who remain reactive.
The survey results also indicate that organisations
believe risk and compliance approaches must be changed
in a significant way to maintain relevance in the current
environment.
Trustees must be able to demonstrate members’ interests
are always prioritised over organisational interests and risk and
compliance functions have an important role to play in this
regard. Traditional methods for identifying, monitoring and
managing risks are proving to be unsustainable, with demand
for skilled people draining an already shallow resource pool.
The automation of routine risk and compliance activities
provides a great opportunity to redeploy staff to activities that
add greater value, as well as providing more comprehensive
and robust results.
However, even the best tools, processes and controls can be
undermined by a lack of accountability. To achieve the desired
results, organisations must hold individuals to account, and
offer the right incentives that are consistent with behaviours

that the community expects.
While the industry awaits the next round of policy and
regulatory reform, there are six steps that trustees should
consider to pivot towards ongoing sustainability and resilience
in their business.
1. RETHINK STRATEGIC BUSINESS PLANS AND RISK
MANAGEMENT FRAMEWORKS

APRA is yet to finalise its long-awaited strategic planning and
member outcomes reforms but that should not discourage
trustees from acting now. Trustees should review strategic
objectives and business plans and how they connect with their
risk management frameworks to identify opportunities to
prioritise member outcomes. Trustees are required to connect
and explicitly address strategic risks in the risk management
framework; however, they should now be asking themselves
whether this connection could be strengthened.
2. DOUBLE DOWN ON RISK CULTURE AND ACCOUNTABILITY

The Banking Executive Accountability Regime (BEAR)
responds to concerns that executives in the banking industry
have not been held to account. The regime seeks to improve
accountability through a sound risk culture and effective
corporate governance, supported by stronger consequences
for poor behaviours and outcomes. Increased clarity around
accountability within organisations has the opportunity to
lead to faster, yet better decisions, and drive good customer

outcomes and risk management practices. Treasury has
signalled that applying similar measures to superannuation
trustees might be a reasonable response to the outcomes of the
Royal Commission.
To support the ongoing prioritisation of members’
interests and in preparation for the introduction of heightened
regulatory requirements, embedding a strong risk culture
must remain a priority for all trustees. Risk and compliance
functions can play a key role in supporting the collective
efforts of trustee boards and senior management to drive and
monitor organisational risk culture.
Widespread outsourcing in the industry adds complexity to
good risk management and compliance practices. Reliance on
attestations alone is unlikely to be sufficient to appropriately
manage risk. Trustees need to ensure risk frameworks are
adequately designed to effectively monitor the performance of
service providers and ensure they operate within the trustee’s
risk appetite.
3. TAKE A FRESH LOOK AT EXISTING RISK AND COMPLIANCE
RESOURCES

Trustees must ensure their businesses are sustainable and set
up to succeed. However, the majority of trustees in the survey
said insufficient resources are currently being directed towards
supporting risk and compliance which may put this success at
risk.
Over-stretched risk and compliance functions will struggle
to ensure members’ interests are prioritised and that all legal
requirements are met. Trustees should review the human and
technology resources currently being directed to risk and
compliance and, where gaps are identified, invest to ensure
they are appropriately managing their obligations.
Technology offers many potential ways to help trustees
rebuild trust in the community. For example, data analytics
and robotics can combine to flag member balances eroded
by fees and insurance, or to avoid members being assigned
inappropriate products. To realise this potential, risk and
compliance teams could collaborate more closely with
technologists to develop more rigorous and cost effective
compliance programs.
Less than 20 per cent of organisations surveyed said their
systems were ready to adopt RegTech solutions. Part of the
challenge is that the RegTech market is still developing. This
however, should not discourage trustees from considering how
these options might deliver benefits over time.
4. HELP THE WIDER BUSINESS UNDERSTAND AND MANAGE
TECHNOLOGY AND DATA RISKS

Trustees are responsible for managing extremely large volumes
of data. Our community expects organisations entrusted with
Australia’s retirement savings to have technology systems that
are efficient, effective and secure. Further, the Government
and its agencies and regulators are placing greater obligations
on trustees to protect the privacy and security of the data they
hold.
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Our community expects organisations entrusted with Australia’s
retirement savings to have technology systems that are efficient,
effective and secure

It is crucial that trustees know where all member data
resides and are across the checks in place to ensure third party
providers handle data with care and can escalate data breaches.
Collective responsibility for risks relating to data is
required across the whole business, including the risk and
compliance function. These functions must do more to help
the wider business understand and manage the full spectrum
of information risks, such as data quality, data privacy and
reputational risks arising from data misuse, letting go of
the notion that technology and data is ‘owned’ by the IT
department.
5. SIMPLIFY PRODUCTS AND PROCESSES

The complexity of the superannuation system can undermine
trust and member engagement. Many people simply don't
understand what they’ve signed up for and how it might affect
their financial future. Fee structures, insurance arrangements
and investment strategies must be easy to understand to allow
members to make better, more-informed decisions about their
superannuation.
Risk and compliance functions can play a part in helping
organisations look through the eyes of the member, with the
aim of finding ways to simplify products and processes.
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6. BE VIGILANT ABOUT CONFLICTED ARRANGEMENTS

It is essential that trustees continually assess potential,
perceived or actual conflicted arrangements to ensure the
best interests of members prevail. This is particularly the case
where a trustee deals with related party service providers,
where unmanaged conflicts may adversely affect members in a
material way.
Trustees must do more to empower their risk and
compliance teams to facilitate independent assessments of
actual and perceived conflicted arrangements. This will help
ensure that existing arrangements and future decisions made
by the trustee are in members’ best interests.
A full copy of the 2018 PwC Wealth Management Risk and
Compliance Benchmarking Survey is available at:
pwc.com.au

Craig Cummins is superannuation, asset and wealth
management leader at PwC Australia

FTSE RUSSELL INDEX RESEARCH - SEPTEMBER 2018

A more precise way to measure after-tax
performance: FTSE ASFA Australia Index
Data as at: 28 September 2018
The FTSE ASFA partnership is focused on providing Australian superannuation funds, fund managers
and other stakeholders with industry standard after-tax benchmarks developed specifically to assist the
transition to after-tax performance measurement and reporting. The FTSE ASFA Australia Index Series
provides superannuation funds with a range of after-tax benchmarking options to make tax efficient
investing a focus in every portfolio, whether it’s optimising value from franking credits, participating in offmarket buy-backs, managing capital gains tax more efficiently or all three.
Performance highlights

•
•

The FTSE ASFA Australia 200 Index finished the month down 1.22 per cent

•
•

Pretax income return contributed 1.40 per cent to the index

Price returns contributed 0.18 per cent to the FTSE ASFA Australia 200 Index return financial
year to date

The index has realised 0.01 per cent of capital gains tax financial year to date, and is sitting on
unrealised CGT liability of 3.75 per cent as at the end of September

Index Rebased (30 Sep 2013 =
100)

FTSE ASFA Australia 200 Index 5-year performance - price / total return (AUD)
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02 8823 3521
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www.ftserussell.com/australia

● FTSE ASFA Australia 200 Index - Price Index
● FTSE ASFA Australia 200 Index - Superannuation*
● FTSE ASFA Australia 200 Index - Superannuation - Realised CGT-Adjusted*
Attribution of FTSE ASFA Australia 200 Index - superannuation CGT by financial year
2013-2014 %

2014-2015 %

2015-2016 %

2016-2017 %

2017-2018 %

2018-2019# %

12.18

0.90

-4.49

9.30

8.28

0.18

Income Return

5.19

4.61

4.76

4.82

4.85

1.40

Franking Credits Contribution

1.80

1.63

1.66

1.64

1.67

0.51

-

0.02

0.00

0.02

0.01

-

-1.08

-0.96

-0.99

-0.99

-1.00

-0.29

Price Return

Off-Market Buy-Back (Net of Tax)
Tax on Grossed Up Dividends

-

-

-0.23

-0.03

-0.54

-0.01

Realised CGT-Adjusted Total Return

18.09

6.20

0.71

14.74

13.27

1.79

Unrealised CGT / DTA at Financial Year End

-3.03

-2.89

-0.88

-2.15

-3.66

-3.75

Realised Capital Gains Tax (CGT)

2-way Review Turnover

3.02

5.16

5.91

3.58

2.71

0.85

2-way Forced Turnover

38.25

37.67

37.82

38.94

38.88

-

* Superannuation indexes incorporate franking credits and the after-tax effects of off-market buy-backs in the dividend performance calculation.

# Financial year to date

© 2018 London Stock Exchange Group plc and its applicable group undertakings (the “LSE Group”). The LSE Group includes (1) FTSE International Limited (“FTSE”), (2) Frank Russell Company (“Russell”), (3) FTSE Global Debt Capital Markets Inc. and FTSE Global Debt Capital Markets
Limited (together, “FTSE GDCM”), (4) MTSNext Limited (“MTSNext”), (5) Mergent, Inc. (“Mergent”), (6) FTSE Fixed Income LLC (“FTSE FI”) and (7) The Yield Book Inc (“YB”). All rights reserved. FTSE Russell® is a trading name of FTSE, Russell, FTSE GDCM, MTS Next Limited,
Mergent, FTSE FI and YB. “FTSE®”, “Russell®”, “FTSE Russell®”, “MTS®”, “FTSE4Good®”, “ICB®”, “Mergent®”, “WorldBIG®”, “USBIG®”, “EuroBIG®”, “AusBIG®”, “The Yield Book®”, and all other trademarks and service marks used herein (whether registered or unregistered) are
trademarks and/or service marks owned or licensed by the applicable member of the LSE Group or their respective licensors and are owned, or used under licence, by FTSE, Russell, MTSNext, FTSE GDCM, Mergent, FTSE FI or YB. “TMX®” is a registered trademark of TSX Inc. FTSE
International Limited is authorised and regulated by the Financial Conduct Authority as a benchmark administrator. “ASFA™” is a trade mark of The Association of Superannuation Funds of Australia (“ASFA”). All information is provided for information purposes only. All information and data
contained in this publication is obtained by the LSE Group, from sources believed by it to be accurate and reliable. Because of the possibility of human and mechanical error as well as other factors, however, such information and data is provided "as is" without warranty of any kind. No
member of the LSE Group nor their respective directors, officers, employees, partners or licensors make any claim, prediction, warranty or representation whatsoever, expressly or impliedly, either as to the accuracy, timeliness, completeness, merchantability of any information or of results
to be obtained from the use of the FTSE ASFA Australia Index Series (Indexes) or the fitness or suitability of the Indexes for any particular purpose to which they might be put. Any representation of historical data accessible through the Indexes is provided for information purposes only and
is not a reliable indicator of future performance. No responsibility or liability can be accepted by any member of the LSE Group nor their respective directors, officers, employees, partners or licensors for (a) any loss or damage in whole or in part caused by, resulting from, or relating to any
error (negligent or otherwise) or other circumstance involved in procuring, collecting, compiling, interpreting, analysing, editing, transcribing, transmitting, communicating or delivering any such information or data or from use of this document or links to this document or (b) any direct,
indirect, special, consequential or incidental damages whatsoever, even if any member of the LSE Group is advised in advance of the possibility of such damages, resulting from the use of, or inability to use, such information. No member of the LSE Group nor their respective directors,
officers, employees, partners or licensors provide investment advice and nothing contained in this document or accessible through the Indexes including statistical data and industry reports, should be taken as constituting financial or investment advice or a financial promotion.

Source: FTSE Russell

reg tech

Australian financial services regulators have embraced RegTech and
the assistance it provides its own monitoring and reporting. They
support its adoption across their regulated entity stakeholders.
LISA SCHUTZ and DEBORAH YOUNG explain RegTech and explore
its application and value for superannuation.

WHAT IS REGTECH?

RegTech is the term commonly used for technology that
improves compliance and regulatory processes. This can
be as wide-ranging as regulatory reporting, monitoring/
validation/verification of identity and transactions, risk
management and compliance. Successfully deployed
RegTech can improve productivity, efficiency and overall
safety of the financial and business system.
Sometimes the terms FinTech and RegTech are
confused. While FinTech is firmly linked to financial
services technology, RegTech is sector agnostic and may be
applied to any regulated industry vertical.
WHERE DOES REGTECH FIT IN?

Financial services is the largest sector of Australia’s
economy contributing around $A140 billion to gross
domestic product each year. It has become our major driver
of economic growth and employs around 450,000 people
48
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in Australia. The now Prime Minister, Scott Morrison told
a G20 conference in Germany last year that governments
around the world must use emerging regulatory technology,
or ‘RegTech’, to reduce compliance costs and echoed this at
the FinTech Australia Intersekt Conference in November
2017. And according to Juniper Research, by 2022, we can
expect to see $76 billion invested into RegTech solutions.
RegTech is also critical for regulators. In a speech
delivered to an Australian Senate Committee earlier this
year, James Shipton, Chair of the Australian Securities
and Investments Commission (ASIC), told members that
Australia can lead the way when it comes to RegTech
adoption.
According to Boston Consulting Group in their FinTech
Control Tower report, Australia is positioned third in the
world—behind US and UK with the highest number of
RegTech companies—and leads APAC as number one.

About the RegTech Association (RTA)
With a clear vision to make Australia a global leader in building higher performing, ethical and compliant
businesses through RegTech innovation and investment, The RegTech Association was founded in 2017 as a nonprofit organisation that focuses on what is needed to support the growth of the sector and to accelerate RegTech
adoption. RTA has 58 organisational members including the Commonwealth Bank, CSIRO Data61, Toyota
Finance and Equifax to name a few.
The focus of the RTA’s work is collaboration, education and having the right conversations to improve the
opportunities for RegTech to be adopted by regulated entities.
Since its establishment in 2017, RTA has collaborated on many industry-led initiatives including:
RTA’s #Accelerate RegTech Conference
RTA’s RegTech Boot Camp program
RTA’s RegTech in the Bag
APRA’s Data Collection Solution round tables
ASIC’s RegTech Liaison Forum
ASIC RegTech Showcase

AUSTRAC RegTech Showcase
New Payment Platform Forum #COLLABNPP
NSW Government RegTech Seminar
Westpac’s Innovation Challenge
Sibos 2018 partner

RETHINKING COMPLIANCE

IMPROVING THE MEMBER EXPERIENCE

In the short run, RegTechs can deliver operational
efficiencies while simultaneously enabling the sector to cope
with the pace of regulatory change. Between the findings of
the Cooper Review and the pending final recommendations
of the Royal Commission, there is no doubt that change is
afoot.
The question is ultimately, how will the sector
accommodate those changes? RegTech aims to take the
opportunity to rethink how compliance operates.
In other sectors, RegTechs are already lowering
onboarding costs, automating and supporting second
compliance tasks and tackling conduct issues. The
technologies used range from artificial intelligence, natural
language processing, smart software-as-a-service platforms,
through to blockchain and new generation data verification
options. But they can only do this when the regulated
entities are ready to rethink the status quo.

Proposed Government reforms around Open Banking and
the Consumer Data Right present super funds with the
opportunity to synthesise the banking and savings patterns
of their members – with their permission. From 1 July 2019,
super funds will be able to access banking data. Talking to
the RegTechs who support Open Banking would seem to
be a strategic priority for super funds. This is such a crucial
opportunity to support Australians to become smarter about
their overall finances.

Lisa Schutz, CEO & founder, Verifier and Deborah Young, CEO,
The RegTech Association. If you would like to learn more, please
visit their booth at the ASFA Conference and Super Expo.
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Successfully deployed RegTech can improve
productivity, efficiency and overall safety of the
financial and business system

Following are some
examples of RegTech
companies exhibiting at
the ASFA Conference:
Arctic Intelligence
Arctic Intelligence is a RegTech business that enables
audit, risk and compliance 'as-a-service' through
technology. They help their clients manage financial
crime risk exposure through their platforms. Their
clients are of different sizes, sectors and geographies
including Western Union, Suncorp, CUA, TAL and
Deloitte.
Enteruptors
Software replacing the quagmire of spreadsheets
and specialist systems involved in prudential, financial
reporting and stress testing. Enteruptors work with
global financial institutions large and small to drive
down administration costs around risk, compliance
and strategy with increases in staff capacity as high as
60 per cent and improved levels of compliance.
GRC Solutions
GRC Solutions are leaders in governance, risk and
compliance training. GRC Solutions works closely with
financial institutions to recognise compliance training
gaps and meet regulatory obligations through their
innovative e-learning platforms and fully tailored
learning topics.
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Mainframe Cloud
Mainframe Cloud exposes mainframe data and other
business critical information via a RESTful Gateway.
By natively exposing the underlying data, Mainframe
Cloud enables digital applications to be developed
rapidly in modern languages - negating the need for
legacy code.
Objective Keystone
Managing complex, critical business documents with
ease. Eliminating the risks, costs and inefficiencies
associated with the traditional authoring, review,
engagement and publication processes.
Verifier
Verifier gives consumers the option to use their
employer's superannuation guarantee contributions or
their pay records to prove their income online.
WordFlow
As part of a document digitisation process, WordFlow
retrofits classification to every webpage, thereby
allowing major bank and insurance customers to
instantly identify which pages in their policies &
procedures are impacted by a given regulation.

In a world where people are able to share their information
easily, what are the implications from a superannuation
perspective?

introducing AFCA
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The Australian Financial Complaints Authority (AFCA) started receiving
complaints (including superannuation complaints) from 1 November 2018.
AFCA is the single external complaints resolution scheme for the financial
services industry. Our focus is on providing impartial assistance to all parties to
reach agreement about how to resolve a complaint. DAVID LOCKE, AFCA CEO
and chief ombudsman writes.

T

he establishment of the AFCA scheme represents a step
change in complaint resolution in Australia. Australians
need an external dispute resolution scheme that is
free, fair and independent, and provides a quick resolution to
consumer problems and concerns. The establishment of AFCA
is essential in delivering this service. As an organisation,
AFCA will be transparent, more efficient and more
accountable for the service we provide.
This means that, for the superannuation industry, AFCA
is not just a successor to the Superannuation Complaints
Tribunal (SCT), which will continue to deal with existing
complaints submitted to it before 1 November 2018. We see
AFCA as an opportunity for the superannuation industry to
garner all the benefits of a membership-based ombudsman
scheme, with the ultimate aim of improving complaints
handling and building stronger relationships with your fund
members.
Many aspects applicable to the SCT are also applicable
to AFCA, These include: who can make a superannuation
complaint, the ‘fair and reasonable’ test for determining
a superannuation complaint, claim staking provisions for
death benefit complaints and statutory powers to join parties,
obtain information, require a conciliation conference and
give confidentiality directions. AFCA Determinations are also
immediately binding, but with a right of appeal to the Federal
Court on a question of law.

You will however experience some differences in dealing
with AFCA:
• Governing rules: The AFCA scheme is governed by both
legislation and the AFCA Rules. Superannuation providers
and complainants therefore need to be familiar with both.
There are also Operational Guidelines that explain how
we interpret and apply our Rules. We have produced a
Transitional Superannuation Guide (TSG) that brings
together the legislation, Rules and our guidance as it
relates to super complaints in a single document to assist
superannuation providers and complainants. We expect
that the TSG will be particularly useful during the period
of up to two years when both AFCA and the SCT are
operating. The Rules, Operational Guidelines and TSG are
all available on our website at afca.org.au.
• ‘Refer-back’ process: AFCA will register a complaint,
but will not usually commence considering it unless it
has been first considered by the superannuation provider
under its internal dispute resolution (IDR) procedures.
(By comparison, the SCT must refuse to handle a
complaint unless it has first been considered under the
superannuation provider’s IDR procedures.)
This means that, initially, complainants must usually raise
their complaint with the superannuation provider. If the
superannuation provider’s IDR process has not resolved
the complaint, AFCA will usually give the superannuation
Superfunds November 2018
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provider a further opportunity to resolve the complaint
within a short timeframe. (This will not apply to
complaints about the payment of a death benefit. We will
begin considering death benefit complaints as soon as it
establishes that the two prescribed 28-day timeframes for
objecting to the superannuation provider and complaining
to AFCA have been met.)
Jurisdictional review: If a superannuation provider
believes a complaint should be excluded because it is
outside AFCA’s superannuation jurisdiction, or that
we should exercise our discretion not to consider the
complaint, the superannuation provider can inform AFCA
and provide reasons and relevant documents to support
its view. You need not wait for us to make our own
assessment. AFCA has a formal process for considering
jurisdictional objections, which can involve an initial
assessment and, if the initial assessment is contested,
review by a senior AFCA staff member or an AFCA
Decision Maker. We are also able to consider complaints
(other than death benefit complaints) by agreement, even
if it would otherwise be outside its jurisdiction under the
AFCA Rules.
Active engagement: AFCA encourages cooperation
and collaboration in the resolution of complaints.
Superannuation providers and complainants will be able
to engage proactively with AFCA, including by telephone
and electronically. Superannuation providers can expect
to receive automated email communications when a
complaint is registered and will also be able to submit
information and track the progress of a complaint through
a secure portal available to all AFCA members.
Requests for information: AFCA adopts an inquisitorial
approach in seeking to resolve complaints. While
AFCA has statutory powers to obtain information for
superannuation, we will primarily use its powers and
processes under the AFCA Rules to request information,
which allow for the parties to constructively interact with
AFCA. AFCA expects parties to bring matters to our
attention that may assist us in handling a complaint. AFCA
also has power under its Rules to require the parties to do
things that may assist in the resolution of a complaint, such
as obtaining independent expert advice.
Flexible complaint model: AFCA is required by legislation
to operate in a way that is accessible, independent, fair,
accountable, efficient and effective. We have flexibility
under our Rules to resolve complaints using a variety
of tools, including negotiation and conciliation. We will
engage with the parties to find the most effective way of
reaching resolution. Not all complaints will necessarily
end up being formally determined by an AFCA Decision
Maker, such as an Adjudicator, Ombudsman or Panel.
For example, after investigating a complaint, AFCA may
Superfunds November 2018

make a preliminary assessment about how the complaint
could be resolved, based on the case manager’s evaluation
of the information we have obtained. While there is
no obligation on the parties to accept a preliminary
assessment, we find that many complaints do resolve in this
way. Alternatively, if the preliminary assessment highlights
that important information is missing or that there has
been a misunderstanding of the complaint, a preliminary
assessment provides the parties with the chance to provide
further information or clarification before the complaint
proceeds to a formal determination.
• Different decision makers: The Chief Ombudsman, or
his delegate, decides whether a Determination should
be made by a single Ombudsman or Adjudicator, or by
a two-or three-person AFCA Panel. The aim is to select
the appropriate AFCA Decision Maker for the particular
complaint. An Adjudicator is likely to be the AFCA
Decision Maker for a complaint that has a small number
of well-defined issues and involves small amounts of
money. If the complaint is complex or involves a significant
amount of money, it is more likely to be determined by
an Ombudsman. The selected Ombudsman would be
expert in superannuation law and industry practice. If
the complaint raises new issues for AFCA, it may be that
a multi-person panel of AFCA Decision Makers will
determine the complaint. The AFCA Panel would include
relevant experts. We will regularly review our criteria
for complaints decided by Panels for superannuation
complaints, as it gains further insight into the range of
superannuation complaints lodged with AFCA.
• Regular liaison: As a membership based scheme,
AFCA regularly liaises with our members, including
superannuation trustees, to discuss trends and emerging
issues. At our liaison groups and forums, you will have the
opportunity to discuss AFCA’s approaches and raise any
concerns. Because we collect data to comply with our own
reporting obligations, AFCA will also be able to provide
specific complaints data to superannuation providers that
can assist you to understand your own complaints trends
and benchmark them against industry trends.
We are excited about the prospect of AFCA delivering a ‘best
of all worlds’ dispute resolution model and look forward to
working with you in bringing this vision to life.

David Lock is CEO and chief ombudsman, Australian Financial
Complaints Authority

super data
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T

he introduction of SuperStream has fundamentally
changed how superannuation industry participants
connect. It set the foundation for ongoing innovation,
like streamlined member reporting to Government via
Member Account Transaction Service (MATS) and Member
Account Attribute Service (MAAS), and Single Touch
Payroll (STP). Traditional fund distribution models are
being disrupted by industry participants such as government
and software providers, and funds need to ensure they have
strategies, plans, and actions in place to respond.

•

EVOLUTION OF SUPERANNUATION INDUSTRY CONNECTIVITY

Since 2013, SuperStream has played a key role in digitising
industry transactions, affecting around 800,000 employers,
2,500 Australian Prudential Regulation Authority (APRA)
funds, and 350,000 self-managed super funds (SMSFs).
This has been achieved through the creation of digital
infrastructure and common standards efficiently linking
employers, superannuation funds, and Government. In
addition, the role of the ATO has also moved from traditional
regulator to major enabler, digital transactor, and clearing
house provider.
This has increased industry collaboration and digital
connectivity, paving the way for further digital innovation and
market offerings.
Regulation-driven innovation has also led to:
• a greater adoption of standards
• short-term tactical solutions implemented by many
industry participants, to meet compliance dates
• reliance on government as a service provider,
potentially limiting future innovation and creating new
operational risks
• fundamental changes to every organisation’s
information security and cyber related risk profile,
as a result of significantly higher volumes of digital
transactions.
CHANGE IS CONSTANT

The next wave of changes will continue to disrupt and reshape
how super industry participants interact and collaborate:
• Single Touch Payroll (STP): This ATO initiative, which
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started to come into effect for large employers on 1 July 2018,
streamlines business reporting obligations via their software
solution partners. Employers need to report salary or wages,
PAYG withholding tax, and super guarantee information to
the ATO each time they run their payroll cycle. The ATO
also provides services that streamline new hire onboarding
capability to expedite TFN declaration reporting and choice of
superannuation fund.
Streamlined member super data reporting: Members
will benefit from up-to-date super fund information across
all their accounts on MyGov. The introduction of Member
Account Attribute Service (MAAS) and Member Account
Transaction Service (MATS) will also deliver near real-time
reporting of data.
Ongoing Government reforms and intervention: There
are likely to be significant reforms and changes arising
from both the Productivity Commission Inquiry into
the competitiveness and efficiency of the Australian
superannuation system and the Royal Commission into
Misconduct in the Banking, Superannuation and Financial
Services Industry. Regulatory and market forces will continue
to pressure funds to meet efficiencies of scale, with member
consolidation initiatives a likely result.
Emerging payment technologies and standards: The
New Payments Platform (NPP) is reshaping the payments
landscape. It will be a major enabler of innovation within the
superannuation industry.
Changing cyber risk profile: As part of their performance,
operations, and cyber risk profile, organisations must
understand and manage the transformational shift to frequent
digital data and payment transactions (B2B, B2C and B2G).
The Government has taken the first step by introducing an
Information Security Operational Framework and minimum
standards for all digital interactions with the ATO.
SuperStream enhancements: The ATO will continue to
realise the benefits of SuperStream by introducing a range
of improvements, such as the incorporation of SMSFs for
rollovers and improved response messaging for employers.
Open banking: The introduction of open banking, that shares
customer data, has the potential to change competition in the
sector and cause the creation of new products and services.
Superannuation funds can consider whether there are
opportunities to enhance the member experience through the
careful use of analytics and data.

super data

THE FUTURE OF SUPERANNUATION DATA AND PAYMENT
TRANSACTIONS

Other industry participants, such as Government and payroll
software providers are disrupting traditional fund distribution
models. As a result, funds must ensure they have strategies,
plans, and actions in place to respond.
Following is our view of what these changes could mean for
superannuation funds:
Participant: Employers
• Convergence of employer solutions: Employers will move
to solutions that simplify and meet a broader range of their
digital payroll, tax, and superannuation reporting obligations.
• Traditional fund portal usage will decline: Traditional
‘contribution only’ transaction portals that don’t diversify
their offerings will see a gradual decline in employer usage as
employers move to more consolidated solutions.
• Employee commencement/Single Touch Payroll: Employers
will choose an STP solution with the capability to support
or integrate all their STP reporting requirements, including
employee commencement reporting.
Participant: Software providers
• Increasing payroll solution capability: The introduction of
STP has forced payroll and other service providers to raise the
bar in respect to their capability and industry connectivity.
The need to be STP and ATO compliant also drives this
change.
• Employer relationships: Payroll providers will strengthen
relationships with employer clients and disrupt the super
industry. As a value add to their standard payroll services
providers will act as an intermediary by being a one stop
shop for all employer tax and superannuation reporting and
transactions.
• Employee commencement: More payroll providers will
deliver on boarding capability as part of their STP solution
and will increasingly influence employer decisions.
• Clearing house business models: Traditional clearing house
models, particularly those based on float revenue, have
evolved to transactional based costs in the short term and
offering additional services. As clients demand more flexible
and scalable pricing arrangements, different pricing models
are emerging. The advent of the New Payments Platform, realtime payments and linked data, and integrated intermediary

software offerings, will further erode traditional clearing
house offerings.
Participant: Government
• Member engagement: The ATO will significantly increase
their direct engagement with individuals by utilising
consolidated tax and superannuation data via STP, MATS/
MAAS, and SuperStream initiatives to nudge and empower
individuals to make super related decisions via MyGov.
• Employee commencement: The ATO will provide alternate
options to employers to meet their new employee ATO
reporting and superannuation choice obligations.
• Improved efficiency: The ATO will start to drive improved
efficiency of the superannuation system. For example,
by reducing the current three day rule to a near real time
mandate for contribution and rollover transactions to align
with payment capabilities (NPP).
WHAT CAN YOU DO NOW?

• Business impact analysis: How do the changes affect your
fund’s strategy, business model, and broader operating model?
Evaluate the opportunities, risks, and challenges these changes
present for your strategic plan and vision.
• Service provider assessment: Evaluate your existing
partnership arrangements to determine whether they offer
fit for purpose capability to support your strategy. Review
pricing and service level agreements to ensure they are market
competitive and can accommodate the industry connectivity
changes.
• Cyber risk assessment: Evaluate your existing cyber risk
capability to ensure it adequately covers the risks arising from
these changes.
Darren Binskin is a director within Deloitte’s Investment and
Wealth Advisory Practice within Assurance and Advisory
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Adam Alter is a the author of two New York Times best-selling
books; Irresistible, a ground-breaking book about peoples’ addiction
to technology, and Drunk Tank Pink, which investigates how hidden
forces in the world around us shape our thoughts, feelings, and
behaviours. Superfunds asked Adam a few questions leading up to
his keynote presentation at the ASFA Conference.

Q: Why are so many of us addicted to
our smart phones (with their emails,
social media and games)?
A: Smartphones are the perfect delivery
devices for apps and platforms that are
embedded with a range of hooks that are
designed to capture our attention. Those
apps draw from a menu of psychological
techniques that are known to motivate
and engage humans (and often other
animals, too). For example, we’re driven
to close open loops, including goals
that are half-complete and half-told
stories; we seek positive reinforcement,
particularly when it’s not guaranteed and
there’s a chance, however slim, of hitting
a sort of rewarding jackpot; and we tend
to continue doing what we’re doing until
some external or internal cue nudges us
to move on to the next behaviour. Tech
companies systematically eradicate the
cues that nudge us along, just as casinos
ensure you can’t see daylight, there
are no clocks, and all cues that time is
passing are removed.
Q: Has technology addiction become
the new smoking addiction?
A: In a quantitative sense, yes.

Teen smoking has fallen alongside
a commensurate rise in screen
engagement, which suggests, tentatively,
that they serve similar functions. They’re
both forms of distraction during times
of anxiety or boredom, and they both
soothe people psychologically using
similar reward mechanisms. There are,
of course, differences, but there are
reasons to consider them to some extent
interchangeable.
Q: Is it us or the devices that make
them so addictive?
A: It’s the devices. The people who
design them are very clear about what
they’re doing. They work with people
like me—experts in human behaviour—
to craft apps that are maximally
addictive. This isn’t an accident; it’s
addiction by design. Of course we have
some degree of autonomy, but if you put
an enticing product in front of someone
who exists in a culture that uses that
product for basic communication in the
workplace, when traveling, socially, and
so on, it’s very difficult for that person to
stop using that product.

Q: How can this obsession with smart
phones and tablets be used for a
greater good?
A: The same cues that drive us to
engage can be used for good outcomes:
to encourage long-term retirement
planning; healthy eating; exercising;
social connection; engagement in the
classroom; and so on. These hooks that
I’ve referred to are morally agnostic;
they don’t have to be used for the bad,
but that’s usually where they bring
financial rewards. Companies and
entrepreneurs who are motivated to
do good have used the same tools for
morally good outcomes, too.

Adam Alter, Associate Professor of
Marketing, NYU Stern School of Business
(USA)

Adam Alter’s keynote presentation
‘Irresistable vs forgettable’ can be seen on
Friday 16 November
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Link your site to Super Guru!
Provide your members and customers with an independent
resource for superannuation information and tools to help
them get the most out of their super.

Updated regularly:

NOVEMBER 2018

SYDNEY: SOLD OUT
BRISBANE: 25 OCTOBER

www.superguru.com.au

• latest news
• legislative changes
• ASFA Retirement Standard calculator
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MELBOURNE: SOLD OUT

14

15

16

WED

THU

FRI

Adelaide ASFA
Conference

29
THU

Adelaide ASFA
Conference

Adelaide ASFA
Conference

Sydney
Core Governance for
Superannuation
Melbourne
Emerging Leaders
networking event

Events
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Learning courses

Discussion Groups

Superfunds deadlines

See the ASFA website for more information/to register. Dates subject to change.

Core Governance for
Superannuation

SYDNEY: 29 NOVEMBER
MELBOURNE: 6 DECEMBER

Enabling delivery of the governance
framework

9:00am – 1:30pm

Understand the current superannuation governance framework
and your roles and responsibilities under the SIS Act and APRA’s
prudential standards

DECEMBER 2018

Register now at
www.superannuation.asn.au/learning

04
TUE

NSW | VIC
SMSF Discussion Group

05
WED

Perth
Christmas Luncheon

06
THU

Brisbane
Christmas Twilight Briefing

Melbourne
Core Governance for
Superannuation
VIC Fund Taxation
Discussion Group

Sydney
RG 146 Superannuation
three-day workshop
VIC Innovation
Discussion Group

10
MON

Sydney
Christmas Luncheon

11
TUE

VIC Member Insured
Benefits Discussion Group

12
WED

Adelaide
Christmas Breakfast

NSW Legislation
Discussion Group

Events

Learning courses

Discussion Groups

Superfunds deadlines

See the ASFA website for more information/to register. Dates subject to change.
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super verdict

Help Help!!
Dear Trustee Someone has stolen
my super
MATT DALEY, JANE PASKIN AND VANESSA PALLONE OF
CLAYTON UTZ

1

Contributions were wrongly allocated to
another member's account and, prior to the
CASE
error being identified, the other member rolled
over the misallocated contributions to his new
fund. Could the trustee get this money back and credit it to the
correct member?
This is one of those cases where mistake after mistake
occurred before the alarm bell was raised. In short, the
employer in December 2006 switched the match key of two
employees. (The match key linked an employee to an account
number within the fund). This resulted in the complainant
member's employer contributions being allocated to another
employee's super account. In August the following year, the
other employee left his job but the employer never advised the
trustee of this occurring. The other employee left his super in
the fund for the next three years before rolling out $17,245.12
to another fund of which approximately $12,000 was not his
money.
In October 2014, the complainant member notified the
trustee of the error in the allocation of his contributions. A
few days later, the employer advised the trustee of the date the
other employee member had left the company. Armed with
this information, the trustee was able to correct the match
key error and properly allocate $27,453.81 to the complainant
member's account. This amount was still in the fund as the
contributions had continued to be credited to the other
member's account, notwithstanding the rollover that had
occurred a few years prior.
In March 2015, the trustee wrote to the trustee of the
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other fund and requested the wrongly allocated outstanding
contributions be returned to its fund. The trustee of the
other fund refused this request because it was unable to get
permission from its member.
The trustee in its submission to the Tribunal pointed
out that for eight years the member had received biannual
statements that showed 'nil' employer contributions being
made. If the member had read these statements he would have
been made aware of the error. Additionally, if the employer
had run a reconciliation report it would have been able to
identify the error. The employer super product disclosure
statement pointed out employers were required to tell the
trustee within 30 days of an employee leaving so the trustee
could transfer the member to its personal division in the fund.
If any of these rational steps had occurred the error would
have been identified and the loss not incurred.
The trustee argued that it was unfair and unreasonable
to hold the trustee responsible for the missing contributions.
The loss was caused by the employer's error and neither the
employer nor the member had taken steps to mitigate the
loss over a number of years. Interestingly, the trustee also told
the Tribunal it cannot force the other trustee to hand over
the money wrongly sent to its fund and it had suggested the
member and employer obtain legal advice. (The authors find
this submission surprising, but more on that later).
The Tribunal found, as a matter of fact, that if the error
had been identified prior to the rollover occurring the loss
would have been adverted as the trustee would have been
able to correct its own accounts. The Tribunal also accepted,

as a matter of fact, that the transfer of funds could not be
rectified by the trustee as the other member had not provided
his trustee with the requisite authorisation for repayment.
On this basis, the Tribunal held the trustee's decision to
not compensate the member for the wrongly allocated
contributions now transferred to another fund was fair and
reasonable in the circumstances.
The authors note the Tribunal did not consider the potential
application of the rules of tracing in equity. These may have
allowed for the tracing of monies wrongly rolled over to the other
fund. Could it be argued that the trustee should have exercised
its legal rights according to its duty to administer the fund with
care, skill and diligence and in the best interests of the members?
It is an interesting question to ponder - how much should a
trustee, as a fiduciary running the fund in a way that complies
with trust law and the Superannuation Industry (Supervision)
Act 1993, spend to recover $12,000? Court proceedings
pursuing legitimate legal rights can be very expensive. Could the
complainant member now commence civil proceedings against
the trustee for failing to pursue legal avenues available to it which
have caused him to suffer a loss? Notwithstanding the answers
to these questions, this Tribunal case appears to traverse an
area where the superannuation industry may not be meeting
the average Australian's expectations of how the compulsory
retirement savings system should work.
Case D18-19\005

2

The member claimed that her superannuation
account balance was inappropriately paid out
pursuant to a fraudulent Departing Australia
Superannuation Payment (DASP) application.
She wanted her account balance of $7,086.10 reinstated. The
trustee refused to do so and it was this decision that was being
reviewed by the Tribunal
In September 2015, the trustee received an online DASP
request, together with a certified copy of the member's
passport. Interestingly, the member's postal and email address
had been changed from those originally loaded onto the
administration system six weeks before the DASP request. That
change of address may also have been part of the fraud.
The trustee followed its standard process, including that
the signature on the DASP request matched the signature
on the passport and that the tax file number quoted on the
on-line application matched that recorded on the trustee's
system. With the checking completed, the trustee wrote to the
complainant at the address on its system and enclosed a cheque
for the full entitlement of $7,086.10 together with a member
statement and DASP Payment Summary.
While the trustee was sympathetic to the member's
CASE

situation, its position was that if fraud had occurred the
member should pursue that with the relevant legal authority
in her home country. The trustee was also unable to confirm
whether fraud had, or had not, incurred. It wrote to the
Tribunal:
"Our concern is another person was able to have access to
[the Complainant’s] personal information, including her passport
and TFN, how did this occur? We did not provide any personal
information to any party including [the Complainant]."
In the Tribunal's deliberations it pointed out that APRA's
Prudential Practice Guide SPG 280 - Payment standards for
regulated superannuation funds and approved deposit funds
requires trustees to be suspicious if members’ details such
as an address change just prior to a request for a rollover or
transfer. APRA expects trustees to include provisions in their
risk management frameworks that establish appropriate, robust
systems and procedures that substantially mitigate the risk of
fraud. Similarly, AUSTRAC has issued warnings in relation to
possible indicators of fraud and noted superannuation funds
can be targeted.
The Tribunal then went on to make the following findings
of fact:
• It is not the role of the trustee to contact any bank to
investigate alleged fraud.
• There was no objective and independent evidence of the
fraud having taken place, noting there was no submission
from the member that the police in her home country had
investigated the alleged fraud.
• The DASP application details matched the fund's records,
albeit that the address details were changed close to six
weeks before the transfer.
• The trustee followed its procedures, including checking
signatures.
There appears to have been an elaborate fraud.
In these circumstances, the Tribunal held that the trustee
was not required to compromise the member's claim for
reinstatement of her account balance. Accordingly, the trustee's
decision was fair and reasonable in the circumstances.
Case D18-19\006
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Move forward
with confidence

The path to effective general advice can be difficult
to follow. You need to know how to move beyond
factual information and recognise the signs that
could lead to personal advice.
You can help your business keep moving in the
right direction with ASFA’s new General Advice
Skills Program. It’s designed to give people the
knowledge, skills and confidence to deliver effective
and compliant general advice in superannuation.

Learn more at
www.superannuation.asn.au/learning
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super stats

INDICES

SUPERANNUATION GUARANTEE
Percentage change

Inflation to 30 June 2018

1 yr

CPI (all groups, eight capital cities)

2.1

% of ordinary times earnings

3 yrs (p.a) 5 yrs (p.a)

1.7

1.9

Percentage change
Investment Markets to 31 August 2018

1 yr

3 yrs (p.a) 5 yrs (p.a)

Australian Shares

14.0

12.2

8.2

20.8

12.4

15.3

S&P/ASX300 Accumulation Index

International Shares Unhedged

Minimum employer support

MSCI World Ex Australian in $A

2017/18 and 2018/19

9.5

The maximum quarterly earnings base is $52,760 for 2017/18
and $54,030 for 2018/19.
Legislation provides for a progressive increase to 12% but the Superannuation
Guarantee is paused at 9.5% until 1 July 2021.

LUMP SUM TAX RATES – 2018/19*

International Shares Hedged (proxy)

12.3

13.6

10.9

3.7

2.9

4.3

1.9

1.9

2.2

13.2

10.3

12.6

MSCI World Ex Australian in Local Currrency

Australian Fixed Interest
Bloomberg AusBond Composite Bond Index

Australian Cash
Bloomberg AusBond Bank Bill Index

Australian REITs
S&P/ASX 300 Property Accumulation Index

ASFA RETIREMENT STANDARD
June quarter 2018

Single

Couple

Annual expenditure
(comfortable lifestyle)

$42,953

$60,604

Lump sum required on retirement
to support comfortable lifestyle*

$545,000

Age

Taxed

Untaxed

Up to 55

20%

30%

Nil
15%

15%
30%

Nil

15%

55 to 59

Up to $205,000**
Excess over $205,000
60 or over
*

Rates shown do not include the Medicare levy and assumes that a
Tax File Number is supplied.
**
The low tax threshold is indexed annually in line with average weekly
ordinary time earnings (AWOTE), in $5,000 increments. This figure is reduced
by any amounts previously counted against this threshold.

INCOME TAX RATES
Personal rates – 2018/19

$640,000

All figures in today’s dollars using 2.75% AWE as a deflator and an
assumed investment earning rate of 6 per cent. They assume receipt of
a part Age Pension.
*

OVERVIEW OF SUPER FUND ACCOUNTS
AND ASSETS BY FUND TYPE

Taxable income

Tax payable*

$0 – $18,200

Nil

$18,201 – $37,000

19%

$37,001 – $90,000

$3,572 + 32.5%**

$90,001 – $180,000

$20,797 + 37%**

$180,001+

$54,097 + 45%**

*

Rates shown do not include Medicare levy of 2%.
Of amount above the lower threshold.

**

Total assets
($ billion)

Number of
funds

No. of accounts
(June 2017)

Corporate

56

24

0.3 million

Complying superannuation

15%

Industry

632

39

11.3 million

Non-complying superannuation

45%

Public sector

594

37

3.6 million

Retail

622

121

12.3 million

Funds with less
than 5 members

752

598,220

1.1 million

Balance of
statutory funds

53

N/A

N/A

2,709

N/A

28.6 million

Type of fund

TOTAL

Source: APRA statistics – June quarter 2018 and APRA annual statistics for
number of accounts.

Business rates – 2017/18 and 2018/19

The Chant West data is based on information provided by third parties that is believed
accurate at 31 August 2018. Past performance is not a reliable indicator of future
performance. Your objectives, financial situation and needs have not been taken
into account by Chant West and you should consider the appropriateness of this
information having regard to your objectives, financial
situation and needs, and read the relevant Product
Disclosure Statement, before making any decisions.
Chant West’s Financial Services Guide is available at
www.chantwest.com.au.
Chant West Pty Limited (ABN 75 077 595 316)
The Association of Superannuation Funds of Australia
(ABN 29 002 786 290)
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the last word

The mysterious puzzle of culture
change

L

Damian Hill
Executive Director,
Pragmatic Thinking

et’s talk about culture.
Arguably the most discussed—
and least understood—topic
on the planet.
We can feel it but it’s largely
intangible. We can hear it but it
exists without noise. We can see it,
but it has no rigid form.
Most people think culture is
a puzzle. And like a puzzle, there
are pieces that fit together. Signs,
symbols, languages and rituals.
They’re all pieces of any cultural
puzzle. And that’s what most
organisations focus on when trying

to shift their culture.
Let’s get rid of offices! That’s the problem.
Let’s get rid of cubicles! That’s the problem.
Heck, we don’t have a table-tennis table! That’s the problem.
So we repaint, reconfigure, restructure and review everything
and everyone trying to piece together a new puzzle. In the
end, we stand back when the puzzle is done and our shoulders
slump. Humph.
But culture is not simply a puzzle to solve. It’s a mystery.
A glorious, frustrating, wonderful mystery. Mysteries can
be something we try to solve, but they’re also fluid and
unstructured. They’re different, and keep shifting.
THE WELL-TRODDEN PATH

You’ve seen it plenty of times. The simplified six-step culture
change processes that many organisations follow in a desperate
attempt to improve:
1. realise their culture isn’t where it needs to be
2. look enviously at examples of cultures they’d like to be like
3. study and decode drivers of these other successful cultures
4. implement these drivers into their own culture
5. live in a temporary state of thinking that their culture is
getting better
6. revert to step 1.
GET OFF THE MERRY-GO-ROUND

Look, it’s a well-intentioned effort – this whole six-step path.
However, in many cases failure waits just around the next
corner. That’s because there’s a fundamental piece missing
that is almost always ignored in building, readjusting and
maintaining a workplace culture.
And that’s belief.
Six letters that mobilise people more than anything else we’ve
ever seen in the history of our species. It’s caused wars, cured
disease, bought genocide and birthed human rights. Belief
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can be both good and evil, and in this case—shaping company
culture—it’s the missing step that very few observe.
Most organisations try and shift their culture by adopting
new systems, behaviours, rituals, language or values. Yet they
don’t really examine the core belief systems held by the people
in their business, much less verbalise and question them.
IT’S MUCH MORE THAN A PUZZLE TO SOLVE

Are you picking up what I’m putting down? Behaviours,
language, signs and symbols are all pieces of the culture puzzle,
but there’s more to cultural change than fitting pieces of the
puzzle together. That’s because your culture is ultimately a
physical manifestation of the collective belief held by the
people at your work.
That’s the great mystery of culture that few organisations
dare to tackle; how do we examine and reshape the deepest
beliefs we hold about our work.
It’s intangible and hard. Or at least it is until we start to
share and discuss the beliefs that we hold about work and what
the experience is for us. That’s the mystery we should start with
first. Because all the pieces of the puzzle count for little unless
we explore the surface on which they lay.
GETTING DEEP HERE

Now I know the expansive thinking, early-adopting, thought
leaderish leader will respond favourably, but the linear, listmaking-and-loving leader will say “I don’t get it. That’s super
vague. Just tell me what I need to do in simple terms!”
OK, let’s make it crystal clear. Ask these questions (almost
daily):
• What would we need to believe, to be radically different/
better than we are right now?
• What do we continue to believe that doesn’t help us be
different/better?
The real and permanent culture change starts with questions
(and conversations) like these.
I possess an unshakeable belief that work—this third of
your life you donate your precious time to—is something that
can be immensely fulfilling and rewarding. It can improve
every other area of your life. And yet we’re fully aware many
people approach work as the thing you have to suffer through
on your way towards retirement. Imagine what it would take
to shift your beliefs about work beyond the beige to something
extraordinary?
That’s a mystery worth thinking about.
Darren Hill is presenting at Parallel Session 1D “Unlocking a
culture of diversity and inclusion” at the ASFA Conference on
Thursday 15 November by arrangement with Claxton Speakers
International.

Together we achieve…
building a better future
Link Group is a market-leading partner for outsourced superannuation
administration that is flexible enough to meet your fund’s own unique
goals and personality, with a competitive cost-to-serve.
With our open system architecture, you choose the service blocks that
you require to differentiate your Fund and how this is best delivered.
As an aligned partner, we provide you with the choice and scale
benefits to support you in building a better future for your members.

SUPER & PENSION FUNDS + ADMINISTERED AND SELF-ADMINISTERED + DEFINED BENEFIT SCHEMES + REDUNDANCY TRUSTS
Wayne Lowe
National Executive,
Strategic Partnerships
Link Group,
Fund Administration
+61 (02) 8571 6002
wayne.lowe@aas.com.au

■

Fund Administration

■

Advice and planning

■

Trustee services

■

Member and employer services

■

Mobile and digital services

■

Information security

■

Insurance claim administration

■

Post retirement solutions

■

Risk and compliance

■

Data Analytics and Insights

■

Marketing and communications

■

Fund accounting

This Australian life
is all about people
helping people

TAL and the Royal Flying Doctor Service are
working to make a real difference to each
other and the Australian families we protect.
Find out about the benefits of partnering
with TAL at grouphq.tal.com.au

TAL Life Limited | ABN 70 050 105 450 | AFSL 237848

