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Today I’m going to talk to you about….

• Importance of employers as a gateway for employees’ super 
savings

• Importance of advice capability for retaining retirees’ funds
• Are retirees subsidising corporate schemes?
• Will master funds win in the long-term?
• Future product and channel innovations – A Market of One



Importance of employers as a gateway for 
employees’ super savings

• Will always be important and increasingly important because:
– Attraction and retention issues are causing employers to find ways to 

add value to employees
– Access to Financial Advice is becoming an employee benefit (either via 

a panel of providers or exclusive provider)
– Eventually will be a hygiene factor

• Possible that DB might make a resurgence as an attraction and 
retention tool

– Needs extra support
• Employees also looking to their employer to educate them

– Employers are a gateway to increased financial literacy



• External planners – advice to switch funds is based on sometimes 
inadequate data or fund knowledge

• Preferred advisers helps mitigate this risk – the fee question is 
always the key issue

• Retention rates increase with proper advice
• Managing outflows can be as important as new business inflows in

mature fund (up to 30% retention gains in our experience)

Importance of advice capability for retaining 
retirees’ funds



Retirees subsidising corporate schemes

• It is always a multi-parameter model when setting the pricing
• It is up to the employer at the negotiation stage to decide on the 

balance between fee types and interest groups



Will master funds win in the long term?

• The wrong question to ask…respectfully! 
• Master funds, DIY and industry funds will all have a place
• Parallels with the direct share advice models

– Full service stockbroker, online stockbroker and financial planner models 
all co-exist and prosper. 

– As much about the investors’ attitude as it is about the service channel.
• Depends on what the member is looking for

– A Market of One



Future product and channel innovations
- the evolving super member; A Market of One

• Members of super funds are changing from member to consumer
• We need a multi-faceted but aligned approach to engaging them



Creating A Market of One
How

Articulate the member value   
proposition

Cluster members by needs

Gain a single view of each 
member, including a memory
of all interactions

Identify current value of each 
member as well as potential 
value (eg. Retention, 
increased share of wallet, 
cross sell, up sell, referral)

Develop targeted member 
interactions to unlock potential 
value

Customise and empower 
service channels to speak with 
individuals and realise 
potential value

Value to member

Personalised service – different
members are treated differently

Enhanced satisfaction and 
loyalty

Value to fund
Maximise the value of each 
member

Enhanced retention and 
participation

Business metrics to assess 
return on customer (ROC) and 
return on investment (ROI)

Business growth



Online transactions
- in six years, online transactions have risen by 2,300%

Online transactions* peaked at 257,951 in July 2007 (2,300% higher than January 
2002)

*Online transactions include benefit quotations, contact details or beneficiary changes, investment choice switches, 
TFN updates, BPAY contributions
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• Online education, such as webcasts and podcasts
• Linking super and banking online experiences
• Portals through the employer relationship to all employee benefits including 

health, super, financial education and advice, absence management etc
• Provision of financial advice as an employee benefit to become ubiquitous and a 

hygiene factor
• Financial advisers to be co-located with employers
• Tax deductibility of financial advice
• The $200 financial plan

The “current” future
- technology enables real personalisation

Source: “Opening doors to advice” Money Management 17/04/2008, “Call for more tax deductions for financial advice” West Australian Business News 
14/04/2008



• We already have technology that allows us to highly personalise the online 
experience:

– Picks up on your preferences and incorporates active suggestions to create calls to action
• Financial advice over the internet is coming
• Communication with Gen X and Gen Y to be different to baby boomers:

– Video chat and instant messaging with your super fund, instant response via SMS or 
email, re-define the call centre, convergence of advice provider websites with social 
networking sites

• SMS campaigns already in use
• “Social networking” with your fund 
• DIY financial planning

The “future” future
- technology enables real personalisation
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