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This year we’ve ramped up our webinar program in collaboration with AFA partners, 
members and industry experts to bring you the latest insights and know-how across 
a broad range of useful topics. And we have more on the way! 
Check out our webinar library online at afa.asn.au where you can view sessions  
on-demand and also gain valuable CPD hours.

afa.asn.au/webinars

Economic & Market 
consequences of COVID-19  
Brian Parker plots a way 
forward as to how economies 
will emerge from COVID-19 
and what – if anything- the 
crisis means for investment 
strategy

COVID-19 Stimulus packages 
unpacked 
Explore what the Federal 
Government COVID-19 
Stimulus packages mean for 
you as a financial adviser, 
your clients and the practical 
tools available

Working effectively from 
home for paraplanners 
Set yourself up for success, 
improve efficiency, avoid 
‘cabin fever’, maintain 
networking connections and 
best practice through and 
post COVID-19

How to provide outstanding 
service virtually 
In-depth information on 
how to successfully run 
your business virtually 
including tools, compliance 
considerations and tips for 
client engagement

Sound investing during 
volatile times 
Up to date market intel and 
investment strategy tips to 
support you in conversations 
with clients during and 
beyond the challenges of 
COVID-19

Your Code of Ethics 
obligations 
The guidelines, requirements 
and what you need to 
understand to ensure you and 
your business are complying 
with the FASEA Code of Ethics 
standards

Exploring real-life ethical 
insurance dilemmas
Explore unique ethical 
challenges for financial 
advisers when recommending 
risk insurance including duty 
of disclosure and impacts for 
claims

Your best you 
Great productivity tips 
to keep you accountable, 
especially if working from 
home with children. Build a 
healthy mindset, an engaged 
client base and a healthy 
business 

AFA
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Welcome to Issue Two,  

In all my working career (which is a while), 
I’ve never been keen on working from 
home. I like to be with my team, the hum 
of a busy office, and most of all the 
crystal clear delineation of being at work 
and switching off at home. So along 
came the pandemic with its 
overwhelmingly rapid impacts on the way 

we work and play. I’ve now changed my mind and my mindset. 
I am more productive and more in control of my day and have 
new habits: a morning 10 min meditation and a 15min 
lunchtime walk. Simple and insignificant time-wise they may 
seem, however they have been life-changing. So out of change 
and chaos has come the opportunity to be better. 

In this edition we share some great insights from members on 
how they’ve adapted over the last few months. We also have 
some great resources on our AFA Care & Wellbeing webpage 
to help manage your wellbeing and that of your team. Thanks to 
our partners and members who have contributed to this issue. 

Natalie Kleibert 
General Manager, Marketing 
 AFA_Voice
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Mental health means more profit

Helping your team make the transition from 
home to work
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Professionalism //

BY MARC BINEHAM 
AFA National President

Back to the Future

I have been working with some wonderful retired advisers and 
trying to gather some historical material for a section on our new 
website that shows a timeline of our over 70 year history, as while 
we look forward on our journey to professionalism, we should 
never forget our past and those that worked so hard before us. 

Reading an AFA (previously called Life Underwriters’ Association 
of Australia - LUA) newsletter from 1975 that was recently provided 
to me, it is fascinating to see how things were back then. 

Firstly, we had advisers about to literally march on Canberra as 
Gough Whitlam at the time was looking to nationalise life 
insurance. Could you imagine what our industry and profession 
would have looked like if these wonderful advisers had not stood 
up to the then Labor Government and made them see sense. 
What is also incredible is that the Government and then Treasurer 
had a consultative committee that included the equivalent of the 
FSC representing Life Insurance companies, and trade union 
representatives but no advisers or representation from our 
Association whose livelihoods they were going to stop.

As our Association stated then, and as we so often have to 
remind politicians and regulators today, advisers have the 
relationship with their clients, we understand better than most 
what their issues and concerns are. Not to be represented on 
this committee seems ridiculous looking back but again we see 
so many examples of this similar type thinking in recent times.

If life insurance had been nationalised, how would everyday 
Australians manage to put a death claim in to a Government 
department similar to Centrelink or an 1800 number, rather than 
having us to help them through not only their difficult time but 
also help them navigate the often complex claims process! 

We have a lot to be thankful for, for what could have been, and 
I wonder if a similar situation occurred today, would we as an 
adviser collective be as willing to march on Parliament House if 
we needed to?

Other points of interest in 1975 was that the first insurance and 
planning education courses from the USA were introduced to raise 
adviser standards by the LUA. Importantly, they were practical 
courses aimed at improving the service and advice standards of 
LUA members, and building better stronger relationships with 
their clients. Up until then, the only way you learnt as an adviser 
was through an insurance company and more often than not, 
only about their own products. This was a visionary move by the 
LUA and we should be very proud of the education journey they 
started for our Association members and the industry.

Lastly, the 1975 newsletter reported on a membership drive, 
asking each member to introduce a new insurance agent to our 
Association. Looking back, yes it was probably too easy back 
then to join the industry with no qualifications, however when we 
look at how difficult it is now and not only the need for degree 
qualifications but the professional year, one may question as to 
whether we have gone too far? 

While in theory I absolutely understand the need for higher 
education as well as practical experience, the reality is that to 
suffice the current professional year requirements, advisers are 
small business owners with little spare time to take on these 
‘apprentices’. They have their own additional education 
requirements, increased compliance and regulatory costs and it 
is a massive commitment and investment to pay someone for a 
year that can’t actually cover their costs. So, even if there was a 
solid pipeline of new degree qualified candidates coming through 
(which there isn’t), we need to question who has the time or can 
afford to put them on? Are there other solutions to enabling the 
benefits of a professional year for new advisers? We must find 
practical solutions as the industry is evolving; many advisers are 
looking to leave earlier than expected and it is a real concern we 
could be left with a real gulf in adviser numbers and experience 
being forced out. Where will the next wave of advisers come 
from? And what will the longer-term impacts be for consumers 
who need access to affordable and quality advice? 

So, individually as advisers and business owners we have our 
own issues and struggles to face and we will keep on fighting 
the good fight to ensure we keep this advice profession alive, 
relevant and affordable – however it is important to still take time 
out and reflect on what history teaches us. For what could have 
been if those advisers of the last century had not taken a stand 
and saved our insurance industry. They hold a proud and visible 
place in our AFA history for the next generation to learn from.

Thank you.

As Marty and the gang found out in the Back to the Future movies, going back in time, you 
realise how little has changed sometimes.

 @AFA_Pres
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Over the last few months, I have watched with 
enormous pride as the advice profession reinforced 
its role as a truly ‘essential service’, helping 
thousands of Australians cope with the financial and 
emotional impact of COVID 19’s wrecking ball.

An even bigger source of pride - for all of us - 
should be the way advisers have reached out to 
clients at a time when they were already facing their 
own enormous challenges. Juggling the twin 
stressors of the FASEA requirements and reshaped 
remuneration models, and with other Royal 
Commission changes still in the pipeline, albeit on a 
delayed timetable, offering wise counsel to your 
clients whilst protecting and providing for your own 
families must be a daunting task. 

Now, more than ever, advisers need to be mindful of 
their own mental wellbeing, which is why the Board 
and I have been taking every opportunity we can to 
remind our members of the AFA Care Program. 
These are unprecedented, anxious times, and no 
one can be expected to navigate them alone, which 
is why I urge you to check out the resources 
available via this free, members only program. 

Another important type of support you are looking 
to us to provide is advocacy, and this has been our 
priority focus at AFA HQ. To date this year, Phil 
Anderson and I have completed around 30 
meetings with politicians (ministers, shadows and 
crossbenchers), ASIC, and various government 
departments. Each of these meetings has provided 
the opportunity to represent your views on a 
number of issues, and this engagement has directly 
contributed to several positive outcomes for our 
members including the extension of the FASEA 
education deadlines and the six-month deferral in 
implementing the Royal Commission 
recommendations. 

In terms of FASEA specifically, whilst many advisers 
have successfully passed the FASEA exam, and 
should be congratulated, others attempting the 
exam more recently have found the ‘remote’ 
approach more challenging. In light of the revised 

As Australia takes its first tentative steps towards the new normal of a post-
lockdown world, the role of financial advisers has never been more crucial.

The role of financial advisers 
has never been more crucial

Professionalism //

BY PHILIP KEWIN
AFA Chief Executive Officer 

 @AFA_CEO

timetable announced by the Government back in 
August last year, it was vital that we achieved 
certainty about any potential change to this 
timetable, and this underpinned the urgency with 
which we engaged on this issue. And while the 
journey to pass the Bill was not without its 
challenges, one thing that stood out for me was the 
way that representatives from the Government, 
Labor and the cross benches, all recognised the 
important role played by Financial Advisers in the 
community and the extent to which the many 
demands currently placed on them are undermining 
their ability to play this role effectively and 
sustainably.

Of course, these outcomes could not have been 
achieved without the input of so many of our 
members who have played an active role in making 
their local members and Senators aware of the 
impacts that the proposed reforms could have on 
their clients and their businesses. I urge all 
members to get involved in advocating for sensible 
and practical reform enabling you to run sustainable 
businesses and help your clients and communities 
more broadly. The more of you that take the time to 
tell your story to your local politician, the more our 
message will get traction, and I would like to remind 
you that our Member Advocacy Pack is available 
online at afa.asn.au. This pack steps you through 
how to engage with your local member, and for 
further inspiration, in this issue we have profiled how 
AFA Member Cara Williams arranged her own 
meetings. 

AFA ADVOCACY PACK

AFA | 7

Your toolkit Initial contact email template 

If you need to use an email to contact your local member, then you may wish to use the following 

template:
Dear [Local Member Name],

I am a financial adviser [running a small business and] living/working in your electorate and I would 

like to introduce myself and talk to you about the role that we play in supporting our clients within your 

community and the many issues that are challenging the financial advice profession and the continuation 

of the services that we provide to our clients. As a [financial adviser/small business owner] operating in 

your community, I want to ensure that we can continue to service everyday Australians who gain great 

benefit from financial advice

Most of our clients are not high net wealth, however in the future, there is a genuine risk that only the very 

well off will be able to access financial advice. 

Our financial advice practiceis [name].  <<set out a brief description of your business including details 

of no of staff, geographical coverage, years in business etc.>>

At the moment my team and I are very concerned about the future of providing affordable advice to our 

local community. These pressures impact our XX locally employed staff and their families as well.

My practice provides advice to [Number of] clients << include a brief description of the clients you 

advise including demographic details, types of clients ie. pre-retiree/retiree/young families/small 

business owners etc.>>
We get very good outcomes locally, but there is a massive range of cumulative pressures in our ability to 

deliver affordable and quality advice.  The potential implications of these challenges, including the Royal 

Commission, the timeframes to pass the exam and formalise qualifications impact our ability to provide 

quality advice to our local community.  There is a mounting risk of more costly red tape, further reducing 

our ability to provide cost-effective financial advice.

I hope we might meet so I can outline the importance of affordable financial advice to our local 

community and my concerns about a range of pressures that are impacting this important service in our 

local area.
In the hope we can catch up, I will call your office to arrange a meeting. In the meantime, please feel free 

to contact me by phone on [your contact number] or email [your email address] 

Yours sincerely,
[Your Name]

NOTE: this is a preparatory document for 

members to help prepare for engagement with 

local MPs. This is not for external distribution

AFA ADVOCACY PACK

AFA | 5

Click on the name of your local member to get their ‘Office details’, which will show their electorate office 

address and telephone number. Click on the next icon ‘Connect’ to obtain an email address, Facebook or a 

Contact form. Note that contact methods for local members will vary.

Senators represent the whole State, requiring a coordinated approach. However, if a Senator does have their office 

in your local area or you have personal contact with a Senator, please let us know in the first instance so we can 

assist.

Step 2: Plan and implement your contact strategy

Contact options:
OPTION 1 (Preferred):  

Arrange a meeting with your Local Member

The best impact you can have is meeting face-to-face with your local member. If 

you can’t book a meeting over the phone, then certainly use email to introduce 

yourself and seek a meeting. 
A face to face meeting allows them to meet you, connect with you and for  

you to: 
• Demonstrate who you are and show your impact upon people in the their 

electorate • Discuss your background and why you do what you do 

• Explain the services and the value that you provide 

• Explain the current challenges in your business 

• Talk/emphasise about your clients, who are most likely also voters in their 

electorate • Outline your concerns and what you want them to consider when they will be 

asked to debate the reforms

• Stress the importance of financial advice and how the current reforms will 

impact your ability to deliver financial advice to voters in their electorate.

IMPORTANT:  Be clear on precisely what the issue is that you want them to address 

and what you are asking the local member to do.  We ask that you are very careful in 

expressing a personal view that deviates from AFA policy.

Consider making a joint request and 

arranging for your Local Member to 

meet with a group of local financial 

advisers.

OPTION 2:  Email your Local Member   
Similar to the face to face meeting structure outlined in Option 1, you must be 

clear why you are contacting them and ensure they understand your concerns, 

how the current reforms impact locals in their electorate and what you want 

them to consider when they will be asked to debate the key reforms. 

great advice for more australians

afa.asn.au

AFA Member Advocacy 
Contact Guideline 2019

How to Contact and Arrange a 
Meeting with Your Local Member

great advice 
for more australia

ns

afa.asn.au

Member Advocacy Pack

Ensuring a Sustainable 

Financial Advice Profession
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Your on-demand 
adviser learning 

platform

Get started with _ZONE

zoneeducation.com.au

The_ Zone next level adviser education program is provided by Zurich Financial Services Australia ABN 11 008 423 372 of 5 Blue Street,  
North Sydney 2060. For further information please contact adviser.service@zurich.com.au or 1800 500 655.

There’s a new way to unlock 
your potential – and provide 

value beyond advice  
to your clients.

_ZONE is your education program, designed to 
guide you through the professional development 
you need as an adviser to meet the challenges of 

today and tomorrow. 

Now you can tick off your CPD in the way that 
suits you: online, in practical workshops or 

inspiring keynotes. Or even a proactive session 
with your BDM that zones in on what matters.

When you’re in the zone, every minute matters. 
So we’ll make sure your professional development 

delivers a better return on your time. 

Investing time in your development pays long-
term dividends. And at Zurich and OnePath,  

we know technical skills are just the beginning.

To adapt to change, you need new ideas. To be 
resilient through uncertainty, you need focus.  

It’s time to zone in on what matters most.



degree of structure to my ‘work’ days and being more flexible in 
the communication channels I use. We will continue to source 
the most contemporary and valuable content for our members, 
and we welcome your feedback and ideas too. If you have a 
suggestion for future webinar topics, don’t hesitate to drop us a 
line at info@afa.asn.au. If you have missed a webinar – or for a 
repeat viewing - we have them available for your convenience, 
on-demand at afa.asn.au. 

On a similar note, I am excited to announce that this October 
we’ll be bringing you our very first digital conference. Planning is 
well underway and, as with our traditional face to face 
conferences, we promise to bring you a fantastic lineup of 
international and local thought leaders and practitioner experts, 
as well as the opportunity to share and connect (albeit virtually) 
with your AFA community. Look out for more information over 
the coming months and join us online! 

Finally, whilst the next few months will undoubtedly bring more 
distractions, uncertainty and challenges, I think we can all take 
heart from the wisdom of AFA members Erin Truscott and Amie 
Baker, who reminded us, in the recent Inspire webinar, that 
‘there are always surprising planned (and unplanned!) silver 
linings in every trial that we face – and it’s up to us to take 
control of our future’. 

I feel that throughout these last few months, our theme of 
VISION 2020 has resonated strongly as we have connected and 
collaborated as a community of financial advice professionals. 
Progressing towards our collective goal - to improve the lives of 
Australians and provide them with the knowledge, confidence, 
and peace of mind that financial advice delivers – is more 
important now than ever before.

Take care. 

Professionalism //

Our work via the Joint Associations Life Insurance Task Force 
also continues, and through this forum we have made a number 
of representations to ASIC that have had positive results, 
including a revisiting of the methodology for tracking lapses, and 
an understanding of the retention challenges caused by the 
highly dynamic premium environment. We have also had 
significant engagement – including via submissions – with 
APRA, ASIC and the Actuaries Institute, to contribute the 
dialogue around the future of Life Insurance product design, 
particularly in relation to the current reforms around Income 
Protection. We all want to support a sustainable insurance pool 
while protecting both existing and new clients in those products. 

Work remains to be done across a range of issues, and our 
policy update in this edition covers other areas we continue to 
engage on, including APRA’s intervention in the income 
protection market that has led to some concerning impacts for 
existing clients. Next year’s LIF review is also an obvious priority, 
and in conjunction with other stakeholders we have met with 
both ASIC and Minister Hume, allowing us to provide input into 
the methodology that will be used to conduct that review.

The charity sector is another that has been hit hard by COVID 
19, with heightened demand for their services coming at a time 
when fundraising has never been more difficult. All the more 
reason to be proud of the AFA Foundation’s work over last few 
months in running the Foundation Grants Program, resulting in 
significant and meaningful support to those in need. It is 
particularly pleasing to report a doubling of applications to the 
Foundation by our members, with hundreds taking the time to 
apply for a grant on behalf of their local community charity. After 
reviewing these applications, we awarded grants to nine 
charities this year, and I would like to personally thank the 
Foundation Team for their dedication in making it all happen. 
You can read more about the grant recipients in Olivia’s 
Foundation update. 

With the ban on mass gatherings forcing the postponement of 
our signature events - including National Conference and our 
local member communities of practice networking events - we 
have joined those organisations pivoting towards more digital 
engagement, scaling up our AFA webinar series to deliver 
quality, CPD accredited content in collaboration with AFA 
partners and members. 

We’ve worked hard to bring you a wide range of relevant, 
informative content through this channel, including the latest 
economic and market updates, and expert speakers on topics 
including ethics, investing, insurance and education. More 
recently our ‘In-practice’ series has seen your fellow member 
practitioners share practical, easily implemented tips on 
business efficiency, home office productivity, technology and 
online marketing. One of the most valuable insights I’ve 
personally taken away and put to use is maintaining a high 
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New ways to learn 
in a digital world
The TAL Risk Academy is continuing to evolve to meet your needs 

in a changing world. In addition to our webinar and on-demand 

learning, we have launched a new Virtual Classroom series,  

providing more ways to fulfil your CPD requirements online and 

making sure we’re bringing you the training and digital learning 

solutions you need.

Learn more about how the TAL Risk Academy is supporting even 

more advisers in a digital world at adviser.tal.com.au/risk-

academy

TAL Life Limited 
ABN 70 050 105 450 | AFSL 237848



A digital evolution at the 
TAL Risk Academy

The TAL Risk Academy has always been dedicated to providing 
market-leading education that adapts to suit the needs of 
advisers in a changing industry. Accordingly, the 2020 TAL Risk 
Academy prospectus was created with a particular focus on 
helping advisers achieve their new education requirements and 
prepare for a new era of advice.

As the year has progressed, we face another new challenge. 
COVID-19 has seen not just advisers, but all Australians, look 
increasingly to digital solutions. As always, the TAL Risk 
Academy is supporting advisers through the change.

The program has evolved rapidly to ensure it continues to help 
advisers fulfil their CPD requirements and deliver outstanding 
advice, and makes the most of the digital environment we’re all 
working in. 

Trends in digital learning
The practical training available at the TAL Risk Academy has 
always been shaped by adviser feedback and key trends. TAL is 
continuing to look to those to ensure the Risk Academy delivers 
the courses and digital learning solutions advisers need.

Over the past few months, there’s been an uplift in course 
enrolments, evidence of how strongly advisers feel about 
education as a way of strengthening and adapting their 
businesses in a changing world. Enrolments between January 
and April 2020 increased 41% compared to the same period in 
2019, and 2020 on-demand enrolments have risen 79% from 
last year. 

In response, the TAL Risk Academy now offers over 70 courses 
in a digital format, including more than 10 new on-demand 
courses and 58 Virtual Classroom sessions available over the 
next few months.

Introducing the new Virtual Classroom
A key aspect of the TAL Risk Academy’s digital evolution is the 
new Virtual Classroom series. Here, advisers can access 
masterclasses previously only available face-to-face, including 
the popular FASEA Exam Masterclass. 

Over 3,400 advisers have participated in this course since July 
2019 and registrations continue to grow with Virtual Classroom 
sessions available through to July 2020. 

Although delivered digitally, the masterclasses remain a place 
where advisers can interact, discuss case studies and ask 
questions, ensuring they provide as much value digitally as they 
did as face-to-face.

New courses for a COVID-19 world
New courses have been developed to help advisers in a 
COVID-19 world. Now available on-demand, the Navigating the 
medical and wellness impacts of COVID-19 for your clients 
course covers risk factors for COVID-19 and what they may 
mean for underwriting and claims, while the Adapting Your 
Business to Provide Outstanding Service Virtually course will 
help advisers operate successfully in a digital world. 

More ways to fulfil your CPD 
requirements online
The TAL Risk Academy now includes a new way for advisers to 
earn CPD hours, through a series of CPD reading materials. 
The collection currently includes an article on business 
insurance and the first in a series about the golden rules of 
advice, and it will continue to grow to provide yet another option 
for digital learning. 

In the months ahead, the TAL Risk Academy will continue to 
evolve; meeting advisers’ immediate education needs, as well 
as anticipating and creating training to support advisers in the 
longer term. 

Find out more about the TAL Risk Academy and explore all the 
digital learning options at adviser.tal.com.au/risk-academy

TAL’s Head of Licensees and Partnerships, Beau Riley, explains how the TAL Risk Academy is 
continuing to meet the needs of advisers in a COVID-19 world.

Innovation //

BY BEAU RILEY 
Head of Licensees and Partnerships at TAL
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AIA Australia has partnered with Medix, a global healthcare 
management company that provides world-class support to 
those dealing with serious illness. It’s all part of our commitment 
to helping our customers live healthier, longer, better lives.

Visit aia.com.au or contact us on 1800 033 490 to find out more.

Care for when your 
clients need it most.
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New Medix partnership 
brings medical management 
to AIA Australia customers

Part of a regional strategic collaboration, the partnership marks 
a new form of personalised care and support being made 
available to many AIA Australia customers, with owners of AIA 
Health Insurance and/or individual Life, TPD, Trauma or Income 
Protection policies now eligible to apply for access to the Medix 
Personal Medical Case Management service.

“We want to ensure our customers have access to world-class 
support when they’re dealing with serious health issues” says 
Damien Mu, Director and CEO of AIA Australia and New 
Zealand. “Our partnership with Medix will help us provide peace 
of mind to those unsure of their diagnosis, and deliver guidance 
at the right time and in the right way.”

Medix at home in Australia
With a new office in Melbourne and a global network comprised 
of over 300 in-house doctors, 2,000 leading medical centres 
and 4,000 medical specialists, Medix works to support a 
customer by helping them navigate their medical journey and 
make informed decisions. Eligible AIA Australia customers can 
access the Medix service irrespective of whether they are 
already on claim or are suffering from a condition in respect of 
which they may seek to make one under their insurance policy.

Once a customer engages Medix to act on their behalf, Medix 
appoints a local case management team headed by a local 
registered medical practitioner (the case manager) and a 
supporting nurse. The case manager arranges for the 
customer’s medical information and test results to be evaluated 
by leading local and international health specialists in the Medix 
network, distilling the findings into a comprehensive report they 
then discuss with the customer and their treating physician to 
arrive at an optimal treatment plan.

As treatment progresses, the customer’s dedicated case team 
remains on hand 24/7 to answer queries and provide emotional 
support. Likewise, the case manager keeps in touch with the 
customer’s treating physician and can be contacted by the 
customer for assistance with things like translating medical 
terminology or managing side-effects.

Benefits of the Medix partnership for financial advisers include 
both adding value to a client’s policy and increasing the 
assistance they’re able to offer them. “It means I can offer my 
client support that isn’t only financial” explains one adviser who 
introduced their client to Medix through their AIA Australia 
policy. “When a Medix case manager becomes an advocate for 
my client it ensures they’re exploring all avenues. It’s one of 
those benefits that, when you need it, becomes invaluable.”

Bringing global support to 
personalised care
For those who receive worrying medical diagnoses, sometimes 
simply trying to make sense of their situation and weighing up 
the treatment options can itself add anxiety and confusion to an 
already difficult time. AIA Australia’s new partnership with 
Medix was formed with the goal of helping to alleviate some 
of this stress, providing customers and their families with 
unprecedented support and confidence in the medical care 
they’re receiving.

For more information on Medix and other support resources 
available to AIA Australia customers, please speak with your 
AIA Australia CDM or contact Medix on (03) 9115 9808 or at 
aia-cs@medix-australia.com

AIA Australia recently became the latest member of the AIA Group to partner with Medix, a 
global healthcare management company that specialises in providing world-class support to 
those dealing with serious medical conditions.

*Medix Internal Reporting (Global Average), current as at February 2020.

Copyright © 2020 AIA Australia Limited (ABN 79 004 837 861 AFSL 230043). This is general information only, without taking into account factors like the objectives, financial situation, 
needs or personal circumstances of any individual and is not intended to be financial, legal, tax, medical, nutritional, health, fitness or other advice.

BY AIA & MEDIX
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Professionalism //

BY PHIL ANDERSON 
General Manager, Policy & Professionalism

Policy update

The first five and a half months of 2020 has been hectic, however in two very distinct halves, 
with the first half focussed upon the regulatory change challenge presented by the Banking 
Royal Commission recommendations and the second half very focussed upon the impact of 
the COVID 19 crisis.

The pace of regulatory change has slowed more recently as the 
Government has put the Banking Royal Commission reform 
agenda on hold and we have seen some COVID 19 relief 
measures to assist financial advisers during the COVID crisis. 
The combination of the avalanche of regulatory reform and the 
impact of COVID 19 has put the issue of accessibility and 
affordability of financial advice in the spotlight. The regulatory 
highlight of the first half of 2020 has been the eventual passing 
of the FASEA deadline extension legislation.

The financial adviser market has continued to decline over the 
first five months of 2020, with the total number of financial 
advisers on the Financial Adviser Register falling to 22,908 in 
early June 2020, which is down nearly 6,000 from the peak in 
January 2019. There are now 2,179 different licensees with 
financial advisers, with the largest 100 licensees representing 
nearly 15,000 financial advisers and the remaining 2,079 
licensees, all with less than 40 financial advisers, representing 
the remaining nearly 8,000 financial advisers.

Professional Standards and FASEA
A key issue over the last six months has been the FASEA exam, 
with an increasing number of advisers sitting the exam in 
December and February, however with these numbers falling 
away significantly in April when the face to face exams were 
cancelled and the only option was the remote on-line proctored 
version of the exam. The legislation to extend the deadline for 
the FASEA exam and the education requirement has been a key 
focus in the first half of 2020. 

After five rounds of the FASEA exam we can see important 
progress, with nearly 30% of financial advisers on the FAR, 
having now passed the exam. The AFA congratulates those who 
have already passed, however we know that not everyone has 
passed and some have been unsuccessful on more than one 
occasion, which is proving to be very challenging for them. 
Please reach out to the CampusAFA team if you would like to 
discuss the exam, preparation resources or other related 
matters.

Date Number 
Sitting

Pass rate Estimate 
Passed

Estimate 
Failed

Jun-19 579 90% 521 58

Sep-19 1,697 88% 1,493 204

Dec-19 2,981 86% 2,564 417

Feb-20 2,231 82% 1,829 402

Apr-20 470 79% 371 99

Total 7,958 86% 6,844 1,114

Progress on the FASEA Deadline 
Extensions in the Parliament
On 5 December 2019, the Government introduced the Bill 
(Treasury Laws Amendment (2019 Measures No. 3) Bill 2019) 
that will enact their commitment to extend the FASEA deadlines, 
as announced on 30 August 2019. This Bill will achieve the 
following:

• Defer the exam deadline by 12 months from 1 January 2021 
to 1 January 2022.

• Defer the education deadline by 24 months from 1 January 
2024 to 1 January 2026.

The Bill is what is described as an Omnibus Bill, and contains a 
range of Amendments to the legislation in addition to the FASEA 
deadline extensions. The Bill was passed in the House of 
Representatives on 11 February 2020 and introduced to the 
Senate on 12 February 2020. The ALP unsuccessfully raised an 
amendment in the House of Representatives, to add an 
unrelated measure to ban stamping fees on Listed Investment 
Companies (LICs) and Listed Investment Trusts (LITs). When the 
Bill was due to be addressed by the Senate during the short 
sitting in mid May 2020, the ALP amendment became a 
problem and the legislation was held up. The Government 
wanted to treat the Bill as non-controversial and push it through 
without debate, however the Opposition refused to do this. 
However, afterwards, on 21 May 2020, the Treasurer announced 
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Useful resources & information for members
As a community, country and global society we are all facing unprecedented challenges as a result of the coronavirus 
pandemic. It is impacting ourselves as individuals, as business owners and employees and financial advice clients. The 
AFA is closely monitoring developments and their impact on our AFA community and communicating these impacts as 
soon as practical to our members through our AFA Policy & Education e-newsletter, AFA News and via our social media 
channels. We are here to support our members during this challenging time.

Professionalism //

the Government’s plans to ban stamping fees on LICs and LITs, 
which seemingly should have resolved the issue. With the 
Parliament returning on 10 June 2020, for a two week sitting 
period, we were once again optimistic that it would be passed. 
We were in for another surprise, and a very anxious few days as 
the Centre Alliance party moved another unrelated amendment 
to the Bill, which was supported by the ALP and the other minor 
parties. The Bill was sent back to the House of Representatives 
twice, however, on each occasion it was rejected and sent back 
to the Senate. On the third attempt, Centre Alliance and the 
other cross bench Senators finally agreed to not insist on the 
amendment, allowing the Bill to finally be passed in the Senate. 
In the final debate, it was acknowledged that this was a time 
critical Bill and that it was a very important measure for the 
financial advice profession. We all felt a great sense of relief that 
the Parliament had finally sided with the financial advice 
profession. 

Upcoming Exams and Registration 
Complications
The FASEA Exam Legislative Instrument prevents an adviser 
from registering for the exam until at least 3 months after they 
last sat the exam. The exam schedule for the remainder of this 
year is set out in the table below. Under this 3 month rule, whilst 
an adviser who sat the June exam, would still be able to sit 
again in November and possibly in October (if they registered at 
the end of the registration period), an adviser sitting it in August 
or later, would not be able to sit it again in 2020:

Exam Dates Registration 
Period

Locations

11–16 June 2020 2 March 2020 - 
29 May 2020

Online Remote only

13–18 August 
2020

14 April 2020 - 
24 July 2020

22 plus 
Online Remote

8–13 October 
2020

6 July 2020 - 
18 September 2020

15 plus 
Online Remote

5–10 November 
2020

TBC 14 plus 
Online Remote

FASEA Code of Ethics
FASEA have not issued any updates to the FASEA Code of 
Ethics guidance since 20 December 2019, when they released a 
document titled “Preliminary Response to Submissions – FG002 
Financial Planners and Advisers Code of Ethics 2019 Guidance”. 
This document alongside the media release from ASIC on 26 
November 2019, that stated that ASIC will not be monitoring 
individual adviser compliance with the Code and announcing a 
facilitative compliance approach for Standards 3 and 7 until the 
commencement of the Single Disciplinary Body, has provided 
some short term certainty, however, a more definitive outcome 
needs to be found.

To assist you we have collated some 
useful resources online to provide 
you with latest policy & regulatory 
information to help manage business 
impacts, as well as tips to manage 
your health and wellbeing and that of 
your employees and clients. Simply 
access the COVID-19 Resources 
webpage under ‘Membership’ online 
at afa.asn.au
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Professionalism //

Royal Commission into Banking, 
Superannuation and Financial Services
On 31 January 2020, the Government released draft legislation 
to address a batch of Royal Commission recommendations that 
were originally due for implementation from 1 July 2020. These 
drafts included issues like the Annual Renewal obligation, 
Reference Checking and a Ban on Advice Fees from MySuper 
accounts. The AFA made submissions to the Government on all 
of these key relevant reforms by the deadline on 28 February 
2020. Whilst there have been some further discussions on our 
recommendations for a workable streamlined and efficient 
Annual Renewal process, the Government and the Regulators 
have put regulatory reform on hold during the COVID 19 crisis. 
The Treasurer announced on 8 May 2020, a six month delay in 
the implementation of the Banking Royal Commission 
recommendations. We welcomed this deferral and have 
encouraged the Government to take this time to fully consider 
the feedback and how the reforms can be implemented in a way 
that will not negatively impact access and affordability of 
financial advice.

COVID 19 Regulatory Relief Measures
The Government has announced a number of economic 
stimulus packages that will both benefit financial advice 
practices, but also present the need for financial advisers to 
work closely with their clients, and particularly small business 
clients.

In addition, our regulators have also announced some relief 
measures. The TPB announced that annual declarations by tax 
practitioners would not be required for the remainder of 2020, 
that they would provide flexibility in renewals for tax practitioners 
impacted by COVID 19 and the removal of the professional 

reading cap of 25%. The removal of the professional reading 
cap has no impact on financial advisers as FASEA has not 
modified their cap of 10% on professional reading. On 19 March 
2020, FASEA issued a media release encouraging Licensees to 
take a supportive approach to compliance with the CPD 
standard. FASEA also referred to Licensee CPD policies being 
required to include potential relief provisions to assist the needs 
of advisers affected by extenuating circumstances. Whilst this 
sounds supportive, the CPD Legislative Instrument provides no 
flexibility and the law requires licensees to report non-
compliance with the CPD standard to ASIC and ASIC must 
record these breaches on the Financial Adviser Register.

ASIC announced a range of relief measures on 14 April 2020, 
including the following:

• Extending the timeframe for the provision of a Statement of 
Advice for time critical situations from 5 business days to 30 
business days.

• Enabling financial advisers and tax agents to provide advice, 
via a Record of Advice, to clients seeking to access the 
superannuation early release measure, provided any fee was 
no greater than $300.

• Enabling financial advisers to use a Record of Advice, even 
where the client’s personal circumstances or the basis of the 
advice had changed significantly. Also allowing an RoA, 
where the SoA was previously provided by another adviser 
within the same licensee.

APRA Intervention in the Income 
Protection Market
The APRA intervention in the Income Protection market came 
into force with the effective banning of agreed value policies 
from 1 April 2020. APRA are continuing to consult on the other 
measures which are scheduled to commence from 1 July 2021. 
We have already seen some significant increases in premiums 
for existing business, including with respect to level premium 
clients. We are particularly concerned about the impact on 
existing clients.

What we Expect for the Remainder of 
2020
We are continuing to advocate for further relief measures, including 
with respect to CPD and the impact of the life insurance clawback. 
Whilst the impact of COVID 19 will be critical in influencing the pace 
of reform, as the country returns to normal, we expect that the 
Government’s reform agenda will be re-ignited and that this will 
be a busy period as these reforms are consulted on.

As always, we welcome your feedback and input on policy 
matters by emailing us at policy@afa.asn.au.
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How can Morningstar support you in your practice? 
If you’d like additional information, would like access to adviser to client tools,  
or have any questions, please get in touch. 

Talk to a member of our Adviser Solutions Team:

Telephone: +61 2 9276 4550

Email: AUAdvisersolutions@morningstar.com

For you

Serve more clients better with:

 f A range of investment products aligned 
to the way you run your business 
and serve your clients

 f The behavioural coaching support you 
need to coach your clients to stick 
to their goals 

 f Marketing and client engagement tools

 f On the ground support from a regional 
Adviser Solutions Team member

For your clients 

Achieve your clients’ goals better with:

 f Professionally managed, well-diversified 
resilient investment portfolios

 f Focus on growing wealth and 
preserving capital 

 f Client friendly investment insights 
and portfolio updates to keep your 
clients engaged, informed and 
confident they’re on track to achieving 
their financial goals

We provide your clients with investment solutions designed to achieve 
their financial goals. We provide you the support you need to run a 
scalable, efficient and modern advice practice the way you want to. 

© 2020 Morningstar Investment Management Australia Limited, ABN 54 071 808 501, AFSL 228986.

Expect more with Morningstar 
Investment Management



Combating action bias -
We want to act, but should we?

A Bias for Action
Action bias is our tendency to take action for 
reasons that are generally valid, but not in the 
specific situation, especially when we focus on the 
benefits of action and ignore the costs. In our 
minds, even if acting and not acting result in the 
same outcome, that outcome feels so much worse 
when we didn’t take action.

The ongoing market volatility we’re experiencing 
will create a vicious cycle, where suffering losses 
because we didn’t make a change will be more 
emotionally taxing than experiencing losses after 
we made a change. In our minds, at least we tried 
to do something. Following are a few reasons many 
investors might be experiencing action bias 
right now.

Experience can’t always save us. A tendency 
toward action bias is something we appear to all 
suffer from, even those who are experts in their 
field. Even though investors may know they should 
stick to their financial plan, they may still feel 
pressured to act.

Seeing an impact now is more salient. When we 
take action in our current situation, we can 
immediately see the impact. If we ride out the storm, 
we won’t likely reap the benefits of this decision for 
months to come, which can make it even harder to 
resist action bias.

Investors are struggling under the weight of 
responsibility. Many of us may feel personally 
responsible to take action to protect our savings for 
the sake of our loved ones. Research finds that 
people who are in a role--either familial or 
professional--that makes them responsible for an 
outcome are more prone to exhibit action bias.

How to Combat Action Bias
Our biases, including action bias, aren’t something 
we can erase, but we can accommodate them in 
our lives. Instead of watching clients fall prey to 
action bias, advisors can help them redirect that 
urge for action.

Help investors refocus on their goals. This may be a 
great time to help investors refocus on their goals. 
Morningstar created an exercise to help investors 
systematically understand their preferences when it 
comes to their financial goals. The three-step process 
may help investors slow down, take a step back from 
their emotions, and home in on what really matters.

After helping investors redefine their investing goals, 
it may help to demonstrate that their current 
financial plan is still on track to meet these goals. It’s 
natural for investors to see volatility as a reason to 
panic. Advisors can act as the voice of reason 
throughout this upheaval by explaining to clients 
that even though their portfolios have seen better 
days, given their asset allocation and time horizon, 
they are still on track.

Take action where it counts. There are a few things 
investors can do during market volatility to take 
control of their finances. Christine Benz and Susan 
Dziubinski talk about a few tips in a recent video 
(visit morningstar.com), including things like 
increasing your saving rate to take advantage of 
market weaknesses, keeping an eye out for 
tax-saving opportunities, and capitalizing on lower 
interest rates.

Periods of market volatility are a scary time for any 
investor, but there is no reason our fear and anxiety 
should get in the way of our financial plans. Using 
simple techniques like these can help us all make 
more logical decisions and stay on track.

During times of market volatility, when investors feel that they are 
hemorrhaging money, a natural instinct is to stop the bleeding--to take 
decisive action instead of riding out the storm. Though taking action in the 
face of difficult times often works out well in everyday life, when it comes to 
investing, acting on that desire won’t necessarily help. To help ourselves and 
investors overcome this tendency, let’s better understand what’s happening.

Business Growth //

BY SAMANTHA LAMAS
Behavioral Researcher, Behavioral Sciences, Morningstar
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GWM Adviser Services Limited ABN 96 002 071 749 AFSL 230692 trading as TenFifty Financial Group is an Australian Financial Services Licensee and is a 
member of the National Australia Bank Group of companies.
A155814-0520

Confidence through community

At TenFifty we believe in empowering our community to 
co-create a sustainable advice future.

As a member you’ll connect with a broad range of financial 
advice professionals who are united by the common goal  
of providing quality financial advice. 

Strength in partnership 

We believe the strength of our network and alliances will 
propel your success. As your trusted partner we’ll connect 
you to expertise and resources to help grow and evolve  
your business.

To find out more visit www.tenfifty.com.au

WE’RE 
TENFIFTY
From MLC’s passion for clients, 
innovation and advice, TenFifty  
was born – a new licensee business 
for self-employed financial advisers 
and financial advice businesses. 
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AFA Care is here to help support you
afa.asn.au/membership/afa-care-well-being

Watch our new AFA Care video 
from the AFA Board and team 

“For your clients and their families we know that 
you’re seen as a beacon of light, guiding them 

through troubled times, but after helping so many 
others…who is there to support you?”

“We’ve received great feedback and messages of 
support from those using this service…all saying 

it has been incredibly helpful for their mental 
strength, their emotional wellbeing and their 

physical health”afa.asn.au/membership/afa-care-well-being

Take care, from the AFA team. 

Fact sheets and articles

Benehub – online health
and wellbeing portal and app

As an AFA member access the Benehub online portal and 
app for content to help support your health and well 
being including learning modules, videos and animations, 
articles, blogs, podcasts, meditations, self-assessments 
and resources toolkits.

You’re not on your own



Investing in unlisted property: 
has COVID-19 changed the 
game?

Why invest in unlisted property?
The simple answer is listed property doesn’t give us the real 
‘pure play’ property exposures we are looking for, that being a 
majority of returns from rental income. In comparison, listed 
property exposures generate income from broader sources 
such as fees for fund management and development services. 
Furthermore, listed exposures are influenced by investor 
expectations, which can drive listed property prices above or 
below the ‘net asset value’ of the underlying assets. History has 
shown this can result in volatile, equity market dependent 
pricing. Compare this to the unlisted property market, where 
assets are independently valued by external valuation firms on a 
regular basis. Therefore, they remain more stable over time and 
more reflective of the real underlying property values. 

How has COVID-19 affected unlisted 
property earnings and valuations?
At this stage, impacts on both earnings and valuations have been 
very sector specific. The Retail sector is an obvious example of 
one more significantly impacted in comparison to the office and 
industrial sectors, where impacts are very asset specific. 

A good example of the impacts of the coronavirus crisis is 
shown by Sunsuper’s investment in Discovery Parks, which 
owns over 60 holiday and workforce parks all around Australia, 

including in fantastic locations such as Yeppoon, Byron Bay, the 
Barossa Valley and Rottnest Island. Holiday parks in many 
states were shut down at the height of the crisis, which had a 
major impact on short-term earnings. However, most workforce 
parks remained open with workers continuing to service various 
mining and construction projects. As intrastate and interstate 
travel progressively opens, Discovery will also benefit from 
Australians wanting to have a great family holiday closer to home.

Does Sunsuper’s classification of unlisted 
property hold true?
We stand by our classification of unlisted property as 50% 
growth/50% defensive – despite the impact of COVID-19 on 
short-term earnings. The classification is based on our long-
term expectations for our portfolio mix of high-quality assets 
with solid income streams. We’ve seen in the past that in times 
of stress, property assets are affected in the short term; 
however, longer-term earnings remain more stable. The way 
Australia has managed to combat the spread of the virus gives 
us confidence that property prices amidst the current situation 
should follow a similar path. 

Has the outlook for unlisted property 
fundamentally changed?
As an investor, we compare unlisted property to other asset 
classes such as equities, bonds and cash. We believe the 
uncertainty in the share market combined with the very low 
cash and bond returns expected in the market today will benefit 
the relative attractiveness of the property asset class – and we 
don’t see this changing anytime soon.

Don’t miss our asset deep dive webcasts
Sunsuper’s investment managers discuss the objectives, 
construction, holdings and performance of our asset classes in 
our recent webcast series. Visit sunsuper.com.au/adviser-
webcasts. Or contact one of our Business Development 
Managers at rad@sunsuper.com.au

Sunsuper’s unlisted property investments are many and varied: from office buildings, shopping 
centres and industrial parks, to self-storage, holiday parks and data centres, in Australia and 
overseas. These investments have provided diversification away from equity market exposure as 
well as long-term outperformance of a mix of equities and bonds.

But has the extreme market volatility we’ve seen in the first part of 2020 changed the game? 
And do we stand by our classification of unlisted property as 50% growth/50% defensive? 

Advice Strategy //

BY MICHAEL WEAVER
Head of Private Markets, Sunsuper

Prepared and issued by Sunsuper Pty Ltd ABN 88 010 720 840, AFSL No. 228975, the Trustee and issuer of the Sunsuper Superannuation Fund ABN 98 503 137 921. While it has 
been prepared with all reasonable care, no responsibility or liability is accepted for any errors, omissions or misstatements however caused. All forecasts and estimates are based on 
assumptions. If those assumptions change, our forecasts and estimates may also change. Past performance is not a reliable indication of future performance. 

Discovery Parks, Rottnest Island, WA
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Consultum Financial Advisers Pty Ltd

ABN 65 006 373 995  |  AFSL 230323

Part of the IOOF Group

That’s why we’ve partnered with 

the IOOF Advice Academy to 

deliver a program designed to 

enhance your value propositions, 

increase client value and 

maximise your profitability.

Partner with us
For more information  

call 1800 062 134 or  

email info@consultum.com.au
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At Consultum we understand 
what it takes to deliver great 
financial advice. 

25% off the first years premium only. Consider the ongoing premium in deciding whether to take out the insurance.

Unless withdrawn earlier, the discount is only available for quotes received on or prior to 31 July 2020, where any subsequent application is lodged prior to 30 August 
2020. The Insurer of BT Protection Plans is Westpac Life Insurance Services Limited ABN 31 003 149 157 (‘the Insurer’). BT Protection Plans are issued by the Insurer 
except for Term Life as Superannuation and Income Protection as Superannuation which are issued by BT Funds Management Limited ABN 63 002 916 458 (‘BTFM’) 
as trustee of the Retirement Wrap ABN39 827 542 991. The Insurer and BTFM are wholly owned subsidiaries of Westpac Banking Corporation ABN 33 007 457 141 
(‘the Bank’). The Bank does not guarantee payments under the insurance. BT 00067 4/20

How can I help my clients  
see the value in life insurance?

To help you deliver extra value for your clients, BT is offering 25% off the 
first year’s premium for new stepped lump sum premiums for Term Life, 
TPD and Living Insurance. Available for a limited time.

bt.com.au/lifediscount



20 Lessons from 20 Years
of Quality and Value Investing

One of Australia's most established value fund managers shares its
guidelines for successful sharemarket investing.

As a special introductory offer, the hard cover edition is available for $19.99
which is a 50% discount off the RRP. This offer is valid until 31 July 2020.

iml.com.au/20-lessons

Investors Mutual Limited AFSL 229988

This advertisement has been prepared by Trilogy Funds 
Management Limited ACN 080 383 679 AFSL 261425 as  
issuer of units in the Trilogy Monthly Income Trust (Trust). 
Investment in the Trust is only available through the  
PDS dated 17 December 2018. Visit the website for PDS 
and consider risks before investing.

invest in the trilogy 
monthly income trust
an australian based investment that seeks  
to provide income & portfolio diversity

 

find out more
1800 230 099
trilogyfunds.com.au/afa

Here to help 
you and your 
clients thrive

• Investment, education and  
funeral bonds

• Fixed interest and cash

• Property and mortgage funds

• Diversified funds

• Australian and international shares  

• Trustee and financial services

Contact us today  
T  1800 649 033    E  investments@australianunity.com.au

With a comprehensive portfolio of wealth products and services

© 2020. Products and services issued by Australian Unity Limited (ABN 23 087 648 888) and its subsidiaries. 

Wealth

In your AFA News 
e-newsletter and  
online at afa.asn.au

Negotiating skills Productive ways 
to start your day

The power of 
positive thinking

quick tips



How advisers can help over 45s 
understand the importance of 
Life and TPD

With almost half of over 45-year-old Australians financially 
unprepared for the future, MetLife is encouraging this age group 
to have a conversation with a financial adviser about life 
insurance. 

Here, MetLife’s Head of Advice Strategy, Jeff Scott, talks about 
the importance of reminding over 45s about the importance of 
having enough cover as they move closer to retirement.

“Even though many have significant financial commitments,” he 
says, “It’s still important to think about ways to create financial 
wellbeing and security.”

MetLife and associated research show that, while 66% of 
people over the age of 45 understand the importance of 
financial planning, 51% are more concerned about today than 
tomorrow1 and:

• only 51% are on track to meet their financial goals1

• 29% are still living pay to pay1

• 95% of families don’t have adequate insurance, which 
means Australia is underinsured by $1.37 trillion2.

The risks of being underinsured for Life and TPD later in life 
include:

• Not being able to pay the mortgage and basic living 
expenses

• Not being able provide for children now and in the future. 

The research also shows this age group is largely underinsured 
due to a changing world and Jeff highlights some common 
challenges including:

1. Debt – "This age group is likely to still have significant debt, 
with a growing number of 55-64-year-olds still paying off the 
mortgage," says Jeff. "This rising trend of older Australians 
carrying mortgages into retirement will have a negative 
impact on the wellbeing of an increasing percentage of 
Australians as the population ages."

2. Boomerang kids – "Many Australians in this age group are 
also parents to the boomerang generation, with adult 
children living at home for longer due to unaffordable 
housing, low wages, and an insecure job market with low 
full-time employment rates," explains Jeff. "This is driving a 
trend of young people leaving home but returning when 
financial pressures get too much."

3. Divorce – "One in three Australian marriages end in 
divorce3, which can have a long-lasting financial impact," 
says Jeff. "For example, the likelihood of mortgage payment 
stress is twice as high for divorcees." 

4. Retiring later – "Financial pressures mean an increasing 
number of over 45s will need to keep working and retire 
later4," adds Jeff. "But 23% will be forced to retire due to 
sickness, injury or disability5 potentially making them 
financially vulnerable.”

“MetLife Protect has been designed to provide smart solutions 
for this changing demographic and may help over 45s on their 
journey to financial security,” Jeff says. 

To find our more speak to your local MetLife State Manager 
https://www.MetLife.com.au/partnerships/advisers/sales-team/

Australians over 45 know financial planning is important but many need help from financial 
advisers to understand how life insurance can fit into their plans.

Advice Strategy //

BY DR. JEFFREY SCOTT
Head of Advice Strategy, Metlife Australia

References

1. MetLife Employee Benefit Trends Study 2019 https://www.metlife.com.au/employee-
benefit-trends-study-2019/

2. Rice Warner Underinsurance Report (2015) https://www.ricewarner.com/wp-content/
uploads/2015/10/Under-covered-Choicecomau-August-2014-A-Kollmorgen.pdf

3. Fast facts on marriages in Australia – McCrindle research https://mccrindle.com.au/
insights/blog/fast-facts-marriages-australia/

4. Older Australia at a glance – Australian Institute of Health and Welfare research https://
www.aihw.gov.au/reports/older-people/older-australia-at-a-glance/contents/social-and-
economic-engagement/employment-and-economic-participation

5. Australia's welfare 2015 – Australian Institute of Health and Welfare research https://www.
aihw.gov.au/reports/australias-welfare/australias-welfare-2015-in-brief/contents/working-age

The information about MetLife life insurance 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. Life insurance products are issued by MetLife Insurance Limited ABN 75 004 274 882 AFSL 238096.
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Investment Bonds: Alternative 
strategies to maximise after 
tax returns

For those on the highest marginal tax rate of 47% you could 
assume the answer is simple- invest as much as you can at 
15%, which is of course superannuation, then invest as much as 
you can at 30%, which could be investment bonds and finally, 
invest the balance in your name at the highest tax rate. You may 
also consider investing via a trust or company structure but 
ultimately using this approach the income and capital gains will 
be taxed at an individual’s marginal rates as they are distributed.

Of course, it‘s not that simple. Superannuation legislation is 
constantly changing and there are contribution caps, fund 
balance caps and access limitations to consider. It would be a 
pretty fair assumption that future legislation will not make it 
easier to invest beyond what is necessary to provide a 
reasonable income stream for retirement in superannuation. For 
younger people future legislative risk is a significant deterrent.

Investment bonds as an alternative are taxed at a maximum 
30% but they can have some limitations for example around 
holding direct equities in the investors name. The good news is 
today’s investment bond providers offer a wider range of 
high-quality managed funds across multiple asset classes to 
select from, from low cost index funds to high quality investment 
managers funds. Other benefits revolve around simplicity, 
accessibility and estate planning benefits.

To assist you, Centuria Life has recently launched a financial 
calculator that compares similar investments in a managed fund 
versus an investment bond which is available only to financial 
planners to assist in planning for their clients. Advisers can input 
their client’s taxable salary, choose any single asset class or a 
combination of asset classes to invest in and project the 
investment over any time period. 

The calculator builds on our 39 years of managing investment 
bonds and incorporates feedback from many advisers to 
provide a tool for the accumulation phase that considers 
important factors such as franking credit levels, stock turnover, 
the percentage of income versus growth and the different 
treatment of capital gains. You can even choose to model an 
income stream after 10 years of investment. The calculator will 
chart returns after tax and fees and provide an output summary 
that you can use to maximise client outcomes.

If you would like to know more about this new planning tool 
please visit centuria.com.au/advisers and register for access.

If your client had an option of investing and paying tax at 15%, 30% or their marginal rate, which 
may be as high as 47%, you would think the decision would be simple. However, it is a difficult 
choice as each available tax structure has its unique pros and cons.

Advice Strategy //

BY MICHAEL BLAKE
Head of Centuria Life

Important information: This article has been prepared by Centuria Life Limited ABN 79 087 649 054. Any advice contained in this article is of a general nature only, and does not take 
into account the personal needs, circumstances and financial objectives of any particular individual. Prospective investors should obtain and read a copy of the Product Disclosure 
Statement (PDS) and consider the information in the PDS in light of their circumstances, objectives and needs before making a decision to invest. 

 Investment bond benefits
• The bond pays tax on behalf of investors, typically well 

below 30% after deductions, meaning there are no tax 
returns for investors to worry about.

• After ten years, or at the passing of a nominated life 
insured, investors can withdraw funds with no personal 
tax obligations. 

• Unlike superannuation, your clients can access their 
funds pre-retirement via a lump sum or create a tax paid 
income stream similar to a deferred annuity strategy. 

• The investor can nominate a beneficiary to receive the 
funds tax paid on the event of their passing. These sums 
are paid directly to the beneficiary and by-pass the 
estate and the will. 

• Investment bonds provide your clients something that 
wills cannot and that is “certainty in estate planning”.
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Be careful for what 
you wish for

The demise of so many AFSL’s in recent times has seen 
previously unconsidered criteria including the AFSL selection 
process. For instance, the long-term fiscal viability of the 
dealership and a clean reputation and track record have become 
significant considerations, supplanting the dealer fee as the No.1 
determinant. Today, more advisors are wanting more than just 
basic licensee services and are looking at broader business 
support rather than the deal fee as the basis for assessing value.

The current crisis has made it easy to identify those AFSL’s who 
are and aren’t delivering. AFSL’s committed to their advisers, 
and their advisers’ clients, provide support relevant to today’s 
conditions by supporting their advisers in areas such as: 

• their legal obligations to employees in a remote office environment;
• editable templated notices to clients outlining how remote 

relationships can be conducted;

• how to meet compliance obligations in a self-isolating 
business environment;

• regular webinars etc. from asset consultants and managed 
account providers;

• high-level legal opinions on diverse topics like tenants rights;
• how to manage your landlord;
• suggestions and formats on how client meetings can be 

conducted; and
• frequent and comprehensive reporting from the Investment 

Committee detailing changes to the portfolios that mitigate 
client risks. 

Sadly, in a world that has dramatically changed, such support 
comes at a cost and has seen those dealers unable to adapt 
cease to exist. So, when selecting an AFSL firstly work out what 
type of support you value then undertake serious due diligence.

It is unprecedented times like these that makes assessing the real value of the Dealer Fees you 
pay more obvious. Essentially, there are 2 forms of AFSL’s, those who simply provide a license 
to work under and those that offer true, relevant and timely support to both you and your clients.

Professionalism //

BY DENNIS BASHFORD
Futuro Executive Chairman
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LifeGoals investment bonds can be 
utilised to address a number of investment 
scenarios.

Which investor 
profile is your 
client?

Your Journey. Your LifeGoals.

G

centuria.com.au/investor-profiles

Disclaimer: For further information please read the PDS.

lifegoals template.indd   1lifegoals template.indd   1 26/5/20   2:28 pm26/5/20   2:28 pm



Communities of Practice //

BY CHARLES GREEN
AFA Genxt National Chair

New opportunities for 
portfolio management

It has been one of the more exceptional years in the stock 
market’s history. At the outbreak of coronavirus, the MSCI World 
Index was down 33% and as the last few months have flown by 
investors continue to look through (read ignore!) fundamentals 
and as I write this the indices is now off a palatable 9%. For the 
majority of Genxt community advisers, this is a market 
environment not experienced so being nimble and active with 
your client’s investments in times of market stress will be a new 
challenge, and a time consuming one. 

Not only are you dealing with the personal aspect of advice to 
ensure clients are feeling well supported, but the technical side 
of portfolio management can be quite an inefficient process. 
And if you’re an adviser that does not consider themselves a 
portfolio expert, it’s a service offering that will require you to 
spend time where you are not best served. 

With time your most precious commodity, technology is your 
friend when it comes to providing clients with a portfolio 
management service that offers efficiency, flexibility and allows 
you to confidently say that you are on top of your client’s money 
during uncertain times. 

What solutions are out there? 
With the increased regulatory requirements in financial advice 
pushing advisers to find efficiencies while retaining scale, 
managed account solutions have seen a huge inflow of funds, 
with the 2019 calendar year seeing an increase in FUM of 
almost 28%, increasing the total asset pool in this sector to 
$79.3 billion. This is a tiny piece of the platform pie, but an 
increase from $48 billion in 2017 shows there’s no doubt 
advisers are turning to managed accounts and in large numbers.

What is a managed account? 
Managed accounts at their core provide centralised portfolio 
management options to advisers, which allow for better oversight, 
reporting and the ability to trade across all portfolios without the 
need to transact on each client’s individual account. The benefits 
of this are clear - the ability to manage funds at this level means 
that rather than attend to dozens of individual accounts, you 
may only need to review a handful of strategic asset allocations 
and make changes that will flow to all your end clients.

SMAs/MDAs what are they and what’s better? 
SMAs, or Separately Managed Accounts, and MDAs, or 
Managed Discretionary Accounts, are both types of managed 
account structures that while slightly different both seek to 
provide a similar outcome for advisers - efficiency and 
effectiveness. It’s not my place to hint at which options are 
better/worse as it will depend entirely on your own business so 
please ensure you do your research when considering options. 

I want to provide a portfolio service but I’m not keen on 
managing investments...

Perfect! The great thing about SMAs and MDAs is that while you 
have the option of creating your own portfolio solutions - 
platforms that offer managed accounts will generally provide a 
wide range of existing managed accounts you could recommend. 
If you still want to control the overall strategic asset allocation, 
but leave the construction of the underlying managers and 
securities to the investment gurus, you have that flexibility. 

The bottom line...
Advisers are spending precious hours on non-value adding work 
and less time engaging with their clients. A managed account 
solution could mean you can: 

• Spend less time implementing and more time talking to clients 

• Improve portfolio management efficiencies and ease 
administrative burden (no ROA’s!) 

• Improve portfolio returns by allowing you to be nimble with 
changes 

• Know that all your clients are treated equally, as you reduce 
the need to attend to accounts on an individual basis

• Feel comfortable knowing that in times of market volatility, 
you have the tools at your disposal to ensure your clients are 
getting the best outcomes.

Most platforms in the market will offer these types of solutions 
and your licensee may even have managed account solutions 
they can offer you. So do your research, speak to different 
providers, advisers and peers to determine if something like this 
is right for your business. 

Anything that gives you time back in your day to engage your 
client base while also improving their outcomes has to be 
something worth looking at!

Throughout last year, the advice profession experienced sweeping change that required advisers 
to re-focus their time into education, reform, and re-examining their business structure, at times 
to the detriment of spending time on client work. But by gosh if 2020 hasn’t been the year 
where we have had to zoom right out again to examine change on a global scale and ensure 
focus for the moment is fixed entirely on client outcomes. 
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The test of our times: 
Take-outs from COVID-19

However, adversity provides us with the opportunity to rise to 
meet challenges and we’ve seen plenty of that from advisers 
over the past few months. 

One example is the willingness for advisers to better embrace 
video conferencing, not just for meeting with clients, but also for 
meeting with each other and, in Synchron’s case, meeting with 
our state managers, various internal staff, and fellow 
stakeholders and partners.

However, there was another positive and that was the 
Government’s sensible deferral of implementing some of the 
Royal Commission recommendations. This meant advisers 
could fully focus on the more important tasks – helping clients 
deal with the financial impact of COVID-19 and their day to day 
general well-being. Along with market volatility, unemployment, 
and the need for guidance around the Government’s economic 
stimulus packages, that help, assistance and understanding 
was vital. 

We also noticed something else.

When people do something for a long time, they become 
unconsciously competent. They develop a pattern and do tasks 
almost by rote. When something like the coronavirus occurs, it derails 
this unconscious competence which means people often become, as 
they were when first starting out, consciously competent. 

In many cases, Coronavirus has led advisers to consciously make 
more contact with clients, often by video, so they are ‘seeing’ 
them more often. They are also asking more conscious questions 
– because they themselves are learning how to navigate the new 
environment. This all translates to a very responsive service for 
clients and more resilient advice businesses.

It would be wrong to say this is a win/win situation, because a 
pandemic is never a ‘win’. However, a noted plus is if it’s helped 
advisers see their clients through one of the most traumatic 
periods of our times, and in the process helped them build 
better businesses, then that’s a positive outcome all round. 
Let’s make sure all of Australia hear of the wonderful things our 
advisers are doing currently to help.

There’s no doubt that coronavirus tested us. The health aspect was inarguably our greatest 
concern, but the financial impact ran a very close second.

Innovation //

BY IAN KNIGHT
General Manager - Operations, Synchron
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Learn more and download our sustainable investing guide at 
amp.com.au/mynorthesg Issued by NMMT Limited. Read the PDS.

MyNorth® now offers sustainable investing. 
Each investment is hand-selected by experts and 
combined in a multi-asset managed portfolio that 
helps your clients invest based on their values. All of 
which is why MyNorth is more than a platform.

MyNorth Sustainable Managed 
Portfolio. A diversified portfolio 
focused on your clients’ values.

© NMMT Limited ABN 42 058 835 573, AFSL 234653 (NMMT). This advertisement, provided by NMMT, is for adviser use only and must not be made available to retail clients. 
It contains general advice only and hasn’t taken any person’s personal circumstances into account. You should consider the appropriateness of this advice for you or your clients. 
Visit northonline.com.au to obtain the relevant disclosure documents before deciding whether to acquire or vary these products for any person. NMMT is part of the AMP group 
and can be contacted on 1800 667 841 or north@amp.com.au. If a person decides to acquire or vary a financial product or service, companies within the AMP group will receive 
fees and other benefits, which will be a dollar amount or a percentage of either the premium they pay or the value of their investments. Contact AMP for more details. MyNorth 
is a registered trademark to of NMMT. NMMT issues the interests in and is the responsible entity for MyNorth Managed Portfolios through which MyNorth Sustainable Managed 
Portfolio is offered. All managed portfolios may not be available across all products on the MyNorth platform and are not available directly to retail clients. The issuer of MyNorth 
Super and Pension is N.M. Superannuation Pty Limited ABN 31 008 428 322, AFSL 234654 and the issuer of MyNorth Investment and MyNorth Managed Portfolios is NMMT.



What to consider when 
choosing a new licensee

To a certain extent, these changes are the result of the the financial 
advice sector evolving from an industry to a profession. As the 
industry has evolved, there is a growing trend for larger institutions 
to exit the business, with advisers then forced to decide which 
structure will best suit their business. However, the process of 
selecting the right licensee is not simple of straight forward. If you 
are considering joining a licensee, to ensure you are choosing the 
right fit for your business and your values, you need to uncover: 

• Strength and sustainability. How much do you know 
about your prospective licensee? What level of transparency 
do they provide to you on their health of their business? Do 
they have the scale to remain viable in uncertain times?

• Business management support. What resources do they 
have to support your business? How much do they 
outsource? How are they managing their APL and research 
functions? What training and support is provided to advisers?

• Risk and governance. Does the licensee have the 
compliance, systems and processes in place to protect your 
business and clients? What due diligence do you undertake 
to ensure only professional advisers are appointed?

• Quality and certainty. Financial models are changing 
dramatically with upward pressure being placed on licensee 
fees. How much assurance can licensees provide on fee 
certainty?

• Compatibility and Community. How does the licensee 
encourage community and sharing within your adviser 
network? What are the key values of your business?

There is much to consider when selecting a licensee and for 
some, the choice may be to establish their own AFSL. No matter 
what path you decide, Centrepoint Alliance has the experience 
and resources you need to ensure your focus remains on 
providing quality advice to your clients.

The financial advice industry has been through an immense period of upheaval and change. 
Increased regulation and scrutiny combined with changing pricing structures, increased costs, 
and a need to respond to the changing social environment has compelled many advisers to 
reconsider their business models and support structures.

Professionalism //

BY PAUL CULLEN
Group Executive Advice, Centrepoint Alliance

History of the Awards
The Deakin Business School Academic Excellence Awards 
recognises the outstanding achievements of students from the 
Deakin Business School whose academic performance has 
qualified them for inclusion for an award.

The Awards
The AFA is a proud partner of the Deakin Business School awards 
and has sponsored the Academic Excellence Awards for the 
past three years.  

The two AFA sponsored awards for 2020 are:

• Best Graduate in the Bachelor of Management with the 
Financial Planning Major

• Best Graduate in the Master of Financial Planning

In conjunction with Deakin Business School, we are pleased to 
announce the winners of these two awards.

Jackson McLachlan
Jackson was awarded the Best Graduate in the 
Bachelor of Management with the Financial 
Planning Major for the 2019 academic year 
through this years’ awards. This is a significant 
accomplishment and one to be proud of.

Eric Lui
Eric was awarded the Best Graduate in the 
Master of Financial Planning for the 2019 
academic year through this years’ awards. This is a 
significant accomplishment and one to be proud of.

www.businessnewsroom.deakin.edu.au/articles/2020-deakin-
business-school-academic-excellence-awardswww.deakin.edu.au/business
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AFA member Cara Williams is a Financial Adviser having worked in the 
profession since 2012. She is an emerging leader in the profession through 
her involvement in the AFA Genxt Committee and AFA Inspire National 
Leadership Team as QLD Chair, and is a 2019 recipient of the inaugural 
MetLife Progress: Professional Development Grant for Women. 

Cara is passionate about advocating for the profession and ensuring 
advice is accessible and affordable for all Australians. She has been 
actively partaking in advocacy since the release of the Royal Commission 
recommendations in February 2019 and has attended meetings and had 
conversations with Senator Amanda Stoker, Senator Jane Hume, Treasurer 
Josh Frydenberg MP, Bert van Manen MP, as well as a range of other local 
members of parliament. Cara was honoured to organise the inaugural 
Politicians Meet the Professional event in October 2019, together with 
members of the AFA QLD Inspire and Genxt communities.

Cara’s tips to engage with your local Member:

Member Advocacy in Action
Financial Adviser Cara Williams

Your contact toolkit:  
The AFA Member Advocacy Pack is your toolkit to 
assist you in talking to your local Federal member or 
State senator and contains all you need to prepare for 
and hold your first meeting. We ask that you also keep 
us in the loop on your progress at policy@afa.asn.au.

Visit afa.asn.au to download the Member Advocacy Pack today

• Be positive and focus on 
solutions! I treat this as I do 
client meetings, problems 
are important to address, but 
if we talk about problems the 
whole time and don’t focus 
on the goals and plan; it isn’t 
a pleasant experience for 
either party and we won’t 
get far. We can’t change the 
past, but we can change the 
future.

• Be authentic. It doesn’t have 
to be scary and you do not 
have to be an expert in all 
things policy. Share lots of 
stories about your business 
and your clients.

• Don’t do it alone, organise 
a meeting with a few advice 
professionals who are also 
keen to advocate.

• Engage with other professional 
colleagues who are already 
actively involved in advocacy and 
learn from them! I learn lots from 
Michael Nowak and Patricia Garcia 
who have been my mentors in 
advocating.

• Familiarise yourself with AFA 
submissions and the advocacy pack. 
Reach out to the AFA team to help 
you prepare for a meeting and 
decide which topics to prioritise.

• Email your local member 
requesting a meeting then follow 
up with a call.

• Choose a few topics to focus on and 
share your experience of where 
these play a part in your role as an 
adviser.

• Give examples how RC 
recommendations impact your 
clients and talk about how the 
proposals within AFA submissions 
will improve the outcome and 
experience for your clients.

Policy positions –  
Cara has raised the following 
issues in her discussions:
• Ongoing fee arrangements 

and disclosure of lack of 
independence

• FASEA Code of Ethics not being 
workable for financial advisers

• Education standards and 
timeframes to meet these 
requirements

• Tax deductibility of advice fees
• Concerns over the affordability 

and accessibility of advice
• High cost to provide advice and 

increasing compliance burdens 
• Opting-in to insurance for under 

25s and those with low balances 
and the education on the value  
of advised life insurance  
for Australians.

Get in touch with Cara at  
caraw@perrierryan.com.au



Mental health means 
more profit

What do we mean by mental health?
Let’s first talk about the mental health and ill-heath spectrum. 
Mental health is defined by the World Health Organisation 
(WHO) as:

“a state of well-being in which every individual realises his or her 
own potential, can cope with the normal stresses of life, can 
work productively and fruitfully, and is able to make a 
contribution to his or her community”. 

Notice how there is nothing in that definition that says you are 
positive and deluded no matter what life throws at you. Definitely not 
- we are humans, not robots, but that doesn’t mean that we can’t 
tackle challenges head on and turn obstacles into opportunities.

At Next Evolution Performance we like to think about mental 
health as a helpful mindset. Call it what you like – the result is 
the same – it feels great and it’s more profitable.

Mental health to mental ill-health continuum
Going from mental health to mental ill-health doesn’t happen 
overnight – it’s a continuum which is easiest to visualise with a 
diagram.

Mental ill-health is where you have a diagnosis of something like 
depression, anxiety, panic disorder, and the list goes on. You’ll 
see that there are a few different feelings along the way. Just 
because you are “meh” or “not great” doesn’t mean you have a 
problem, but when these start to occur more often, and last for 
longer, that’s not a great place to be. How can you expect your 
business to thrive if you are “meh”?

Many people ask “so what are the signs I may have a mental 
health problem?” This is basically translation for – “I won’t worry 
about my mental health until I see a problem”. That’s a risky 
approach if you are concerned about your profitability. Just like 
it’s easier to exercise when you are already fit, it’s way easier to 
work on your mental fitness when you already mentally fit.

So what is this link between mental health 
and profitability?
I’m glad you asked. So many facets to this but here are a few to 
get you excited...

1. You can charge higher fees. Mental health generally 
means you have a higher self-esteem and you know you are 
worthy of charging higher fees.

2. You and your staff get more done in less time with 
less effort. With mental health you are more delightful to be 
around. When you or your staff are moving away from 
mental health, negative behaviour in one person leads to a 
contagion of negativity. Then it seems like all of your staff are 
complaining to each other instead of getting through more 
work in less time.

3. You can potentially take on more ideal clients. When 
you achieve the previous point, you may choose to take on 
more clients. Of course you might also choose to take some 
more time off – what a great choice to have!

4. You are more likely to see more profitable 
opportunities for your business. Sometimes work and 
life can throw the odd plot twist your way – Royal 
Commission, Covid, what’s next? Advisers enjoying mental 
health before these kind of situations happen, are better at 
seeing new client opportunities rather than obstacles.

When I ask people in our workshops “what springs to mind when we say mental health” – the 
response is usually depression, anxiety and other negative connotations. Wrong. Mental health 
is awesome – it’s what we should always aspire to have especially for anyone who wants to run 
a successful business.

So let’s first get clear on what we mean by mental health and then we’ll discuss why it’s great 
for you, your staff, your clients and of course your profitability. Why settle for just ok?

Business Growth //

BY VANESSA BENNETT
CEO, Next Evolution Performance
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Business Growth //

5. You can provide a better client experience. Mental 
health allows you to show more compassion instead of 
empathy with your clients. Empathy will burn you out, 
compassion will allow you to focus on ways to help them in a 
caring way without the emotional burnout.

6. Mental health means better brain function to make 
better and quicker decisions. Mental health is linked with 
greater emotional regulation and cognitive function so again, 
more results with less energy spend. Feeling overwhelmed 
often leads to feeling paralysed instead of more profitable 
action.

Neuroplasticity – your best friend for 
mental health and profitability
Move over compound interest – neuroplasticity will earn you 
more money if you know what it is and how to use it.

So what is neuroplasticity? Well just like we used to think the 
world was flat, we used to think that the brain had a fixed 
number of brain cells, call neurons, which interacted with each 
other in fixed ways of thinking. We now know that the brain is 
malleable, kind of like a muscle. So choosing to think or behave 
a certain way, trains it to build stronger neural pathways, so you 
get even better at that way of thinking or behaving.

A caution - neuroplasticity isn’t always your friend – if you don’t 
know how to control it, you will usually be a victim of your 
environment, and it usually builds unhelpful neural pathways. 
However, the good news is that we can use what we call 
“self-directed neuroplasticity” where we actively choose the way 
we want to think and behaviour to build neural pathways to help 
us to achieve our goals – now that’s really cool!

So how do we use “self-directed 
neuroplasticity”?
It takes some training which is why it’s easier when you are 
already enjoying mental health. Just like physical exercise, there 
are plenty of types of exercise that will do the job. Assuming you 
are already in good mental health, here’s some food for thought 
to get you started.

1. Get clear on a goal you are keen to accomplish – it might be 
to increase your fees.

2. Be very mindful of your thoughts that come into your head 
throughout the day about this goal.

3. For every thought related to that goal ask yourself if that 
thought is moving you towards or away from that goal. You 
might think no one will pay that fee which would be moving 
you away from your goal.

4. If a thought is not supporting your goal look for evidence to 
prove that unhelpful thought wrong. Maybe people are 
paying those fees – just to someone else.

5. Think about what would be some more helpful thoughts you 
could have around why people would pay your proposed 
fee. Think of your value proposition.

Mental health makes good business sense
Better mental health equals a more productive mindset with 
better self-esteem, and efficiencies to get more done. This 
allows you to service more clients, at higher fees in less time, 
and with less staff. This can save you potentially hundreds of 
thousands of dollars (possibly millions long term) in staffing 
costs, and free up more time to bring in more clients and higher 
fees – both revenues and expenses are winning.

If you aren’t doing everything you can to maintain and 
improve the mental health of you and your team, you may as 
well just throw away money.

Master your mindset and master your profit.

Vanessa Bennett is a Performance Mastery Coach with 
Next Evolution Performance. She helps leaders and 
teams perform at their best without burnout for better 
business solutions. She is currently taking her Masters in 
Psychology and Neuroscience of Mental Health at King’s 
College London.

If you are interested in learning more about the concepts 
in this article please get in touch at 
www.nextevolutionperformance.com for a 
complimentary, no obligation consultation to discuss 
whether you and your team might benefit from working 
with Next Evolution Performance.

Vol 24. Issue TwoThe Financial Adviser  31

http://www.nextevolutionperformance.com


Business operations, post COVID. 
Dynamic client conversation 
capture and analysis

In the past few months, Financial Advisers have adapted to 
managing clients remotely through the enablement of various 
communication technology platforms in order to continue 
delivering their services to current and new clients. This 
unprecedented period in business has highlighted the 
importance of a solution that supports the financial sectors’ 
need for expanded communication options to communicate 
with clients anytime, anywhere whilst running efficient 
technology-driven compliance activities in the background. With 
isolation restrictions lifting, Financial Advisers need to refine their 
operations to adapt to new norms of social and corporate 
environments. 

As the pioneer of Call Tracking in Australia and the leading tech 
solution provider renowned for providing tech-driven automated 
solutions and integrations to various financial sectors, AVANSER 
recognises the challenges Financial Advisers face in manually 
capturing conversations during internal and external meetings. 
Therefore, a new project was undertaken to develop a client 
engagement tech platform that specifically captures and 
records business discussions accurately from anywhere and 
integrates them into the existing business systems used by 
Financial Advisors. This new development went into production 
early in 2020, supporting business in using their time more 
effectively. Once the Covid-19 Pandemic hit, the solution 
became even more critical as Financial Advisers and Clients 
alike were forced to conduct business from more flexible 
locations. AVANSER’s SCRIBE solution with Xplan Integration is 
the enabler of automated documentation of call content, 
maintaining a written record of every conversation with clients or 
in meetings which is then sent to your CRM and 3rd party 
management dashboards ensuring a full log of communication 
within existing business systems.

Specific customisation has been created for the financial 
industry to streamline their data entry by automating client file 
noting, combining phone calls and transcription data. Using an 
indistinguishable AVANSER virtual tracking number, phone calls 
made to this number can be transcribed and stored as a file 
note document under the client’s record in Xplan or other CRM, 
attributed to the person who made the call.

This feature greatly improves the quality of conversations as it 
allows financial advisers to be more responsive and focused on 
clients’ queries and concerns and address them attentively, 
without the need to write or type notes. 

Financial Advisers can spend at least 45 - 75 minutes per day on 
client conversation file notes and follow-ups. With all conversations 
captured and stored automatically and accurately every time, time 
and expense savings can be achieved through easily-sourced 
records of conversations and more efficient audit processes.

Call handling training and development can also be taken to the 
next level, as SCRIBE enables businesses to monitor and sharpen 
their team’s client management skills and re-contact mishandled 
clients to ensure quality management of business relationships.

SCRIBE has a feature to identify key trending topics with clients, 
as it combines all conversations into a unified “Word Cloud” and 
groups them into conversation themes. By conducting a simple 
keyword search, or a client sentiment analysis across their client 
base, financial advisers are able to dynamically survey client 
sentiment and understand what truly matters to them. 

As the nature of business has changed, it is pertinent for 
financial sectors to reassess their approach towards increasing 
agility and speed to better service their clients. AVANSER is 
committed to helping Financial Advisors realise and achieve 
these goals via SCRIBE with Xplan Integration and a suite of 
other smart solutions.

Managing a business during the COVID-19 pandemic has compelled all industries to re-evaluate 
their standard operating environments.

Innovation //

BY AVANSER

Request a demo today:

Charles Blake

charles.blake@avanser.com.au

Ph: +61 2 9008 1572  

Mob: +61 420 100 117
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Communities of Practice //

BY HAYLEY KNIGHT
AFA Pulse National Chair

But that’s how we’ve 
always done it
“I’m sorry Val, you have no money left”.

I remember hearing this statement being delivered to a 77-year-old widow 
while sitting in a meeting with the Adviser and Val, an ex-client of a collapsed 
financial services firm.

Back in 2009 I only had a couple years of 
experience under my belt but it didn’t take an expert 
to work out that this news was devastating. I left this 
meeting overwhelmed with anger and a strong 
sense of responsibility to right this wrong.

How could this happen?
As the adviser continued to meet with ex-client after 
ex-client, one thing became very apparent. None of 
these clients actually understood the advice. We 
asked each of them to explain to us what their 
strategy was and consistently the answer was met 
with shoulder shrugs and a “it was something to do 
with a loan and investment and that was supposed 
to pay for the loan” kind of explanation. 

Strangely though, every single one of their SOA 
pages were initialled down the bottom to confirm 
they have read and understood the advice. So, 
there must be a disconnect.

Where are we going wrong?
Clearly, the SOA is not achieving its intended 
purpose of enabling the client to make an informed 
decision. We also know that SOA’s, in their current 
format, are time consuming and expensive to 
produce. So why do we continue to ‘do things the 
way that we have always done’ if this process no 
longer serves ours or our client’s needs?

Clients are seeking more transparency from their 
advisers off the back of the Royal Commission and 
yet the key document that summarises everything 
they need to know about their advice is often not 
even read, let alone understood. 

We need to start rethinking 
the SOA. 
The Corporations Act does not require the SOA to 
be in a document format. We could be using video, 
data feeds, interactive dashboards and audio to 
improve the client’s engagement and understanding. 

The technology, which is already available, can keep 
a more detailed and accurate audit log of the clients 
engagement with the SOA, there is more flexibility to 
simplify content with easy to understand graphics 
and interactive options and in most cases, this tech 
is also lower cost for the adviser.

It’s time to advance out of the 90’s, reduce the time 
and financial cost of documenting the SOA and give 
client’s what they actually want, which is a 
technologically literate adviser who is focused on 
engaging with their client at every stage of the 
advice process.

Client’s like Val need us to guide, empower and 
educate them to make informed financial decisions so 
it is time to start using the SOA to engage the client 
rather than to appease the compliance department.

Connecting experience. Driving career success.

AFA Pulse is a new Community of Practice designed to connect and 
support paraplanners and help them grow at every stage of their career.
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We were extremely lucky to have been able to raise money at the AFA Roadshow in February 
2020, however have not been able to undertake any other face to face fundraising events this 
year and do not expect there to be any such events we can fundraise at for some time to come 
due to the social distancing and travel restrictions imposed by COVID19. 

This will inevitably impact our ability to introduce AFA members 
to charities in each state, hear about the great work they do, 
and then show generosity through donations at events. We are 
exploring modern online donation capabilities and will update 
you further as we progress on this front. We do appreciate that 
the charity sector in Australia is under enormous pressure with 
increased demand and reduced fundraising options, so we look 
forward to supporting them with donations from the AFA 
Foundation.

While our fundraising has been limited, the AFA Foundation 
Committee has taken the positive step of continuing with the 2020 
Grant round and supporting local charities nominated by advisers. 
This has been done with the support of the AFA Executive.

Community & Marketplace //

BY OLIVIA SARAH-LE LACHEUR
AFA Foundation National Chair

AFA Foundation Fundraising in 
an unprecedented environment

Combined with our extraordinary $10,000 donation to 
Lifeline to help them answer more calls from our fellow 
Australians impacted by the recent devastating bushfires, 
these actions ensure that we are fulfilling our purpose.

Pictured (left to right): Philip Kewin, AFA CEO; Marlous Teh, Lifeline Australia Partnerships 
Executive and Olivia Sarah-Le Lacheur AFA Foundation National Chair. 

We have a solid corpus of over $100,000 to draw on should we 
decide to make additional donations, regardless of our ability to 
run face to face fundraising events. We also have an extremely 
low cost base due to the significant volunteer hours contributed 
by our AFA Foundation Committee and many AFA members. 
The AFA Head Office team also contribute their skills and 
expertise, often without charge to the AFA Foundation. For 
example, Natalie Kleibert and her team have significantly 
increased our social media and media presence this year but 
have not billed us for their creative time. 

We therefore expect that our fundraising income will be lower 
this financial year, our donations to charities up on last financial 
year, and our operational expenses are maintained at well below 
20% of the value of grants (which is considered to be 
reasonable, as outlined by Australian Philanthropic Services and 
Philanthropy Australia). 

In 2019 we launched the AFA Foundation Grants, received 13 
applications (2 were not eligible for consideration) and paid five 
charities in QLD, NSW, VIC, SA and WA. We would like to thank 
the advisers who have stayed connected to these charities since 
the grants were allocated so that we can understand and 
celebrate the impact of our donations. 

We received 25 applications for consideration in the 2020 AFA 
Foundation Grants. Thank you to everyone who made a 
submission. We were pleased so see so many submissions for 
charities in remote and regional locations, plus our first one from 
Tasmania! Unfortunately 2 of the applications were not made by 
AFA members so were not eligible for consideration. If you 
would like to help us connect a WA and NSW member with 
these charities, please contact foundation@afa.asn.au so that 
they can submit another application next year. 
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Member Name State Charity Partner Name Charity Partner Website / Facebook

Glenn Peers NSW 

Mama Lanas Community Foundation

www.mamalanas.org.au

Ian McKenzie VIC

Goulburn Valley Family Care 

www.familycare.net.au

Robyn Elliot QLD

Pete's Pantry 

www.stpeterswynnum.org

Louise Birrell QLD

The Pyjama Foundation

www.thepyjamafoundation.com

Megan Hodge SA

Cancer Council - Gawler Relay for Life 

www.cancersa.org.au/get-involved/
fundraising-events/relay-for-life

Rochelle Leese SA

Jamestown and District Royal Flying Doctor 
Service support group

www.flyingdoctor.org.au
 facebook.com/JamestownRFDSGroup

Hannah Jennings TAS

A Paw Up

 facebook.com/
apawupfeedingpetsoftassies
homelessanddisadvantaged

Nicky Hamilton 
Morris

VIC

Free 3D Hands

www.free3dhands.org

Nathan Morgan WA
St Patricks Community Support Centre 

based in Fremantle 

www.stpats.com.au/

Community & Marketplace //

The 2020 grant recipients are:
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Community & Marketplace //

A number of the charity partners provide food or meal services, 
which is currently a significant community need for many 
Australians who have been impacted by COVID19 changes to 
their income and employment status.

Throughout the year ahead we will profile these charity partners 
so you can understand the impact our donations have. Liz, from 
the Pyjama Foundation, sums it up simply.

“Good morning AFA Foundation team. 
Thank you for your generosity and the work 

you are doing to give back to the community, 
it is a great initiative. We are thrilled to be a 

recipient of your 2020 grant round.” 

- Liz, from the Pyjama Foundation

Thank you for your kind donation of $2,000, 
for the Jamestown & Districts RFDS Support 
Group. Due to Covid19 we had to cancel our 
major fundraiser for the year, our 2020 RFDS 
Ball. I would also like to thank your members 
and particularly David and Rochelle Leese for 

nominating us. They have been valuable 
contributors to our local committee in the 

past and we look forward to partnering with 
them in the future.

- Phillip Dibben, Jamestown & Districts RFDS 
Support Group

And from Phillip Dibben, Jamestown & Districts RFDS Support 
Group
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Celebrity Service – NOW is the time
Charity Webinar  
Wed 22 July

Register at 
afanationalroadshow.com.au

Geoff Ramm  
Creator & Author Celebrity Service

Supporting

Dawn Thomas 
Senior Financial 
Adviser, Wealthwise

Ben Nash 
Founder & Financial 
Adviser, Pivot Wealth

Olivia Sarah-Le Lacheur 
AFA Foundation Chair
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• New look, modern design
• Faster and easier to navigate
• User friendly (mobile optimized)
• Easy to locate member resources
• Self service features

– Download membership certificate
– Preview and amend profile

Visit afa.asn.au today!

Your refreshed 
member website

 Online health & wellbeing 
resource brought to you by 

AFA Care & Benestar 

24/7 access to 
articles, videos, podcasts,  

blogs, self-assessments on: 
Life, Money,

Relationships,
Work, Family.  

 

Find out more 
afa.asn.au/membership/afa-care-well-being



Best reads right now: 
inspiration for you and 
your clients

1. Atomic Habits: An Easy & Proven Way To Build Good 
Habits & Break Bad Ones – James Clear

We love this book as it debunks the myth of chasing big goals. 
Instead Atomic Habits is about continually making small 
changes so that you achieve big improvements over time.

Clear says that if you want to be successful, they key is to get 
just 1% better every day. It may not sound like much, but that’s 
a 37X (3,700%) compound improvement in a year. 

Here’s a couple of examples of how I’ve used Clear’s “Laws” to 
make small changes to my habits: 

• I link going for a walk with listening to economics and 
investment podcasts. It ties a new habit (listening to a 
(sometimes) dull podcast) with an existing habit (going for a 
walk) – which is one of Clear’s Laws. This also aligns with 
another of Clear’s Laws – which is to make the new habit 
attractive. 

• I’m trying to get into the habit of completing my meeting 
minutes on the same day as the client meeting – which is 
super hard when I’m really busy. So to make it easier (one of 
the Laws), for discussion points that are common to various 
clients (e.g. Importance of investing for the long term) I have 
pre-formatted text that I can use as a base and adapt.

So, if you want some simple ways to quit bad habits and create 
good ones, Atomic Habits is a great resource.

2. Dare to Lead - Brene Brown

In Dare to Lead, Brown offers a “practical playbook” for leaders 
based on research with 150 C-suite executives from around the 
world – seeking in particularly to answer the question of what 
we need to do differently to lead in our current challenging 
times. And this was well before COVID-19!

Brown explains that truly daring leaders are prepared to be 
vulnerable and listen without interrupting. They have empathy, 
connecting to emotions that underpin an experience, not just to 
the experience itself. They have self-awareness and self-love, 
because who we are is how we lead. 

It’s easy to see how her work translates to the work we do as 
financial advisers. We guide and often connect with our clients 
so deeply we become vulnerable. The power of leadership 
comes from being open, vulnerable, compassionate. 

A must read.

3. The Happiness Lab – hosted by Dr Laurie Santos (Yale 
University)

At first glance, this has nothing to do with money and finance. 
Yet, every episode has insights that we can apply to personal 
finances – as it is about the lies our minds tell us about being 
happy and what science says actually makes us happy.

With several seasons of episodes – plus a bonus Coronavirus 
season – Dr Laurie Santos picks one ‘lie of the mind’ and 
explains where we go wrong and how we can do better.

The series explores topics such as misconceptions about 
happiness, why our expectations around happiness are so bad, 
how to overcome biases, activities proven to boost satisfaction 
and how to put her bite-size tips into practice.

4. Secrets of wealthy women – Wall Street Journal 
podcast

A binge-worthy podcast, Secrets of Wealthy Women features 
successful executives, workplace pioneers, self-made 
entrepreneurs, industry trendsetters and money-savvy experts 
talking about how to get ahead personally and financially.

Topics include asking for a raise, negotiating transparently, and 
investing a bit of every paycheck – valuable money lessons from 
women, for everyone.

5. The Essays of Warren Buffett: Lessons for Corporate 
America 5e - Warren E. Buffett, Lawrence A. 
Cunningham  

While it may seem obvious to include Buffet’s essays, it’s for 
good a reason: he is one of the best thinkers and writers in the 
history of investing.

We love his straight-up explanations, his story-telling ability, and 
his use of analogies to explain abstract and complex concepts. 
They are particularly valuable to share with clients – because 
they’re so good, and because just about every one knows 
Buffett as a legendary investor.

This sequential compilation of Buffett’s letters is a wonderful 
way to tap into his wisdom.

We hope enjoy our top 5. Happy reading/listening.

2020 is turning out to be a year like no other. In such a challenging environment, it’s easy to 
buckle down and keep doing things the same way you always have – no matter how inefficient. 
Which is why our Inspire team wanted to share 5 of our best “reads” for right now.

Communities of Practice //

BY KATE MCCALLUM
AFA Inspire National Chair
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What impact has COVID-19 had on 
the businesses of the AFA’s reigning 
Award winners?

What’s changed for you since winning the 
Award?
Winning the Award was amazing, it instilled in me that I love 
doing what I do. It's never been a desire of mine to be anything 
other than the best financial adviser I can be, so it's been back 
to business ever since.

It's been a wonderful time to be an adviser because you’re there 
to help people when they need you; you show your value. I'm 
stopping clients from making bad decisions that could cost 
them hundreds of thousands of dollars. 

My clients, I'm sure, had a little moment, but no-one's panicked 
because we spent so much time educating them around why 
we do what we do. It's been reassuring that during this testing 
time our protective mechanisms worked. We're very robust 
around processes - they are there for a reason - but you never 
test that reason until the market drops by 38%.

How has COVID-19 impacted your business? 
We have mobilised our online way of doing things. I see zoom as 
potentially part of the business moving forward. Now we have to 

learn how to get the implementation piece better, because a lot 
of the time you still need wet signatures. We've gone from 
emailing documents to sending out reply-paid envelopes which 
my team has to follow up and that’s not efficient.

What adjustments have you had to make 
with your team?
We have a 120 square metre office and only four of us, so in 
terms of spatial awareness, we were fine. Obviously I said, ‘If 
you'd like to work from home we have remote access.’ But 
everyone wanted to come to work. Coming to work gives you a 
routine, a reason to get up, get dressed. I think, as humans, 
having a routine is reassuring in times of uncertainty. 

Is there anything you're doing differently 
with clients?
Now we’re inviting them back into the office. A lot of my clients 
are older, many are technologically challenged and they're 
lonely. I think part of visiting their adviser was a social outing 
and I know a lot of them miss that. 

The other thing we've done, and will continue to do, is 
communicate with videos. We've been consistent with sending 
out communiques about what's going on in markets. I've also 
been on the phone a lot. This has been a wonderful opportunity 
to speak to clients and tell them what's going on; these are the 
precautions we had in place and you're going to be okay. That's 
all they want to hear. Relevant communication is critical, as 
always. 

So, it's been business as usual but business slightly differently, 
it’s like adjusting the sails on the ship. 

What about your own health and wellbeing?
I practise yoga every day but I was beginning to feel like I need 
company on the weekend. I journal a bit to download stresses, 
because it is stressful and it's quite stressful being on your own. 
I empathise with my clients who are also on their own.

Has there been a positive out of COVID?
Before COVID, we did what we always do, quarterly rebalancing, 
taking profit when we should, not deviating from the plan. All of 
those processes and practices and training prepare you for the 
unexpected. So the positive is knowing that sticking to that is 
imperative, because it works. 

64 Media’s Julie Bennett found out. 

Professionalism //

Simone Du Chesne from EQ Wealth is the 
AFA’s 2019 Adviser of the Year 
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What’s changed since winning the Award?
I’ve had opportunities to speak to industry media and 
recognition as an Award winner and that has been a major 
change in terms of profile. I appreciated having the opportunity 
to speak at the AFA Roadshow and share my story on mental 
health. I also had recognition of the Award by my clients, and 
new clients coming through from it.

What impact has the pandemic had on your 
business? 
I generally find that in a crisis new clients dry up but existing 
clients double down. It was a good opportunity to have 
conversations, although some of them weren’t great 
conversations. I work with millennials, some who had lost their 
jobs or businesses. 

Having those discussions was tough but thankfully those clients 
are either being supported by jobkeeper/jobseeker or back to 
some work now. Talking through issues and giving them advice 
during that time, they certainly appreciated it. 

The crisis also pointed to the opportunity to buy some assets 
cheaper. There are opportunities out there for those millennials 
who are in a position to grow their wealth and it looks like there's 
going to be more Government incentives, especially for those 
buying their first homes. 

What adjustments have you made to running 
the business?
I was already servicing half my clients remotely, that changed to 
100% during COVID. There were different conversations, 
depending on whether the client was in crisis or could take 
opportunities but there was no change to how I run my business 
for the clients I service remotely.

A few clients who were resistant to going online were forced to. 
They found the experience better than they thought. They didn't 
have to find a babysitter or anything like that. They realised they 
can get advice from the comfort of their own home and I think a 
lot of clients will continue to meet online. 

How has COVID-19 affected you personally? 
I rely on new clients coming in and when that dried up I had to 
work for other advisers in a paraplanning role for a couple of 
months. That was a bit of a hit to the ego. But it was also an 
opportunity to see what other advisers are doing and get their 
perspective and I’m grateful to have had that skill set to fall 
back on.

From a health and wellbeing perspective, I made a conscious 
effort to try and catch up with a friend once a week for a walk 
along the river in Geelong. 

What’s the most positive thing that’s come 
out of COVID-19?
The fact that a lot of product providers are now able to do things 
online. We’re able to open accounts, do switches, sign 
documents. Now the only thing you need a wet signature for is 
binding nominations. 

COVID also helped emphasise the value of ongoing advice in a 
world that is constantly changing. It’s important to help clients 
adapt and manage the crisis, but it’s also important to help 
those who can, to take advantage of opportunities. 

It also showed when things get tough the Government is willing 
to throw money at particular areas. But, as they say in politics, 
it's never as good as it seems, it's never as bad as it seems. I’m 
just very grateful to be an Aussie.

Professionalism //

Chris Carlin from Master Your Money Now 
is the AFA’s 2019 Rising Star
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What’s changed for you since winning the 
Award?
The Award process gave me the confidence that who I am is 
enough and is of value. I think that will help attract the clients 
that I can help most. You’re not going to be everyone's cup of 
tea but for the people that you are well suited for, you probably 
will do a lot of good. 

What impact has COVID-19 had on your 
business?
COVID intersected for us with changing licensees and that was 
difficult. I also took an ill-timed family trip to Bali. It was fine to 
go but within days, that changed. So I experienced almost being 
stuck in Bali. 

The markets were volatile and all I wanted to do was get back 
and talk to clients. The moment I could get in touch with them 
and let them know I would be there for them helped me as well. 

The takeout is that when I came back, I didn't have a choice 
about whether I was going to see clients face-to-face because I 
had to go into quarantine for two weeks. I had to rapidly change 
to a video and phone platform. That set me on a disciplined 
course to throw myself into it. It shows you what can be done, if 
you tell yourself you don't have a choice. As advisers, we have 
so many legislative and other changes to deal with, you can't 
have a mode of communication holding you up.

Clients have been very understanding. There was an overall 
sense of togetherness from clients, peers within our industry, 
and team members, that helped us get through it. We are 
coping, under the circumstances, really well. We understand 
there are things that are not within our control; what is within our 
control, and that we can work together to make this as good as 
an experience as we can for our clients. It's highlighted how 
important teamwork is in a business. I think the ‘new normal’ is 
that we're going to have to rapidly change and being able to 
change together as a team is probably our best bet to get 
through it. 

Have you been doing anything differently?
Before COVID-19, I thought I could not create finance videos 
because of a lack of time and trying to keep up with things like 
legislative changes. And then it changed to a necessity because 
I'm not doing presentations to a live audience anymore. 

The videos are quintessentially me.  My YouTube channel 
captures the blend of family, cooking and inclusive finance 
videos. One of my clients sent me a photo of a cocktail 
(Quarantini) I made up during the isolation period. Another has 
been sharing my link to the kids cooking with her family in 
Holland. Another invited me over to her house because she 
wanted to show my kids how to make Italian donuts. To have a 
client teach my kids how to make something from her heritage 
was amazing. It’s powerful to see that ripple effect connection 
come through. 

I also had a great zoom date with some friends overseas, we 
dressed up for it. It made me realise: This technology has been 
available for some time, why did we wait? We put up imagined 
borders, when we have enough to remove them. I think we were 
waiting for the future to arrive but COVID-19 made the future 
arrive very quickly. We are living in the future right now.

Dawn Thomas from Wealthwise is the AFA’s 2019 
Female Excellence in Advice Award winner
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Julie Bennett is Principal of 64 Media and manages public relations on behalf of the 
Association of Financial Advisers (AFA) 

www.64media.com.au 
 julie@64media.com.au   0407 071 121
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What’s changed for you since winning the 
Award? 
Our business grew, then contracted and now we're coming to 
terms with the ‘new normal’. I think new normal is going to be 
pretty normal but there's been some structural changes, for the 
better, around advice. 

How has the pandemic affected your 
business? 
We do a lot of new business and that stopped for about six 
weeks. When lockdown was full freight we copped it because 
we’re fee-for-service and we're a high-end service catering to a 
younger market. People weren't willing to part with money for a 
plan that’s paid for out of their bank account. Since the 
restrictions eased in NSW there’s been a big shift in sentiment 
and we've got more new business than we ever had. 

We've had 100% digital meetings since March. It’s different from 
sitting across the table from somebody but digital’s so good 
these days we can do all the things we used to do face-to-face. 
Some of them we can do better, for example a digital 

whiteboard compared to a whiteboard that we had to erase and 
then try to refer back to. 

We’re also saving time. There’s no group prep, no pack down, 
we don't need to spend money on fancy snacks and meeting 
rooms. The client’s also saving time. There’s a big time saving in 
clicking on a Zoom link and cracking into it. It's also made our 
business more location independent. We've been getting clients 
from interstate, we’re even working with someone in the UK. It 
makes things more challenging on the team side though – you 
lose that element of teamwork. 

Did you do something to restoke the fire?
I've been going ballistic with marketing. I launched the podcast, 
I started doing live stream events and I set up partnerships with 
other groups in similar target markets.

We took the approach of sharing as much knowledge as we 
could. There's obviously a lot of people freaking out and in bad 
positions. We wanted to be as helpful as possible. We reasoned 
that when the tide turned we’d have built up some credibility 
and we're seeing that translate now.

We haven't yet gone back to the office, although we recently 
had our first team catch-up in person. I can't see us doing client 
meetings in the office for some time, probably not for the rest of 
this year. What the team wants will draft what the future 
workplace looks like but I suspect it's unlikely to mean five days 
a week in the office. 

What have you been doing for your own 
health and wellbeing? 
We've been doing more walking, hitting the back streets of Glebe. 
I did panic buy some gym equipment but it hasn't got a lot of use, 
although we did do some virtual personal training with the team.

How did COVID-19 affect your clients? 
Our existing clients were fine from an investment perspective; 
we’d anticipated the decline in markets so that didn't come as a 
surprise, in fact it created opportunities for people who’d been 
sitting in cash. 

People are more defensive now, even younger clients. Security is 
going to be more important to them going forward, which is good. 
Arguably it was less important than it should have been. We had 
everything so good for so long, people were a bit too carefree.

Ben Nash, from Pivot Wealth is the winner of the 
AFA’s 2019 Excellence in Education Award

Professionalism //

AFA 2020 Awards program
AFA is committed to supporting our advisers and the advice community in maintaining focus on matters of immediate 

priority during this challenging and disruptive COVID-19 pandemic environment. We have therefore, in conjunction with our 
Award partners Zurich, OnePath and TAL, decided to defer the 2020 AFA Awards program to 2021. AFA is committed to 

championing excellence in advice through the AFA Awards program and looks forward to announcing the 2021 AFA 
Awards program schedule early in the new year. For enquiries please get in touch at events@afa.asn.au
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THIS EDITION OF THE MAGAZINE  
IS CPD ACCREDITED

All you need to do is: 

1. Read this edition of the magazine
2. Access the questions online at afa.asn.au  

(search under Financial Adviser Magazine). 
3. Answer the questions to earn your 1.5 CPD hours.  

To earn the CPD hours, 
all questions must be answered correctly

For assistance contact the  
Campus AFA team at campusafa@afa.asn.au

The AFA accredits 
continuing professional 
development activities in 
accordance with regulator 
guidelines that aim to 
deliver a high standard of 
professional development. 
We achieve this through a 
simple and cost effective 
service offering.

Contact campusafa@afa.asn.au for more information.

The advantages of the AFA CPD Accreditation Service include:

• The AFA accreditation program meets agreed FASEA 

standards and provides a best practice benchmark for 

promotion of your programs to the financial advice 

community. 

• AFA accredited CPD allows financial advice professionals 

using your content to meet their CPD obligations. 

• Simultaneous mapping to FASEA CPD categories and RG146 

Knowledge Areas which also ensures ongoing RG146 

compliance.

• AFA Corporate Partners and Licensee Partners receive 

discounted rates for accreditations. 

• We offer a 50% discounted rate for reaccreditations.

AFA’s CPD Accreditation Service



5 easy steps to creating 
video for your clients

Ready to join the video trend but not sure where to begin? 

Prepare yourself for a new journey into creating video for your clients. We’ve outlined five simple 
steps on how to produce video as part of your content strategy; it’s time to begin.

What’s the purpose of the video?
To get things underway, ask yourself - why are you creating this 
video and what is the message you want to convey.

Once you understand the video’s purpose use it as an 
intention to continuously refer back to throughout the creative 
process. Having a clear understanding of what you want to say, 
keeps all elements of the video on track and sets a clear 
direction. When brainstorming your ideas for the video look at 
how it fits into your marketing strategy.

An important reminder, remain optimistic, enthusiastic and 
resourceful in the creative process. Some of the best video 
content can be produced from simple ideas, simple set-ups and 
simple messages.

In the video creation process, it maybe you end up with take 
after take after take; which begs the question, “how long 
should the video be?”

Length of the video
The length of your video can be dependent on your message 
and where you’re publishing your video. Research the optimal 
video lengths according to media platforms that are part of your 
marketing strategy and use this as a guide.

Here’s some ‘rules of thumb’. 
Shorter video is ideal on social media and long-form videos for 
websites - learning centers and vlogs.

Facebook recommends videos around the 3 minutes, Instagram 
posts can be up to 1 minute, but with IGTV you can now post a 
maximum 15 minute video from your smartphone or maximum 
60 minutes from a desktop scheduling platform. 

Equipment you need 
The three key components here are audio, lighting and visual.
1. Good sound is essential 
Great audio will trump mediocre video. If the sound is clear and 
crisp, people are more likely to continue watching, distorted 
audio will always drive people away. Invest in a good lapel 
microphone or other external microphone. Check out apps that 
you can also use on your smart phone. 

2. Get your lighting right
It’s optimal to have your light source in front of you near the 
camera, at a slight angle from you if possible. Consider some 
backlighting to give the video depth. The magic happens when 
people can easily see clear facial expressions and eyes to 
create a deeper connection with the audience. 

3. Creating the right visual 
You have the option of recording on your smartphone or using a 
camera. There are high quality webcams which connect via 
USB to your computer if you’re wanting a more up close and 
personal frame. Composition is key to creating a great visual, 
look at how the main subject is framed and allow space around 
you for hand gestures and background. 

When purchasing equipment consider budget, quality and 
utility to suit your video know-how; you can upgrade and add 
equipment as you become more experienced. Research your 
equipment and understand their finer details so it is not a 
distraction during the video process.

Location, location, location.
Be aware of the overall situation. What mood do you want to 
create? How you dress will depend on whether your video is an 
informal or formal communication. Your situation will have the 
same impact so consider carefully what the camera can ‘see’ 
behind you. The presenter is the key focus not the background. 
Your surroundings should enhance your video not detract so 
plan ahead on where you will be doing your video.

The final step… Style! 
The style of your video is dependent on you and the 
relationship you want to create with your audience. There are 
plenty of video styles to explore and you can try a few of them 
across different platforms and for different purposes. Research 
the style that suits your message, brand and strategy. Whether 
that’s a direct to camera approach, interview style, explainer 
video or even a live stream discussion.

Remember, consider who you want to target and who your 
audience is. Many social media platforms such as Facebook, 
YouTube, Instagram and more, allow you to stream ‘Live’ videos. 
These videos are published to your profile afterwards but can’t 
always be shared to other platforms. Will your next video be live!

The important thing with video is to create! 
Get practical with video, you can expand to different styles and 
levels of simplicity and complexity as you go. The first step is to 
begin and enjoy the learning process of getting started with 
video. There is a whole world waiting for you to explore and an 
entire audience anticipating your first broadcast. Take 
these simple steps, keep it basic then build from a good 
foundation and you will be on your way to video success!

Community & Marketplace //

BY JENNY PEARSE
Managing Director, Jenesis 
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Member Services //

BY AFA CARE PARTNER BENESTAR

The past several months have been challenging for everyone. Since the arrival of COVID-19, 
we’ve all had to make a substantial amount of change in a short space of time.

As the curve flattens and restrictions ease in parts of the world, 
some of us again face the uncertainty of what the next phase of 
life and work will look like. 

Readjusting after so much change and uncertainty can be stressful 
and unsettling. It’s important to remember that everyone responds 
to change differently, so you will need to be aware of some of the 
potential challenges your employees may be experiencing, to 
know what you can do to help make the transition easier.

Challenges for individuals include: 

• Redundancies and stand-downs 

• Health and separation anxiety 

• Fear of commuting and leaving the safety of home 

• Isolation and loneliness 

• Coping with change 

• Back to school and new family routines 

• Adjusting to changes to work and life balance 

• Money worries and concerns 

• Alcohol and substance misuse 

• Loss of motivation and purpose. 

Questions you may need to prepare for:

• How do you deal with fears and concerns from staff about 
public health and safety?

• What protocols are in place from the business to maintain 
health and safety? 

• Is there an opportunity to negotiate working conditions? 

• Who is available to address staff concerns? If this responsibility 
falls on you, what resources are available from the business? 

• What support is available to help you manage your team’s 
return to work? 

• Are you comfortable with identifying stress at work? 

• What does it look like and what supports are in place to help 
support your staff?

Helping your team making the 
successful transition from home to work
Below are some simple steps you can take to help your 
employees make the transition from home to work.

Be aware of people’s fears and anxieties
Leaving the safety of our homes may be a difficult transition for 
some. The fear of commuting, catching public transport or being in 
public spaces (such as the workplace), may cause some people to 
experience a heightened sense of anxiety. Parents, in particular, 
may experience separation anxiety around taking children to 
school and spending less time with their families. As a business, 

Helping your team make the 
transition from home to work

consider how you deal with the fears and concerns, people may 
have about returning to work. What are your expectations for their 
return? What protocols do you have in place to minimise those 
fears? Is there any room to negotiate working conditions?

Keep your employees informed
Have open discussions with your team about the ways your 
business is minimising the health risks at the office, as well as 
safety measures when travelling to and from the office/worksite. 
This can be done as a whole business but can also be done in 
smaller teams – to allow people to have a better opportunity to 
voice their concerns.

Notice any changes in behaviour
Stress at work can present as hyperactivity, memory issues, 
difficulty concentrating, disengagement, failure to meet 
expectations, changes in personality or behaviour, increased 
interpersonal conflict or increased sick leave. Be aware of any 
changes you see and make time to check-in with how they’re 
coping. Offer support or encourage them to contact the 
Benestar team for free, confidential coaching and support.

Make time to take care of yourself
Leading teams through change and uncertainty requires focus 
and resilience. Make time to regularly check-in with yourself and 
practice self-care. This could be ensuring you get enough sleep, 
taking regular breaks throughout the day, or making time for the 
things you enjoy. You can also contact our team here at 
Benestar for guidance on how to support yourself or the people 
within your team.

Prepare for difficult conversations about 
returning to work
You may find that some team members are particularly reluctant 
to return to work. Consider how comfortable you are with 
facilitating conversations to explore their concerns to find 
workable solutions. What are they worried about? What are 
some of the options that the business can offer? Can a 
transition plan be developed involving the staff member to 
support them?

This article has been prepared by AFA 
Care partner Benestar. It is available, together with 

other useful resources, in the AFA Care and wellbeing 
section of the AFA website at afa.asn.au 

If we can assist you with any further information or 
resources, please get in touch at info@afa.asn.au
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Back by popular demand (having exceeded expectations at 2018 Conference and  
2019 Roadshow), Geoff Ramm - international customer experience and marketing 
game-changer, will be up at 5:00am UK time to bring you this LIVE webinar!

Celebrity Service – NOW is the time
AFA Foundation Charity Webinar  
Wed 22 July 2:00pm – 3:00pm (AEST)

Register at 
afanationalroadshow.com.au

As we transition to post COVID-normal – are you going 
to lift your game or deliver the same client experience as 
before?  

Packed with immediately implementable ideas, Geoff 
will help you discover the gap in your service that you 
never knew.

Right NOW is your opportunity to create an even greater 
service experience than you thought possible to delight 
your existing clients and attract new ones.

Geoff will be joined by financial advisers Dawn Thomas 
and Ben Nash and AFA Foundation Chair Olivia Sarah-Le 
Lacheur. 

Webinar registration $20 (inc. GST) 

Geoff Ramm  
Creator & Author Celebrity ServiceAlso featuring:

Supporting Rural Aid

LIVE from the UK

Dawn Thomas 
Senior Financial 
Adviser, Wealthwise

Ben Nash 
Founder & Financial 
Adviser, Pivot Wealth

Olivia Sarah-Le Lacheur 
AFA Foundation Chair

We are proud to support Rural Aid in bringing you this webinar and need your donation to support  
our farmers well into the future. 

It’s been a tough year for everyone, not only with COVID but with bushfires, flood and drought. Despite this, our 
farmers have continued to have our backs by putting food on our tables. So join us and make a difference!


