
How do your KPI’s look? How do you
measure up against World’s Best Practice?
(If you have never been afflicted, KPI’s
stands for Key Performance Indicators.)

Clients in schools will have a good idea of what I am
talking about. Are the endless, mandated
measurement processes about improving education
and educational outcomes for kids? Or are they
about control; about managing risk for politicians?

Every week RV receives mountains of information -
data, research, opinion analysis, survey results, and
requests to participate in surveys – both online and
telephone.

All depend, in one way or
another, on processes of
measurement. I was raised
on measurement - maths,
science, statistical analysis
and finance.

Too much of what I see is
drivel - so flawed as to be
useless, or so poorly
designed as to subvert
outcomes it was intended to
encourage. Speculation
masquerades as evidence.
Co-incidence or correlation
are promptly stamped as
causal.

Sometimes poor design
appears deliberate. In the
past month I have completed two online surveys from
vehicle makers enquiring about my level of
satisfaction with their service centres. Each was a set
of multiple choice questions. They essentially
ascertained that I had handed my car over, got it
back, that the car still went and that it had been
washed. In both cases I wanted to tell them more but
there was no provision for narrative responses.

These surveys had an inbuilt bias to positive
feedback. The summary metric of ‘satisfied client’
most likely feeds into the KPI’s and bonuses of
managers. They don’t encourage negative responses
or discussion.

All of us have participated in similar, valueless, phone
surveys conducted for banks, telco’s or other
corporates of which we are customers. I always ask
for a follow up call from a staff member of the
corporate. (Don’t worry. It is a safe request. For never
yet have I had a return call.)
RV and Client Communication
At RV we do not commission phone surveys of our
clients. (Nor do we evaluate staff performance using
KPI’s).

And generally we do not contact our clients via email.
Leaving aside the regulatory constraints which apply
in our industry, email is too often a form of non-
communication – a way of avoiding a conversation.

We talk to our clients directly. We want to meet with
you. We want to talk to you on the phone. We want to
be sure you are comfortable with your situation and
that your strategy is appropriate to your needs and
circumstances.

We want you to raise any concerns with us, to
question your adviser, to seek our advice on the

meaning and substance of
information or studies you may
read.

And we want you to raise any
concerns you may have about
our services, professional
standards or client
relationships.

At RV we have built our
business around the principles
of technical excellence in
planning and the maintenance
of strong ongoing relationships
between clients, their adviser
and our support staff.

Continuity of the service
relationship between client and

adviser is a cornerstone of our culture. The capacity
to work with an adviser who knows and understands
your situation over many years stands in stark
contrast to the model we see elsewhere in the
corporate and superannuation worlds.

What might not be so apparent to you as clients
is the satisfaction and enjoyment we get from
being able to work with and assist clients we
know, enjoy and respect over a long period.

Best Wishes

Alan - on behalf of the RV staff

WINTER EDITION – 2011

Half yearly Continuing Care Reports and
an Economic Update will be posted in
late July.
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from Federal Budget 2011/12

Account Based Pensions

For the past two years the minimum pensions
payable from Account Based Pensions have
been set at 50% of the normal minima. The
decision by Government to allow reduced
minima was made in the aftermath of the GFC.

This will change for 2011/12 and beyond. The
Government has decided to phase in a return to
the normal pension minima.

The pension minima for 2011/12 will be 75% of the
normal minima, returning to the full normal minima
in 2012/13.

Minimum pensions payable based on age, for
2011/12, are set out below.

Age Band Min. Pension
2011/12

Ages 55-64 3.00% p.a.
Ages 65-74 3.75% p.a.
Ages 75-79 4.50% p.a.
Ages 80-84 5.25% p.a.

Fund managers are in the process of determining
the default policy they will apply in respect of the
changes.

In general it appears they will do the following-

 Where the current pension is the 2010/11
minimum, or below the 2011/12 minimum, they
will increase pension payments to satisfy the
2011/12 minimum.

 Where the current pension is above the
2011/12 minimum they will make no change to
pension payments.

Obviously the situation is less complex when the
minima are being increased than it was when they
were reduced.

In the event that you wish to review or modify your
income, or if you would like further clarification
please contact your RV Adviser.

Age Pension and the Work Bonus

Clients receiving part or full Age Pension will be
aware that the assessment of entitlement is
subject to both an Income Test and an Assets
Test. The test which results in the lower level of

Age Pension is the one that determines the
fortnightly pension received.

Where an Age Pensioner earns income on an
irregular basis, for example from CRT work or
other casual work, pension payments can fluctuate
dramatically from fortnight to fortnight arising from
the fluctuating levels of employment income.

Work Bonus

The Government has proposed that for 2011/12
the first $250 per fortnight of employment income
(rather than the existing 50% of the first $500) will
be exempt from income testing. Be aware that
employment income is income arising from work. It
does not include investment or other income which
will remain subject to the normal Income Test
rules.

For example, where a teacher’s only employment
income arose from one day of CRT work per
fortnight ($256), only $6 would counted in
determining their Age Pension entitlement.

In addition the Government proposed an
employment ‘income bank’ which will allow Age
Pensioners to accrue unused amounts of the
fortnightly work bonus up to a maximum of $6,500.
This income bank could then be used to offset
employment income in future fortnights or future
years.

If you would like further information or clarification
contact your RV Adviser.

AEU/RV Se
At the A

112 Trenerry C

Retir
Sat. 20th

Tues. 27th

(Term 3 S

Sat. 12th

Aged
Sat. 17th

All Semina
10.00am –

Bookings via portal
www.aeuvic.asn.au or
Retirement Victoria on
minars 2011
EU Offices
res.Abbotsford

ement:
Aug. 2011

Sept. 2011
chool Hols)

Nov. 2011

Care:
Sep. 2011

rs run from
12.00 midday

on the AEU Website
ring Shannon Clarke at

03 9820 8088.

http://www.aeuvic.asn.au/


Retirement Victoria RV Client News Winter Edition – 2011-3-

In recent years we
have identified an
increasing need
among our clients
and their families for
improved insurance
protection. Requests
for referral for
insurance advice
have also increased.

The changing demographics of the workforce
result in our seeing more people with a current
need for life, disability, trauma or income
protection insurance.

The children of our existing clients also now
have partners and children of their own. Their
families are exposed to the financial risks
resulting from premature death, disablement, or
from inability to work for an extended period as a
result of accident or illness.

Retirees at Risk

And in such circumstances the retirement
income and capital of our retiree clients can also
be at risk, for they may need to use their capital
to alleviate their family’s financial distress.

It poses the question “Do your children have a
backup plan other than you?”

The financial stress is an unwanted additional
burden at a time when the level of emotional
stress arising from illness, injury or death is
already high.

Insurance cannot, of course, resolve the
underlying problem. But it is immensely
comforting in such circumstances to know that
immediate financial commitments can be met
and that the family will have a measure of
ongoing financial and income security.

It is instructive that while most people insure
their home and their car, the major risks to a
family’s financial security lie in the areas of
death, injury and protection of employment
income.

Protecting against these risks is surprisingly
affordable but often ignored.

A Dedicated Service

For twelve months we searched for an
appropriately qualified Insurance Adviser who
would fit comfortably into the culture and service
model at RV before finding Scott Plunkett. He
joined us in April. After a period of orientation
Scott is now working in concert with RV
advisers, and directly with clients, in providing
the full range of life risk services.

They include death, disablement, trauma,
income protection and business protection
insurance (key person, partnership, business
loan cover).

Scott is available for appointments at the RV
office and is also happy to visit schools and
other workplaces to talk to groups about risks to
individuals and families.

The insurance service is part of RV. It is not
owned or controlled by an institution or
insurance company. Where a need is identified
RV can thus offer the policy that best fits your
needs and budget.

And as with all RV services it is founded on the
principles of technical excellence, clear and
appropriate advice, and the maintenance of an
ongoing relationship with an adviser who
understands your situation and needs. It
integrates with all of RV’s other services.

About Scott Plunkett

The profile on page 4 introduces Scott. You will
find him easy to talk to with a relaxed, pleasant
and informative style.

He shares our objective of “affordable protection
and peace of mind for families”.

Appointments

We are aware that many clients are concerned
about these issues – some in relation to their
own situation and many in relation to their
children’s families.

To arrange an appointment for yourself, or for
other members of your family to see Scott, just
ring the RV office on (03) 9820-8088. There is
no charge for the appointment.
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Alan Cooper

Don’t Mention the ‘R’ Word
In May I wrote to all of my clients to let them
know I had decided it was time to ‘do the
things I have always wanted to do’ before ‘time
passes me by’. To practise what I have
preached to them for the past twenty years
while ensuring their easy transition to another
member of our team for the years ahead.

RV has for me been a long term project. The
concept from which it developed was forged over
lunch in a Turkish restaurant in 1985 (in Melbourne
not in Turkey). It has been wonderfully satisfying to
work with my friend and business partner Geoff
Allen over the past twenty years to build RV into
what it is today.

The response from clients to my letter has
overwhelmed me a little. The cards, letters, visits
and phone calls, and the sentiments expressed,
are deeply appreciated. Thank you all. Perhaps
our lives will intersect from time to time – on a
remote track in Tasmania, in a coffee shop or
wandering down some distant Boulevard - I hope
so. I will continue to do some work for RV, some
staff training, some writing and will have some
involvement in business planning, but will not be
there on a day to day basis.

The final paragraph of my letter to my clients sums
up my feelings -

Finally I would like to say thank you several times.
To you as clients for making my job so fulfilling
over such a long period. To our staff for making
RV such an enjoyable and professional place to
work and for their commitment to our standards
and model. To my wife and daughters who never
waver in their support. And to the friends I have
made within and beyond RV. It is the day to day
relationships with you all I will find hardest to leave
behind.

I feel privileged to have had such an enjoyable
career and life.

- Alan

Scott Plunkett
RV Insurance Adviser

The article on page 3 discusses our new
Insurance Service, the reasons we decided to
establish it, and the year long search for a
skilled Insurance Adviser – a person with a style
and service ethic which fitted the RV culture.

Scott has eighteen years experience in financial
services. He specialises in income protection
insurance, life insurance, total and permanent
disability insurance, trauma insurance and
business protection – key areas in which
families face risk to their financial security.

Scott lives a little out of Melbourne and he and
his wife Tania revel in a semi-rural life. He
enjoys working around the house, the garden,
bushwalking, fishing and spending time in the
bush with Tania (and, he says, their dog).

His relaxed demeanour and pleasant,
informative style make for easy discussion .
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