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REIMAGINING 
SUPERANNUATION
How super funds can thrive by taking control of the membership 
journey

Paul Dunn and Jason Tong

A
ustralian superannuation funds find themselves 
on the cusp of an exciting and challenging 
new era. With member outcomes now the core 
focus, funds are looking for ways to make their 
offerings more engaging and member-focused. 
This task has become more urgent due to a 
confluence of events. 

The findings of the financial services Royal Commission have 
placed the industry under intense pressure to improve customer 
outcomes via greater transparency, lower fees and fit-for-purpose 
offerings. 

With the Federal Government pledging to implement the Royal 
Commission recommendations, as well as additional compliance 
obligations coming into force, including the ‘Protecting Your Su-
per’ reforms and APRA’s Strategic Planning and Member Outcomes 
Prudential Standard SPS 515, there is mounting pressure on super 
funds to ‘lift their game’. 

Beyond our own backyard, we are seeing a regulatory focus on 
improving customer outcomes across wealth management markets 

globally. Greater transparency and disclosure of costs to custom-
ers and members is a key part of this trend. In New Zealand, for 
example, a recent review into the life insurance industry covered 
similar themes to the Royal Commission. In the United Kingdom, 
the government placed a 75-basis points cap on costs charged for 
default workplace pensions. And in Europe, a number of EU di-
rectives have been introduced to enhance privacy and consumer 
rights, including the General Data Protection Regulation (GDPR) 
and Mifid II. 

The rapid pace of regulatory and technological change has creat-
ed a perfect storm for superannuation funds. Recognising that yes-
terday’s way of working is limiting the ability of funds to respond 
to today’s challenges, the marketplace is seeking a new, technology-
led approach that reimagines superannuation.

Specifically, a new hybrid operating model that allows funds to 
own their entire member journey, can deliver unprecedented con-
trol over their data and operations. 

In the context of thriving in this new world of superannuation, 
this paper looks at the key benefits that funds will receive by lever-
aging a new technology-led business operating model. 
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A fresh approach 
A new technology-led, digital-first operating model 
will deliver unparalleled control over a super fund’s 
data, operations and member experiences. 

A new technology-led operating model that reima-
gines superannuation will open up opportunities for 
super funds to engage with members like never before. 
This new approach requires skill sets that challenge 
traditional administration outsourcing models. 

Recognising this, a new hybrid operating model will 
deliver greater control over a super fund’s data and 
operations. It will enable the efficient use of limited 
resources; deliver value to members and seamlessly 
plug-and-play with evolving best-of-breed solutions. 
The ability to rapidly deploy more differentiated and 
innovative products and services will magnify the indi-
vidual member experience and enhance fund growth. 

Only with complete control over and access to their 
data can super funds undertake proactive and confident 
strategic decision making, more effective risk minimi-
sation, and highly accurate reporting and cost-effective 
compliance. 

Delivering value 
Extensive automation, AI and true system integra-
tion are transforming the administration capabilities 
of super funds and administrators, opening the door 
to unprecedented cost efficiencies and better targeted 
resources. 

The regulatory scrutiny of the Productivity Com-
mission and the Royal Commission has placed super 
funds under significant pressure to dramatically re-
duce their costs and pass on these cost efficiencies to 
their members. Still, many funds struggle to do this 
due to the high costs associated with legacy infrastruc-
ture and operating models. In the face of new compli-
ance obligations, some super funds continue to opt for 
complex and costly stop-gap solutions that are bolted 
on to their underlying technology systems and con-
sume precious resources. 

Other funds outsourced their administration at a 
time when this was the only path that made econom-
ic sense. Yet since then, advances in technology have 
opened up their choices. 

Today, the vast majority of administration tasks—
such as processing a contribution, paying a benefit or 
making an insurance change—are ripe for automation 
and the application of AI techniques such as machine 

learning. Capitalising on these technological advances, 
a newly emerging operating model can transform ad-
ministration capabilities. As a result, it will enable super 
funds and administrators to achieve game-changing 
cost efficiencies and better targeted resources that make 
a tangible difference to the member experience. 

As part of this model, high quality orchestration can 
automate commoditised processes close to 100% —en-
hancing speed, reducing error rates and lowering op-
erational costs. This technology-driven approach deliv-
ers significant savings and much lower administration 
headcounts, whether a fund is managed in-house or by 
an outsourced arrangement. 

New world engagement 
With an emphasis on highly personalised member ex-
periences, a technology-led operating model will en-
able funds to create contextualised customer journeys 
at scale, thereby enabling funds to connect with their 
members on the things that matter. 

Great member engagement cannot be underesti-
mated. Yet, it is still an area that most super funds 
struggle with. Hampered by outdated technology in-
frastructure and business models that make it difficult 
to integrate with third-parties, funds struggle to de-
liver personalised member journeys. As members be-
gin to seek personalised digital offerings that are more 
responsive to their individual needs, there has never 
been a more important time for funds to differentiate 
their offerings. 

A new technology-led operating model can revolu-
tionise data access, enabling funds to easily plug and 
play with best-of-breed providers to drive more per-
sonalised engagement. It enables personalised custom-
er journeys, incorporating active nudges and multiple 
data sources. 

Delivering personalisation at scale will enable cus-
tomer journeys tailored for a super fund and for each 
member’s experience, from on-boarding through re-
tirement. The creation of a ‘fund within a fund’ experi-
ence will allow funds to meet the individual needs of 
each member. 

For example, a super fund can provide access to digi-
tal self-directed advice and education for all members. 
Combined with the ability to nudge members down a 
personalised financial path, super funds could offer a 
scalable way for members to access and utilise advice 
options on their own terms. 
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The quote

A new technology-
led operating model 
that reimagines 
superannuation will 
open up opportunities 
for super funds to 
engage with members 
like never before. 

As superannuation is reimagined, a new technology-

led operating model will allow super funds to 

own and control their data. This fresh approach 

to administration will enable funds to launch new 

products and services in a rapid timeframe, delivering 

a true and sustainable competitive advantage.  

At a time of increased downward pressure on fees and 

margins, super funds that deploy a technology-led 

operating model will substantially reduce their operating 

costs and ensure the most effective use of resources, 

and ultimately deliver true value to their members and 

enable efficient use of precious resources. 
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Unique insight 
A technology-led operating model will provide super funds with un-
precedented access to their data, giving them a new level of insight 
into their business and members. 

It is no secret to any super fund that the ability to genuinely differ-
entiate their offerings from other providers is critical to current and 
future business success. Yet, with tight operating budgets and a lack 
of access to their complete business and member data, they remain 
hindered in really achieving this. 

As superannuation is reimagined, a new hybrid operating model will 
provide funds with open access to their underlying member registry 
data. This unique access will enable real-time interrogation and analy-
sis, facilitating far deeper member understanding and engagement. 

With this new level of insight, funds will be able to identify op-
portunities for operational efficiencies and service improvements, 
as well as achieve better informed strategic-planning and decision-
making. This new level of data access and insight will also support 
super funds to perform improved member segmentation analysis, to 
understand member trends and drive digital strategies. 

It also provides a strong foundation for innovation efforts going 
forward. Adopting a technology-led operating model that easily inte-
grates with best-of-breed providers means funds can access a range 
of AI innovations to enhance the service experience for members and 
employers. This incorporates usage of both member and operational 
data to drive machine learning insights. 

Easy access to and control over member and operational data will 
be the foundation upon which savvy funds build their competitive 
advantage and future business success. 

 
Transparency and control 
The stage is set for super funds to have a unique lens into every aspect 
of their operation. Current administration models often place funds be-
hind a black curtain, limiting visibility and control. With the financial 
services sector under intense pressure to improve member outcomes via 
greater transparency, the ability for super funds to access and control 
their operational and member data is becoming increasingly important. 

Operational transparency via real-time dashboards will provide 
full visibility into every aspect of the underlying operational services 
for members, enabling the trustee to monitor, control, understand 
and manage operational risk. 

Providing an unprecedented window into the entirety of their 
business operations, comprehensive and real-time dashboards will 
provide funds the ability to drill down into the detail on any member 
or issue—such as the details of an individual claim and its current 
status. This information can then be used to identify and resolve is-
sues as they arise and formulate better ongoing claims management. 

Through real-time dashboards, funds can create a more intimate 
picture of each member, enabling them to continually improve and 
tailor their offerings and find new ways to add value—not just at sign-
up—but throughout every stage of their entire member journey. 

Conclusion 
By reimagining superannuation, a new technology-led operating 
model will make it easy and more cost-effective for funds to place 
their members at the heart of everything they do. 

As we enter the dawn of a new era in Australian superannuation, 
there has never been a better time for super funds to seriously re-
think their existing business approach. As regulatory requirements, 
technology and consumer expectations continue to evolve, it is clear 
that super funds are best served by technology infrastructure and 
business models that can evolve with them. 

There is a clear requirement for a new operating model that will 
transform the way funds operate in this increasingly complex and 
competitive environment. In this changed landscape, there will be 
a greater need for super funds to seek out partnerships with tech-
nology partners that can enhance their offerings to achieve a much 
broader proposition, even beyond superannuation. 

To do this requires a new way of thinking. Super funds must 
first recognise the limitations of current business models in a future 
technology-driven superannuation world. Ultimately, it will be the 
funds that are willing to be the first to embrace this new technol-
ogy-led approach that will not only survive and thrive in this new 
world of superannuation, but will be the first super funds to truly 
own their entire member journey. fs 
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Through the integration of multiple member data sources, super 

funds will have the capabilities to deliver personalised ‘digital first’ 

journeys that span the member’s lifetime, creating new-world 

member engagement.   

Comprehensive and real-time dashboards will enable an 

unprecedented window into a fund’s operations, facilitating true 

monitoring and interrogation of those core elements which are 

outsourced.    


