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2 November 2016

IOOF HOLDINGS LIMITED
Investor Briefing Presentation

Attached is the presentation to be given today by IOOF senior executives at an Investor Briefing
in Melbourne. The briefing is scheduled to commence at 2:30pm AEDT.

The briefing will be webcast live from 2:30pm and may be accessed at
http://webcast.openbriefing.com/3053/. A recording of the webcast will be available later today
at the same address.

-ENDS-

Enquiries:

Rachel Scully
Head of Corporate Affairs
IOOF Holdings Limited

P: +61 3 8614 4530
E: rachel.scully@ioof.com.au

About IOOF Holdings Limited

IOOF has been helping Australians secure their financial future since 1846. During that time,
we have grown substantially to become one of the largest independent groups in the financial
services industry.

IOOF provides advisers and their clients with the following services:

. Financial Advice and Distribution services via our extensive network of financial
advisers and stockbrokers;

o Platform Management and Administration for advisers, their clients and hundreds of
employers in Australia;

. Investment Management products that are designed to suit any investor’'s needs; and

. Trustee Services including estate planning and corporate trust services.

Further information about IOOF can be found at www.ioof.com.au


http://webcast.openbriefing.com/3053/
mailto:rachel.scully@ioof.com.au

Investor Briefing 2016

2 NOVEMBER 2016




©

Investor Briefing 2016

Christopher Kelaher
Managing Director

2 NOVEMBER 2016




Management Team

Group General Manager,

Legal, Risk and Compliance

B Presenting today

IOOF

London and Melbourne

NAME AND TITLE EXPERIENCE COMMENTS
. David has over 25 years’ experience having worked at JP Morgan, ANZ Bank, Colonial and PwC
David Coulter . P . L : ;
- ) . 25+ years He was appointed Chief Financial Officer in September 2009 and has played a pivotal role in subsequent
Chief Financial Officer ! . o
restructuring and a series of acquisitions
Gary Riordan Gary has over 25 years’ experience in financial services, trustee and governance
General Counsel 254 vears He joined IOOF upon the acquisition of Australian Wealth Management in 2009
Group General Manager, Y Prior to this, Gary worked as a Partner at Holding Redlich and Cornwall Stodart and Principal with GR Financial
Trustee Services Services and IFS Fairley
Renato has over 18 years’ experience in financial services with a particular focus on senior management and
Renato Mota
corporate strategy
Group General Manager, 18+ years ; ) ) , ) ) . .
Wealth Management He is responsible for the overall delivery of value to the group’s various client segments across advice and services
He joined IOOF in 2003 and has previously worked for Rothschild, NAB and ANZ, and is a CFA charterholder
Stephen has over 30 years’ experience and was appointed to the role of Chief Investment Officer at IOOF in
Stephen Merlicek 30+ vears October 2009
Chief Investment Officer y Prior to joining IOOF, he was the Chief Investment Officer at Telstra Super for 10 years, during which time it was a
3 top performing fund winning numerous investment awards
Frank Lombardo . ) . )
Over 20 years experience across the financial services sector
Group General Manager, 20+ years ) . ) .
) He previously held senior management roles at NAB and Aviva Australia
Client and Process
Ingrid Liepins Ingrid recently joined IOOF as Group General Manager, People and Culture.
Group General Manager, 25+ years Ingrid brings over 25 years of broad industry experience in Financial Services, Information and Communications
People & Culture Technology, Psychology and Education
Julie Orr Julie has over 20 years’ experience in financial services gained in roles with Ernst & Young, Standard & Poor’s,
Group General Manager 20+ years Morningstar and Intech
Cor grate Develo mgnt’ Y Previously, Julie was IOOF's General Manager Operations, and has played a key role in integrating several
P P acquisitions, including AWM, Skandia and SFG
Andrew Todd Andrew joined IOOF in 2009, having held the same position with Australian Wealth Management since 2007
. . ) 16+ years Previously, he worked as Head of IT with Standard & Poor’s, and prior to that, he worked with Volkswagen
Chief Information Officer . ) .
Financial Services and PwC
(F;?riwl \Q:eSecreta Paul joined the group in August 2014
pany Y 20+ years He previously held in-house legal and governance roles at AXA, Bell Potter and Telstra, following an early career in

B |n attendance today
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Creating shareholder value

ORGANIC PRODUCTIVITY ACCRETIVE

GROWTH & EFFICIENCY ACQUISITIONS

Continuing positive @ Shadforth delivers UNPAT
net flows N N\ $173m

)Prudent and
disciplined cost

$1 .8b management

: : Fully franked
15th | Cost to income ratio $25m ore-tax 26 |

consecutive 56.9% cost synergies CPS final
quarter* of positive realised proposed dividend
platform net flows Operating _

- expenditure down Eroader e%rnmgs 6.2% dividend
Exe.cutlon Of. 2% ase !OI'.OVI €s yield**
ClientFirst resilience t
e volatile markets Strong free cash flow

and low net debt

STRATEGIC FOCUS | ClientFirst | Advice Academy Open architecture Corporate culture

WELL POSITIONED TO PURSUE FUTURE OPPORTUNITIES

* As at 30 September 2016
** Based on 20 day VWAP to 5 August 2016

IOOF | Investor Briefing | 2 November 2016 4



Our purpose

UNDERSTAND ME

LOOK AFTER ME

SECURE MY
FUTURE

IOOF | Investor Briefing | 2 November 2016 5
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Shaping Culture at IOOF
Doing better by design

Ingrid Liepins
Group General Manager, People & Culture

2 NOVEMBER 2016




FOCUSING SHAPING IOOF'S CLIENT
IOOF'S HR TEAM CENTRIC CULTURE

Partnering for change of change

Our model for improvement Innovation

Purpose and values IOOF Advice Academy



During 2016 we’ve built a more experienced HR team (@

Changing the mix
Working together

HR Business

Shared
Partners

Services Team

Senior HR MEL PER
Business Partners SYD 6 ADL 3X 2X

. HBA BNE MEL SYD
SYD 2 MEL

Learning
& Organisational
Development

GGM SYD
Payroll People &
& HR Culture Extended
Analytics — '
y MEL Learnlng
Community

Legal
Counsel

IOOF | Investor Briefing | 2 November 2016 8



Moving to services designed for our business context

LEVEL 1 LEVEL 2 LEVEL 3 LEVEL 4

STRATEGIC BUSINESS LEADER
GOAL-ALIGNED INTEGRATED HR
HR SERVICES SERVICES

PROCESS-DRIVEN FUNDAMENTAL

HR SERVICES HR SERVICES

Business TALENT STRATEGY & BUSINESS GOAL ALIGNMENT Reward for
f
Eézzgaﬁon Business Leadership Critical talent Process Measurement periormance
strategy approach strategy governance approach
A 0
o0 ATTRACTING & PERFORMANCE SUCCESSION LEADERSHIP Recognition g
= i RECRUITING DEVELOPMENT PLANNING o
(Ll Individual m
— = contribution Sourcing Goal alignment Calibration Bench-strength Z
Al 3 Talent maps Self-assessment Talent reviews Cultural profile (:Q
O 5 Assessment Manager assessment Bench-strength Team diagnostic Employee =
L < Employer brand 360 assessment Possibilities Coaching X @)
o - : . . . benefits Z
al a Recruiting Competencies Talent identification Mentoring
| Selection Compliance Career planning Job rotation Ro
e ELJ Team On-boarding WHS performance Talent movements Personal brand Erjl
D) ¢ Contribution %
o Risk T
= . benefit —
%) WORKFORCE Orgiﬁ'iﬁﬁ'i?y”a' Critical Role Talent Diversity analysis
3 gl i .
= PLANNING Assessment Identification Forecasting Planning
Business . . :
& HR Learning : Formal & informal Learning Fostering  Development
needs analysis On-boarding h learni architecture i lannin
performance \% approaches to learning itectu innovation p g Compensation
MEEBE LEARNING & CAPABILITY DEVELOPMENT modelling

. rce: Bersin
IOOF | Investor Briefing | 2 November 2016 source: Bers



Our operating model has a future focus

DELIVERING
WHAT MATTERS

FUTURE BUSINESS FOCUS

BUSINESS

PARTNER

PROCESSES

ADMIN &
GOVERNANCE
SERVICES

IOOF | Investor Briefing | 2 November 2016

EMPLOYEE
SHARED & EMPLOYER

SERVICES CHAMPION

OPERATIONAL FOCUS

©

COMMUNITIES
OF EXPERTISE

PEOPLE

FINDING
WIN-WINS

Source: Ulrich
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Our improvement approach comes from ClientFirst (@

Our Model for Improvement The iterative design framework
PLAN-DO-STUDY-ACT

What are we trying WHERE

to achieve? YOU WANT
TOBE

OUR AIM

How will we know
MEASURES that a change is WHERE
an improvement? YOU ARE

What changes

can we make that
will result in an
improved outcome?

THE LEARNING &
IMPROVEMENT
CYCLE

Source: Deming

IOOF | Investor Briefing | 2 November 2016 11



People & Culture : HR Strategic Plan 2016-18

PURPOSE - UNDERSTAND ME, LOOK AFTER ME, SECURE MY FUTURE

- - -
OUR CLIENTS OUR BUSINESS OUR PEOPLE
- - -

Be a trusted partner and easy Del e e e Energise and build
to do business with HR capability
b 4 b 4 b 4
1. Key business initiatives Build HR Competencies

1. Partner on change

Paradox Navigator

Strategic Positioner

Credible Activist

Compliance Manager

Culture and Change Champion

. “Shaping Culture”
e ClientFirst
* Innovation
* IOOF Academy

» Governance i.e. risk cult

2. Improve talent &
succession management

3. Improve talent acquisition
and new hire introduction

PRIORITIES

experience -
Human Capital Curator
4. Leverage communities of 3. Employee engagement Total Rewards Steward
expertise » Action plan delivery )
p Technology and Media Integrator

4. Leadership
* modular program

© © No gk wDdhE

Analytics Designer and Interpreter

Partner to increase revenue and productivity

Partner to decrease cost and risk

Build leadership capability

IOOF | Investor Briefing | 2 November 2016 12



Culture is important and perspectives on it abound (@

“Culture is how organisations ‘do things’.” “Organisational culture defines
— Robbie Katanga .. .
“In large part, culture is a a jointly shared description of
product of compensation.” an organisation from within.”
— Alec Haverstick — Bruce Perron

“Organisational culture is the sum of values and rituals which
serve as ‘glue’ to integrate the members of the organisation.”

— Richard Perrin _ _ _ o _ _
“Organisational culture is civilisation in the workplace.”

— Alan Adler
“Organisational culture [is shaped “It over simplifies the situation in large
by] the main culture of the society organisations to assume there is only
we live in, albeit with greater one culture... and it’s risky for new

leaders to ignore the sub-cultures.”

emphasis on particular parts of it.” e

— Elizabeth Skringar

“An organisation [is] a living culture... that can adapt to the reality as fast as possible.”
— Abdi Osman Jama

Source; Watkins, HRB, May 2013
IOOF | Investor Briefing | 2 November 2016 13



We care about organisational culture (@

Culture is a
reflection of how
we respond to

what’s happening
externally and
internally

Lk Culture is
a differentiator
In a crowded
landscape 11

Source: KPMG

IOOF | Investor Briefing | 2 November 2016

It is shaped and accumulated throughout
corporate history

It guides what people feel they can do

It becomes evident when choices between
conflicting priorities need to be made

It can be a strong energiser

It impacts our brand. We can sense the culture
and what the company’s really about through
people’s behaviour and actions, particularly
when no one is watching

14



Culture is shaped and accumulated over time

1846

Independent Order of Odd Fellows
established in Melbourne as a friendly
society, providing social security to
those not provided by the government

1960

IOOF has a new role
in supporting the
administration of the
new welfare system

1999

Perennial

Investment

Partners is 2003
established IOOF lists on ASX

2011

DKN Financial Group
and Lonsdale acquired
adding $7bn FUA

2014

IOOF acquires
SFG Australia
(now known as
Shadforth)

1975

IOOF establishes Winchcombe
Carson Financial Planning —
renamed Consultum in 2006

1989

IOOF is the largest friendly
society in Australia, with
approximately 200,000 members
and $2.4bn in assets

IOOF | Investor Briefing | 2 November 2016

2002

IOOF demutualises
and streamlines
business to focus
on investment,
superannuation
and retirement
savings

2009

Australian Wealth Management
(AWM) and Skandia join the IOOF
Group adding $65bn FUM

2012

Plan B Group
and Avenue
acquired with
$4bn FUA

15



In shaping culture our focus is on behaviour (@

Culture manifests at 3 levels

L ©

VISIBLE ARTEFACTS VALUES, BELIEFS UNDERLYING
e.g. behaviour and practices & ATTITUDES ASSUMPTIONS

we see and experience

the way we do things around here

strategu struct - Tt
— CDS UG urﬁnpumuseideas Ieaderﬁshlp capabilities
management t' performance vision
decision-making Dl‘ac |GESpmcess recugnitionG“Itur.e

reward

IOOF | Investor Briefing | 2 November 2016 16



Our purpose motivates our behaviour.. and culture

SECURE MY
FUTURE

IOOF | Investor Briefing | 2 November 2016

A strong sense of shared purpose brings:
* A strong sense of community

« Effective teams

* High levels of employee engagement

A strong sense of shared purpose
contributes to building:

» Effective leadership

* A compelling vision and strategy

A meaningful employee voice in decision-making
« Effective performance management

« Common practices — the way we go about doing
things, as an organisation

©

17



Our values guide our choice of behaviour.. and culture (@

PURPOSE RIS

VISIBLE
Easier to change

VALUES LESS VISIBLE
oy Harder to change

BEHAVIOURS

Our values Excellence
: : Empathy
guide our chqlce .t
of behaviour Innovation

Recognition
Efficiency

Assumptions
do too, but not

consciously

LEARNING
ENVIRONMENT

IOOF | Investor Briefing | 2 November 2016 18



Shaping IOOF’s client-centric culture




Shaping our culture through four key change programs(@

* Making a difference by delivering “what really matters”
» Delivering corporate client value through insights

Anticipating change and challenging the status quo

» Pre-eminent training and coaching resource for the
financial planning industry
* (Goals-based client engagement model

|IOOF ADVICE
ACADEMY

Group-wide governance balancing obligations,
risk and business priorities

Building people and leadership capabilities to succeed

IOOF | Investor Briefing | 2 November 2016 20



Innovation — bringing great ideas to life (@

Don’t worry if you don’t
have a great idea. This is
a safe-to-fail, fun, and
collaborative event

where you can join a
team, meet new people
within IOOF and learn
valuable skills that you'll
take with you for life.

IOOF | Investor Briefing | 2 November 2016 21



Innovation — bringing great ideas to life

View the Startup IOOF video



http://www.ioof.com.au/ioof_news/investor-briefing-nov2016
http://www.ioof.com.au/ioof_news/investor-briefing-nov2016
http://www.ioof.com.au/ioof_news/investor-briefing-nov2016

|IOOF Advice Academy framework

Objectives &
Outcomes Based Integrated advice
advice framework philosophies

OUR
Talent Coaching program

VISION
development & focused on

Graduate program For adVi(_:e b_usinesses client progression
& their clients to
achieve their ultimate
measure of success

Practice
Support & Team
Member Training

Tools, templates
& education

IOOF | Investor Briefing | 2 November 2016 23



|IOOF Advice Academy implementation approach (@

4 KEY PILLARS TO ENABLE SUCCESS

FOUNDATIONAL IMPLEMENTATION yadll ONGOING
MASTERCLASSES WORKSHOPS PROGRAMS COACHING
» Delivering the * Providing the * Providing * Providing ongoing
foundations and specific tools and development communication,
framework for training to enable programs & career resources and
each core area of successful progression innovation to
the program implementation opportunities support the IOOF
» Stand alone * Pathways B cademy
modules to Program and foster a like-
support Dealer B duate minded community
Groups & the Development
IOOF Distribution & Enrichment
Team Program
* Practice
Management
Curriculum

IOOF | Investor Briefing | 2 November 2016 24



|IOOF Advice Academy learning approach (@

Graduate Development & Enrichment Program

Practice
FOUNDATION ENRICHMENT PLACEMENT Management

« Undergraduates in « Graduate « Commencement in Curriculum
penultimate year (prerequisite Pathways Programs for IOOF
. Introduptiohn to a E)undz_ation) . * Work plaf:ement Distribution &
career in the  Experience base opportunity
Financial Planning learning » Study Support Dealer Qroup
|ndustry PraCtICe
Development

Managers

Pathways Program

CLIENT PARAPLANNING ADVICE LEADERSHIP

SERVICES » Technical application » Client engagement » Practice
« Client engagement of advice philosophies * Advice philosophies Management

 Administration D GIETY + Presentation skills Operations

* XPlan » Compliance » Compliance HR Management

* Systems and Process » Systems & Process » Systems & process Finance
Compliance

IOOF | Investor Briefing | 2 November 2016 25



|IOOF Advice Academy - Consultum Pilot Program

“An efficient and rewarding process that my business and bottom line
will benefit from” Rebecca Lister

“Bringing value based advice to life” Mmichael Batten
“Added immense value to my practice” Glen Corcoran
“Staff are part of this and living it to0” Jim Gulabovski

“It has enabled us to engage deeper and at a more
valued level with our clients” Ppeter Higgins

“Fantastic ideas and processes” Dawn Nixon

“Excellent sessions” Tony Cimino

“It has helped us provide an improved service to our clients” Rex Claringbold

“Learned great lessons for the business and have achieved better
interaction with clients” Andrew Bird

“Looking forward to the next one” Tony Rulli

IOOF | Investor Briefing | 2 November 2016 26



We've talked about two key change programs today (@

* Making a difference by delivering “what really matters”
» Delivering corporate client value through insights

Anticipating change and challenging the status quo

» Pre-eminent training and coaching resource for the
financial planning industry
* (Goals-based client engagement model

|IOOF ADVICE
ACADEMY

Group-wide governance balancing obligations,
risk and business priorities

Building people and leadership capabilities to succeed

IOOF | Investor Briefing | 2 November 2016 27



Measuring the impact of our work (@

KNOWLEDGE

Do people know what our values are and
can they recognise when our behaviour TRADITIONAL
and decision making is consistent with

those values?

Engagement survey (incl. Risk Culture)

BEHAVIOUR » Leadership 360 survey

o Exit Surveys

Examples of decisions made and

employee behaviour related to our values *  Anecdotal client feedback

e Customer satisfaction surveys
* |OOF Foundation

PERCEPTIONS

Opinions about the enacted values and
priorities of the company - versus what is
stated

IOOF | Investor Briefing | 2 November 2016 28



‘Doing better by design’ (@

We have, and are taking the opportunity to shape
and build the culture at IOOF. In championing new
ways of doing things including ideas generation,
service, analysis, and data-based decision making,
our people are rising to the challenge, and we hope to
forever change their lives in a very positive way.

IOOF | Investor Briefing | 2 November 2016
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Our people

View the our people video



http://www.ioof.com.au/ioof_news/investor-briefing-nov2016
http://www.ioof.com.au/ioof_news/investor-briefing-nov2016
http://www.ioof.com.au/ioof_news/investor-briefing-nov2016

Sources for our developmental journey

“What Is organisational Culture?
And Why Should We Care?”,
Watkins, M.D. Harvard Business Review

HR Maturity Model, Bersin
now Bersin by Deloitte

Human Resource Champions: The Next
Agenda for Adding Value and Delivering Results,
Ulrich, D.

Deming:
https://www.deming.org/theman/theories/pdsacycle
Foundation and History of the PDSA Cycle, Moen, R.
Associates in Process Improvement-Detroit (USA)

IOOF | Investor Briefing | 2 November 2016
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ClientFirst

Delivering what really matters to clients

Frank Lombardo
Group General Manager, Client & Process

2 NOVEMBER 2016




IOOF'S UNIQUE THE REACTION TO
PROPOSITION CLIENTFIRST

ClientFirst - the why?

Our clients

Purpose & vision

Our people

A new way of working



ClientFirst — Who are our clients?

/ CLIENTS

ADVISERS EMPLOYERS CLIENTS

IOOF | Investor Briefing | 2 November 2016 34



The Why

First and foremost it's the right thing to do.

In an environment where product has become a commodity,
and technology can be easily replicated, client experience is
fast becoming the only sustainable competitive advantage.

Delivering what matters is about revealing unmet client needs,
reframing client problems, and helping us to rethink the entire
client experience.

We have been working on this, for approximately 12 months,
alongside our platform consolidation strategy.

This investment is about driving long term sustainable growth.

IOOF | Investor Briefing | 2 November 2016 35



ClientFirst — Orientating all of IOOF around our clients

DEEP ALIGNMENT ON CULTURE & NEW OUR PEOPLE
OPERATING MODEL AROUND OUR CLIENTS : 2

Trusted by clients and partners as a leader in
advice and financial services.

Are embracing our clientfirst strategy. It is
driving empowerment and enablement. New
methods and measures emerging.

Vision &
Leadership

Celebrate Coaching &
Success Capability

Q\)RP OS{\\

System Data driven | D
capability decision | DATA DRIVEN DECISION MAKING
making Capturing new data that reveals
“what really matters” to clients.
Building new capability to utilise the
data to deliver more value for clients.

LEADERSHIP DEVELOPMENT

Investing in our leaders to help
them to better support our people. }
Quarterly progress checks. - Operating

=~
r_;
({p

()
S
?
(& A
&N 2

j Visual
A Management Improvement

Planning

Knowledge &
documentation

KNOWLEDGE & DOCUMENTATION

We have documented processes from a client
perspective. This is revealing significant
opportunity to innovate and redesign the way
our clients interact with us.

IMPROVEMENT

Empowering our people and leaders to
solve client problems in “the moment.” new
support, tools and techniques to identify
and address root cause of client issues.

IOOF | Investor Briefing | 2 November 2016 36



Who's winning the client experience challenge?

;f/ejrmra / : Most indusiries show a wide range of Net Promoter scores across competing brands

60 -50 -40

-30 -20 -10 0 +10 +20 +30 +40 +50 +60

Department stores
Supermarkets
Online retail

F———® Big W, Kmart, Target
® | Aldi
H—® =Bay
- { Dan Murphy's

Lliquor

Fixed-line home
Home broadband
Mabile broadband I

—eo— 1 Optus
I I
2 | Telstra

| iitet

Personal mobile I

®—— Virgin Mobile, Telsira

ir- | Util- .
:f"nr . I Telecom Retail
line | ities

Pay TV el Austar, Foxtel

Electricity I & | Red Energy

Gas a1 Energyﬁ.uafr:hﬂ, AGL, Origin

Domestic I T | Virgin Emirates, Singapore Airlines

International I & ----—--"-
i Savings and transaction accounts I - I- — — ING Direct, Credit unions
g E Mortgages I P |- - 3 & bui|:||'ng societies
@ £ Credit cards [ T | 5t.George Bank I .
- B Wh i . g HCE A lan Unitv. NIB. AHM - - - Credit unions and
g £ Health insurance I L | , Australian Unity, N bui|:||'ng e
E_E Motor insurance I - | APIA
i ° Home and contents insurance | I ] APIA

Averoge NPS in industry
Lowest NP5 | & | Highest NPS

Mote: Excludes brands with fewer than 100 respondents. Some industries have more than one leader, because differences in NPS scores are within the margin of error.

Source: Bain & Company NFS Consumer survey, December 2012

IOOF | Investor Briefing | 2 November 2016
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Our purpose and vision (@

This purpose has become the point of reference
for assessing the capability of our response in a
very different way.

Its been built from the bottom up — we established
an empirical understanding of ‘how well & why’ our
current system performs from a customers’ point
of view.

We synthesized over 5,000 client demands,
calls, letters, emails and transactions to
understand “what really matters” to clients.

You must “get

SECURE MY out of the building”
FUTURE

Steve Blank, Innovation Thought Leader

IOOF | Investor Briefing | 2 November 2016 38



Organisation design — Old thinking (@

Top down

Functional specialisation

Leaders separated
from the work

Measured by: Inflows,

® o o o
TP m
Outflows, GOS SLA, KPI ©0000606060 6

Hierarchy — decisions away

from the work

IOOF | Investor Briefing | 2 November 2016 39



Organisation design - A new way of working (@

« Change people’s roles

* People capability uplift

* New Measures and KPI's

« Data not opinion for decision making

« Challenge and change policy and
procedures

« Accommodation to suit new way of
working

* Technology

40
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People change at a “glance”

Ll
© o o o
ém&lé 5?3 $T$ $T$
Sibbbiiid

From

« 13.7% of operations people talk to clients « 30.8% of operations people talk to clients
* 16.8% of operations people fully multi » Targeting 100% fully multi skilled people
skilled responding to client demands in next 12

_ months
* 0% of I.T. people talk to clients

* 5% of I.T. people talking to clients daily

IOOF | Investor Briefing | 2 November 2016 41



Process change - Find the hindrances (@

MAKE IT EASY or clients will find someone who will!

Asking clients in the moment is the best way to understand
what really matters and CAPTURE THE DATA.

Map the end to end experience and go behind the scenes
to find out the cause. THIS IS ALL INVISIBLE TO THE CLIENT.

Fix ONE hindrance AT A TIME.

EMPOWER OUR PEOPLE TO FIX THE PROBLEMS. At IOOF
we are allowing our people to experiment with solutions and have
dedicated support people in the team to speed resolution.

VNI

IOOF | Investor Briefing | 2 November 2016 42



Old thinking - A typical end to end experience

Client
(requestin
writing or
scanned
attachmen
to email

KYC (Know

your client)

& request
checks

|D checks,
condition of
release, request
requirements
met prior to
process further

IOOF | Investor Briefing

Client
Account
Checks

TFEN/ABN/
Margin Lending
/ Number of
signatories efc

CLIENT ID
RISK

Client Funds
Check

Pending
Frozen Funds,
Term Deposits,

reoccurring sells
or Direct Shares

2 November 2016

INSUFFICIENT

FUNDS

Forecasting
Values, calculate
any exit fees
Lump Sum Tax
benefit payment
fees & maximum
withdrawal value

STEP 1: Processing Full Sell Down (Optional - if asset sell down required

Processing
Sells (if
required to
accommodate
withdrawal

Withdrawal
Payment is
posted to batch
to be processed
by the finance

QA Process

3 Step QA
process whereby
the individual
conducting the
initial QA can not

[SEGREGATION
RISK

Post Sell
Downs to
batch

team post the batch

Sell Downs
are posted to
batch to be
processed by the
finance team

Closing
attachments
& comments,
clone to RTG

Withdrawal
request has
been cloned
to RTG, file up
to date & entry
diarised if follow
up is required

CONFIRMATION PROVIDED TO ADMIN

Processing
Payment
instructions

Enter payment
details for
withdrawal into
ORION

QA Process

Request a QA
prior to being
posted in batch

Post
Withdrawal
Payments
to batch

Withdrawal
Payment
is posted to
batch to be
processed by the
finance team

Finance Team
actions the batch
requests before

sending file
request back to

Admin team to

enter payment

instructions

Final QA
Withdrawal

Finance Team
conducts two
step QA approval
system & actions
payment request
following the
second approval

43



New thinking — Understand the end to end flow (@

CLIENTS
CHANNEL
Advisers DEMANDS

Phone
New Business () @
_ Add Funds
Change Detalils
Paper
Clients  Client agnostic

« Channel agnostic

« Demand agnostic

 Single point accountability

* Absorbs variation

 Client arbiter of performance

IOOF | Investor Briefing | 2 November 2016 44



New measures and data driving decision making (@

Demand type

REMOVE
NET
4 FAILURE
Value/failure —_— PROMOTER
4 SCORE
WHAT MATTERS IMPROVE

How e

When — Hindrance(s) s (TR

Where = ——— e

IOOF | Investor Briefing | 2 November 2016



Improvement (@

4

NEW TELEPHONY CLIENT TELE-CLAIMS
SYSTEM IDENTIFICATION
(S) Skype for Business greenll:@ TAL
Tele Claims
VOXTRON 9 Online claim forms
verba

IOOF | Investor Briefing | 2 November 2016 46



New online capability supporting transformation

=== = .- — —— ———————————— - ... ————"——————--.- -

Online transactions
are full straight

@ Portfolio Online

Online Withdrawal

Account Number : 112233MD201

through processing
(STP) with immediate
completion

Account Name : Mrs Jane Doe

Product Name : Pursuit Select Personal Supsrannuation

Bank Account : Bankname : CBA Melboume
Account name : Mrs Jane Doe
BSB number
Account number

87654

Account Balance z 518426939 Gomponents

Cash Available for Withdrawal $338165
Preservation Components

Preserved Amount
Restricted Non-Preserved Amount

$178.479.22
$0.00
$338165

Unrestricied Non-Preserved Amount

Tax Components

253372 Tax Free Amount : $7.73272 s
A y @¥) Order Pad v order ool Ciowe
Taxable Amount : 1 y, PR ’ ey

Gross Amount

i o oy g 1 OO SR S ol S
L ; s m y ary from your curent acca

and taxes

include ac
Net Amount

o [ o

sion 13,340,
his page s subject to 10

sciaimers, wamings, browser snd seourty maurements
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Portfolio online enhancements over last 12 months (@

FEBRUARY v SEPTEMBER ¢/
Pursuit investment menu expanded Pursuit online
with addition of 33 hybrids Re-weight /
Auto-reweight
AUGUST v JUNE v
Pursuit HIN Challenger
changed to APRIL ¢ Annuities and
custodian HIN Pursuit online twice monthly
maturing term deposits
investments available
| @ HOEON @ (<) (<) () () () () () ()
JULY
v NOVEMBER JUNE v Pursuit online
Pursuit online Pursuit online standing
trading and v MARCH withdrawals instructions
corporate actions Pursuit allows
ROA/TEF details
to be entered on Q4 2016
trades on Pursuit online forms
Portfolio Online — IDPS & Pension
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The result - online capablility making it easy
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What are our clients saying?

Hello Cherie & Dan

Thank you from the bottom of my heart for your email but more so for expediting this matter & your very kind
words as well as your amazing service.

| will check my account in the next few hours and confirm the above amount has hit my account.

Frank & Daniel, it is you both | owe a multitude of thank you, if it wasn't for Frank taking my situation seriously
& passing it onto Daniel then we would not have had this outcome. May God Bless you all, my family & | thank
you again for a job well done. Frank, just a quick note relating to an earlier email, yes | have now regained
confidence in IOOF, it's just the service consultants need re-training as to how to handle these matters.

THANK YOU ALL AGAIN

k£ Thank you from the bottom of my heart for your email
but more so for expediting this matter and your very kind
words as well as your amazing service 1]

(i May God Bless you all, my family & | thank you again for

a job well done. Just a quick note relating to an earlier email,
yes | have now regained confidence in IOOF 7]
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Our BDM'’s have become advocates!

Hi Sheen,
I must say | am thoroughly impressed with Client first.
Particularly, the level of pro-activeness and communication.

Happy for you to pass on my feedback to Lisa and Frank. | also worked on other cases with
Michelle Holl and Camille Clark, and they were also absolutely brilliant.

Thanks again for your effort Sheen,

Best regards,

Christopher Ip
Business Development Officer

IOOF Holdings Limited

——————————————————————————————————————p—
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Our BDM'’s have become advocates!

Hi Frank,
| have some positive feedback for the ClientFirst team which | wanted to share.

| called the former adviser, XXXXXXX, due to his email below. | didn’t know what to expect. When | spoke
to him, he was just curious about “Team Apollo” and asked me if | knew about it. He just wanted to confirm
that Apollo was legit!

He had called Apollo (having been provided with a number previously) asking what is required to get $20K
from his pension account and was told it could be done over the phone, right then and there. When |
asked him about his experience, he responded that it was unbelievable service (which is why he had to
check the legitimacy with me). | explained to him the reason why he may have been dealing with Apollo in
the past, why we are trying new ways to help clients (to try to anticipate their future needs) and why we
believe we want to move away from the “old way” of providing client service (i.e. get them off the phone as
quickly as possible).

XXXXX was a great adviser before his retirement and it’'s great that he chooses to remain invested
through I00F's platforms. It’s a great reaction and shows how awesome the ClientFirst service can be. As
a sales team, we are very happy to be fielding these sorts of calls! We continue to deal with his son,
XXXX, who now runs the family advice business and we have no doubt that XXXX will be letting XXXXXX
know about his experience.

This sort of feedback can only be positive for IOOF long term so thank you to you and the ClientFirst
team!

Kind regards,
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The wall of compliments is growing

A new lead indicator with a strong
positive growth trajectory!

“Can | just express my appreciation for the service that |
received from the team in finalising this withdrawal that was
time critical and you were able to push through the payment
of the funds even though we had pending sales outstanding.”

“Thank you so much for your kind assistance today, | really
appreciated that you went the extra mile for me. “

“Thank you very much for organising this so quickly.
The client was very relieved. ”

“Thank you so much for your help — your provided us with
exceptional service and it was a pleasure dealing with you
as you were so professional and knowledgeable.”

“Thank you very much, your efficiency overwhelms me.”

“Very impressed by the efficiency of the Apollo Team.”
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Our clients

View the our clients video
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