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Thank you

Thank you again for taking part in our recent Planner Technology and
Business Survey.

Your participation has provided valuable insights, helping our clients to
better understand your planning practice needs and the challenges you are
facing. An important goal for us, and our clients, is to translate these
insights into better products and services for you.

The contents of this short report gather some of the most interesting
results from the research.

| hope you find the insights as fascinating as we did.
Yours sincerely,

Mark Johnston
Executive Chairman and Founder

Investment Trends

23.02 Tower 3, International Towers
300 Barangaroo Avenue

SYDNEY NSW 2000
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Methodology and scope

The 2018 Planner Technology and Business Survey examines how
financial planners’' businesses are evolving, and their adoption and use of
technology.

These findings are based on a detailed quantitative online survey
conducted between April and May 2018.

A total of 804 valid responses were received after data cleaning and de-
duplication. The maximum sampling error (centre of the range) at the 95%
confidence interval for this sample is +/-3.4%. Note that analysis of smaller
subgroups will have a higher sampling error.

This is the fifteenth edition of this survey. The 2018 Planner Technology
Report was released to Investment Trends' clients in June 2018.
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Number of financial planning clients

The total pool of clients advised by financial planners
has shrunk further

The overall number of financial planner clients continues to decline. Only
1.9 million active clients remain nationwide, down from 2.2 million in 2017.
The fall in client numbers was driven primarily by increased attrition and
subdued new client acquisition. In the last 12 months alone, the average
planner lost 35 active clients relationships, while gaining only 20 new
relationships over the same period.

Number of financial planner clients (in millions)

-@-Total (active &
passive clients)

=@ Active clients

2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018
[N=1093] [n=875] [n=931] [n=1196] [n=1139] [n=1142] [n=951] [n=679] [n=633] [n=587] [n=442] [n=474]

Note: Active clients refer to those seen at least annually, while passive clients are those seen less than once a year
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Profit growth of planning practices

Self-assessed planning business profitability growth
continues to fall

The profit growth of financial planners’' businesses continues to struggle.
The share of planners reporting year on year practice profitability growth
(53%) has fallen to the lows of 2012, when planning businesses were being
re-engineered for Future of Financial Advice reforms (down from 59% in
2017 and 61% in 2016).

Q2 Roughly how profitable was your planning practice this year versus the year before?
Among financial planners

| Less profitable

= Unchanged

B More profitable

2012 2013 2014 2015 2016 2017 2018
[n=1291] [n=1163] [n=802] [n=875] [n=792] [n=526] [n=602]
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Key challenges faced by planners

Planners have growing concerns about regulatory
uncertainty and negative press

The top challenges faced by financial planners remain unaddressed.
Compliance burden, new client acquisition and building efficiencies into
business processes remain the most cited challenges in recent years.

Planners are also putting forward increasing concerns about regulatory
uncertainty and negative press. However, it must be noted that the
financial advice case studies of the Royal Commission were conducted
during the fieldwork of this study.

Q1 What are the main challenges you are dealing with in your business? (Multiple responses permitted)
Among financial planners

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

ComplianCe DU e
New client acquisition i ———————
Building efficiencies into the DUSINESS ProCess i

Regulatory uncertainty  E——
Negative press around financial planners

Transitioning to the new education and professional standards®
Providing affordable advice to lower balance clients

Reducing the cost of providing advice®

Making clients aware of my value proposition

Administering renewal notices and client opt-in®

Poor technology/systems

Administering fee disclosure requirements 2014 [n=834]

2015 [n=901]
2016 [n=874]
B 2017 [n=527]

H 2018 [n=606]

Client engagement?

Client retention

Consumers going directly to super, inv. or insur. providers
Other

No challenges/concerns

ANew option added
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Royal Commission impact

The Royal Commission is expected to have mostly
negative consequences over the medium term

Over the medium term, almost all planners (99%) expect an adverse
outcome from the Royal Commission into Misconduct in the Banking,
Superannuation and Financial Services Industry and the publicity it has
generated. The most cited negative consequences expected are increased
cost of advice (74%), trust in planners worsening (71%), and the number of
planners declining (70%). Only 12% expect trust in financial planners to
Improve in the medium term.

Q92 Over the medium term (3-5 years), what do you believe will be the most significant impacts of the Royal
Commission and the publicity it generates? (Multiple responses permitted) Among financial planners [n=87]

A new regulatory framework for planning
Increased cost of providing financial advice
Banks exiting/divesting financial planning arms
Trust in financial planners worsening
Number of financial planners falling
Fewer people turning to planners for advice
Further increases to education standards for advisers
Reduced ability to charge fees/commissions
Advice providers will be separate from product issuers
The share of self-licenced/independent planners increasing
All percentage based fees will be removed
More people turning to industry super funds for financial advice
Trust in financial planners improving
Loss of existing clients
Number of financial planners increasing
Reduced cost of providing financial advice
Other
N/A, | expect no (or minimal) impact
"Percentages account for overlaps
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New professional standards and
education framework

The majority of planners believe the new standards will
have a positive impact on the industry

The majority of financial planners (66%) believe the new professional
standards and education framework set out by the Financial Adviser
Standards and Ethics Authority (FASEA) will have a positive or very positive
impact on the industry.

A third of planners currently meet the degree equivalence requirements to
be introduced in 2024, while 41% intend to undertake additional study to
ensure they do so.

Q4 What do you see as the impact of [the new professional standards and education framework
setout by FASEA], on the industry? Among financial planners [n=607]

N/A, unsure/no view, 2%

Very negative, 9%

Negative, 16%

No impact, 7%

Positive, 49%

Very positive, 17%
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The move to self-licensing

The portion of self-licensed planners continues to climb

More planners are becoming self-licensed, with one in five now saying they
have their own AFSL (up from 17% in 2017).

The drive towards self-licensing is being fuelled by an increased intention
to switch licensees. In the next 12 months, 9% of planners intend to move
to another licensee (up from 6% in 2017) while a further 8% intend to obtain
their own ASFL.

Q65 Dealer Group Channel

100%

network
80%

70%

44% 43% 45% e 47% 43% 41%

Aligned
60% o

50%
40%

m Majority
30% independent
20%

10% B Own AFSL

0%
2012 [n=756] 2013 [n=744] 2014 [n=460] 2015 [n=535] 2016 [n=490] 2017 [n=461] 2018 [n=651]
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Practice age and revenue

Recently established practices are naturally more reliant
on new clients for revenue

A quarter of financial planning practices (26%) were established within the
last five years alone, while the majority (53%) are over 10 years old.

Older practices on average experience a larger annual turnover and rely
less heavily on revenue from new clients. Conversely, among those who
work in a practice established within the last 5 years, 41% say that more
than half of their practice’s revenue is derived from new clients.

Q85 Time since Q86 Businessrevenue turnoverin last financial Q87 % of planners saying
practice was year (2016/2017) more than half of this
established revenue was from advice

m Under $0.5m ®$05mtoSTm $1mto $2m to new clients
$2m to $5m m$5mto$10m  m More than $10m
| 4
More than : ) . 8%
10 years, 29% 18% 8% LA¥A
53%
N

5to 10 years,
21%

Less than 5 years,
26% 8% | 41 %

All financial planners
[n=533]

© 2018 Investment Trends 11



Trends 2018 Planner Technology
and Business Survey

e Investment Survey Highlights

Practice age and technology stack

Newer practices utilise a broader technology stack

Planners working in more recently established practices are using a wider
range of technology tools. Those who work in a practice established in the
last 5 years are significantly more likely to be using file sharing/document
storage software, social media management and digital signature tools.

Planners in older practices, on the other hand, most often utilise file
sharing/document storage software, online meetings and CRM not part of
planning software, but do not use as wide a range of technology tools as
younger practices.

Q17 Which of the following technology tools do you currently use in your business? (Multiple responses permitted)
By Q85 How long ago was your practice established? Among financial planners

0% 10% 20% 30% 40% 50% 60% 70%

File sharing/document storage software

Online meetings

CRM not part of planning software

Automated marketing/email campaigns

Solutions built in-house

Social media management

Digital signature tools

Bank data aggregation/budgeting/cashflow management

Website building tools/services

Self-service online meeting booking functionality for clients

Digital workspace Allfinancial planners [n=601]

Data analytics & reporting tools W | ess than 5 years ago [n=140]

® 510 10 years [n=109]

= More than 10 years [n=279]

Integrated robo-advice

|

None, | don't use any of the above
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Platform satisfaction ratings

Netwealth ranks first for overall satisfaction

Netwealth achieved the highest user satisfaction ratings in 2018, with CFS
FirstChoice a close second. These platforms both rate significantly higher
than their peers in service areas relating to ease of use, administrative
accuracy and online functionality for planners. HUB24, MyNorth and BT
Panorama round out the top five for satisfaction.

CFS FirstChoice remains the most widely use platform, with 36% of
planners using it for new client inflows. Macquarie Wrap, Netwealth, BT
Panorama, Asgard eWRAP (incl. Infinity) and HUB24 also gained ground in
market penetration in the last 12 months.

Q35 How would you rate your main platform overall?
By Q30 Main platform. Among financial planners (Top 5 platforms shown)

100%
= Very poor

10%

90%

80% = Poor

70%

60% Average
50%

W Good
40%

30% M Very good
20%

10% ® Composite

satisfaction score

0%
Netwealth CFS FirstChoice HUB24 MyNorth (North) BT Panorama
[n=84] [n=65] [n=71] [n=51] [n=36]
Composite score: Weighted average using Very good=100%, Good=67%, Average=50%, Poor=17%, Very poor=0%
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Software satisfaction ratings

AdviserLogic has the highest satisfaction
for the third year running

AdviserLogic leads the planning software industry for overall user
satisfaction. It also ranks well above the wider industry for support, ease
of use and training. XPLAN ranks second for overall satisfaction, with 39%
of its users rating it as ‘good’ or ‘very good'.

XPLAN remains the industry’'s most widely used planning software
application with 55% of planners using it as their primary planning
software, followed by COIN (12%), Midwinter (7%) and AdviserLogic (7%).

Q56 Overall satisfaction rating of main planning software. By Q51 Main software.
Among financial planners

100%

8% W Very poor
90% 10
12%
80% ® Poor
70% 34%
Average
60% e 42% ’
50% o
0 3i ° B Good
40% 44%
30% B Very good
20%
® Composite

10% satisfaction score

0%
AdviserLogic [n=67] XPLAN [n=347] COIN [n=44]
Composite score: Weighted average using Very good=100%, Good=67%, Average=50%, Poor=17%, Very poor=0%
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About Investment Trends

Investment Trends is a specialist research organisation that provides new
business insights and decision support information to many leading
financial services organisations. We combine analytical rigour and
strategic thinking with the most advanced market research and statistical
techniques to help our clients gain competitive advantage.

Investment Trends is an Australian company that has grown into a global
research organisation servicing clients in Australia, Asia, Europe and the
United States.

Our work is focused on helping clients answer three fundamental
questions:

1. How does the market currently work?
2. How is the market evolving?
3. How do | improve customer outcomes:
o Increase customer satisfaction
o Develop the products investors want

o Introduce tools and services necessary to enhance the customer
experience

o Use technology to engage and support investors

Investment Trends' clients include many of the leading banks, insurance
providers, investment platform providers, online brokers, FX and CFD
providers, fund managers, as well as major industry regulators.
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Investment Trends Pty Ltd
ABN: 14 107 485 656
ACN: 107 485 656

23.02 Tower 3, International Towers
300 Barangaroo Avenue
SYDNEY NSW 2000

Phone: +61 2 8248 8000
sales@investmenttrends.com
www.investmenttrends.com

© Copyright 2018 Investment Trends Pty Limited. All rights reserved.

The material in this study (“Highlights from the 2018 Planner Technology
and Business Survey”) contains proprietary information including
copyright material and trademarks, the rights to which must be respected.
Investment Trends owns the copyright in the design, selection,
arrangement, production, as well as in the material originally developed by
or for Investment Trends. The copyright material is provided for your
personal only. Otherwise, and except as permitted by law, no copying,
publication, modification or commercial exploitation of the Report is
permitted without the prior written permission of the owner.

Except for any rights under any legislation in Australia or any other relevant
jurisdiction which cannot be excluded or limited, Investment Trends does
not provide a warranty with this Highlights Pack or give an assurance as
to its accuracy or reliability. Investment Trends shall not be liable for any
damages you suffer, or which are claimed against you by a third party,
arising out of use of the Highlights Pack.
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