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REIMAGINING 
SUPERANNUATION 
HOW SUPER FUNDS CAN SURVIVE AND THRIVE 
BY TAKING CONTROL OF THEIR ENTIRE 
MEMBER JOURNEY
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Australian super 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-focussed. This task has become more 

urgent due to a confluence of events. 

The findings of the Royal Commission (RC) have placed the 

financial services 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 RC recommendations, as well as additional 

compliance obligations coming into force, including the Protect 

Your Super 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’re seeing a regulatory focus on 

improving customer outcomes across wealth management 

markets globally. Greater transparency and disclosure of costs 

to customers 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 RC. Over in the UK, the 

government placed a 75-basis points cap on costs charged 

for default workplace pensions. And in Europe, a number of EU 

directives 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 created 

a perfect storm for super funds. Recognising that yesterday’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, delivering unprecedented control over their data 

and operations. 

To help super funds survive and thrive in this new world of 

superannuation, we take a closer look at the key benefits funds 

will receive by leveraging 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 FUND’S DATA, OPERATIONS 
AND MEMBER EXPERIENCES.

A new technology-led operating model that reimagines 

superannuation will open up opportunities for super funds to 

engage with members like never before. This new approach 

requires skillsets that challenge traditional administration 

outsourcing models.

Recognising this, a new hybrid operating model will deliver 

unparalleled control over a super fund’s data, operations and 

member experiences. 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 individual 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 minimisation, highly 

accurate reporting and cost-effective compliance. 

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.
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The regulatory scrutiny of the Productivity Commission and 

Royal Commission have placed super funds under significant 

pressure to dramatically reduce their cost to serve in order to 

pass on these cost efficiencies to their members. Still, many 

funds struggle to do this due to the high costs associated with 

legacy infrastructure and operating models. In the face of new 

compliance obligations, some super funds continue to opt for 

complex and costly stop-gap solutions that are bolted on to 

their underlying technology systems and consume precious 

resources. 

Other funds outsourced their administration at a time when this 

was the only path that made economic 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 administration 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 per cent – enhancing 

speed, reducing error rates and lowering operational costs. 

This technology-driven approach delivers significant savings 

and much lower administration headcounts, whether a fund is 

managed in-house or by an outsourced arrangement. 

DELIVERING VALUE

EXTENSIVE AUTOMATION, AI AND TRUE SYSTEM 
INTEGRATION ARE TRANSFORMING THE ADMINISTRATION 
CAPABILITIES OF SUPER FUNDS AND ADMINISTRATORS, 
OPENING THE DOOR TO UNPRECEDENTED COST 
EFFICIENCIES AND BETTER TARGETED RESOURCES. 

AT A TIME OF INCREASED 
DOWNWARD PRESSURE ON FEES 
AND MARGINS, SUPER FUNDS 
WHO 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. 9
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NEW WORLD 
ENGAGEMENT

WITH AN EMPHASIS ON HIGHLY PERSONALISED 
MEMBER EXPERIENCES, A TECHNOLOGY-LED 
OPERATING MODEL WILL ENABLE FUNDS TO CREATE 
CONTEXTUALISED CUSTOMER JOURNEYS AT SCALE, 
ENABLING FUNDS TO CONNECT WITH THEIR MEMBERS 
ON THE THINGS THAT MATTER.

Great member engagement cannot be underestimated. Yet, 

it’s still an area most super funds struggle with. Hampered by 

outdated technology infrastructure and business models that 

make it difficult to integrate with third-parties, funds struggle 

to deliver personalised member journeys. As members begin 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 revolutionise data 

access, enabling funds to easily plug and play with best-of-breed 

providers to drive more personalised engagement. It enables 

personalised customer journeys, incorporating active nudges 

and multiple data sources.

Delivering personalisation at scale will enable customer journeys 

tailored for a super fund and for each member’s experience, from 

on-boarding through retirement. The creation of a ‘fund within a 

fund’ experience will allow funds to meet the individual needs of 

each member.  

For example, a super fund can provide access to digital 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.

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.
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UNIQUE INSIGHT

A TECHNOLOGY-LED 
OPERATING MODEL WILL 
PROVIDE SUPER FUNDS WITH 
UNPRECEDENTED ACCESS 
TO THEIR DATA, GIVING THEM 
A NEW LEVEL OF INSIGHT 
INTO THEIR BUSINESS AND 
MEMBERS LIKE NEVER 
BEFORE. 

It’s no secret to any super fund that the ability to genuinely 

differentiate 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 analysis, facilitating far deeper member 

understanding and engagement. 

With this new level of insight, funds will be able to identify 

opportunities 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 

integrates 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.12
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TRANSPARENCY 
AND CONTROL

WITH TECHNOLOGY GIVING RISE TO A NEW APPROACH TO 
ADMINISTRATION, SUPER FUNDS CAN LEVERAGE REAL-
TIME OPERATIONAL AND MEMBER INSIGHTS TO GAIN MORE 
TRANSPARENCY AND CONTROL OF THEIR BUSINESS.

The stage is set for super funds to have a unique lens into every 

aspect of their operation. Current administration models often  

place funds behind 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 issues 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. 

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.
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As we enter the dawn of a new era in Australian superannuation, 
there has never been a better time for super funds to seriously 
rethink their existing business approach. As regulatory 
requirements, technology and consumer expectations continue 
to evolve, it’s 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 
technology 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 
those funds willing to be the first to embrace this new technology-
led approach that will not only survive and thrive in this new world 
of superannuation but will be the first super funds in history to 
truly own 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. 
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ABOUT BRAVURA 
SOLUTIONS LIMITED

Bravura Solutions Limited is a leading provider of software 

solutions for the wealth management, life insurance, and 

funds administration industries. Our solutions are underpinned 

by functionally rich technology that enables modernisation, 

consolidation, and simplification. Our software solutions enable 

our clients to increase speed to market, provide a seamless 

digital experience and address ongoing changes in financial 

services regulation. Backed by over 30 years of experience, 

our on-premise, managed, hosted and cloud solutions are 

used by many of the world’s leading financial institutions, who 

entrust trillions of dollars in assets to our systems. We support 

our clients with a team of more than 1,400 people in 12 offices 

across Australia, New Zealand, United Kingdom, Europe, Africa, 

and Asia.

To learn more, visit www.bravurasolutions.com.
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