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The committee resumed at 1.07 p.m.
CHAIR (Mrs Taylor)- Minister, welcome. Would you like to make an opgnstatement?

Dr GOODWIN - I will make a brief opening statement. The Pabliustee delivered a solid
result for the 2014-15 financial year, achievingom@fit after tax for the financial year of
$388 000, although this is less than the profittleé previous year of $739 000. Total
comprehensive income for the 2014-15 financial y@aounted to $2.172 million compared to
$985 000 for the previous financial year. The dextcontributing to the reduced profit after tax
were that total revenue from activities was 0.06 gant lower than last year; of total revenue,
commissions and fees decreased by 2.8 per cerdsbrygéar; ad community service obligation
funding increased by 5.9 per cent; and total expef®m ordinary activities increased by 7.5 per
cent during the year. Salaries and associatednsgpenere up 7.9 per cent on the previous year
as a result of normal award increases and vacasitigpes from the 2014 financial year being
filled for the full 2015 financial year. Administtion expenses increased by 13.1 per cent. The
majority of the increase resulted from one-off soassociated with the refurbishment of the
116 Murray Street premises. Total comprehensivenre includes a re-measurement of the
defined benefit liability of $1.959 million beforax, significantly up on the actuarial loss of
$555 000 in 2014.

| mentioned the $1.1 million that was incurred ba tefurbishment of the 116 Murray Street
premises. This refurbishment has already imprayeetational efficiency and culture and, most
importantly, improved the customer experience fbcleéents of the Public Trustee. Now there is
direct access to both operating floors of the psesiwithout the need to have security on the
ground floor. | was lucky to go to the launch bé trefurbished premises and it has certainly
made a big difference for the people working inBblic Trustee and the clients coming in. The
board, the CEO and the staff should be commendetidonork that was done in that regard.

At last year's GBE scrutiny committee hearing isveanounced that the Government would
be preparing terms of reference for a review of faed charges applied to community service
obligation represented persons' clients to be utakien by Treasury in conjunction with the
Public Trustee.

You would probably be aware that the Public Trustae traditionally had one of the highest
fee structures for CSO-represented persons witketaskess than $100 000 compared to
government operated public trustee organisatiomsghar jurisdictions. This has particularly been
the case for individuals at the lowest asset tlolelsh This has been raised as a concern with
governments current and past by stakeholders an@ublic Trustee for a number of year. The
review undertaken by Treasury in conjunction witle tPublic Trustee identified an option to
reduce costs for CSO-represented persons by elimgnaapital or commissions, the monthly
account fees, and reducing income commissions. Tféasurer, Peter Gutwein, myself, and the
board of the Public Trustee have agreed to adepteth recommendations. In addition, we have
agreed to further reduce fees for clients with @ssader $10 000 by eliminating entirely the
income commissions for those people.

As a result, the changes to the Public Trustee's fier people with assets under $100 000 -
we will be eliminating capital commissions, elimimg monthly account fees, and reducing
income commissions from 6.6 per cent to 2.7 pet ead zero per cent for people with assets
under $10 000. The Government and the Public @eustill jointly contribute to the cost of
implementing the fee reduction with the Governmenincrease the CSO funding to the Public
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Trustee by $250 000 from 2016-17. The balancé®ficbst of the fee reduction can be met from
the Public Trustee's operating budget. That m@assnania will go from being amongst the
highest-charging jurisdiction for represented pessto now being among the lowest. That is a
fantastic outcome for the low income clients of feblic Trustee, many of whom may be
disadvantaged or living with disability, and argnesented persons under an order of the
Guardianship and Administration Board.

| publicly acknowledge the work of Treasury and Ehblic Trustee, and also the Treasurer
who is a key player in enabling this decision tontede and put into effect around reducing the
fees.

CHAIR - Can we ask you when that is going to take e®ect
Dr GOODWIN - Yes. 1 January 2016.

CHAIR - Good. That is soon. You would be aware thahaxse been lobbied about that, as
well as other people. That is great.

MsRATTRAY - That is a good new story, minister.

| did want to take you to page 9 of the annual repwehich indicates there has been a
reduction in the number of new wills that the Paldlrustee has undertaken in the last financial
year. From 2013-14, from 744 down to 629. Thera similar reduction in the revision of wills.
| am interested in what conversations you havewittdthe Public Trustee around why they think
that might be happening, and also what strategyhhge to build up those numbers again.

Dr GOODWIN - I will hand over to the CEO to talk in more détiound that, but we have
been having those conversations. This has beemngoing challenge for the Public Trustee,
because on the one hand it has a significant wadkénd obligation around the CSO clients, but
at the same time, as a GBE, does try to generateni@ through things such as wills and estate
management more importantly. The Public Trusteeommpeting with the private sector, and
specifically, legal stakeholders as well as lamn§r It is an ongoing issue for the Public Trustee.
| will hand over to the CEO to talk around the spes of their approach to this issue.

Mr BENBOW - Yes, the will numbers are softer this year. YWa are seeing is a slow
decline in the actual will numbers. We are addngsshat through, in the next four years,
specifically building a marking strategy around mtjag the profile, the attractiveness, of the
Public Trustee as a provider of estate planning.thé past, probably a majority of our clients
were in that 65-plus age group. It is a very défe generation we are seeing moving through
over the next two generations. We are working \reayd to look at moving our attractiveness
from being at that end of the spectrum coming klihosugh the ages 35-plus. Over the next four
years, that will involve looking at a re-brandinfgtloe Public Trustee. We are doing a lot of work
around building our professionalism, making ourve®s more efficient, making our services
more transparent, more attractive to a more digtgroonsumer these days around expecting
value for money. The actual campaign itself wil targeted, we are anticipating, the 35-plus
females. We have seen those ladies as being ithexdof decisions within families and looking
at moving -

CHAIR - We get recognition at last.
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Mr VALENTINE - That is right. 1 mean, we have known it for ggea

Mr BENBOW - It is a reality. We will be not just looking tite estate planning as being an
end-of-life decision. In this day and age, peapkdly need to be thinking about enduring powers
of attorney, enduring guardianship, and those thitogprotect their families. When people see
the financial planner, then you need to come aedise Public Trustee about the other aspects of
managing your family's life.

Although we have a lessening in will numbers, we ot too concerned. We probably had
fewer will writing days last year than we have hadther years. As part of the strategy, we are
looking at attempting to reduce the cost of acqgginew wills.

MsRATTRAY - Are you talking about the overall cost? Initialhere is no charge. Is that
still the case?

Mr BENBOW - It is the actual cost of acquiring a custom@t.the moment it is a free will,
but it is not a free will. It is a package of sees you will receive, and not a lot of people
understand that. We are going through the thréelet@rmining whether we should be charging
for wills. We may or we may not, but what we hawedo while we have our current packaging
services - this is this transparency | am talkibgu - is being able to get people to understand
the service that the Public Trustee offers. Theéisvjust one part of the process. That is the en
document. It is a bit like financial planning. dfinancial plan is the end of a long range of
conversations and understandings about your ciranoss. For us, that pricing piece is a key
aspect, but really, that transparency is the Keye cost of acquiring a client at the moment is too
high. We do a range of will writing days and agamf seminars. In the past, we have tended - if
we were doing a will writing day in Scottsdale, weuld contact every person in Scottsdale via
mail. We all know the cost of postage is too higie numbers -

Ms RATTRAY - By the time they get their letter you probablgdhyour seminar. It is
getting that bad. There are only deliveries thiees a week for some areas now. It is really
quite difficult.

Mr BENBOW - We have to make use of other formats of getpegple along to these
events, local radio, papers, utilising communitptoes, social media, digital strategies, and all
those sorts of things to change the model. Whéeeave changing the model, we did fewer will
writing days with a view that we are developingatdgy, we are absorbing the cost of CSO
funding to our bottom line, so we have to find waystart paying for this stuff.

CHAIR - Not all CSO, some CSO.

Mr BENBOW - All of it in the first half of the financial yee2015-16. We will absorb the
total cost and Government kicks in from 2016-17.e Wave to manage that transition of fees.
Fewer wills, but our strategy is very targeted ambahanging the profile of the customer, whilst
retaining and being able to deliver services tatthditional client base.

Mr VALENTINE - You have to look at innovations like working ithe Minister for the
Arts to have a song and dance act when you getgeauop

Mr BENBOW - Exactly.
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CHAIR - You cannot have expenses up and income downyaizh

Mr BENBOW - No. We are an interesting business because whatlo today will not
deliver revenue tomorrow. We have to build susthility into the business. If we do nothing
and those over 65s, they will pass away, and thid®Tirustee will continue to receive revenue.
If there are no wills coming in at the other end ave are not administering estates, we are not
being innovative around new products and servittess,commercial fees starts to shrink which
means the cost of delivering services to the remtesl person fees becomes significant and that
becomes the bigger impost to the Government.

Mr VALENTINE - It is also the case that people are living lange

Ms RATTRAY - Would you consider the model the Public Trusteeks under now is out
of date?

Mr BENBOW - lIts relevance will be tested over time. If we #argeting customers in the
35-plus age group, their life is in the digital spaand understanding value for money and being
able, through a process, to understand what theegigning up for. Maybe older generations are
not quite like that. That is not a challenge fer We have to look at our business and say, unless
we do something we will become irrelevant. Arekevant today? | would say, yes. But like
all businesses, you cannot look at today if theldvie changing around you. You have to start
putting in strategies for what happen. | will nm¢ here when the success of this comes to
fruition. We are talking about as people live leng

Mr VALENTINE - They are living longer so your income is gettfagher out.

Mr BENBOW - It is getting stretched and if someone come®day and contracts with us
to deal with their affairs when they pass awaygcauld be 40 years. How do we, as an
organisation, retain that engagement with a clexdr 40 years? That is where being better at
communicating and being able to communicate viataligneans, improving our newsletters,
providing seminars to clients, that add value. dklthat is part of our marketing strategy.

MsRATTRAY - Chair, | should have addressed that questidheaninister and | apologise
because | am interested if the minister believesiibdel is appropriate.

Dr GOODWIN - It is the model that is in place at the moment trere are different models
around Australia as to how organisations like thblié Trustee work. It is not in dire straits yet
but it is something we need to closely monitor. e Tdrganisation is doing the right thing by
having a good look at how they have been doingnassiin this area and how relevant it is to the
target group they want to attract.

CHAIR - It is a very different model to most estate lavgywho charge you the fee upfront
for writing your will so people know what they ap for.

Dr GOODWIN - Yes, itis. Itis good that the organisatiorh&ing a look at it. They are
doing the right thing and it is something we neeadntinue to monitor because what we have
seen, although it has started to level off, hasilibe huge growth in the number of represented
persons and there is a cost that comes with théte other side of the business is shrinkingnthe
there are issues of viability. We need to contitwumonitor it carefully.
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Mr FINCH - On those numbers, minister, of the diminuticam ¢ have some idea of where
that occurred - the southern part of the statentnthern part of the state or the north-westerh pa
of the state? Is there more of a drop-off in dipalar area?

Mr BENBOW - Not really. It seems to be a general softermogoss the board. For
example, the north-west is much the same as ibbas for a number of years - probably a little
more in the south. | am not sure why that is. Yemk at our marketing research and the majority
of our referral to the Public Trustee were throwgbrd of mouth. Probably 80 per cent of
referrals come in that format. Is it because npweple engage with the Public Trustee because
of their age, because we are attractive to thatodeaphic, are there less of them? | think that is
potentially the case.

As to services into regional Tasmania, they haviechanged. We still have a full team in
Burnie and Launceston. As part of our regionaliserdelivery we have undertaken a model
review. Our corporate solicitor, Tim Levis, hag pusolicitor in the north of the state, which we
never had, to improve the service and start bugldin that professional area and be able to
deliver the same level of service you would receivéhe south of the state. That person covers
the entire north-west through to the north-east.

We now have a regional manager with a focus on rtbgh-west coast not just on
administration but business development. Althotighnumbers are declining - and in terms of
revised wills, that model needs to be looked ate @ a lot of will revisions on the basis of
people coming in weekly. A classic story is if peodo not get visited by the niece one weekend
they will come in and change the will and if a visappens they will come in and revise it the
next week. That is an important thing for peopléave, social interaction and connection, but as
an organisation we have to find a model that warkshow we deliver these services, otherwise
our cost of acquisition is significantly higher.

| note the ACT has recently brought in a consudtafee. You cannot even come in and talk
to the Public Trustee in the ACT unless you pay,ibyou end up writing a will with the ACT
being nominated as your executor, they will relihgéefee. Everyone is conscious of the cost of
providing the service and the heavy burden upftbat you do not collect on until down the
track. Itis a difficult model to work with.

Mr FINCH - When you do your marketing, do you target aestate audience - newspapers,
television, social media, or however you do yourketng?

Mr BENBOW - Very much so. We see one of the biggest opporésnior the Public
Trustee is in the north of the state. We thinkhaee probably got it right in the south but we see
greater opportunity in the north and that is whyheee put a solicitor, a legally trained person,
on the coast. That will be supported through oark&ting campaign, which is being reviewed.
We are working with a group, H&M, out of Launcestohhave worked with them before and
they understand the funny nature of trustee conggaamd how you promote their services.

One of the biggest things we, as a public trusteen do is start working with other
government agencies, which is not something we ltve before. We are not the preferred
provider of the estate planning services to theewpliblic service and as a starting point we will
be looking at partnering with groups such as RBBadant, Tasplan, Education, and Health.
Instead of trying to acquire a customer one by evewill be putting in business development
strategies throughout the state that can put trem of more people at a lower cost.
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CHAIR - Have you drafted those already?

Mr BENBOW - Our plan is being presented to our board in Ddxmmbut like everything
else we have to work out how we are going to paytfoThat is a conversation the Chair will be
driving. | think it is time to start ramping up oobusiness development and marketing promotion
to fill that softened gap we can see occurring.

Mr VALENTINE - We talked about people getting older. Has amykwbeen done to
identify the profile over time of how much oldergpée are getting before they are passing on?

Mr BENBOW - We have a general understanding of the age deiplugraf our clients. A
fantastic model would be if we knew their healtll @&stimated probate values. Then you could
very cleverly model by using attrition rates. Notery will we write stays with us; it is a very
competitive space out there. One of the key dgwednts we are undertaking is that next year we
will be implementing a client management systeme ake working on that now. We are, for the
best part, paper-based in a lot of ways. Our y&es is, our accounting system records fairly
basic client data, but we feel we need to havaesmtclmanagement system which will deliver a
range of efficiencies and so on. It will also giebetter ability to manage -

Mr VALENTINE - Better base data.
Mr BENBOW - Better base data, with an ability to real-time elod

Mr VALENTINE - I noticed you are doing a new funding divideraiqy. You cannot
really do that without proper understanding of élyawhat your long term is going to look like.

Dr GOODWIN - It is an issue that needs to be considered. alDéytit helps if you have
readily obtainable data. Paper-based files arbl@muatic, obviously. The case management
system is an important addition.

Mr VALENTINE - With an organisation that is dealing with lots people over a long
period of time, if that is stretching then thag@ng to change the whole face of your end point in
terms of viability of the business.

Mr STEPHENS - The client management system we are talking ailsauhderway and will
be in place in this financial year, which will thgive us the capacity to start looking at those
analyses.

Mr VALENTINE - It will take a lot of work to pull past data teitper to know those trends.

Mr STEPHENS - The data is there in our system. The underlyirsgesy has it all in there.

Mr BENBOW - It is there.

Mr VALENTINE - Getting it out might be the challenge.

Mr BENBOW - | meet with all state CEOs of government-ownedtticompanies. | have

worked in the private sector and this is not a uaigroblem. You are dealing with data that is
very old. For example, we have wills we considgiva but that probably are not active because
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people cannot live that long. You do not know vehtlrey are. There are a lot of assumptions
that come into it. | know the modelling you ar&itag about. If you had an actuary and could
provide them with the basic assumptions and the, dla¢y could work out the profile.

In terms of capital commissions, which for us imast the litmus test of where we are
travelling in terms of what that will bank is doing is starting to flatten. It tends to grow.
Really, the variables in that are the values ofabgets you administer - houses, bank accounts,
that sort of stuff. Generally in Tasmania they mtwy about CPI. One would assume, in general,
that if you are administering much the same migsihtes with much the same level, you will get
a steady climb at around CPI in terms of reveni®'&. are in an interesting space where it is just
starting to taper a bit. Unfortunately in our mesis you cannot go out and ask people if they are
going to die this year or next. The assumptioryas that look at the data and the data is
suggesting something is happening. Either valdiggabates are declining or number of estates
is much the same. If that is the case is thatgytorsuddenly blip back up or is that going to blip
down? That is the space we are in at the momeetnns of that analytical work.

Mrs ARMITAGE - | was going to ask about the key IT project thad tentative completion
in June 2016. | wondered about the overall costh@iproject.

Mr BENBOW - The client management system is developed ptgiliISW. It is a system
built for another local trustee company that | usedork for. We are piggy-backing off a lot of
the work done in that. At the moment we have d@mlrcosting, which the board has approved,
of around $218 000, which is not a lot of money forsystem that is going to develop
functionality and control around how you adminidikss. At the moment we have files, so if you
are in Launceston and need to know what someotobart needs to know, you have to ring
someone up and ask them to look at the file. Wehaive a system with everything on the
system. You could administer a file because it mollonger be a file; it will be data on a system
you can access. That $218 000 business case wasthe board. Pay-back was about two-and-
a-half years.

Mr HALL - It is only a couple of years because of savimgshe wills but also from
efficiency.

Mr BENBOW - We currently pay for a will-writing system; ibsts us around $50 000 to
$60 000 a year. This client management systempigk up that functionality, as well as like
productivity that we can see. We are only a simadiness; we employ about 55.2 FTESs, but this
system will probably save us a couple of peopleyyear, plus a reduction.

Mrs ARMITAGE - Will there likely be any extra ongoing costsasated with maintaining
the system?

Mr BENBOW - We pay maintenance fees of $50 000 a year leytwrere all built into the
cost.

Mr VALENTINE - Software maintenance, not hardware?

Mr BENBOW - Correct. Also, that $50 000 includes 150 hafrslevelopment. In other
words we can keep developing the system at no cost.

Friday 4 December 2015 - Public Trust Office 8



UNCORRECTED PROOF | SSUE

Mrs ARMITAGE - Is the Public Trustee committed to keeping &lit® offices around the
state open, or with the IT improvements do youcipaite rationalisation of offices and more
reliance on technology as a means of doing businédsiow what you said about staff but what
about the offices?

Mr BENBOW - Offices remain.
MrsARMITAGE - Current hours will remain?

Mr BENBOW - Current hours. Our view is that the system mles us with an ability to
deliver better services. One of the keys of ogiamal service delivery model review was about
getting consistency in service level. There i®@us that Burnie and Devonport and Launceston
are regional, but my view is that all service cestneed to be the same. You walk into Hobart,
Burnie, Devonport, Launceston and you get the danet of service. The model that you create
is the same in every region. The CMS will allowtaslo administrations in a different way, so
instead of someone in Burnie doing all types of adstrations - deceased estates, enduring
power of attorney, represented persons - therebgithn element of specialisation, but the actual
head count and the service delivery we do not Baaging in regions. In fact some specialist
functions may end up in Burnie, for example.

MrsARMITAGE - So you will not have a head office?

Mr BENBOW - It is not a head office. One of the key thirigs us is around us getting
some scalability. When you have three people inface and suddenly one leaves, suddenly you
have lost 30 per cent of staff. It is difficult tnanage, especially when they are people with
significant skills or managers at a senior levels not easy to manage that scalability, whereas
you have a system that allows you to move fileslyeasd you are focusing on service centres,
then that is what we are talking about where pegplae in and want to speak to you about
acquiring your products or what is occurring witkeit files et cetera. Represented persons need
to talk about their budgets. That is the focusdiar service centres. For example, in Launceston
we will have people sitting in a back office stillanaging files, but maybe in a slightly different
way once we have the capability to move files acoun

Mrs ARMITAGE - You have 53.9 staff as at 30 June 2015. Yod wail might be cutting
back some staff - to do with the IT. How manyfséaé you likely to lose?

Mr BENBOW - At the moment we actually work on a budgeted benof staff.

MrsARMITAGE - FTES?

Mr BENBOW - FTEs. We have a sophisticated way of being ablestablish exactly how
many staff we require. We have a workload managémoel that works around effort. In other
words we know exactly how many files a person camage at various stages of their career with
the Public Trustee.

Mrs ARMITAGE - How many do you require then, what does ityeli?

Mr BENBOW - As at the end of financial year 2015 we budgdted7.8, which is a 2.2
reduction on financial year 2014. The majoritytlwdt is simply around better productivity. With
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the CMS, is that going to increase productivity@ould say so. We are not looking to lose staff
through any other means than -

Mrs ARMITAGE - The figure | have of 53.9 staff employed on ktitme equivalent basis
at 30 June 2015 -

Mr BENBOW - That is the actual bodies in seats at that tilnem talking about budgeted
numbers. We are filling positions all the time.eWave something like 60 per cent of our staff
are young females -

Mrs ARMITAGE - What is it likely to go down to? There is 5thédgeted, so what is the
figure likely to be?

Mr BENBOW - Within our business case for the developmenbwfIT system we think
over two years we would probably reduce that byuabwo.

Mrs ARMITAGE - Can you give me a breakdown of where they arpl@yad across the
offices?

MsDOUGAN - Sorry, did you ask about numbers?

Mrs ARMITAGE - Numbers in offices, because if they are allyadqual - are the numbers
all fairly equal?

Mr BENBOW - No.

Ms DOUGAN - In our Burnie office we have five employees, amd.aunceston, six. The
remainder are in Hobart.

Mrs ARMITAGE - Did we have a Devonport office did you say?

Mr BENBOW - We have an unmanned Devonport office that weselekervices from, so
people can make appointments at Devonport.

MrsARMITAGE - How many in Hobart then?
MsDOUGAN - The remainder, so that is 48.

Mrs ARMITAGE - We are saying all our offices are equal. Edglads not seem terribly
equal to me when we have five in Burnie, six in heeston, and 48 in Hobart.

Mr BENBOW - | think equal in terms of when | am talking abawconsistency of service, if
you walk into the Burnie, Launceston or Hobartadfithe model is the same. We do not have a
head office as such, so if you are a representsbpend you walk into Burnie you get exactly
the same service as if you walk into Hobart. Holhas always traditionally been the biggest
office.

Mrs ARMITAGE - What is occurring in Hobart to make up for thege number of staff
there?
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CHAIR - Is it because you have more clients? Why dohaee more staff in Hobart?
MrsARMITAGE - Why do you have 48 staff?
CHAIR - Are they doing different jobs?

Mr BENBOW - No, historically there have always been morepped the Public Trustee
based in Hobart. Are we going to change that tves -

MrsARMITAGE - | am just trying to glean from you -
CHAIR - There are more customers, is what he is saiiridobart.

Mrs ARMITAGE - | would not have thought they would have thatngnamore with
48 compared to six.

Mr BENBOW - Significantly more.

Mr STEPHENS - There are some central administration issuétoipart.

Mr VALENTINE - Back office functions.

Mrs ARMITAGE - That is what | am just trying to get to. Youreedalking about the IT,
that it is tidying things up and it is cutting thggmout. | am thinking okay, is this where they are
doing the bulk of their work? Do they see someonéaunceston and they send it down to
Hobart for everything to be done?

Mr BENBOW - No.

Mrs ARMITAGE - Otherwise all | am looking at is Burnie - fidlegunceston - six, Hobart -
48. That just seems to be a little bit of a diparecy to me if they are doing much the same work.

Mr BENBOW - The entire finance team, for example, is basddabart.
MrsARMITAGE - That is what | am trying to ascertain - whonsanhat?

Dr GOODWIN - It might not be called a head office, but thet fadhat most of the services
that support the whole organisation are based imaro

Mrs ARMITAGE - That is what | was trying to get to, what theg actually doing. If they
are doing the same service in each region theme$ dot balance up.

Mr BENBOW - That is a fair comment. The majority of baclkicd-type functions are in
Hobart. That is where you get the scale. Ourlleggam, the majority are in Hobart.

Mr VALENTINE - Research.

Mr BENBOW - Yes, all of that. HR happens to be based indtiodind does not need to be.
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Mrs ARMITAGE - There are other jobs happening in Hobart thatnat happening in the
other two regions and that is what | was tryingéo at.

Mr BENBOW - What | was getting to was the service model ob&tt and the number of
people might be slightly bigger because they aadimg with more clients. The level of service
and your ability to transact or do whatever, shdddhe same.

Mrs ARMITAGE - Front office people would be a similar numberduld assume.

Mr BENBOW - Slightly higher in Hobart. More representedsosis based in Hobart than
there are in other regions. We manage an offiogpbement, especially around the service piece,
around the number of matters they are handling.

Mrs ARMITAGE - What hours are you open? Not like Service Tasapgyou have not cut
your hours back like they have?

Mr BENBOW - No, we are a 9 to 5 operation. We don't clogée remain open between
Christmas and New Year when a lot of the publizviserclose down. We recognise the need,
especially for our represented persons. We carlasg our office for days on end.

MrsARMITAGE - No. That is good, thank you. Thank you, AteyrGeneral.

Mr DEAN - The main complaints | get, minister, is thasiteo difficult to do business with
the Public Trustee and they are too slow. Thathat people say with a lot of wills when they
are settling wills.

Dr GOODWIN - Maybe it reflects people's lack of understanddhgvhat is involved in the
process, at least in part. | am not suggestinigstbrme of the complaints may or may not be valid.
Maybe it is the lack of understanding of the preess

Mr DEAN - You may not have the statistics and | know it leldee difficult, but is there any
comparison with the finalisation of activities atrdnsactions, compared with the private area
through lawyers and so on, and the managementobtisiness? Is there any way of comparing
whether there is a similarity in the time frames?

Mr BENBOW - That is good question and the answer is, themoisolid data. Deceased
estates is the area we get most complaints. Wealadt 34 complaints in 2015. We had about
2 000 matters and of that there were 20 that welpstantiated. We do not count someone who
does not like the fact their father did not leavem the Holden Commodore they were expecting.
That is not considered a complaint. These aretantigted complaints. Out of that, the majority
of it is around timeliness. We have service staglavithin our trustee services terms. Generally
that is based on certain statutory points at wiimi can only do things - granting probate - time
frames that are in the process.

Generally, in the industry, a straightforward estatou should be able to get out the door
between six, seven or eight months. That undedstgnis there. This is where our client
management system is going to be so useful foeaause we will be able to manage those time
frames. We will know, in real time, on a day bydaasis, where files are sitting in terms of
meeting those standards.
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Mr DEAN - There is some opportunity to speed it up, mawli this new process.

Dr GOODWIN - It should help, by the sound of it, to keep peoph track and make sure
they are complying with the targets internally aheb the external time frames.

Mr DEAN - The next | raise is a bad story, good story lier Public Trustee. | will not refer
to the name but the name will be known to you ohegart to talk about the case with a
Launceston person where you managing their affairs.

The aged lady was in an aged home and while thasemoney in the account, her bills were
high and she was getting from the Public Trustaehdortnight, zero - absolutely nothing at all
from her account. | became involved and makingng Istory short, | then agreed to pay her $20
a fortnight out of my own moneys, out of my eleaterallowance to keep her going. | made
contact with the Public Trustee, and | must sayds excellent. | am not sure who | spoke to,
someone in one of the offices, it would have beknvas excellent and great service. As a result
of that, it was then agreed the Public Trustee diqaly her $20 a fortnight or whatever it was,
and | might be wrong there. It was agreed that essult of that they had to pay her something.
She could not even buy a handkerchief, she couldump a pair of knickers, she could not buy a
lolly, or whatever. She could not buy anythinga#it That all changed and there was an
agreement that they would pay her at least $1®6rabweek. Is it a position now that that has
been addressed? Is that likely to happen agaire?wé looking at those issues, that a person in
that position will at least receive something?

Mr BENBOW - You might remember when this committee met in 20&ne of the
discussions was around the outcome of a survey wlagt being done with our represented
persons. | believe | sent you the outcomes ofgbatey under separate cover when | started with
the organisation.

One of the key findings that came out of that west tve needed to improve how we deal
with people who come into our organisation, and kwdeal with people we would like to assist
to get out of the organisation. In other words ohthe key findings of that was being able to sit
down with clients and their support network, andkirmy with those clients to understand their
needs and budgets. The issue around providingl@&oth comforts - everybody needs to have
something to buy those necessities of life, so ihgiart of our process. The good thing is that
communication, working with clients on a one-on-drasis with their support network to ensure
that is right.

The other key part of that is trying to get peopiieguardianship orders. We have a process
now where we can identify who is who - in other d&rpeople who are in aged care homes are
not going to get younger, people who have dememéagoing to struggle going forward, so who
are those people we think can improve their owmasibn and start managing their own budgets.
We have a process for dealing with that, startinget them to pay their own power bills, say, and
pay for their groceries without us organising vaersh and things like that. From that survey in
2013, we have come a long way.

CHAIR - One of the issues, if | recall rightly, at thiabe was that you had done a survey of
your clients, but not your supported clients, dmglresults were good.

Mr STEPHENS - They were the estate clients.
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CHAIR - Yes, rather than your represented persons. Wfe saying it might be a different
situation. Certainly, the people we mostly heantfiin complaints are represented persons.

Dr GOODWIN - | do not think the results were available at tinee the GBE sat, but you
did provide them when they were available. Theeyis due to be repeated next March.

Mr BENBOW - We do a biannual survey. We survey our clientstaeir support network.
CHAIR - Which is a big improvement.

Mr DEAN - | could only compliment your staff. | could notysaore.

CHAIR - How long ago was this?

Mr DEAN - A couple of years ago now, since that last one.

CHAIR - Sounds as though you have changed the system thiane There would be
nobody now, minister, who would not have any speganoney?

Mr BENBOW - People have money to spend. Some people sperathan others, and that
is the problem we deal with. Sometimes there isnomey to give people to spend, once they
have spent it. That is the difficult thing withadieg with people. That is the wonderful thing
about what we have done with CSO fees. On avethgajumbers are quite significant. If you
have less than $10 000, now you will have an ektr&800 in your pocket based on the standard
disability pension. For people who are earning 829 to $21 000 a year, that is a significant
amount of money.

Dr GOODWIN - It is a reality that some people who are unablenanage their own funds
sustainably. That is why they end up with ordeuiring the Public Trustee to be appointed.

CHAIR - | understand that, but people do have absolutelynoney in their pocket ever to
buy anything. That seems quite cruel, really.

Mr DEAN - | had one further question if | could, not a Seppentary.

Minister, in relation to the refurbishments. Tlestl time we met, there was a lot of
discussion around security of the premises in Holoaly, where you were engaging or
employing security personnel to be present in thelimg. With the new refurbishments, | take it
that security would have improved within the builgli so is there now a need, or are you
continuing to employ security in person within theilding? If you are, why would you be,
having carried out all of these refurbishments?

CHAIR - | think Mr Hall addressed that in the beginninGhere is no longer a security
person.

Dr GOODWIN - There is security, but they are performing a ggcuadministrative

function. They are at reception, essentially, thety are people who are able to provide security
should that be required.
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Mr BENBOW - We undertook a security audit of all our office8Ve engaged a firm to
review, for example, how clients come into our piss, what were the instances around issues
in meeting with staff. We still felt that we needsomeone in security in Hobart, because that
seems to be where we have the majority of issues.

Mr DEAN - All the troublesome people are down this way.
Mr BENBOW - Absolutely!

You might remember security was on the ground fldgverybody was frisked down on the
ground floor and then moved up if they were allow&tle have moved upstairs now. We have
removed all that. All clients walk into the buitgj, go up in a lift, you are directed to either the
second or the third floor. They are both secubbies. We have a security person on our second
floor who is not just a security guard. They do maception duties and allowed us to save some
money. Instead of having the security guard sgaanthe wall, we now have a person who is
fundamentally part of staff managing that. It seeémbe working well.

Mr DEAN - That is the current position. They do receptimork plus security
responsibility.

Mr BENBOW - There is not a lot of security work to do. ¢t anly when there is an
incident.

Mr DEAN - Have there been any major security incidentgstsrover the last say two year
period?

Mr BENBOW - Not risks. We have had, | think, two mattersevehwe have called the
police to come and remove a client that did not twanleave. Our floors are all secure.
The important thing is to make sure that your sta#f secure, but also your other clients are
secure. We have gone to great lengths. We now G&1V as well within our premises.

Mr DEAN - Launceston and Burnie - no security issues taead?

Mr BENBOW - We do not have security guards. Our securityitaauggested we did not
need it.

Dr GOODWIN - There are fewer people. When you have fewer lpaageracting, you are
likely to have fewer security issues.

Mr BENBOW - We are comfortable with the arrangements notvseéms to be working
well.

Mr STEPHENS - The offices are secure as far as access wheplgpeome into those
offices.

Mr DEAN - | take it that you people would probably haveesscto the security system - the
same as we have in our offices.
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Mr BENBOW - Yes, you have buttons. | suppose the key arthisdsecurity audit is really
about positioning, furniture, and things like thdf. you are in a position, and you do not feel
comfortable, you just leave.

Mr VALENTINE - | have a couple of questions. You talk aboutngoyour risk
management and business continuity plans annubdyn presuming that would go down to your
information systems as well, as you bring in a mefermation system. How does that sit at the
moment? When you bring in this new system, iniiaspecialty database system that no-one else
knows how to manage or maintain, apart from ISWpii are doing it with them? Is it in house?
Can you give me some idea on the risks associatedat?

Mr BENBOW - Lotus Notes. It is generally accepted technploBlenty of people can step
in and -

Mr VALENTINE - So if someone falls off a twig, or leaves toemstate, you are not left
unsupported?

Mr BENBOW -If ISW goes broke and closes its doors we singalyanother provider than
can write the code. There is one other Tasmamigsiee company in the private space that is
using that as well, so that gives some scale o tih#é not a specific requirement.

Mr VALENTINE - Do you outsource the basic service and maintnassociated with the
system or is that all in-house?

Mr BENBOW - We have a service provider, Intuit, that dealdweiar IT requirements. We
have our own internal capability around producing -

Mr VALENTINE - Internal client queries?

Mr BENBOW - Yes.

Mr VALENTINE - If that system fails for any length of time, dogour risk management
take that into account, being able to move baclk tmanual process? Your business would
critically rely on this system, | presume, on dylaasis.

Mr BENBOW - Any business in this day and age does. We haksaster recovery plan.

Mr VALENTINE - Not just for the system but for the businessaurding the system.

Mr BENBOW - Absolutely. We have our systems backed up offisitanother region. We
are backing up in Launceston. We have that coveltad a risk in any business.

Mr VALENTINE - You have to manage the risk. What you are gpigit is managed.
Mr BENBOW - Yes.
Mr VALENTINE - Do you do much transfer of clients between ositates? If somebody

has put in the will in New South Wales with theubic trustee and they have decided to move to
Tasmania - it is more convenient. Do you do trarssbf clients like that?
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Mr BENBOW - Not significant.

Ms CUNNINGHAM - You need to make a will in the jurisdiction youdiin. You cannot
transfer a will. In relation to our guardianshipdaadministration board clients, we have
arrangements with the other states whereby youegister your order in that state if there is an
asset that you need to deal with. However, if ¢thent moved to another state you would
generally seek a revocation here in Tasmania, ghesappointment in the state that they have
moved to.

Mr VALENTINE - Thanks for that.

Mr FINCH - Minister, | want to talk about staff morale. wias interesting to hear those
numbers of where your people are located. The mighbers in Hobart, being head office, is the
way | read it. Then you have Launceston. Any Dgast operations?

Mr BENBOW - No, we only use it for appointments. Burnie aralihceston are the two
regions we staff.

Mr FINCH - | go to staff morale because Mr Dean and | hawes evidence given to us
18 months to two years ago, which we took at fadaee: It was about a very discontented former
employee who had a lot to say about the way heat@ut the Launceston office and the way it
was regarded. Going back through some of the ee&éhat was given to us in 2013, it is quite
compelling to read the comments that were madee -Oram drawing two bows here - was staff
morale and my concern for the people who work detsif head office and how they might be
treated. | am looking for assurances that theyaneg treated well.

Also referring to the member for Apsley's quesiionespect of the diminution in numbers of
wills and revision of wills, one of the comments led a couple of years ago was that if we do a
good job for one person, they will tell one persibnye do a bad job for one person they will tell
10 people that we have done a bad job. WithoWwihgpat the stat, my knowledge and intuition
tells me that if you are doing a lousy job you goéng to lose business.

That statement is resonating with me when | thibkus the diminution that the Public
Trustee is suffering at the moment. To swing fltaire around you need to have an office that
hums, that works sufficiently and that you do navd one person telling you about a bad job that
has been done and that the people are being dglaltivell. That means the staff to be on song
and need to be encouraged, worked with, and swughoitwant some assurances that that occurs
in the Public Trustee system, particularly for #homway from head office in Burnie and
Launceston.

Mr BENBOW - | am happy to respond to that. | started with drganisation in February
2014 and one of the key documents | picked up aadahgood look at was the staff survey. That
is the litmus test of what people are feeling, ipalarly the comments that are made. There are a
number of comments in it about needing more supipom senior management - a whole range
of issues. | thought, okay, culturally we needdtosome work in the organisation and that has
been one of the key focuses for myself and my dkecmanagement team since | started. We
do a staff survey every year -

Mr VALENTINE - Staff identified through it?
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Mr BENBOW - It is not hard to identify comments amongst &dfs What | was looking
for was improvement in a number of sectors. Onethef key areas was around senior
management performance in managing their areagmgabing staff. We had a significant uplift
in 2015 in our survey. We survey again in March&0 Since then, as an organisation, we have
been meeting as teams about the things we canidodily do to improve sectors of our
performance that need addressing. It might be wadce behaviours, it might be in the
Launceston office. It might be a different issbart the Burnie office, as to the Hobart office, as
it is to the executive management team.

You are looking for assurances as to whether wee lthat on the radar. To me, staff
engagement is everything. That is how you getlizighotivated, productive people doing the
job that we need to do to start telling our custaibat we are the pre-eminent provider of the
state planning services in the state. You canlidih@ marketing you like, but unless you walk
the talk, and the promise is real, you will comestuok. For us, as a team, | would be very
disappointed if | walked into the Burnie office n@amd someone said they felt neglected, given
we now have a management focus. This group ni2@18 and there was a whole range of issues
about the Launceston manager that hadn't beerfiedativer 14 years. The structure has been
rectified so that the manager has the time to mariag staff, not ticking the boxes, it is the
engagement piece, the support piece, the managgreeet Unless anyone else has anything to
add, my view would be that whether it be LauncesBurnie, Hobart or the finance team, we all
do the walk and the talk in terms of building engragnt.

Mr FINCH - There has been a long running issue, as youaay4 years, with the manager
and trying to get the right person - a round pe@ imound hole. Has that problem been solved
with the solicitor you now have? It is interestitgy hear that you have that - or is there a
designated manager who is doing what you are stigg@s

Mr BENBOW - With our business in Burnie and Launceston weeharegional manager.
They manage the staffing issues between the twoLatnceston we now have the support of a
senior solicitor, which was never there. So theranother layer of seniority. We are starting to
build scalability about how people get decisiongi@jdow they feel about supporting the office.
Gaylene, our Manager of Client Services, is beimgeawisible in getting the right people in our
Launceston and Burnie offices. All the people his troom are more frequent visitors to our
Burnie and Launceston offices. | am relatively éantable about where we are at this point.
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