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1 Executive Summary

Australian superannuation funds face a structural challenge: member expectations
for instant, digital-first service continue to rise while operational budgets remain
constrained. Contact centres handle hundreds of thousands of member queries an-
nually — balance enquiries, contribution questions, insurance status checks, with-
drawal requests — and the cost per interaction remains stubbornly high.

This whitepaper examines how on-premise Al automation can reduce member
guery handling costs by 50%, automate 70% of routine enquiries, and scale member
services without proportional headcount growth — all while maintaining APRA SPS
234 data sovereignty compliance.

1.1 Key Findings

- 70% of member queries are automatable: Balance, contribution, insurance,
and account status enquiries follow predictable patterns that Al handles accu-
rately

- Cost per query reduction of 50%: Al-assisted interactions cost significantly less
than fully manual phone or email handling

- 3-5 FTE equivalent capacity freed annually: Staff redirect from routine queries
to complex member needs, financial hardship cases, and relationship building

- 24/7 availability without shift costs: Members access account information
and lodge routine requests outside business hours

- SPS 234 compliance maintained: On-premise deployment ensures zero mem-
ber data leaves your Australian infrastructure

2 The Operational Challenge

2.1 Scale Economics of Member Services

Superannuation funds operate in a unique cost environment. Unlike retail banking
where customers generate ongoing revenue through lending margins, super funds
earn management fees on balances —fees that are under constant downward pres-
sure from regulators, media scrutiny, and member choice portability.

This creates a fundamental tension:

- Members expect the same service quality as retail banking
- Revenue per member is significantly lower
- APRA expects robust member outcomes regardless of cost

- Portability means poor service directly causes member attrition

2.2 Volume and Cost Breakdown

A mid-size fund (500,000-1,000,000 members) typically handles:

At an average cost of $8-12 per phone interaction and $4-6 per email interac-
tion, member services represents one of the largest operational cost centres after
administration fees.
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Query Category Annual Volume Avg Handle Time
Balance & account status 120,000-200,000 4 minutes
Contribution enquiries 80,000-120,000 6 minutes
Insurance status & claims 40,000-60,000 12 minutes
Withdrawal & access requests 30,000-50,000 15 minutes
Beneficiary updates 20,000-35,000 8 minutes
General fund information 50,000-80,000 5 minutes
Complex / escalated queries 30,000-50,000 20+ minutes

Table 1: Typical annual query volumes for a mid-size super fund

2.3 The Staffing Constraint

Contact centre staff in financial services require:

- Regulatory training: RG 271 complaints handling, privacy obligations, AML/CTF
awareness

- Product knowledge: Understanding of MySuper, choice products, insurance
options, pension products

- Systems proficiency: Administration platform navigation, multiple system lookups
per query

- Compliance awareness: |dentity verification, privacy protocols, disclosure re-
quirements

Training a competent member services representative takes 4-8 weeks. Annual
attrition in contact centres runs 20-30%, creating a perpetual cycle of recruitment
and training that diverts management attention and budget.

2.4 Peak Period Vulnerability

Super funds experience predictable but challenging volume spikes:

- End of financial year (May-July): Contribution queries, tax statement enquiries,
concessional cap questions

- Annual statement period: Balance discrepancies, performance questions, fee
enquiries

- Insurance renewal periods: Premium changes, coverage queries, opt-out re-
quests

- Regulatory changes: Government policy announcements trigger member en-
quiry surges

Traditional response: hire temporary staff (4-6 weeks lead time, lower quality)
or accept longer wait times (member dissatisfaction, complaints, potential APRA
scrutiny).
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3 Al-Powered Member Services Architecture

3.1 How It Works

BackPro Al deploys within your infrastructure as an intelligent layer between mem-
bers and your administration platform:

1. Member submits query via web portal, mobile app, email, or phone (speech-
to-text)

2. Al classifies and routes: Determines query type, complexity, and whether au-
tomated resolution is appropriate

3. For routine queries: Al retrieves member-specific data from your admin plat-

form, generates a personalised response citing relevant PDS sections, and presents
to member

4. For complex queries: Al prepares a briefing for the human agent including
member history, relevant policies, and suggested response — reducing handle
time by 40%

5. All interactions logged: Complete audit trail including query, data accessed,
response generated, and any human review

3.2 Query Classification and Routing

Not all queries are suitable for full automation. The system applies a three-tier model:
Tier 1: Fully Automated (70% of volume)
- Account balance and transaction history
- Contribution status and employer payment tracking
- Insurance coverage summary and premium details
- Beneficiary nomination status
- Fund performance and investment option details

- Statement and document requests

- Address and contact detail updates

Tier 2: Al-Assisted with Human Review (20% of volume)

- Withdrawal requests (identity verification required)

- Insurance claim lodgement (documentation assessment)
- Investment switching (suitability considerations)

- Pension commencement queries (eligibility checks)

- Contribution splitting and spouse contributions
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Tier 3: Human Only (10% of volume)

- Financial hardship applications

- Formal complaints (RG 271 process)

- Death benefit claims and estate matters
- Complex insurance disputes

- Legal and court orders

- Vulnerable member interactions

.

3.3 Data Sovereignty Architecture
3.3.1 On-Premise Deployment
BackPro deploys entirely within your Australian cloud environment:
Azure Australia East, AWS ap-southeast-2 (Sydney), or GCP australia-southeast]
All member data processed locally — zero offshore transmission
Al models run on your compute (AKS, ECS, GKE containers)
Authentication via your Azure AD / Entra ID

Audit logs streamed to your SIEM (Splunk, Sentinel, etc.)

3.3.2 Integration Points

- Administration platforms: Class Super, Link Group, Bravura Solutions, Oracle
OFSS, Mercer

- Contact centre systems: Five9, Genesys Cloud, NICE CXone, Talkdesk
- Member portals: MemberDirect, custom web portals, mobile applications

- Communication channels: Email, SMS, web chat, IVR

4 Operational Impact Analysis

4.1 Cost Per Query Reduction

Channel Current Cost Al-Assisted Cost Reduction
Phone (fully manual) $10.50 $4.20 (Al-assisted) 60%
Email (manual response) $5.00 $1.50 (Al-drafted) 70%
Web chat (human agent) $6.00 $0.80 (Al automated) 87%
Member portal (self-service) $0.50 $0.30 (Al-enhanced) 40%

Table 2: Cost per interaction by channel — before and after Al automation

Weighted average reduction: 50% across all channels
For a fund handling 400,000 interactions annually at a blended cost of $7.50 per
interaction, this represents $1.5M in annual operational savings.

6
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4.2 Staffing Efficiency

- Before Al: 45 FTE contact centre staff handling 400,000 queries
- After Al: 280,000 queries automated or Al-assisted; 120,000 handled by 30 FTE

- Net result: 15 FTE redirected to complex member services, hardship cases, and
proactive member engagement

- No redundancies required: Natural attrition and redeployment absorb the ca-
pacity shift

4.3 Service Level Improvements

Metric Before Al After Al
Average speed to answer (phone) 90 seconds 15 seconds
Email response time 24-48 hours 2-4 hours
First contact resolution rate 72% 91%
After-hours query resolution 0% (voicemail) 70% (Al automated)
Member satisfaction (CSAT) 3.6/5 4.3/5

Table 3: Service level improvements with Al automation

4.4 Peak Period Resilience

Al capacity scales instantly. During end-of-financial-year surges:

- No temporary staff hiring: Al handles 3x normal volume without degradation

- Consistent quality: Every automated response references current PDS and
fund documentation

- Human agents available for complex queries: Staff freed from routine volume
handle escalations faster

- Zero overtime costs: 24/7 Al availability covers extended hours without shift
penalties

5 APRA Compliance Framework

5.1 SPS 234: Data Sovereignty

All member data remains within your controlled Australian infrastructure:

- No API calls to offshore Al services (ChatGPT, Claude, Gemini)

- Network logs prove zero external data transmission

- Member PII never leaves your VNet/VPC boundary

- Software licence model — not material outsourcing under SPS 231
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5.2 CPS 234: Information Security

Al system inherits your existing security posture:

- Authentication: Azure AD / Entra ID with MFA

- Authorisation: Role-based access controls (RBAC) — Al accesses only data rel-

evant to the query

- Encryption: At rest (your KMS) and in transit (TLS 1.3)
- Audit logging: Every query, data access, and response logged to your SIEM

- Incident response: Al errors treated as operational incidents within existing

framework

5.3 SPS 515: Operational Risk

Al deployment fits within your operational risk management framework:

- Risk identification: Al accuracy, availability,and dependency risks documented

- Controls: Mandatory human review for Tier 2 queries, complete bypass for Tier

3

- Monitoring: Real-time accuracy dashboards, escalation rate tracking, quality

sampling

- Reporting: Monthly metrics to operations committee, quarterly to board risk

committee

5.4 RG 271: Complaints Handling

Complaints are excluded from Al automation (Tier 3):

6

6.1

- Al detects complaint-like language and immediately routes to human agent
- Complete interaction history provided to complaints handler
- No Al-generated responses to formal complaints

- Audit trail supports IDR/EDR evidence requirements

Implementation Approach

Phase 1: Discovery and Integration (Week 1-3)

. Operations mapping: Document current query categories, volumes, and han-

dling processes (2 days)

. Infrastructure provisioning: Deploy Al platform on your Azure/AWS/GCP envi-

ronment (1 day)

. Admin platform integration: Connect to Class Super, Link Group, Bravura, or

other admin system via API (1-2 weeks)

Knowledge base loading: Ingest PDS, fund communications, FAQ documents,
and policy library

Identity and access: Configure Azure AD authentication and RBAC permis-
sions
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6.2

1.

6.3

6.4

Phase 2: Testing and Validation (Week 4-6)

Accuracy testing: Process 500+ historical queries through Al and compare to
actual responses

. Edge case identification: Find queries where Al confidence is low and refine

routing rules

. Security validation: Verify zero external network calls, test access controls, re-

view audit logs

. Staff UAT: Contact centre team tests Al-assisted workflows and provides feed-

back

. Compliance review: Risk and compliance team validates controls and gover-

nance documentation

Phase 3: Pilot (Week 7-10)

. Limited channel launch: Start with web chat or email (lower risk than phone)

. Shadow mode: Al generates responses but human agent reviews before send-

ing (first 2 weeks)

. Graduated autonomy: Tier 1 queries shift to automated responses with moni-

toring

Daily quality reviews: Operations manager reviews Al interactions for accuracy
and tone

Metrics baseline: Establish cost per query, accuracy rate, escalation rate, and
CSAT benchmarks

Phase 4: Full Production (Week 11+)

. Multi-channel rollout: Extend to phone (speech-to-text), member portal, and

mobile app

. Staff redeployment: Redirect freed capacity to complex queries, hardship cases,

and proactive engagement

. Continuous improvement: Al learns from agent corrections and new fund com-

munications

Governance cadence: Monthly operations review, quarterly risk committee re-
porting

7 Quality Assurance and Monitoring

7.1

Real-Time Dashboards

Operations teams monitor:

Query volume: Total queries, automated vs. human-handled, by category

Accuracy rate: Percentage of Al responses requiring no corrections (target:
>95%)
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7.2

7.3

- Escalation rate: Queries Al cannot handle, routed to human agents (target:

<30%)

- Response time: Average time to resolution by channel
- Member satisfaction: Post-interaction survey scores

- Cost per query: Blended cost across all channels

Quality Sampling

- Daily: Operations manager reviews 20 random Al-generated responses
- Weekly: Team lead reviews all escalated queries for routing appropriateness
- Monthly: Compliance officer reviews Al interactions involving sensitive topics

- Quarterly: Internal audit samples Al interactions for regulatory compliance

Continuous Improvement Loop

1. Agent corrects an Al-generated response

2. Correction logged with reason code

3. Al knowledge base updated to improve future responses

4. Monthly trend analysis identifies systematic improvement areas

5. Quarterly knowledge base review ensures accuracy against current PDS and

policies

8 Change Management

8.1

Staff Communication

Al deployment in member services requires thoughtful change management:

8.2

- Positioning: Al handles the repetitive work so staff can focus on meaningful

member interactions

- Training: Staff learn to supervise Al outputs, manage escalations, and maintain

quality

- Career development: Freed capacity enables staff to develop skills in financial

hardship counselling, complaints resolution, and member engagement

- No redundancy commitment: Natural attrition absorbs capacity changes

Member Communication

- Transparent disclosure that Al assists with routine enquiries
- Clear option to request human agent at any point
- No change to complaints handling process (always human)

- Member feedback mechanism on Al interaction quality

10
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9

9.1

Business Case Summary

Financial Impact (500,000-Member Fund)

Item Annual Value

Current member services cost $3,000,000
Al automation savings (50%) ($1,500,000)

Gross annual benefit $1,500,000
Typical payback period Under 3 months

9.2

Table 4: Indicative business case for a 500,000-member fund

Non-Financial Benefits

- 24/7 member access without shift costs

- Consistent, accurate responses across all channels

- Instant scalability for peak periods

- Improved staff satisfaction (less repetitive work)

- Comprehensive audit trail for APRA examination readiness

- Reduced complaints from faster resolution times

10

10.1

1

Risk Considerations

Key Risks and Mitigations

. Accuracy risk: Al provides incorrect member information

Mitigation: Source attribution from admin platform data, mandatory human
review for Tier 2, quality sampling, accuracy monitoring

. Member trust risk: Members uncomfortable with Al interactions

Mitigation: Transparent disclosure, one-click human escalation, gradual rollout

. Dependency risk: Staff lose ability to handle queries manually

Mitigation: Maintain manual process documentation, quarterly manual pro-
cess testing

. Availability risk: Al system downtime during peak periods

Mitigation: High availability deployment (multi-zone), automatic failover to hu-
man agents, DR testing annually

Conclusion

Member services automation represents the highest-ROI Al deployment for Aus-
tralian super fund COOs. The combination of high query volumes, predictable query
patterns, and constrained cost budgets creates an ideal environment for Alaugmen-
tation.

The critical success factors are:

n
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1. On-premise deployment maintaining SPS 234 data sovereignty
Tiered routing that keeps complex and sensitive queries with human agents

Continuous monitoring ensuring accuracy and member satisfaction

HoWN

Thoughtful change management positioning Al as staff augmentation, not
replacement

Funds that deploy member services Al achieve measurable outcomes within 90
days: lower cost per query, faster response times, higher member satisfaction, and
staff freed for higher-value work.

T1.1 Next Steps

1. Operations assessment: Map your query volumes, categories, and current costs
(45 minutes)

2. Integration review: Confirm API availability with your admin platform vendor
(30 minutes)

3. ROI modelling: Calculate fund-specific savings using your actual volumes and
costs (30 minutes)

4. Pilot scoping: Define pilot channel, query categories, and success criteria (1
hour)

5. Board paper: Present business case to operations committee for pilot approval

Contact

BackPro Al
Email: backpro@backpro.ai
Web: www.backpro.ai

Schedule a 30-minute operations walkthrough to see member query
automation in action, review integration options with your admin platform,
and model your fund-specific ROI.

12
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