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1 Executive Summary

Australian superannuation funds manage $3.9 trillion in retirement savings for over
16 million members. The regulatory framework governing these funds — APRA pru-
dential standards, ATO requirements, ASIC conduct obligations—isamong the most
comprehensive in the world. Compliance, member services, and trustee governance
consume enormous operational resources.

Yet the tools available to manage this complexity have not kept pace. Compli-
ance teams manually compile APRA submissions from disparate systems. Mem-
ber services teams handle hundreds of thousands of queries annually via phone
and email. Trustee documentation requires extensive manual preparation for every
board meeting.

On-premise Al offers a step change. By deploying retrieval-augmented gener-
ation within your own infrastructure, super funds automate APRA reporting, scale
member services without proportional headcount growth, generate trustee docu-
mentation, and monitor regulatory changes — all while maintaining complete data
sovereignty under SPS 234,

This whitepaper examines the Al automation opportunity for Australian superan-
nuation funds across compliance, member services, and governance, with a practi-
cal implementation approach.

1.1 Key Findings

- APRA reporting time reduced by 60%: Al extracts, validates, and formats reg-
ulatory submissions from your existing systems

- 70% of member queries automated: Balance, contribution, insurance, and ac-
count status enquiries handled by Al with human escalation for complex mat-
ters

- 100% on-premise: All member data processed within your Australian infras-
tructure — zero offshore transmission

- SPS 234 compliant: Information security controls maintained; Al inherits your
existing security posture

- Audit-ready documentation: Every Al output includes source attribution, trace-
ability, and complete audit trails

2 The Operational Challenge for Super Funds

2.1 APRA Regulatory Reporting

Superannuation funds face extensive APRA reporting obligations:

Each submission requires extracting data from multiple systems, cross-referencing
for accuracy, formatting to APRA specifications, and internal review before lodge-
ment. Compliance teams spend the majority of their time on data compilation rather
than strategic risk management.

2.2 Member Services at Scale
A mid-to-large super fund (500,000-2,000,000 members) handles:
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Reporting Requirement Frequency Manual Effort
SRF 320.0 - Statement of Financial Position Quarterly 3-5days
SRF 330.0 — Statement of Financial Performance Quarterly 3-5days
SRF 550.0 — Asset Allocation Quarterly 2-3 days
SRF 700 series — Member data Annual 5-10 days
SRF 160.0 — Fees and Costs Annual 3-5days
Board reporting packages Quarterly 5-8 days
Risk committee documentation Quarterly 3-5days

Table 1: APRA reporting obligations and manual preparation effort

- 400,000-800,000 member queries annually across phone, email, web, and
mobile

- $8-12 per phone interaction with average handle times of 4-15 minutes

- Peak period surges during EOFY, annual statement period, and regulatory
changes

- 20-30% contact centre attrition creating perpetual recruitment and training
cycles

Members expect retail-banking-quality service. Revenue per member (manage-
ment fees) is under constant downward pressure. The economics demand efficiency
without sacrificing service quality.

2.3 Trustee Governance Documentation

Trustee boards require comprehensive documentation for every decision:

- Board papers: Investment strategy reviews, performance analysis, risk assess-
ments, compliance reports

- Investment committee reports: Manager reviews, asset allocation analysis, re-
balancing recommendations

- Audit documentation: Internal audit reports, external audit support, regula-
tory examination preparation

- Policy reviews: Annual review of investment governance, risk management,
insurance, and outsourcing policies

Governance teams spend weeks preparing documentation for each board cycle,
leaving limited capacity for strategic analysis.
2.4 Data Sovereignty Under SPS 234

APRA Prudential Standard SPS 234 requires super funds to maintain robust infor-
mation security controls. For Al deployment, this means:

- No offshore processing: Member data, account details, and personal informa-
tion must remain within Australian-controlled infrastructure

- Access controls: Al must operate under the same RBAC framework as other
systems
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- Audit trails: All Al data access and outputs must be logged and auditable

- Incident management: Al errors treated as operational incidents within exist-
ing frameworks

Cloud Al services (ChatGPT, Claude, Gemini) process data on overseas servers,
making them incompatible with SPS 234 requirements for member data. This has
blocked Al adoption across the superannuation industry.

3 Al Solutions for Super Funds

3.1 APRA Reporting Automation

Al transforms regulatory reporting from a manual data compilation exercise:

3.1.1 How It Works

1. System integration: Al connects to your administration platform (Class Super,
Link Group, Bravura Solutions, Oracle OFSS, Mercer), financial reporting sys-
tems, and investment data providers

2. Data extraction: Al pulls required data fields for each APRA submission — mem-
ber counts, balances, contributions, investment allocations, fees, and perfor-
mance data

3. Validation: Cross-references extracted data across source systems, flags dis-
crepancies for manual investigation

4. Formatting: Generates APRA-compliant submissions in required format

5. Documentation: Produces audit trail showing data sources, extraction times-
tamps, and validation results

6. Human review: Compliance team reviews Al-compiled submission before lodge-
ment

3.1.2 Impact

Reporting Activity Manual Time Al-Assisted
Quarterly SRF data compilation 3-5days 1day
Annual member data returns 5-10 days 2-3 days
Board reporting packages 5-8 days 2-3 days
Risk committee documentation 3-5days 1-2 days

Table 2: Reporting preparation time: manual vs. Al-assisted

Compliance teams redirect freed capacity to strategic risk management, regula-
tory engagement, and proactive compliance monitoring.
3.2 Member Services Intelligence

Al handles routine member queries while escalating complex matters to human
agents:
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3.2.1 Three-Tier Query 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

Al retrieves member-specific data from your admin platform, generates per-
sonalised responses citing relevant PDS sections.

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

Al prepares briefing for agent including member history, relevant policies, and
suggested response.

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

Complaints, hardship, and vulnerable member interactions are always handled
by trained human agents.

3.2.2 Service Level Impact
3.3 Trustee Documentation Generation

Al accelerates board and committee paper preparation:

5
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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% 70%
Member satisfaction (CSAT) 3.6/5 4.3/5
Cost per interaction (blended) $7.50 $3.75

Table 3: Member service improvements with Al automation

- Investment performance reports: Al compiles fund performance, benchmark
comparisons, attribution analysis, and manager assessments from connected
data sources

- Risk reports: Al aggregates operational risk events, compliance incidents, and
key risk indicators into board-ready format

- Policy reviews: Al identifies changes in regulatory requirements and flags sec-
tions of existing policies requiring update

- Compliance summaries: Al compiles regulatory correspondence, APRA inter-
actions, and breach reporting into consolidated trustee reports

- All outputs include source attribution: Trustees can trace every data point to
its source system and timestamp

3.4 Regulatory Change Monitoring

Al monitors the regulatory environment:

- APRA updates: New prudential standards, guidance notes, and information
requests tracked

- ATO changes: Contribution cap changes, tax law amendments, reporting re-
guirements

- ASIC updates: Conduct obligations, disclosure requirements, enforcement ac-
tions

- Impact assessment: Al identifies which regulatory changes affect your fund’s
operations and documentation

- Implementation tracking: Changes logged and tracked through to comple-
tion
4 Data Sovereignty Architecture

4.1 SPS 234 Compliance

All member data remains within your controlled Australian infrastructure:

Deploy on Azure Australia East, AWS ap-southeast-2, or GCP australia-southeastl

All member data processed locally — zero offshore transmission



Al for Australian Super Funds BackPro Al

Al models run on your compute (AKS, ECS, GKE containers)
Authentication via your Azure AD / Entra ID

Encryption at rest (your KMS) and in transit (TLS 1.3)

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

Network isolation — Al system cannot communicate externally

4.2 CPS 234: Information Security
Al inherits your existing security posture:
- Authentication: Azure AD / Entra ID with MFA

- Authorisation: RBAC — Al accesses only data relevant to the specific query or
report

- 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

- Vulnerability management: Regular patching and security updates within your
change management process

4.3 SPS 515: Strategic and Operational Risk

Al deployment fits within your operational risk management framework:

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

- Controls: Mandatory human review for Tier 2 queries and regulatory submis-
sions; 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

4.4 RG 271: Complaints Handling

Complaints are excluded from Al automation:
- 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
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5 Integration with Fund Systems

5.1 Administration Platforms

BackPro Al integrates with major Australian super fund administration systems:
- Class Super: Member records, contribution tracking, pension management
- Link Group (FAS): Fund administration, unit pricing, registry services

- Bravura Solutions: Member management, investment switching, insurance
administration

- Oracle OFSS: Financial reporting, general ledger, regulatory returns

- Mercer: Administration services, member communications, investment data

5.2 Contact Centre Systems
- Five9, Genesys Cloud, NICE CXone, Talkdesk

- Member portals and mobile applications

- Email, SMS, web chat, and IVR channels

5.3 Investment Data

- Custodian systems for holdings and transactions
- Investment managers for performance and attribution
- Benchmark providers for comparative analysis

- Risk systems for portfolio analytics

6 Implementation Approach

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

1. Operations mapping: Document current query categories, APRA reporting
processes, and governance documentation workflows (2 days)

2. Infrastructure provisioning: Deploy Al platform on your cloud environment (1
day)

3. Admin platform integration: Connect to your administration system via API
(1-2 weeks)

4. Knowledge base loading: Ingest PDS, fund communications, trust deed, pol-
icy documents, and FAQ library

5. Security configuration: Azure AD integration, RBAC permissions, audit log-
ging
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6.2

1.

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

Accuracy testing: Process 500+ historical queries and previous APRA submis-
sions through Al

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

routing

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

view audit logs
Staff UAT: Contact centre team and compliance team test workflows

Compliance review: Risk and compliance validates controls and governance
documentation

Phase 3: Pilot (Week 7-10)

. Channel launch: Start with web chat or email for member queries (lower risk

than phone)

. Shadow mode: Al generates responses but human reviews before sending

. APRA reporting pilot: Al compiles one quarterly return in parallel with manual

process
Quality reviews: Daily operations manager review of Al interactions

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

Phase 4: Full Production (Week 11+)

. Multi-channel rollout: Extend to phone, member portal, and mobile app

. APRA reporting production: Al compiles all regulatory submissions with hu-

man review

. Trustee documentation: Board papers and commmittee reports generated with

Al assistance

Continuous improvement: Al learns from corrections and new fund commu-
nications

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

7 Business Case

7.1
7.2

Financial Impact (500,000-Member Fund)

Non-Financial Benefits

- 24/7 member service availability without shift costs

- Consistent, accurate member responses across all channels

- EOFY and peak period scalability without temporary staff

9
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Item Annual Value
Member services cost savings (50%) $1,500,000
APRA reporting efficiency gains $400,000
Trustee documentation time savings $200,000
Reduced complaint handling costs $100,000
Gross annual benefit $2,200,000
Typical payback period Under 2 months

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

- Compliance teams focused on strategic risk management, not data compila-
tion

- Trustee documentation quality and consistency improved
- Comprehensive audit trails for APRA examination readiness

- Staff redirected from routine queries to complex member needs and financial
hardship cases

8 Risk Considerations

8.1 Key Risks and Mitigations

1. Accuracy risk: Al provides incorrect member information or regulatory data
Mitigation: Source attribution from admin platform, mandatory human review
for Tier 2/regulatory, quality sampling, accuracy monitoring dashboards

2. Member trust risk: Members uncomfortable with Al-assisted interactions
Mitigation: Transparent disclosure, one-click human escalation, gradual rollout,
member feedback mechanism

3. Regulatory risk: APRA concerns about Al in member services
Mitigation: On-premise deployment, complete audit trails, human oversight
governance, proactive APRA engagement

4. Dependency risk: Staff lose ability to handle queries manually
Mitigation: Maintain manual process documentation, quarterly manual pro-
cess testing, DR testing

5. Availability risk: Al system downtime during peak periods
Mitigation: Multi-zone HA deployment, automatic failover to human agents,
annual DR testing

9 Conclusion

Australian super funds operate at the intersection of scale, regulation, and member

expectation. Al automation addresses all three dimensions simultaneously: scaling

member services without proportional cost growth, streamlining APRA compliance

without compromising quality, and improving trustee governance documentation.
The critical success factors:

10
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. On-premise deployment maintaining SPS 234 data sovereignty over member

information

. Tiered routing that keeps complex, sensitive, and hardship queries with hu-

man agents

3. APRA alignment with complete audit trails and transparent Al governance

System integration with your administration platform, contact centre, and re-
porting infrastructure

Continuous monitoring ensuring accuracy, member satisfaction, and regula-
tory compliance

Funds that deploy Al automation achieve measurable outcomes within 90 days:
lower cost per member interaction, faster APRA reporting cycles, improved member
satisfaction, and staff freed for higher-value work.

9.1 Next Steps
1. Operations assessment: Map member query volumes, APRA reporting work-
load, and governance documentation effort (1 hour)
2. Integration review: Confirm API availability with your administration platform
vendor (30 minutes)
3. ROl modelling: Calculate fund-specific savings using actual volumes and costs
(30 minutes)
4. Pilot scoping: Define pilot scope — member services channel, APRA report
type, or governance document (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 walkthrough to see APRA reporting automation
and member query handling in action. Review integration options with your
administration platform and model your fund-specific ROI.

n
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