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TRUST

...is a business issue
State Trustees – Victorians’ trusted partner in helping them make the most
of their opportunities, regardless of their financial situation.
State Trustees aims to be known for outstanding customer service, to
deliver on expectations.
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Phone: 03 9667 6444

You can trust State Trustees to manage your financial affairs with knowledge,
confidence, and efficiency.
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You can trust State Trustees to be a responsible custodian for your
financial affairs.
You can trust State Trustees.
Three ways to read this Annual Report
This annual report is separated into three sections, designed to reflect State Trustees’ unique offering:
■ Our people proposition of helping Victorians with a mental illness, acquired brain injury, or intellectual disability
organise their daily financial responsibilities.
■ Our business proposition of providing estate planning, management and administration, financial planning
solutions, taxation services, and trusts for all Victorians wanting to maximise their wealth.
■ Our financial and corporate governance practices.
The People and Business Reports can be read from each end. We’ve centred the Financial Report (incorporating
our corporate governance statement) to tie together our two key service offerings.

Who we are
State Trustees Limited is a State-owned enterprise. This Annual Report covers both State Trustees Limited as an
individual entity and the consolidated entity consisting of State Trustees Limited and STL Financial Services Limited.

Where we are:
Our registered office and principal place of business is:
■ 168 Exhibition Street, Melbourne, 3000
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Phone: 03 9667 6444

Our customer service offices are at:
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■ Suite 22, 2nd floor, 40 Montclair Avenue, Glen Waverley, 3150
Phone: 03 9667 6424
Phone: 1300 138 672
■ 307 Main Street, Mornington, 3931
Phone: 1300 138 672
■ Personal Financial Solutions, 593 Little Bourke Street, Melbourne, 3000
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State Trustees can be accessed at www.statetrustees.com.au
For the cost of a local call, you can contact all our offices on 1300 138 672
All figures in this report, unless otherwise stated, are as at 30 June 2007
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State Trustees...
Purpose:
State Trustees’ objective is to help Victorians with their financial needs so they can make the most of
their opportunities.

Vision:
To be known for outstanding service to our customers.

Strategic Plan:
In 2005, State Trustees seized the opportunity to reflect on a decade of achievements and key learnings
to undertake a significant corporate review. The result is our ‘Strategic Plan 2006–2011’. [People, page 8 –
Managing Director’s Report]

Key products + services
Executor services:

An Executor is responsible for managing an estate upon a person’s death
and is responsible for administering and distributing assets to beneficiaries according the wishes
expressed in the Will. Doing this effectively requires understanding complex legal and financial matters
and the time to undertake the task. [Business, page 20]

Wills:

Having a clear, legally valid and up-to-date Will indicates how you want your assets to be
distributed after your death. [Business, pages 14 + 16]

Enduring Power of Attorney [financial]:

An Enduring Power of Attorney is a legal document
that gives a trusted relative, friend, adviser, or an organisation such as State Trustees, the power to make
financial and legal decisions on your behalf. [Business, page 18]

Disability services:

A core State Trustees service is to protect the financial and legal interests
of many Victorians who, due to mental illness, injury or disability, are unable to do so themselves.
State Trustees provides these services when it is appointed as an administrator of a person’s affairs by
the Victorian Civil and Administrative Tribunal. [People, page 10]

Trusts:

State Trustees can set up, or take over as Trustee, a variety of trusts for a range of different
circumstances. Typically this involves managing an asset to fulfil its prescribed intention. [Business, page 12]

Financial planning services:

Our financial planning professionals can help prepare clients for
various financial situations, such as buying a home, planning for retirement, funding a child’s education
or simply preparing for a rainy day. [Business, page 16]

Taxation services: State Trustees has fully qualified tax professionals who can prepare and lodge
tax returns on clients’ behalf. This year we lodged more than 6,000. [Business, page 16]
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...at a glance
Values:
We work on being the best at what we do. We aim to act with honesty and integrity at all times. We
encourage open communication. We recognise achievement and initiative. We respect and care about
each other, our customers, and our communities.

Staff:
We have 487 staff working in four offices in Melbourne. [People, page 12]

Finances:
This year’s commissions and fees were $35,824,000. Our total revenue was $47,320,000. We paid a
dividend of $2,850,000 to our shareholder, the State of Victoria. This was the final dividend of 2006 plus
the interim dividend for 2007. [Financials, page 2 + 14]

Governance:
We base our governance on the five corporate governance principles established for the public sector. These
are accountability, transparency and openness, integrity, stewardship, and leadership. [Financials, page 5]

Investment services:

State Trustees has a range of managed investment funds designed to suit
individual needs. An investment portfolio can be started with as little as $500. [Business, page 10]

Selling properties:

State Trustees sells properties for clients at public auctions throughout Victoria.
We have a strong record of getting the best market price for beneficiaries. [Business, page 14]

Genealogical services:

State Trustees’ unique offering in managing estates is our ability to locate
and identify beneficiaries. We have Australia’s biggest genealogical research team with an impressive
record of locating heirs. [Business, page 20]

Funeral Fund: Investing in the State Trustees Funeral Fund is a way to plan ahead for funeral
expenses, easing the burden on loved ones at a time of grief. [Business, page 10]

Charitable Trusts:

State Trustees provides sound professional advice in setting up charitable trusts
on behalf of individuals and companies to enable them to donate money to various Australian charitable
causes. [People, page 18]

State Trustees Australia Foundation (STAF): STAF is designed for those who want to
provide an enduring benefit from their estate but don’t have a particular charity in mind when they write
their Will. [People, page 18]
State Trustees Grants Program:

State Trustees recognises that local organisations and
community groups often need help to achieve their goals. We provide funds to help make life a little
easier. [People, page 18]

People Report

3

Our scorecard
our
shareholder

Commissions and fees
Community Service Obligation revenue
Revenue
Profit from continuing operations before income tax
Operating result after tax
Total year’s dividend
Property, plant, and equipment assets
Shareholder equity

our
customers

$ value of external financial planning funds under advice
$ value of revenue from external financial planning
Number of tax returns completed
% of Wills where State Trustees is nominated as executor
$ value of new estates for the year
$ value of trust funds under management
$ value of Premium and Common Funds under management
Total assets under management
Total value of clients’ properties sold this financial year
Number of property facilitation jobs completed
$ value of pro-bono legal work / litigation on clients’ behalf
Number of heirs located via our genealogy service
Number of statutory (VCAT) clients
New clients by order of VCAT
PFS statutory client satisfaction
Total calls to the Customer Contact Centre

our people +
community

Number of staff
Staff participation rate (Customer Care surveys)
% of staff who have learning plans in place
$ value of Grants
$ value of State Trustees Australia Foundation disbursements
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2006/07 result

2005/06 result

Change

$35,824,000

$33,741,000

+6%

$9,851,000

$9,562,000

+3%

$47,320,000

$44,790,000

+6%

$3,829,000

$3,412,000

+12%

$2,521,000

$2,525,000

– 0.2%

$2,269,000

$2,273,000

– 0.2%

$19,216,000

$13,970,000

+38%

$38,778,000

$33,600,000

+15%

$51,695,419

$32,857,229

+57%

$372,073

$164,328

6,177

6,004

+3%

75%

69%

+9%

$193,385,000

$210,193,000

– 8%

$268,200,000

$229,700,000

+17%

$743,681,202

$688,606,240

+8%

$1,498,000,000

$1,387,000,000

+8%

$95,645,251

$72,006,446

+33%

1,143

975

+17%

$114,987

$99,874

+15%

1,848

1,065

+74%

8,749

8,519

+5%

1,113

1,146

– 5%

78%

75%

+5%

225,629

202,515

480

479

0%

84%

58%

+45%

97%

94%

+3%

$40,000

$20,000

+100%

$938,329

$416,595

+125%

+126%

+11%

...that we’ve repeated it at the other end.
People Report
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Chairman’s
Report
In the five years of being a Board member of State Trustees, and my three
years as Chairman, I have seen great changes in the organisation.
Assets under management have increased by more than
55 percent in those five years to around $1.5 billion. This is due
to improved efficiencies and practices, stronger alignment with
esteemed investment companies, and our employees working
more productively and efficiently.
When I first arrived, State Trustees was still in transition between
being a purely public service entity and one that was operating
in both the commercial and public sectors. The change to the
commercial mind-set – as set out when we became Victoria’s
first incorporated government business enterprise in 1994 –
was spearheaded by Elizabeth Kucera, Managing Director Tony
Fitzgerald’s predecessor, and has been admirably progressed
by Tony and his executive team. The objective to transform the
organisational work processes to a more competitive focus has
advanced in leaps and bounds over the past half decade.
Our staff have an enormously difficult job in dealing with clients
who often have complicated life situations. They not only need the
skills and knowledge to undertake this care, they also need empathy.
Our workforce planning has created a group of employees who I
believe has this quality in abundance. That said, no company can
rest on its laurels. There is always a need to confront the challenges
of changing business and market complexities.

Positive financial results
Our results this year were in line with budget expectations for the
fourth consecutive year. We achieved an operating result after tax of
$2,521,000 with our revenue increasing by 5.6 percent to $47,320,000.
Our budgeted profit before tax for the financial year was $3.81
million. Our actual performance was $3.83 million. We budgeted
for a $47.9 million financial year turnover, achieving an actual
turnover of $47.3 million. Although revenue was slightly under
budget, we reduced expenses by about the same amount, hence
our profit performance was on track.
Our shareholder, the State of Victoria, approved the 2006 total
dividend of $2,273,000. In keeping with their declared policy of
distributing 90 percent of operating profit after tax to the shareholder,
the directors recommend a total dividend of $2,269,000 for the
2006-07 financial year.
Factors contributing to this year’s positive financial results were
our expanding client base and growth in the returns on corporate
investments. We continued to review expenditure and achieved
favourable savings during the year. At the same time we seized the
opportunity to expand our client retention, brand awareness, and
compliance activities and developed a number of marketing
programs aimed at improving our corporate performance.

History of trustee companies
The trustee industry is difficult to define due to the variation in the
types of products, services and providers that operate in this industry.
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We compete against trustee companies, solicitors, accountants and
family members, depending on the type of product. In our core
products we compete against major Victorian trustee companies
that offer a range of competitive service offerings.
Historically, the traditional trustee industry comprised administration,
agency and trusteeship services. For many years, legislation required
that Trustee companies be appointed as trustees for managed funds
run by other financial institutions to safeguard fund assets. This
was an extremely lucrative market. However, in 1998, legislative
requirements were changed to allow a financial institution to offer
managed funds as single ‘responsible entity’ (combining the previous
manager and trustee functions), without the need to appoint a
separate trustee.
This reduced trustee companies’ profitability due to loss of revenue
from managed funds’ supervision. Many trustee companies were able
to promote their own managed funds, but most were still left with
sourcing their main revenue from the administration parts of their
business, and found that providing these services was unattractive due
to the high overheads and low return, especially for low value estates.
In the traditional client administration trustee market, companies
chose to adopt either a status quo approach, or to target only higher
value customers, thus vacating the ‘low-medium’ end of the market.
However, in State Trustees case, our charter involves a Community
Service Obligation to service these clients. Increasingly, servicing
our represented persons clients has become more expensive, thus
creating a strain on our ability to use our commercial profits to
expand key strategic imperatives.

Current developments
A great achievement since my last report has been the recent
signing of the new five-year Community Service Obligation agreement,
which Tony Fitzgerald explains more fully in his Managing Director’s
Report. The agreement gives us appropriate remuneration for
servicing our represented persons’ business, and frees up funds
from our commercial business to drive the other key objectives of
our ‘Strategic Plan 2006–2011’.
Recent developments in the funds management and superannuation
parts of the market saw boutique fund managers emerge, creating
an opportunity for trustee companies to once again provide
supervisory and administration services in the funds management
sector. Trustee companies are taking accountability for the compliance
requirements while allowing boutique firms to focus on managing
assets, including the investment philosophy and return on the funds.
This has enabled trustee companies to maintain their presence in
the funds management market.
The trend has also been towards using intermediary channels
(financial planners, accountants, funeral directors) to source
customers, thus reducing the need to source clients directly, and
helping to build alliances in other critical markets. State Trustees

has embraced these opportunities and we have seen a greater
development of relationships with supporting organisations to help
generate cross-referrals and invest our clients’ funds for higher returns.

A worthwhile experience
Being a Board member and Chairman of State Trustees has personally
been a most worthwhile experience. I want to give special thanks to
Tony Fitzgerald and his executive team for taking the bull by the horns
and driving the changes necessary to bring State Trustees to a position
as a Trustee powerhouse in Victoria. The ‘big numbers’ throughout
this report’s People and Business sections are testament to our
financial achievements. The empathy our people have shown in
managing their clients’ financial and legal affairs is demonstrated in
the report’s human stories.
I wish to pay particular tribute to the contributions of Board member,
Alice Williams, who for the past seven years has made a strong impact
on the organisation’s direction. Alice, who resigned from the Board in
August 2007, has an acute mind and is highly astute in all financial
matters. Her background on the Accounting Standards Board and in
finance, especially funds and investment management, has driven her
strong contribution to our focus on achieving commercial outcomes.
Her enthusiasm within the Board will be missed. Fortunately, we are
privileged having a strong Board with a range of specific skills and
knowledge from legal, accounting, management and finance, that
will continue to see sound future direction.

Outlook
State Trustees stakeholders place trust in the Board and management
to make tough decisions, grow profits, and ultimately enhance value.
In the past year we determined a growth and capital management
strategy, and implemented several operating and efficiency reviews.
We will continue to evaluate our plans, and trust that our strategies
will help continue to improve the levels of client satisfaction and
commercial growth needed to deliver on our financial goals. Our
improved performance will enable us to implement our infrastructure
project goals in the coming years.
We embrace the challenges that we face. I believe that companies
miss an opportunity when they treat complexity as something to
overcome. We at State Trustees recognise that if we view complexity
as a challenge to be managed and exploited, not as a problem to
be eliminated, we can generate additional sources of profit and
competitive advantage. We also understand that, managed well,
complexity can also increase our organisational resilience by
enhancing our ability to adapt to a changing world.

John Marcard Chairman of Directors

People Report
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Managing
Director’s Report
State Trustees’ core purpose is to help people with their financial needs so
they can make the most of their opportunities.
Since emerging as a Government Business Enterprise (GBE) in 1994, we have met
the challenge to continually improve our services and customer responsiveness,
while striving to perform with commercial success in the trustee services industry.
Last year’s strategic review resulted in our ‘Strategic Plan 2006-2011’,
and unearthed five key areas of focus to help us realise our commercial
and social potential. We are now 12 months into delivering on this
five-year plan, and are focusing our activities through products and
services, people, stakeholder relationships, operational excellence,
and infrastructure.
We have made good progress on our targets and are inspired by
these achievements. Now we must maintain our focus on delivering
our distinct two-part service offering to provide value for both our
clients and shareholder. We have the commitment, focus and energy
to progress our key objectives. I am excited by what’s around the
corner.

Our business
We work to achieve our key objectives through six divisions that
have predominantly business or operational focuses. Our three
business divisions of Personal Financial Solutions, Estate Planning,
and Executor and Trustee Services, deliver our products and services
to clients while balancing our commercial and community service
obligations.
From an Estate Planning perspective, a core strategic theme is how
important it is for clients to keep their Will up-to-date and prepare
well in advance for a time when they may unexpectedly lose capacity.
Getting this message into the marketplace and keeping the Victorian
community informed is an important part of our responsibility as a
government business enterprise. As part of this community support
we are working with Alzheimers’ Australia Vic and its efforts to raise
awareness of the dementia epidemic. Research shows that at current
rates, the number of Australians with dementia will grow to 500,000
by the year 2040.
In Executor and Trustee Services our key theme is the importance of
appointing an executor who is qualified to perform the myriad of tasks
associated with administering an estate. As lives and estates become
more complex, there has never been a greater need for an experienced
and qualified executor to manage people’s affairs after their passing.
State Trustees has nearly 70 years’ experience as an executor and has
administered thousands of deceased estates on behalf of Victorians.
In Personal Financial Solutions, we currently have 8,749 clients who
are directed to State Trustees via VCAT Orders. Around 80 percent
of these clients (known as represented persons) receive government
benefits, such as disability pensions or job search allowances. The
remainder come to us for a variety of reasons, such as family disputes,
lack of family expertise in managing assets, or because the client
may have experienced financial abuse.
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All these clients have unique needs. Some who live in well-supported
accommodation require little supervision. Others, who have more
complex needs, require more time to manage. These differing
requirements drove our desire for a funding model that better
represented the effort involved in meeting clients’ requirements.
We worked during the year to develop comprehensive strategic sales
and marketing plans for our key products and services to help grow
our client base, build sustainable momentum for the organisation,
and achieve our Strategic Plan’s objectives. While it is still early days,
the results of our most recent ad campaigns, such as The Maze have
been very promising, generating a record number of enquiries.
Supporting the business divisions are the three operational divisions
of People & Culture, Corporate Strategy and Innovation, and Corporate
Operations. These areas are responsible for ensuring the business
has the appropriate resources and infrastructure to deliver its product
and service propositions. Critical to this, we undertook a major review
of our IT capability during the year. One output of this review was
the identification of an extensive program of IT development. When
implemented it will enable us to remain competitive and build a solid
platform to deliver our key products and services well in to the future.
Also driven by impending needs is the examination of our
accommodation options. We are looking to secure our future by
being able to work from premises providing a safe and functional
environment where our people can best help clients make the most
of their opportunities.

Our community service obligation
Since year-end we have put the finishing touches to our
Community Service Obligation (CSO) agreement in partnership
with the Department of Human Services. Extensive CSO contract
negotiations took place during the year to ensure that the funding
model supporting the agreement more accurately reflected the
work involved in servicing clients.
The funding model changes included breaking down the
represented-person client base into the three distinct categories of
‘low need’, ‘medium need’ and ‘high (intensive) need’. The amount
of funding each group attracts is now more optimally aligned to
the level of service required. It also allows us to better configure our
teams and establish a more effective service model for improved
client relationships and outcomes. Arriving at this new CSO agreement
continues our ability to provide this critical service to the community’s
more vulnerable members for the next five years.

Supporting our community
During the year, State Trustees continued to support the community
through a range of grants and sponsorship programs. These included
‘connected’ – an exhibition for artists with disabilities and the State
Trustees Grants Program in association with the Elizabeth Kucera
Memorial Foundation – providing grass-roots grants funding to help
develop social networks for Victorians who are elderly and/or disabled.
We also have other initiatives aimed at helping people achieve
improved lifestyles and capitalise on their life opportunities. In the
coming year we will seek to increase this support within the community
and enhance the benefit to recipient groups.

Our people
I am extremely proud of our employees’ empathy, professionalism
and the innovation with which they tackle the complexities of their
jobs. In particular, I am proud of their dedication to our organisation.

This is gratifying when you consider the huge range of client
demands that State Trustees’ consultants need to meet, often in
difficult circumstances. While we’re encouraged by the result, we
recognise we can always improve – and we are focusing on this
in the coming year.
State Trustees is agile and adaptive in helping clients maximise
their financial futures. Most importantly, we can be trusted to
ensure that if our clients place their business or funds with us,
they will be safe and secure under our guardianship.
I would like to sincerely thank all the State Trustees team for
their excellent and hard working contribution to what has been
a very successful year.

Looking ahead

Our Customer Care Survey conducted in late 2006 was completed
by 84 percent of our people – a wonderful participation rate. Of
these staff, around 95 percent said they believe the organisation’s
values are relevant to their work, and 88 percent said their managers
set high standards.

As we embark upon the challenges and aspirations of the new
financial year and further deliver on our Strategic Plan, we are
in an optimum position to achieve full success. Looking ahead,
we will continue to build a sustainable future by further enhancing
our business model and developing our competitive edge through
our products and our people.

Our key priority is to remain focused on our clients and do everything
within our resources to satisfy their needs. With that in mind I was
very pleased to see that 92 percent of our staff believe they have the
skills to deliver high customer satisfaction.

We look forward to another successful year in which we can
continue our dedication to providing quality service and working
with our clients to pursue and realise future opportunities.

I am convinced that this employee confidence contributed to the
strong results from our recent VCAT client review. For the past two
surveys we have engaged a research expert to survey statutory clients
and assess the satisfaction of our VCAT clients (or their family or carers).
In the researchers’ opinion, our 78 percent client satisfaction rate
this year (up from nearly 75 percent previously) was the best they had
ever seen, stating it was equivalent to around 90 percent satisfaction
in conventional surveys.

Tony Fitzgerald Managing Director

Our commitment to the community through our
Grants Program, Alzheimer’s Australia Victoria,
and ‘connected’ remains strong. This year
‘connected’ featured 56 contemporary art
works by professional and emerging artists
living with a mental illness, or physical or
intellectual disability. The People’s Choice
winner was David Gillham from Geelong,
who is seen here receiving his certificate
of appreciation from Managing Director
Tony Fitzgerald.
People Report
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You can trust
us to care
State Trustees was
appointed Brian’s
administrator some years
ago. Brian was fiercely
independent. He kept to
himself and chose to not
accept any support or
services. His inner city
flat was in disrepair.
It had holes in the
floor, and no hot water,
heating, working kitchen
or laundry. Brian lived
in one room and ate
only takeaway food.
Brian’s State Trustees
consultant referred his
case to our Intensive
Support program. After
many visits, we patiently
gained Brian’s trust and
arranged respite care
while we fixed his home:
new flooring, furniture,
utilities and household
items. After three weeks
Brian moved back into
his renovated flat and
now receives regular
home help arranged
by State Trustees.

Many people do not have the
capacity to manage their own
financial and legal affairs.

services to enhance the client’s life quality. Our
objective is to help our clients make the most of
their opportunities within the bounds of their
disability.

They may have a legal disability that can be an
intellectual impairment, mental disorder, brain
injury, physical disability, or dementia. Often
these people find their way to State Trustees
through Victorian Civil and Administrative
Tribunal – Guardianship List (VCAT) Orders.

Helping clients develop
independence

A VCAT Order is made only if a person, over the
age of 18 with a legal disability, can’t manage
their own affairs. VCAT Orders usually empower
us to make all legal and financial decisions in the
client’s best interests.
We currently have 8,749 VCAT clients who we
manage through our Personal Financial Solutions
teams. This year we received 1,113 new VCAT
Orders, with around one-third of new clients in
regional and rural Victoria. However, the fact
that being the subject of a VCAT Order is
involuntary means that these clients (or their
families) may resent us managing their affairs on
their behalf. We empathise with their concerns
and are committed to ensuring our consultants
oversee all clients with equal care and efficiency.

Our clients have differing needs
Some clients, like those living in well-supported
accommodation, have relatively low-level needs.
Others have higher needs, such as the homeless,
those in sub-standard accommodation, or people
who don’t have access to the kind of support we
all take for granted, whether it’s family, friends,
or is community-based.
Our consultants, who work directly with clients,
do more than manage their financial and legal
affairs. They act as ‘project managers’ in directly
engaging service providers such as gardeners,
lawyers, foster homes for a loved pet, home help,
meals on wheels, or real estate agents. They also
partner with other community organisations to
find suitable accommodation or arrange lifestyle

312,399

We don’t only work to manage clients for as long
as the VCAT Order remains in place, we actively
work through specific programs to help some get
back on their feet.
Our financial independence program is very
important to us. Participants are those clients who
already have certain skills and we believe can be
taught to manage some of their own affairs. For
instance, we help them with simple activities such
as paying their chemist bill. It’s a huge win if they
can take that small step towards looking after
themselves and no longer need to rely on us
(or anyone else). It can give them a real sense
of worth.
We are proud that of the 228 VCAT clients who
participated in this year’s program, more than
50 percent increased their scope of financial
independence, with another 20 percent so
successful in regaining independence that they
had their administration Order revoked at VCAT.
This is a huge win for these people.
We have a similar program, intensive support,
involving our clients who are the most vulnerable
members of society. Often they refuse to engage
community or other support services, which is
distressing to us as we recognise these clients most
often need help. We take responsibility for putting
them in touch with those who can help them, such
as accommodation support services, if they are
homeless or living in inappropriate circumstances,
because we know they are more likely to re-engage
into the community with the appropriate support
from us. We are delighted that of the 104 clients
who participated in the intensive program this
year, two thirds were successful, with most having
their referral issue resolved.

[bills paid on clients’ behalf this year]
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Rouba Hassan, Senior Personal Financial
Consultant, with client Fiona Tomkinson

Fiona loves spending time with her
husband, her two precious children
Amber and Liam, and her caring
companion, little dog Mango.
Not long ago Fiona was involved in a serious car accident,
which brought her to State Trustees’ care. We now help
Fiona manage her financial and legal affairs.
Having a close loving family, and her mother and brother
visiting regularly, has helped Fiona stay positive about
the future.

People Report
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Our people
State Trustees is a people business.

At 52,Ray, an unmarried
tradesman,died in a
car accident. He left no
Will and was survived
by a brother and sister.
Although his siblings
regularly visited Ray,
their relationship with
each other was
acrimonious and they
hadn’t spoken to each
other in 20 years.
Given the situation,Ray’s
sister approached State
Trustees to independently
administer his estate.
On instruction,we sold
all of Ray’s assets, and
gained a price well above
reserve for his house.
Thanks to our Estate
representative, each
sibling gained the
support they needed
without having to
deal directly with
each other.

As a trustee and legal and financial administrator
for thousands of Victorians, we have founded our
business on maintaining close contact with our
clients and understanding their changing needs.
As part of this we require our people to be highly
proficient in interpreting and applying extremely
complex legislation on a daily basis.
State Trustees employs 487 people, of which 63
percent are women. During the last 12 months
we welcomed more than 100 new employees, in
part due to our continuing growth, and also to
replace those who moved on, mostly in the
financial services sector.

Successful workplace agreement
A key highlight of the busy year was successfully
renegotiating our employee collective workplace
agreement, with a 98.4 percent staff approval.
From a staff perspective we retained an employeefriendly set of working conditions in the financial
services sector, and introduced extra features to
encourage higher performance and retention.
The new agreement, which will expire in July 2010,
provides for significant pay outcomes for our
people in a balanced way by linking accelerated
pay to achieving performance objectives.
The agreement’s key features include an opportunity
for all staff to receive bonus pay for achieving highlevel performance objectives and for streamlined
career progression through career levels.
Importantly, senior employees can access a
professional suite of conditions, enabling them to
access a higher pay rate in exchange for accepting
different work practices.

Training and development
This year we completed the first full year of our
management development program in partnership
with Deakin University. This three-tiered program
has now expanded to cover more than 10 percent
of the workforce.
We launched the extremely successful online
learning modules, foreshadowing the future for
learning activities. All new employees now

95%

undertake online self-paced induction and OHS
training during their first weeks with the company,
which enables fast delivery and quick refreshers.
In a trial partnership with RMIT University, we
introduced traineeships to the company which
has been very successful. We are now expanding
the program with a major intake of trainees
scheduled across all divisions next year.

Employee wellbeing
Our people’s health and wellbeing is a critical
component of the State Trustees people strategy.
During the year all staff took part in training on
preventing workplace bullying, and all managers
participated in workshops on managing their
staff’s psychological health in the workplace.
We expanded our successful Health and Wellbeing
Week over three months which provided people
with more opportunity to participate. As part of
this program we provided complimentary health
checks giving staff data on their blood pressure,
blood sugar, cholesterol, and BMI levels.
A year ago we significantly overhauled our OHS
program with the goal to bring it to industry best
standards. This year we marked our scorecard
using an independent audit, Australian Standard
AS4802, to fully test our reinvigorated OHS
program, with positive results.

Renewed focus
In the year ahead we face two major challenges:
renewed focus on retaining talented employees
and on technical learning.
The financial services sector wages’ market
has continued to rise sharply and we’ve felt that
pressure. We have scheduled significant work on
remuneration benchmarking to help us attract
more quality people. We believe that with the
opportunities of the collective agreement, we will
be able to competitively package remuneration
to give us a more equal footing with our private
sector competitors. Our staff also need to be
technically proficient. We are developing structured
competency assessment and learning programs
to accelerate technical learning, which will further
enhance their workplace skills.

[of staff are proud of the work State Trustees does]
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Jennifer Tiangco, State Trustees Attorneyships
Consultant, with client Valerie O’Neill

In her youth, Miss O’Neill had fascinating
life. She worked in Foreign Affairs, as
personal assistant to the Ambassador of
French Indochina, then Egypt and Singapore.
She followed this with time as a French
interpreter for the UN in Bangkok.
But her artistic talent drew her to London to study painting (her
portraits are in the background), after which she spent more than a
decade in Thailand as a professional portrait painter and art teacher.
After returning to Australia Valerie developed severe osteoarthritis.
Soon after she came under State Trustees’ care.

People Report
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Our legal
services
Bill is a young man
with bipolar disease
who was living in a park
in Melbourne’s northern
suburbs. One day police
found him in a comatose
state and he was
admitted to hospital.
We met with Bill three
days after receiving the
VCAT Order and found
he hadn’t received any
Centrelink entitlements
for three years. As State
Trustees has a strong
business relationship with
key decision makers at
Centrelink, our external
legal service advocated
for our client to receive a
back payment of his
entitlements for the
missing years.
Last month Bill received
a lump sum of $34,000
from Centrelink. He is
now living in supported
accommodation and is
linked with a local
community mental
health service for both
medication and case
management.

State Trustees’ lawyers use their
legal expertise to help clients resolve
commonly faced legal issues.
Our Client Legal Services professionals provide
legal advice, litigation, conveyancing, and probate
services in relation to a range of matters involving
the administration of represented persons’ affairs,
deceased estates, attorneyships, and trusts.
This year we opened more than 350 litigation
matters and successfully completed 260 of them.
We enhanced overall efficiency by having our legal
practice software, critical for better managing
clients’ legal needs, fully operating for the first
time. We now provide smoother, quality assured
services for our clients.
In Victoria, State Trustees is a major probate
services provider, and a significant provider of
conveyancing services. In the 2006/7 year we
lodged 563 probate applications with the Supreme
Court of Victoria and performed 560 conveyancing
services, the latter enhanced by overhauling and
modernising our conveyancing systems.
Client and Corporate Legal Services now benefits
from having updated knowledge management
software to better track legal advice and opinions.
This reduces duplicated requests for advice and
enables us to better manage legal matters.

Committed to pro bono legal work
State Trustees has a strong pro bono commitment
as part of giving back to our community, carrying
out more than $100,000 worth of free litigation the
benefit of our vulnerable clients this year.
Our goal with pro bono work is to secure our
clients’ financial future. An example is a returned
serviceman suffering from schizophrenia arising
from his military service. State Trustees represented
him in a claim to restore his Commonwealth
pension rights which had been removed by the
Australian Government. Our legal team challenged

$114,987

the federal department’s decision, won his case
in the Administrative Appeals Tribunal, and our
client’s disability pension was restored.
Our goal, however, is to circumvent litigation if
possible using mediation. In fact, we estimate we
avoided 98 percent of potential costly trials over
litigation matters through mediation this year.

We write thousands
of Wills each year
State Trustees is one of Victoria’s largest Will
writers, with our 12 qualified in-house lawyers
completing more than 4,000 this year.
A Will is a legal document allowing an individual
to set out how they want their assets distributed
when they die. Assets could include a house, land,
car, shares, insurance policies, superannuation
entitlements, money, clothes and jewellery, and any
other goods a person has at the time of death.
Having a Will is an imperative for anyone with
assets. The ageing population, and rising house
prices, has alerted people to the importance of
protecting their assets and indicating how they
want these distributed after their death. Receiving
professional Will advice is important as current
legislation specifies that even people who are not
immediate family members can contest a Will if the
deceased had a responsibility to provide for them.
Without a Will, a person is intestate, and under
these conditions their assets are distributed
according to a set legislative formula. This can
be a complex process, sometimes taking years to
unravel as it entails the Supreme Court making
an order to identify beneficiaries. Importantly, it
rarely reflects the precise wishes of the individual
who owns the assets.
It is vital to regularly update a Will, particularly if
relationships have changed, assets bequeathed
have been sold, new assets acquired, or any
beneficiaries have died. We reassess around
2,000 Wills each year due to such circumstances.

[of free legal work done for vulnerable clients]
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Ray Galea, State Trustees’ Intensive
Needs Personal Financial Consultant
with client Kadir Kilinc

Kadir, a young Turkish State Trustees
client, came to us seven years ago.
He had great difficulty coping with
financial activities of daily living. As
part of our support we worked with
Kadir's case managers to assist with
current and future financial needs.
This included funding to assist with
medical costs.
Kadir is now very stable, socially interactive and will soon be
ready to again live independently in the community. Kadir is
a wonderful example of State Trustees being corporately
responsible by assisting in connecting him with the services
within the community who could help him.

People Report
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Our community
service obligation
Our clients are some of the most
vulnerable in the community.
Alice, born with a disability,
had been institutionalised
since her birth in 1955. In
the 1990s, Alice was sent
into the community to live
but had no life skills. She
didn’t speak, had never
looked after herself, and
had little ability to develop
relationships. Her future
prospects looked dim.
Things looked up when
she moved into housing
close to a police station.
She became fascinated
with police cars. Through
our intervention, we
coupled her with an
agency providing work
for the disabled, and she
was delighted to be able
to join a team that washed
police cars in the northern
suburbs. Once she started
work she began talking.
She gained confidence,
friends, and a future.

They include people with intellectual disabilities,
mental illness, or acquired brain injury who need
intensive specialist care to protect and secure
their financial futures.
We partner with government and agencies to
support and encourage clients to maximise their
opportunities. As part of this, we have a Community
Service Obligation (CSO) agreement with the
Department of Human Services, through which
we provide services to the disadvantaged on
behalf of the State of Victoria. Our five-year CSO
agreement ended on 30 June 2007. We agreed
to a three-month extension while negotiations
for the new agreement continued.
Under the CSO, the State of Victoria provides
some funding so that a broad range of services
is available to all, including those who can least
afford it. The CSO covers more than services to
clients subject to a VCAT Order. It is also accessible
to those receiving products and services such as
enduring powers of attorney, executor services,
VCAT–Guardianship List examinations, and some
trust products.

Our funding model
We recognised we needed to review the
parameters on which the CSO contribution was
delivered, while at the same time successfully
maintaining service levels.
Our challenge was to devise a funding model that
encompasses the full range of clients we manage.
Some have strong community support and require
little from State Trustees. Others’ high needs mean
we have to expend substantial people resources
to service them.
To put it simply: Think about someone’s life and
all that involves. Then multiply that by about 9,000
accounting for the number of statutory clients we
have, allow for the complications of many of
these people’s situations, and it creates a picture

of what our consultants need to deal with in
managing many of our clients under VCAT
Orders. With that in mind, over the past year we
devised a funding model attuned to the effort
needed to manage 12 different client categories,
ranging from the lowest to the highest need. This
model was the basis of the new CSO agreement’s
cost structure.

Our challenge
Our ongoing challenge is to ensure we can
continue to provide these services to the expected
standard in the face of changing trends and client
needs. Over the past few years, for instance, we
have seen a trend for an increasing proportion of
clients with high-level needs who require more
consultant time to manage their affairs. These
clients have contributed to our Customer Contact
Centre’s in-bound calls increasing by more than
11 percent this year, to 225,629 calls over the year.
We have a number of programs to handle this
increase in call volume to our Contact Centre. Our
call management plan is for clients who phone
many times in a day with the same request. Our
technology allows us to monitor each client call,
and if we receive multiple calls from a client, for
instance, we work with them to contain their call
to a particular day and time in a week. We try
to give our Contact Centre operators enough
information to anticipate a client’s request. We
are able to determine threads to client calls,
and our system lets consultants place ‘status of
management’ notes against their clients’ records
which helps ease the burden on Contact Centre
staff to some degree.
As a result of the trend to higher-level needs,
and the impact on consultants’ time to manage
their client portfolios, the organisation has
needed to channel resources into servicing
clients at the expense of pursuing other business
opportunities, new marketing campaigns, and
systems developments. We believe the new
CSO agreement will redress this situation.

225,629

[calls to our Contact Centre this year]
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Bruce Bright, State Trustees client relations
consultant with client Olive Berry

Olive Berry is a busy knitter. She never
goes anywhere in her Holloway Aged
Services home, where she’s lived for
eight years, without her knitting bag.
Wherever she sits, she knits small colourful squares which are
later sewn into quilts for needy Ethiopian children. Olive is a
recent State Trustees client. From our very first meeting we
discovered, how committed she is to others less fortunate. By
looking after Olive’s financial affairs, she has time to
concentrate on her community-minded endeavours.

People Report
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Investing in our
community
State Trustees can be trusted to
care about the wider community.
An important aspect
of running any business is
understanding customers’
experiences. This means
revealing those aspects
of service that customers
really value, and
determining how the
business is delivering
against expectations.

As part of our commitment to the community
we fund a number of programs including the
State Trustees Grants Program and ‘connected’
art exhibition. In addition, we administer the
State Trustees Australia Foundation, and manage
charitable trusts.

To get a better
understanding of our
customer relationships,
this year we developed
the Client Value Index
(CVI), a survey creating
a benchmark for future
service standards. We
collected data from more
than 750 individual retail
clients, selected to reflect
those clients who bought
our various products
and services.

The concept was to fund projects that help develop
social networks for both those with a disability
and older people (particularly those housebound,
isolated, living in residential care or supported
accommodation) to achieve improved lifestyles
and capitalise on their opportunities.

From their feedback
about their experience
with State Trustees, we
identified themes and
opportunities that will
help us improve our
future service delivery.

Our Grants Program
We established the State Trustees Grants Program
because we recognised that many community
groups doing great things could do so much more
with a small injection of additional funding.

State Trustees fully funds the Grants Program
as an extension of our already strong community
support. Since launching in 2003 (as the Community
Partnership Program) the grants have made a
difference in community organisations’ ability to
support their members. We involve our staff by
inviting them to self-nominate for the grant
selection panel.
This year we doubled our financial commitment to
$40,000, and distributed grants of up to $5,000
among 11 organisations across Victoria. These were
to buy such disparate items as gym equipment for
people with a psychiatric disability, wheelchairs
for an elderly group and sports wheelchairs for
children with a disability, as well as compost bins
and worm farms so that disabled children could
learn how to care for plants.

Being connected to the community
We at State Trustees are always moved by the
wonderful qualities we see in the many people we
regularly deal with, and are often inspired by the
artistic skill they display. As a result of wanting to

$40,000

expose their art to the mainstream, in 2003 we
launched ‘connected’, a major art exhibition of
contemporary works by Victorians with a physical
or mental disability.
State Trustees developed and funded the concept
in partnership with Arts Project Australia, as a
way of giving support and recognition to an
under-represented group of Victorian artists.
Over the years since its inception, more than 200
artworks have been displayed and sold to the public.
Most years the then Treasurer of Victoria, the Hon
John Brumby MP, now State Premier, has opened
the exhibition, which for the past two years has
been held at Melbourne’s iconic Federation Square.

The gift of giving
State Trustees has the experience of having
managed trusts continuously for more than 60
years. Charitable trusts, and in particular State
Trustees Australia Foundation (STAF), offer
individuals and companies an effective way to
donate money to Australian charities if they don’t
have particular charitable beneficiaries in mind
when they write their Will.
STAF is a public charitable trust largely funded
by individuals via their Will or by donations. The
Foundation provides income in perpetuity from
bequests and donations to Australian charities as
grants. Where donors haven’t specified a charity,
the STAF Trustee decides. Last year it distributed
almost $1 million.
State Trustees also manages numerous private
charitable trusts, many established from specific
bequests. These are typically managed to serve as
a perpetual source of income for their nominated
charity or purpose. They include trusts such as
the Caxton Commemoration Fund, set up to help
relieve distress experienced by bona fide journalists,
pressmen or persons engaged in literary pursuit;
the MA Ingram Trust, established to support
preserving and studying Australian birds and
mammals; and the Elsie Murray Trust, designed to
help indigent people living in the Echuca district.

[worth of grants given, double last year]
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Morgan Checkley, Chris Donohue,
and Jarrod Laing, participants in the
Interchange Outer East program

Morgan, Chris and Jarrod have
been partaking in Interchange Outer
East’s activities for most of their lives.
These playful young adults are looking
forward to getting out in the wild and
experiencing the joys of camping –
another of life’s wonderful offerings.
Interchange Outer East was one of the 11 groups receiving
funds from our State Trustees Grants Program this year. This
non-profit organisation’s grant was to buy camping equipment
to enhance the 60 camps they run each year for the young
people with a disability in Melbourne’s outer east.
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Dementia is a
major concern
As people live longer, their chance
of developing dementia increases.
We found Jack, a retired
horse strapper, living in an
unused stable at Caulfield
Racecourse. He had an
age-related mental illness
and needed support.
In the weeks after we
took Jack on as a client,
we visited him regularly to
build trust. On assuming
the case we discovered he’d
accumulated 10 years’
worth of pensions, which
we invested on his behalf.
We also found he had a
brother in Bendigo. We
reunited them after years
of being estranged. When
Jack agreed to move to
Bendigo, we explored
accommodation options
and organised for him to
be accepted into an aged
care facility in the town.
He is now living in comfort,
and has a secure future.

Dementia – the range of illnesses causing a
progressive functional decline – is at epidemic
proportions, with an anticipated 56,000 Australians
being diagnosed with dementia this year alone. In
Australia, dementia is a leading cause of death in
those over the age of 65 years. After depression,
dementia is the biggest cause of disability burden
on the community. In a decade it will surpass
even depression.
Access Economics has anticipated that by 2050,
when the birth rate has increased by only 40 percent,
the community will need to cope with an estimated
327 percent increase in the number of people with
dementia if a cure hasn’t been found.
For nearly five years, State Trustees has provided
ad-hoc support to Alzheimer’s Australia Vic, mainly
through contributing profits from our State Trustees
Charity Ball. This year, when we were approached
to sponsor the ‘Through their own eyes’ exhibition
featuring photographs of ‘favourite things’ by
14 people in the Geelong area who live with
dementia, we decided to formalise our relationship
with Alzheimer’s Australia Vic.
We donated nearly $50,000 to develop and promote
the exhibition, and help create appreciation of
World Alzheimer’s Day in Victoria. Held at the
National Gallery of Victoria, it was launched by
Professor David de Kretser AC, Governor of Victoria.
We will continue to support Alzheimer’s Australia
Vic’s work because people living with dementia
play an important part in what we at State Trustees
do on behalf of the government and community.

Elder abuse – the ‘silent crime’
As part of contributing to the community, we have
taken a leading advocacy role in respect of elder
abuse. This ‘silent crime’ is becoming increasingly
prevalent, with financial exploitation and abuse
of older people by family and other trusted people
emerging as a mainstream issue in Australia.

1,663

Every year we see many instances of older people
being taken advantage of by those who they most
trust. Rising living costs, an ageing population and
the housing boom have all contributed to elders
becoming vulnerable.
While elder abuse can involve physical abuse,
property damage, acts of intimidation and
humiliation, unwanted sexual advances or acts,
or abandonment and failure to provide adequate
care, a very common form of elder abuse is
financial exploitation.

What is financial elder abuse?
Financial abuse includes such things as taking or
misusing money or property, forging or forcing an
older person’s signature, misusing ATMs and credit
cards, and cashing an older person’s cheque without
authorisation. It also includes misappropriating
pension funds, persuading an older person to
change their Will or insurance policy, or getting
them to sign a Will, deed, contract or power of
attorney through deception or undue influence.
It is anticipated that over the next 20 years, billions
of dollars in assets will be transferred from older
to younger generations through exploitation that’s
not in accordance with the older person’s wishes.
More than 50 percent of those abusing the elderly
are their sons and daughters, with spouses the
next highest offenders. What is distressing to us is
that the abusers of these elders are often those
who have been given enduring power of attorney
over their affairs.
We recognise that a key way to curtail this
appalling trend is to raise awareness. As part
of this, during the year we sponsored the public
seminar ‘Ageing, ageism and abuse’ run by the
Elder Abuse Prevention Association. On an
individual level we pursued people, generally
through legal action, who we believed had
financially abused an elder community member.
We intend to continue placing our organisation
at the forefront to heighten awareness of this
insidious crime.

[enduring powers of attorney written this year]
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Professor David de Kretser AC,
Governor of Victoria,
with Colin Goldberg

Colin Goldberg was a builder who,
after an accident in the 1980s,
was unable to ply his trade. He
found a creative outlet in carving
splendid small objects, his
favourite being Polar bears.
These days Colin lives with dementia and can no
longer remember how to carve. But he photographed
his carvings as his contribution to the ‘Through their
own eyes’ exhibition. Governor de Kretser opened
Alzheimer’s Awareness Day at the NGV, which
featured the exhibition, also displayed in Geelong.
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