
Speaking to delegates at Comcover’s 
half-day seminar on The Role of Risk 
Management in Improving Performance 
and Achieving Effective Governance, 
Mr Gillian described risk as a “whole-
of-organisation activity”. He said 
there was a convergence between the 
development of a new professional risk 
environment with corporate governance 
issues “which are bringing the executive 
and the board into line with the rest of 
the organisation.”

He said risk management needed to 
be understood at the upper levels of 
an organisation - the executive and 
the boardroom - so that parameters 
for risk could be either accepted or 
rejected in line with their contribution 
to achieving corporate goals and 
objectives. “You get this wrong,” he 
said “and the process of identification 
of risk falls on infertile ground loosing 
its focus. So we’re constantly focusing 
on things like the strategic goals of the 
organisation, their policy implications 
and paths to implementation.”

Mr Gillian said “In the old days ... [you] 
could develop your strategy and put in place 
your structure and then forget about it. 
We can’t afford to do that today. Structure 
is important but has to be flexible, it needs 
to be able to respond to an ever more 
rapidly changing environment. Sure you 
need to have certain levels, particularly of 
authorities and accountabilities, but we 
need to make sure that the delegation of 
decision making is a robust dynamic two-
way process.

“Organisational context is critical to 
understand if we want to leverage 
ourselves into a risk managed 
environment or develop and change 
existing ones.

“But organisations need to make sure 
that when they make future plans and 
when they move towards them that 
the resources, both capital, people, 
time, systems that are deployed, are 
actually going to achieve those goals 

and get a return for them. To my mind, 
organisations that fail in achieving 
strategic objectives, do so through 
implementation failure, because they 
do not fully understand their own 
capability or competencies.”

Mr Gillian said a strategic plan had the 
potential to bring about major change 
in an organisation, but often didn’t 
because it was not implemented well.

Unless there was constant engagement 
between strategy generators and 
strategy implementers, the strategic 
process could often lead to frustration, 
tie down resources “and achieve very 
little.” He said there was no such thing 
as a fixed solution to problems of 
successful risk management, or a single  
strategy formula that was assured  
of success.

Strategy plans implied agreement by 
large sections of an organisation about 
what they wanted to achieve and how 
to achieve it. They also require clear 
and comprehensive policy to ensure 
successful implementation and resource 
allocation. Finally, they also need 
relevant and measurable KPIs to ensure 
that objectives are being met.

 He said a strategy plan was essentially 
a “road map” or a guide for a whole-of-
organisation approach. 



Dr Porteous, formally Manager Procurement and Business 
Support Branch in the Department of Family and Community 
Services, began by reminding delegates of the four dimensions 
of governance: setting direction; ensuring results; dealing with 
the unexpected; and making everyone stick to the rules.

Hearts, he said, represented the “first challenge” of engaging 
the senior executive in managing strategic risks. “Strategic 
risks can’t be managed by project managers or directors in 
middle management. They have to be handled at the top 
levels because these are the things most important to the 
organisation,” he said. 

“The reason I chose the Heart suit is that strategic risk is close 
to the heart of the organisation, both to what it values and also 
to the heart of what it needs to achieve.”

Dr Porteous said Spades stood for “doing the spadework” by 
managing risks to ensure delivery, especially using project 
management techniques. “But risk management isn’t just 
important at the start of a project,” he said. “Project closure 
is rarely done well. That means a lot of corporate knowledge 

goes down the metaphorical drain. Look at the effectiveness of 
your treatments and pass that on to other people.”

Diamonds, he said, represented emergent risks or the 
unexpected: “because as you hold a diamond up to the light 
and the facets flash, you never know quite which bit is going 
to flash but when it does it’s striking. We need to be able to 
cope with the unexpected. But the most common failures are 
due to the delay before we start to respond to the problem. 
We need to have mechanisms in place to respond quickly to 
things as they arise.”

Finally, Dr Porteous said Clubs represented the “club of 
compliance”. However he said it was more than just achieving 
compliance for the sake of conforming. He explained the real 
purpose of ensuring compliance was to protect reputations. 

Dr Porteous said there was no magic recipe for making 
organisations well governed, but said his metaphorical deck 
of cards was aimed at providing delegates with a quick way to 
remember the essential ingredients from a risk perspective.

Dr Porteous said strategic risks that go across the whole of 
an organisation could often be overlooked. “These are often 
risks that come from outside the organisation, so they can 
be difficult to identify. But it’s important to make the effort, 
because when you reflect on them, they’re risks to the key 
things you want to achieve. They’re the big things. They 
usually affect the whole organisation.

“One of the reasons that they’re often poorly addressed is 
because they’re so big and so fundamental that they require 
significant resources. The strategies required may not just 
involve dollars; they may involve changing the culture or 
changing business processes.” Dr Porteous said that because 
risk treatments compete for resources they need to be 
identified early as part of the business planning cycle, before 
resources were committed elsewhere.



“It’s one of those things that we adopt, we try and we test, 
so there needs to be constant engagement in the process of 
strategy development and implementation, both by those that 
are implementing and by those that develop those concepts 
in the first place.”

Mr Gillian said stakeholders were also a crucial element in 
the process and stakeholder analysis was a vital tool for “the 
strategic mind”. “Because understanding your stakeholders - 
to grade them between those with power, without power, those 
that like us, those that dislike us and those that are by and 
large ambivalent to whatever we do - enables us to determine 
what kind of information we extract from what often appears 
to be this big amorphous thing called context.”

Stakeholder analysis provides both the risk focus and risk 
context. It was important to understand stakeholders’ 
expectations and needs, especially those who represented 
potential threats, plus those who were uncommitted but who 
could be swayed for or against any particular strategy.

Also vitally important, said Mr Gillian, was culture and good 
governance, which he described as “the glue” that holds an 

organisation together.  Mr Gillian illustrated this point with 
Mr John Fletcher’s takeover of Coles Myer in 2001. 

Mr Gillian told of how Mr Fletcher set about demolishing the 
senior executive floor, which was never occupied at any one 
time by more than two individuals of the Melbourne office 
building, selling artworks to pay for the work and moving 
his office to be closer to staff. This sent a powerful signal for 
change and “Myer has been moving along ever since,” said 
Mr Gillian.

“The important thing about these outcomes is they don’t have 
to be financial. At the highest level it’s a matter of significant 
change, directional change, redirection of resources.

“The essential elements for any strategic implementation 
to be effective are they have to be driven by the executive. 
We need to gain commitment for the process from all staff 
and the process needs to be communicated well. Two-way 
communication, open communication – we need to look at 
learning those.”

The establishment of the Cabinet Implementation Unit 
(CIU) within the Department of Prime Minister and Cabinet, 
to manage risks around the implementation of government 
policy, is already having an impact on the implementation and 
delivery of key government policies. 

The model adopted by the CIU ensures that implementation 
is regularly reported on, that key policies have implementation 
plans in place and that there is accountability and responsibility 
for the delivery of critical policy milestones.

This was the message Dr Wayne Beswick, a Senior CIU 
Adviser with the Unit, gave delegates attending Comcover’s 
May 6  Getting Wired seminar. Dr Beswick said the Unit had 
improved the oversight and implementation of government 
policies and served as “a circuit breaker” when emerging risks 
– often not anticipated for entirely legitimate reasons - needed 
to be identified. 

“Government’s traditional focus on policy tended to treat 
implementation and how that policy is to be achieved as 
a lower level issue to be subsequently considered,” said Dr 
Beswick. “By requiring these issues to be put before Cabinet at 
the point of decision, you get a clearer understanding between 
government and government agencies of what has to be done 
to implement the measure, what it will mean on the ground, 
and a better sense of the risks and how they will be handled,” 
he said. Dr Beswick said the Secretary of the Department of 
the Prime Minister and Cabinet, Dr Peter Shergold, was very 
firm about the need to reassess the value of work that went 
into implementing and delivering policy. 

When Dr Shergold launched the CIU in late 2003 he said: 
“Much can be done prospectively by bringing implementation 
issues to the fore in policy development and decision making 
and ensuring that implementation is properly planned, 
resourced and monitored. A great deal can be achieved 
retrospectively by monitoring and feeding back information 
on implementation to the decision makers, so that delivery 
problems can be overcome and policies reviewed and refined.

“Ideally policy objectives should be foremost in the minds of 
those who deliver programmes: conversely, experience on the 
ground should influence the iterative redesign of policy and 
administrative procedures.”

To illustrate the CIU’s emphasis on regular reporting,  
Dr Beswick outlined the thinking behind the ‘traffic light 
report’, which presents agency reports on progress to the Prime 
Minister and to Cabinet on key measures across government, 
in the form of a standard traffic light report. Slippage against 
milestones triggers amber and red lights and, where necessary, 
follow-up action also reported to Cabinet.



Comcover’s interactive panel discussion at the May Getting 
Wired session gave delegates the opportunity to question 
the experts on issues such as how to engage CEOs in risk 
planning, the importance of good governance and how to 
integrate risk management into organisational planning and 
business activities.  

All three speakers, Mr Warren Gillian (Deputy Director 
Australasian Risk Management Unit, Monash University), 
Dr Wayne Beswick (Senior Adviser Cabinet Implementation 
Unit, Department of Prime Minister and Cabinet) and Dr 
Robert Porteous (formerly Manager Procurement and Business 
Support Branch, Department of Family and Community 
Services), commented on the importance of engaging all levels 
of the executive in risk identification and planning.

Dr Porteous identified the need for CEOs to nominate 
the risks they would personally manage and those the 
management group would be responsible for - keeping in 
mind that everyone in an organisation should be responsible 
for risk management.

Dr Beswick said strong support from Department of Prime 
Minister and Cabinet Secretary, Mr Peter Shergold, for 
its mission, had given the agency the capacity to “drive an 
enormous amount of change from the centre to the periphery”. 
“It’s a good instance of how a bit of forethought can lead to 
significant benefits further down the track,” he said.

Mr Gillian said people needed to be empowered to respond 
at their own levels to deal with emerging situations.  
A “command and control” mindset could see concerns focussing 
on responsibility rather than accountability. The central issue 
came back to good governance, with accountability systems and 
delegation of authority the best way to deal with issues as and 
when they emerged. 

Dr Porteous said good governance was an important key 
to developing risk treatments and to avoid failings such as 

staff shortages, poor accountability frameworks and crisis 
management. Weaknesses in implementation, decision 
making and follow through could all be attributed to poor 
governance, he said.

His own department had made very big commitments 
to the management of programmes and projects, and the 
formalisation of risk in business and project planning was 
“spreading through the organisation” and creating a very 
useful risk framework.

“You need all the staff to understand they have to have the 
skills and tools and the information and that has to roll 
up through the whole of the organisation, through good 
governance supported by good reporting, clear accountability, 
good planning processes and clear goals,” he said.

A good piece of risk management advice: don’t let your CEO 
miss the 2005 Comcover CEO Forum, a key event for all 
CEOs where high profile speakers provide an insight into the 
challenges they face within the public sector.

Committed to improving risk management practices across 
all levels of government, the forum brings together CEOs to 
discuss their organisation’s risk management experiences: the 
challenges they faced, the strategies they developed, the reforms 
and initiatives they implemented. The information gleaned will 
be invaluable for any CEO in dealing with future uncertainty.

A formal invitation will arrive by the end of August, but to 
ensure your CEO’s attendance, mark the date in their diary 
today. They simply can’t risk missing it.

Venue: The Lobby Restaurant, King George Terrace, 
Parkes, ACT

Date: Thursday 22 September 2005

Time: 7.30am to 9.00am



International SOS is the world’s largest medical assistance 
company, with Alarm Centres located in 28 cities around the 
world operating 24 hours a day, offering local knowledge and 
logistical support.  In addition, there are further offices and 
remote locations complementing the Alarm Centres to provide 
extensive and global access to assistance for emergency services.

For any medical advice before travel, Travellers can contact 
the Sydney Alarm Centre to speak to a doctor regarding issues 
such as vaccinations, local health concerns at their destination, 
personal medical problems or access to medicines.

Whenever overseas, it is important that you carry a Comcover 
Member Card issued by International SOS. This card gives 
you Comcover’s membership number and contact details 
for International SOS. Cards are available from Comcover 
Member Services (1800 651 540).

For assistance on any medical issues when overseas, call the 
Sydney Alarm Centre reverse charges on +61 2 9273 2781.  
You will need to identify yourself as a Comcover Traveller, by 
quoting the Member Number on your Comcover Member 
Card.  The doctor on duty will discuss your problem and 
recommend a course of action. This can be as simple as advice 
and reassurance, extending to referrals to a local medical 

provider, arrangement of hospital admission, or in case of 
emergency, medical evacuation.

Before travel, Travellers can log on to a Comcover dedicated 
International SOS website, using the Comcover Member 
Number, to access a variety of useful and important 
information (www.internationalsos.com).  This information 
includes updated country travel guides, visa requirements and 
useful tips, registration for country specific email alerts on 
medical and security issues and provides a complete list of the 
International SOS Alarm Centres and their contact details.

An International SOS representative will be presenting at the 
Comcover Information Session on 29 July 2005 at the National 
Museum of Australia.  The International SOS representative 
will provide additional information on the emergency medical 
and travel assistance services available to Comcover Travellers.  
To register or find out more about this event please contact 
Comcover Member Services on 1800 651 540.

There are a lot of pieces that go into making an effective risk 
management framework. To help take some of the puzzle out 
of putting those pieces together, don’t miss the August Getting 
Wired seminar.

Up for discussion will be three key puzzle pieces: enhancing a 
risk management monitoring and reporting framework; turning 
your risk management programme from a house of cards into 
a citadel; setting the foundations; and improving programme 
delivery through effective risk-based contract management.

Getting Wired is your chance to learn from and quiz speakers 
who constantly raise the bar in risk management practices. 

Our next seminar promises to raise the bar yet again, with 
a detailed look at how you can put all the pieces together in 
managing risk efficiently and effectively. Don’t miss it!

When: Friday 19 August 2005

Where: Federation Ballroom,  
Hyatt Hotel, Commonwealth Ave, Canberra

Registration: 8.30am

Seminar: 9.00am - 12.30pm

Followed by a networking lunch



Comcover Director, Risk Management, 
Ms Tracie-Ann Maher, said the day-long 
session was “the first time Comcover 
had done a top-to-toe training session 
across an organisation with not only 
internal stakeholders, but also in this 
case, external stakeholders attending. 

“We had to make sure the training 
session provided the right amount 
of theory and practical hands-on 
information,” she said. “We had to 
get the balance right. We also had to 
be aware of the particular problems 
joint management might pose when 
identifying risks.”

According to Mr Bubi Gerber, the 
Chief Executive Officer of Wreck 
Bay Enterprises Limited (WBEL), 
the commercial company established 
by the Koori community to manage 
service contracts in the Park, the session  
was “very professional, very timely and 
spot on.”

Mr Gerber said the session gave his staff 
the framework they needed to develop 
their upcoming three-year strategic risk 
management plan. He said this sort 
of training was also critical as it is 
agreed with Parks Australia that the 
Community will eventually take on the 
sole management of the Park.

Commenting on the session, Mr Scott 
Suridge, Parks Australia’s Manager at 
BNP, said that while most community 
members of the BNP team had a basic 
understanding of risk management 
through their work at the Park, none 
had been exposed to any formal 
training, and certainly not as a team.

He said that the day of formal training 
had given both the Park’s staff and 
members of the WBEL team the 
procedures and frameworks to identify 
key risks and the resources that should 
be allocated.

“The really big benefit to me of the 
formal training session is that as a team, 
we now have a shared understanding 
of risk management issues and 
frameworks. The staff now has the 
training and know-how to apply these 
principles on a day-to-day basis.”

Mr Suridge said he appreciated the fact 
Comcover had been flexible enough 
to deliver a course onsite at Jervis Bay. 
“This was a huge benefit to us because 
it meant all staff were able to attend,” 
he said.

Parks Australia’s Risk Management 
Coordinator Dr Peter Coyne echoed 
this sentiment and said he hoped 
onsite training by Comcover could be 
extended to other national parks.

“Training in the field is a fantastic 
opportunity. It means everyone can 
attend and learn how to apply risk 
management to specific issues they face 
day-to-day. Risk management is often 
done at a subconscious level, but it 
needs to be part of a broader strategic 
plan, and that is what the training day 
gave our staff at BNP.”

BNP is a major regional attraction 
in the Shoalhaven (Jervis Bay) area 
of NSW that provides nature-based 
experiences including camping, picnic 
facilities and educational programmes 
on Aboriginal culture. It attracts 
around 450,000 visitors each year and 
has the only Aboriginal-owned Botanic 
Gardens in Australia.



Speaking at Comcover’s March Champion Forum,  
Mr Pieter Schoots, Centrelink’s Business Manager for Business 
Continuity and Emergency Management (BC&EM), gave 
delegates an insight into how Business Continuity had been 
successfully implemented within Centrelink - no mean feat 
when you consider Centrelink has over 25,000 staff at 1,000 
sites and 25 client agencies. 

Mr Schoots said BC&EM plans were developed for their 
whole organisation and covered national, area and local 
responsibilities. He said each plan had defined roles and 
responsibilities that were regularly tested and reviewed, and 
that templates, checklists and pro-formas ensured minimum 
standards were always met.

Mr Schoots said the essential requirements for planning 
included:

• flexibility
• a core team of staff that can react quickly and effectively
• innovative thinking
• timeliness
• good communication and
• strong networks with other relevant agencies.

Comcover’s Champion Forum series sees agencies that have  
scored highly against individual KPIs in the annual  
Benchmarking Survey share their secrets of success. The forums 
are held quarterly.

 

Fund Members attending the official launch of the new 
Comcover Member Services (CMS) unit at the National 
Museum of Australia in April heard how insurance and risk 
management services and programmes would be streamlined 
under the new service provider agreement.

Comcover National Manager Ms Stacie Hall told attendees 
that the appointment in 2004 of Aon Risk Services Australia 
Ltd as the new Comcover Member Services provider reflected 
a “strong cultural shift within Comcover.

“When Comcover went out to tender last year for this contract 
we were very clear that we were looking for a partnership and 

a service delivery model that streamlined our approach to 
delivering our insurance and risk management services.

“We no longer wanted to offer these to our members through 
two entities: it is key to our future that CMS is the first point 
of contact that all agencies have with Comcover, regardless of 
the enquiry.

“As an organisation we are embracing the philosophy that 
risk management and insurance are interrelated and indeed 
inseparable issues and our decision to merge our service 
delivery to a single point was, in its simplest form, a signal 
to our agencies that both aspects should – and could – be 
handled by a single point in their business, or at the very least, 
crossover with each other on a regular basis.”

CMS Manager Ms Fiona Scott said CMS was effectively now 
Comcover’s “service delivery arm” and should be regarded 
by Fund Members as their “central point of contact” for 
all enquiries relating to insurance advice and premium 
calculation; claims processing; risk management, advice and 
assistance; training and event participation; benchmarking 
and the Awards for Excellence; updating contact details; and 
Comcover RiskConsole.

She said that to service Comcover and its customers, Aon 
had set up an additional office in Canberra where the bulk of 
the CMS team would be based, with account managers also 
appointed nationwide to ensure agencies had access to local, 
personalised service.

Ms Scott said the new RiskConsole system boasted a number 
of features, particularly for those agencies with a large number 
of claims. Key amongst these were the ability to analyse the 
effects of loss control programmes; measure their performance 
against Key Performance Indicators; and analyse credible loss 
and exposure data and ratios.

Ms Scott said agencies could contact CMS 24 hours a day on 
1800 651 540 or by emailing comcover@comcover.com.au.



She said these types of systems were more likely to destroy 
value than anything else, as they can fail to help an 
organisation identify and harness opportunities - the other 
side of the risk equation.

“Understandably, organisations are often looking for simple 
solutions - and why not - complexity is overrated. Risk 
management doesn’t have to be complex, but I believe it has 
to be comprehensive to be effective, to help your organisation 
achieve its strategic objectives. What we are searching for is a 
simple, but not simplistic, solution.”

Speaking at the Integrated Risk Management for Government 
2005 conference, held at the National Convention Centre in 
Canberra in late June, Ms Hall outlined the features of an 
effective risk management system. She said some of the more 
important features included:

• incorporating a strong risk management focus into an 
organisation’s processes and culture

• aligning reward and disciplinary mechanisms with strategic 
risk management goals

• reporting to the board
• continually evaluating the risk management system and
• having a horizontally integrated system that cuts  

across silos.

Ms Hall also provided delegates with tips on how they could 
improve their risk management integration. These included:

• keep things simple and dynamic
• get board members onside
• sell the benefits of integration
• embed risk assessment into business planning 
• identify and lobby key influencers
• get stakeholders to buy into the process through 

consultation
• use common risk language and concepts
• communicate
• identify and train experts and
• include risk management responsibilities in job descriptions 

and performance agreements.

Ms Hall also spoke about the opportunities for integration 
and said incorporating risk analysis through templates and 
workshops into business planning provided perhaps the 
biggest opportunity. “What I’d like to see is all organisations 
align their risk planning cycle with their business planning 
cycle. But don’t forget there are plenty of opportunities for 
integration in compliance, insurable and operational risk 
management as well.”

Finally, Ms Hall gave delegates an eight-point checklist to 
assess how well they were performing as risk managers. She 
said good risk managers should be accessible and approachable; 
be the first person anyone calls when they have a good idea 
or a problem; be engaged at the beginning of a project; have 
a helicopter view of the organisation; be able to garner senior 
executive support; be results driven; be able to get the best out 
of people and be able to think creatively.

The end of the financial year is always 
busy for the insurance team. June 30 is 
the renewal date for all Fund Member 
policies, as well as reinsurance policies 

we buy from the market. This annual 
renewal process gives us the chance to 
review our policy content and cover, 
and in particular, make sure our policy 
reflects the terms and conditions offered 
by reinsurers.

As we purchase reinsurance from 
approximately 70 different companies 
– many of which are located overseas 
– meeting face-to-face and assuring 
them Comcover understands and 
manages its risks well allows us to 
negotiate competitive terms and 
optimal pricing.

In April this year our National 
Manager, Ms Stacie Hall,  
and I travelled to London to meet with 
our reinsurers and detail the Fund’s 
achievements over the previous 

12 months, as well as the excellent 
work being done by Fund Members  
in risk management. 

I’m happy to report that our trip 
was very successful. We negotiated 
favourable renewal terms and have 
been able to maintain the same level of 
cover for 2005/06, which is reflected in 
the new Comcover Insurance Policy. 

When you look at the Policy for 
2005/06 you’ll also note it provides 
terrorism cover for employees travelling 
overseas - included in the standard terms 
and conditions for the Official Travel 
Overseas policy - after we received a 
number of requests from members. 
An information session is scheduled 
for late July to discuss the new cover. 
For the full story please refer to page 5.



The past three months have been very 
busy for us at Comcover with lots of 
planning underway. So I’d like to take 
this opportunity to update you on 
what’s been going on behind the scenes 
and some key activities that will be 
happening over the coming months.

But before I do that, I would like to 
thank all those agencies that took part 
in this year’s Benchmarking Survey. It 
was great to see that agency participation 
was at its highest since the Survey began, 
with 69 per cent of agencies taking part. 

As risk and insurance managers I’m sure 
you will appreciate how taking part in 
Comcover’s Benchmarking Programme 

can deliver significant benefits. Regular 
participation allows agencies to measure 
their results across each annual Survey, 
and in so doing, identify areas where 
improvements may be required. 
Secondly, agencies can use the results 
to guide development of their risk 
management framework. And third, 
the Survey also allows Comcover to 
understand how overall, those agencies 
within the general government sector 
manage risk.

Comcover will be analysing the 
benchmarking results and those 
agencies that were  identified as either 
basic or elementary against specific 
KPIs or overall, will be offered the 
opportunity to access the specialist 
risk management skills and experience 
of the Comcover Risk Management 
Panel. Since July 2003 the Comcover 
Risk Management Panel has worked 
with agencies to not only develop their 
risk management frameworks but also 
tackle some of the more challenging 
components of implementation, 
such as how best to monitor and 
report risk and provide advice on the 
development of strategies to address 
the most effective way to communicate 
risk within an organisation.  

Comcover is now in the midst of 
preparing for the 2005 Comcover 

Awards for Excellence and we hope 
to see even greater participation this 
year. Consistent with previous years we 
will continue to offer those winning 
agencies a discount on insurance 
premiums for 2006-07. But Comcover 
also wants to give agencies the chance to 
access the skills of the Comcover Risk 
Management Panel when developing 
their nominations. 

To provide agencies with a greater 
understanding of the objectives of the 
Awards programme we have also planned 
an information session to be held on  
9 August (11am - 12.30pm). Information 
on this session will be emailed to all our 
insurance and risk management contacts 
in the coming weeks.

And finally, a date we would like you 
to pencil into your CEO’s diary, the 
Comcover CEO Forum 22 September 
from 7.30am – 9.00am. We will be 
inviting all Portfolio Secretaries, 
Management Advisory Committee 
(MAC) member heads and CEOs in 
the coming weeks. 

Should you have any queries 
about accessing Comcover  
Risk Management Panel services or 
developing your agencies nomination 
for the Comcover Awards for Excellence,  
please ring 1800 651 540.

This is your chance to shine. The 
2005 Comcover Awards for Excellence 
recognise and reward true leaders in risk 
management. There are five categories 
for potential success and your agency 
could be a winner in any one of them. 

The awards profile agencies that have 
systematically embedded innovative 

risk management practices. They also 
highlight the substantial ongoing 
benefits of risk management in achieving 
the current and future outcomes of 
Australian Government agencies.

If your agency has what it takes 
to be rewarded as a leader in risk 
management practices, now is the 

time to act. Nominations open on 22 
July and close on 29 September. For 
assistance in developing your agency’s 
nomination, contact the Comcover 
Risk Management Panel.

For all enquiries contact 1800 651 540 
or email comcover@comcover.com.au.







Comcover now has the results of its 
2004 Customer Survey and we would 
like to thank all Fund Members who 
took the time to complete it. We value 
your feedback as it helps us deliver on 
our commitments to our customers, 
as reflected in our Customer Charter. 
These commitments include providing 
value for money services and providing 
exceptional risk management and 
insurance expertise and advice.

With a high participation rate of 73% of 
Fund Members, the 2004 Survey found 
that 92% of Comcover customers were 
“extremely satisfied or satisfied” with 
services provided over the past 12 months, 
with only 2% expressing dissatisfaction. 
We believe this very positive result reflects 
the strength of the partnership developed 
between Comcover and our customers 
over the years.

The levels of satisfaction with all areas 
of Comcover services have improved 
significantly since 2003. This is 
particularly pleasing because we at 
Comcover are always striving to improve. 
We reassess and finetune our objectives 
each year. While generally confident we 
are on the right track it was pleasing that 
the survey reinforced this, because we 
continually strive to think about what 
more we can offer, what our customers 
need, and how we can excel?

The 2004 survey was again conducted 
by Colmar Brunton Social Research 
and focussed on three key areas:

• Overall satisfaction 
• Value for money 

• Specific insurance and risk 
management services.

Comcover scored the highest overall 
satisfaction rating since the survey 
commenced in 2001. Only 2% of 
customers were “extremely dissatisfied 
or dissatisfied”. Of the 2% that were 
unhappy, key issues of concern included 
the flexibility of insurance cover,  
the tailoring of services and the level  
of premiums.

When it came to value for money, 83% 
of customers were “extremely satisfied 
or satisfied”. Only 4% were “extremely 
dissatisfied or dissatisfied” and 13% 
“neither satisfied nor dissatisfied”. 
Improvements suggested by the 4% 
dissatisfied with value for money 
included more face-to-face contact, for 
seminars to be run outside Canberra.

Customers were also asked about 
specific insurance and risk management 
services, including delivery aspects. 
Satisfaction rates with specific services 
trended upwards from 2003 to 2004. 
Satisfaction levels were highest for:

• Service in relation to management of 
claims – 95%

• Comcover’s willingness to visit 
agencies – 94%

• Seminars and information sessions 
– 94%

• Services provided by Comcover Risk 
Management Panel – 92%

• Comcover’s knowledge of insurance 
- 92%

• Comcover’s Awards of Excellence 
– 91%.

Satisfaction rates were lower for:
• Comcover’s Risk Management 

Benchmarking Programme – 78%
• Quality of risk management advice 

– 78%
• Comcover’s administrative 

requirements in terms of insurance 
– 77%

• Comcover’s administrative 
requirements in terms of risk 
management – 74%

• Tailoring of services to meet agency 
needs – 73%

• Flexibility of insurance cover – 71%
• Level of premiums – 54%.
Particular areas of focus in the coming 
year include the level of premiums and 

better tailoring of our services to meet 
customer needs. As a consequence of our 
work in these areas in recent months, we 
now expect premiums for 2005-06 will 
reduce by approximately 10% for most 
Fund Members. We also aim to provide 
further reductions in future renewal 
periods. Comcover has also recently 
commenced a pilot risk profiling project 
to assist us in better understanding 
the risk exposures of individual Fund 
Members. Once the results of this pilot 
are available later in 2005, Comcover 
expects to be able to provide more 
tailored insurance cover, in relation to 
excesses and limits of cover.

We are very pleased with the overall 
results and are confident that the 
feedback gathered will help inform 
future directions for Comcover.  Again, 
I want to say thank you for your 
continued support and contribution 
towards the survey. Without it we 
would not have the rich information 
to help us go forward and meet our 
business objectives and commitment to 
you, our customers.

 

Stacie Hall 
National Manager


