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Flve years of
successiul partnering

Masthead celebrates a five-year
partnership with
month, fulfilling
its founding objective to assist
their
independence, remain in business
and succeed in their practices.

“Masthead has

played a role
in the industry
on many
levels to assist
members
through
uncertain

times.’

“Business challenges have not

independent
brokers this

members to retain

become easier for brokers

since Masthead was launched
in October 2004, says lan
Middleton, Masthead Managing
“But Masthead has

played a role in the industry on

Director.

many levels to assist members
through these uncertain times.”

Masthead has proven itself to be
a competent partner throughout
the years, swiftly establishing its
role as South Africa’s number
one support organisation for
independent brokers. Currently
Masthead’s membership comprises
some 2 400 financial service
provider members and almost
3 000 individual broker members.
“Our immediate objective when
Masthead was launched in 2004
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was to help brokers obtain their
FAIS licences. Our team assisted
close to | 000 brokers to do
so. Today we focus on helping
brokers retain their licences
and we conduct more than
10 000 FAIS audits and face-to-
face assessments each year;” says

Middleton.

Masthead’s work in compliance

goes beyond FAIS and FICA.

According to Middleton, it’s
about risk management. “We
help our members to implement
a holistic risk management plan
in their businesses. This includes
ensuring that members have
taken steps to meet their Fit and
Proper requirements.”

“We also provide opportunities
for members to stay abreast
of industry and other issues
that affect their ability to run
successful  businesses,”  says
Middleton. The Masthead annual
professional development days
for members, hosted in several
regions countrywide, provide a
platform to discuss important
industry topics while enabling
members to network with
each other and with Masthead’s
product partners and suppliers.

Innovative benefits
Members have also benefited
through the innovations and
benefits that Masthead has
added to its holistic service
offering that aim to simplify
business processing. Many of the
enhancements were developed
as a direct result of input from
members themselves.

To optimise members’ most

scarce  resource -  time,
Masthead continually seeks to
reduce duplication, complexity
Last

introduced a

and administration.
year Masthead
standardised range of frequently
used business forms, such as
change of address notifications.
These forms are accepted by all
of Masthead’s product partners.

“We've received great feedback
about these,”
says Andre le Roux, Head
of Distribution at Masthead.
“That gives the incentive and
impetus to find more ways to

from brokers

improve efficiencies in brokers’
businesses.”

Masthead’s most recent service
addition, which facilitates the
buying and selling of brokerages,
has been welcomed by the
industry. In addition to matching
buyers with sellers, the service
assists sellers to set a price,
gives buyers a good indication
of what they are purchasing and
helps buyers to assess the selling
price. Through this
Masthead
that brokerages don’t close due

service
strives to ensure
to poor succession planning,
and clients can be assured of
receiving ongoing service.

Product partners
Masthead’s

play a beneficial role in helping

product partners
the organisation to fulfil its
objective. “We have distribution
agreements in place with South
Africa’s top insurers, namely Old
Mutual,
and Liberty Life. These insurers
support our aims, together with

Sanlam, Metropolitan

our other product partners,
Auto & General, Nedbank,
Frontline Underwriters and
Optivest,” says Le Roux.

He continues, “Each of our
partners took a bold step in
joining Masthead because they
believe in the importance of
independent brokers providing
with
financial advice.”

consumers access to

Through Masthead’s relationship
with its
Masthead members are able to

product partners,
offer their clients an extensive
range of financial
from reputable financial service

providers. This includes an all-

products

encompassing range of risk and
investment product solutions
as well as access to short-
term and health insurance. This
that benefit

through a wide choice of offerings

ensures clients

from competing providers.

“Through
Masthead’s
unique array
of services,
members are
able to remain
objective,
independent
and
professional.”

Andre le Roux
Masthead Head of Distribution

Masthead has also negotiated
special deals with its partners, as
well as suppliers of technology
and  stationery, to  assist
brokers to more efficiently and
effectively run their businesses.
In addition, through
arrangements, members themselves
to Group Life
Assurance  and

special

have access
Professional
Cover schemes,
which provide great benefits at

preferential rates.”

Indemnity

“Through Masthead’s
array of

unique
services, members
are able to remain objective,
independent and professional,”
says Le Roux.“The client will be
able to experience the value of
entrusting their financial affairs

to a Masthead member.”

Relevance IS key to Masthead's future role

Relevance from both a member
and consumer perspective is
a key factor for Masthead to
continue fulfilling its role in the
South African financial services
industry into the future.

“To ensure our offering and
means of delivery remain
relevant,we stay in touch with our
independent broker members,”’
says Laurence Muller, Masthead
Head of Finance and Information
Technology. “Through  daily
member contact we have a
very good understanding of the
moods, trends and developments
in the industry. This information
is used to inform the business
strategies of Masthead and its
stakeholders, and Masthead has
extensively applied its findings to
benefit brokers.”

While the first five years were
primarily about helping brokers
comply with legislation, the next
five years will be about helping
brokers operate and manage
businesses. In an environment
of new regulation and changing
client needs and expectations,
brokers’ business models need to
adapt accordingly to ensure they
are and remain relevant to their

clients and the market. “Brokers
will need to make several key
choices that will affect the
success of their businesses going
forward, some of which will be
difficult,” says Muller.“One such
decision is whether to operate
as a financial advisor or run a
business in financial advice.”

According to Muller the two
roles are distinctly different.
Approaching matters from a
business perspective means that
one views other decisions or
factors a little differently. For
instance, money spent will be
seen as an investment rather
than an expense, turnover will
be viewed as secondary to profit
and cash flow will be critical.
Predictable revenue streams will
be crucial to business success.

Muller believes that a business
mind-set will help brokers move
away from the old view that an
‘independent broker wakes up
unemployed every morning’.“To
make this shift, brokers need to
consider aspects like the business
value proposition to clients and
how the business is remunerated
or earns its income, for instance
through fees or commision,” he says.

“Results indicate
that clients
implicitly trust
their advisors.”

“In addition, the business will
need to seriously consider how
technology enabled it is. This
means at least a presence on
the web and the ability to do
business electronically.”

Client perspective

To view brokers’ relevance
from a client’s perspective and
understand their expectations,
Masthead recently conducted
research with members among
their clients.

“Results indicate that clients
implicitly trust their advisors,”
says Muller. “Clients want to
remain informed about progress
on their financial plans. This is
even more important in the
current economic climate, as it
helps clients to avoid making the
wrong financial decisions.”

According to Muller, the findings
also reveal that one out of every

two clients is prepared to pay
fees for their broker’s services.
“But, to implement a successful
fee model, brokers need to
address or face some of the
abovementioned issues,” he
adds.

Knowing that clients value
their brokers, Masthead will
continue to assist member
brokers to maintain a high level
of professionalism and provide
excellent  service.  “Masthead
has identified opportunities
to do so by further reducing
duplication in the industry,
standardising processes, simplifying
administration and providing
tools for brokers. We are
currently  investigating  ways
to further reduce members’
operating costs through
integrating technology in their
business,” says Muller.

“Furthermore, we seek to create
further awareness among clients
that Masthead members are
compliant, ethical, trustworthy
and operate a quality business.
Clients should ultimately prefer
to conduct business with a
Masthead member for these
reasons,” he says. “Masthead

membership should be perceived
as a differentiator, much like an
SABS stamp of approval.”

“With  these  plans  and
interventions to make practices
more effective and enhance the
client service experience, we
believe our offering will remain
relevant and effective,” says
Muller. “We look forward to
our continued partnership with
independent brokers, to achieve
mutual success for years to
come.’

Laurence Muller
Masthead Head of Finance and
Information Technology

Masthead has regularly engaged
with authorities on matters that
affect the profitable survival
of independent brokers, giving
regulators a balanced view during
the time that the most significant
regulations for the financial
services industry have been
formulated and promulgated.

“We have seen financial services
regulation evolve in other parts
of the world and the same is
happening in South Africa,”
says lan Middleton, Masthead
Managing Director. “Since its
launch Masthead has been
committed to providing input
on issues that are important
to the success of independent
brokers.”

Masthead has  commented
extensively on matters such
as changes to commission
regulations (2006, 2007, 2008),
LOA proposals relating to
commission on sl4 transfers
(2008), FAIS Fit and Proper
requirements (2008), proposals
relating to Medical Schemes
commission (2009) and proposals
relating to Conflicts of Interests
(2008 and 2009).

lan Middleton
Masthead Managing Director

“One of our core activities is to
ensure that we stay abreast of
regulatory developments that
have potentially wide-reaching
impacts for independent brokers.
We not only look at the possible
developments, but assist brokers
to understand the impact in

their own businesses,” says
Middleton.
The  frequent  discussions

primarily with Gerry Anderson,
FSB deputy executive officer,

and Charles Pillai, FAIS Ombud,
reflect a good  business
relationship with both parties.
Masthead also contributes to an
ASISA committee to participate
in discussions and contribute to
industry developments.

“We pride ourselves on providing
feedback and commentary that
is objective, constructive and
considerate of the needs of
consumers,independent brokers,
the regulator and product
suppliers,” says Middleton. “By
adoptingthisapproach,webelieve
our meetings are fruitful two-
way interactions that contribute
positively to developments in
the industry, thereby enhancing
the image of the industry.”

Regulators’ comments
Comments from the regulators
support this view. According
to Charles Pillai, FAIS Ombud,
Masthead has since inception
embraced the concepts of ethics
and fidiciary responsibility. In
this way “the principles of ethical
advice, professional service and,
above all, consumer protection
and integrity became the
hallmark of its business model.

This kind of focus will take the
industry forward and ensure the
sustainability of both Masthead
and its members into the
future.”

“Since its launch
Masthead has
been committed
to providing input
on issues that are
important to the
success of
independent
brokers.”

He continues,“The FAIS Ombud
has enjoyed a very cordial and
indeed fruitful relationship with
this important stakeholder in
the financial services landscape.
I wish Masthead and all its
members continued growth in
their important work.”

Gerry Anderson, FSB deputy
executive officer, acknowledges

“the importance of Masthead
in that it not only represents a
significant portion of licensed
FSPs but, through its relationship
with these licensees, has played
an important role in particularly
practice management and other
areas, thereby assisting to
ensure that the FAIS legislative
framework is supported.”

“Regular  engagement  with
Masthead management enables
the FSB to take note of trends,
issuesand problemsencountered,
and to make adjustments
where deemed necessary,” says
Anderson.“The role of Masthead
cannot be over-emphasised.”

“Masthead’s achievements during
the past five years can be attributed
to an unwavering focus on its
objectives as well as its success
at forging strong relationships
with all its stakeholders,” says
Middleton. “We want to thank
our members, product partners
and suppliers and the regulators
for working together to make
it possible for the independent
broker in South Africa to
attain a world class standard of
professionalism.”

OGILVY CAPE TOWN 28521

10/6/09 6:18:41 PM



