
Looking at your business
Presented by Timothy Buchanan

Prepared by Sandhurst Trustees 



Timothy Buchanan
l

Business Development Manager - South

My background in Advice

• Former Financial Adviser 
• National Distribution Management
• Product distribution 
• Licensee management 
• Interacted with over 400 practices 
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“With over 25 years experience, I’ve come to learn a thing or two” – Timothy Buchanan



Looking at your practice 
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Clients perspective 
• Physical
• Telephone
• On line
• Process 

Post Covid-19

Staff perspective

Two key rules
• Consistency 
• Simplicity 



Question?

When was the last time you phoned your business?
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First Client Interaction 
• Consistency 
• Simplicity 

Process 
• Available 
• Unavailable 

On Hold –
what do you hear?
• Radio
• Messaging
• Nothing



Pre – meeting 
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Preparation
People Purpose

Parking Presentation



Task:

Take a look around your reception area 

Reception area – definition “the area in a hotel or organisation where guests and visitors are greeted and dealt with.”

• Is it visually pleasurable experience?

• Team – Who are your clients dealing with?
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Your team 
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Task:

Take a look around your reception area 

Reception area – definition “the area in a hotel or organisation where guests and visitors are greeted and dealt with.”

• Is it visually pleasurable experience?

• Team – Who are your clients dealing with?

• Clean

• Awards
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Prize alert Who was Andy Mill famously married to?



Task:

Take a look around your reception area 

Reception area – definition “the area in a hotel or organisation where guests and visitors are greeted and dealt with.”

• Is it visually pleasurable experience?
• Team – Who are your clients dealing with?
• Clean
• Awards
• Reading material 
• The ‘Hot Seat’
• Marketing collateral 
• Privacy
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Meeting space 

• Proxemics
• IT
• Privacy 
• Resources

• Appropriate documentation 
• Audio visual 
• White board 
• Client tools  
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Your client cohort 

• Business clients 
• Building a client cohort 
• Client functions

• Value add
• Not selling services 
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On the walls

• Services 
• Artwork 
• Informative 
• Educational
• Client Cohort 
• Motivational 
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Online is forever

• Website
• Smartphone
• Social media
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Staff
Onboarding
• Staff handbook
• Learn and grow
• Open environment 
• Internal efficiencies 
Ongoing
• Org chart 
• Management 
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Prize Alert
What has been a major change with using 
an ATM in the last ten years, saving banks 
money and clients time and inconvenience? 



Post Covid – What needs to happen? 

Open forum
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Question?

Which of these three things should your clients be hearing 
whilst on hold?

B. 
Pre recorded 
message? 

C. 
A recording from last 
years Christmas Karaoke 
competition? 

A. 
Deafening silence
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Question?

Staff ideas should be considered… 

B. 
The exception 

C. 
The expectation

A. 
In February
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Question?

Which of these does the term ‘Hot Seat’ relate to? 

B. 
The chair in 
reception which is 
constantly bathed in 
sunlight

C. 
The chair most 
commonly chosen by 
your clients

A. 
“Lock it in Eddie”
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Introducing 
Bendigo SmartStart Super 

.

Issued by Bendigo and Adelaide Bank’s wealth expert, Sandhurst Trustees, 
a wholly owned subsidiary and specialist Investment Manager



Bendigo SmartStart Super 
Offers your clients a true low-cost super:

• Chant West High Quality four Apples Rating*

• Rated best of the best 2020 for cheapest MySuper product by Money Magazine

• Low $98 annual admin fee with no establishment, contribution/rollover or switch fees

• Five Index and five Active options as well as a Socially Responsible and Cash Enhanced Fund

• Default and tailored insurance options

• Access to Pension and Transition To Retirement solutions

• Easy to use Online member portal

• Advice fees chargeable**

• Investments managed by Sandhurst Trustees, wholly owned subsidiary and specialist investment manager 
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   Superannuation 

   Bendigo SmartStart Super®    Bendigo SmartStart Pension®

   Investment options 

   Cash Enhanced Fund
  • Sandhurst Strategic Income Fund

   Socially Responsible Fund
 • Bendigo Socially Responsible Growth Fund

  Index Funds   Active Funds 
  
 •   	Bendigo Defensive Index Fund 
 •   	Bendigo Conservative Index Fund 
 •   	Bendigo Balanced Index Fund 
 •   	Bendigo Growth Index Fund 
 •   	Bendigo High Growth Index Fund 

  
 •   	Bendigo Defensive Wholesale Fund 
 •   	Bendigo Conservative Wholesale Fund 
 •   	Bendigo Balanced Wholesale Fund 
 •   	Bendigo Growth Wholesale Fund 
 •   	Bendigo High Growth Wholesale Fund 

Money Magazine Cheapest MySuper
product 2020

*Go to chantwest.com.au/fund-
ratings/super
**subject to law
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Support 

Your Business Development Managers
Our dedicated team are here to help
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Stephen Banks 
Business Development Manager 
North
0428 866 498
stephen.banks@bendigoadelaide.com.au

Timothy Buchanan
Business Development Manager 
South
0413 848 519
timothy.buchanan@bendigoadelaide.com.au



Thanks for 
participating 
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Disclaimer 

This presentation contains general information only and intended for educational purposes and is not advice. The information given in summary form 
and does not purport to be complete. This presentation is current as at 24 September 2020 and prepared by Sandhurst Trustees Limited (Sandhurst 
Trustees) ABN 16 004 030 737 AFSL 237906.

Bendigo SmartStart Super ABN 57 526 653 420 is issued by Sandhurst Trustees, a subsidiary of the Bendigo and Adelaide Bank Limited ABN 11 068 049 
178 AFSL 237879. Investment in this product are not deposits with, guaranteed by, or liabilities of the Bank. A rating is not a recommendation to invest, 
retain or redeem units in the Fund. The rating may be subject to change or withdrawal at any time. You should read the Product Disclosure Statement 
available at www.sandhursttrustee.com.au before making an investment decision. This information is for financial advisers use only and it is not for 
further distribution.

Chant West Pty Limited (ABN 75 077 595 316). Any ratings, nominations for awards or awards are subjectively determined by Chant West. Those ratings, 
nominations and awards as well as parts of the information have been prepared based on data (including historical performance information) supplied by 
third parties. While does not accept responsibility for inaccuracy in such data. Past performance is not a reliable indicator for future performance. This 
information does not constitute financial product advice. However, to the extent that this information may be considered to be general financial product 
advice, Chant West warns that: (a) Chant West has not considered any individual person’s objectives, financial situation or particular needs; (b) 
individuals need to consider whether the advice is appropriate in light of their goals, objectives and current situation; and (c) individuals should obtain a 
product disclosure statement from the relevant fund provider before making any decision about whether to acquire a financial product from that fund 
provider. A Financial Services Guide has been made available by Chant West through its website
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http://www.sandhursttrustee.com.au/
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