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Welcome to the first GRC 
Solutions Compliance 

Benchmarking Report for 
the mutual banking sector in 
Australia. The aim of this report 
is to provide a view into the 
current state of compliance 
in the sector, understand 
where the current pressures 
are in the market and where 
there are opportunities for 
collaboration and improvement, 
and to provide a baseline 
from which the industry can 
grow compliance capability. 

To say the past year has 
been challenging is an 
understatement. Many small 
businesses, families and 
individuals have suffered 
dreadfully as a result of 
the pandemic and ongoing 
lockdowns. The elderly and 

the vulnerable have been 
left more isolated, the young 
have lost precious schooling, 
and the mental health of the 
nation has been tested. 

The business community has 
rallied to support, and the 
mutual banking sector has been 
at the forefront of that response. 
The pandemic escalated the 
need for digital adoption as 
customers’ preferences shifted 
to online banking and a move 
away from cash. Branches 
that remained open put 
additional safety measures in 
place. The sector developed 
comprehensive financial 
hardship programs and ramped 
up communications to members. 

Our workplaces have seen a 
similar rush of change as we 

adapt to working from home and 
back again, forcing a previously 
unseen rapid adoption of 
digital technology. From March 
2020 GRC Solutions released 
a series of free eLearning 
courses designed to assist staff 
working from home and we are 
pleased to see that over 31,000 
people have enrolled so far. 

Put simply, compliance is about 
empowering staff to do the 
right thing by our customers. 
When viewed through that lens, 
compliance can be an enabler 
for business growth, helping 
to define the right path to 
take. Because the complexity 
and rate of regulatory change 
have significantly increased, 
the adoption of technology 
to assist in effectively 
maintaining this compliance 
function is now essential. 

For many in the mutual sector 
this digital adoption process 
was already underway prior 
to the pandemic, enabling a 
much smoother, more agile 
response, and helping to 
create efficiencies. However, 
the sector remains resource 
constrained and continually 
challenged by the rate and 
pace of regulatory change still 
flowing from the Banking Royal 
Commission and other sources. 

INTRODUCTION

Compliance is about 
empowering staff to 
do the right thing by 
our customers.

This year alone we will see 
the commencement of: 

• new design and distribution 
obligations

• new internal dispute resolution 
requirements and systems 
(RG271 replacing RG165) 

• the introduction of a deferred 
sales model for add-on insurance

• changes to anti-hawking 
provisions, and

• a new breach reporting regime

The challenge for the sector is how 
to triage these requirements along 
with, or on top of, ongoing compliance 
programs. This challenge is being dealt 
with against a background of internal 
constraints including tight compliance 
budgets, lack of skilled resources, 
managing and motivating remote 
workers, and maintaining a compliance 
culture in our organisations. 

The team at GRC Solutions thanks all 
respondents to the benchmarking 
survey which formed the basis of 
this report. The findings contained 
in this report are intended to assist 
the mutual sector with planning and 
resourcing, allowing individual banks 
and credit unions to benchmark 
their own approach and practices 
to assess whether their compliance 
programs are in line with those of the 
wider industry, and the expectations 
of regulators, staff and members. 

JULIAN FENWICK
MANAGING DIRECTOR
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GRC Solutions has offices in four Australian capitals 
as well as Singapore and New York. We provide 
compliance training products and software systems 
to schools (over 600 Australian schools subscribe to 
our training products), large local and international 
banks and other financial institutions, local government 
bodies, the industrial, mining, and agricultural 
sectors, media companies, and others. Our offerings 
include products designed to meet the legal and 
regulatory requirements of businesses in Australia, 
New Zealand, APAC, North America, and South Asia.

Contact us at:

Australia and New Zealand: contactus@grcsolutions.com.au 
APAC, South Asia: contactus@grcsolutions.com.sg 
North America: contactus@grcsolutions.co

Australia has around 60 mutual (i.e., 
customer-owned) financial institutions 

providing banking and related services 
to some 4.5 million Australians. These 
businesses range in size from less than $10 
million in assets to over $16 billion. Almost 
all of them are clients of GRC Solutions.

Also among our clients are some non-
mutual banks of a similar size to many of 
the mutual ADIs. These institutions find 
themselves facing similar challenges and 

needing similarly targeted compliance 
and training support. GRC Solutions 
is unique in the market in offering 
a comprehensive suite of products 
to address these requirements.

We invited all these  
clients to participate in the 
Benchmarking Survey on 
which this report is based.

Compliance Manuals and Guides tailored  
to the sector

Online training products – off-the-
shelf, customisable and bespoke

Loans and mortgage template documents

Facilitated CPD workshops

Training Needs Analysis  
services

Regulatory support publications

A weekly Compliance Notes service

Salt® Compliance Learning  
Management System

Salt® Adaptive Training Authoring Technology

The products we provide 
to the sector comprise:

Michael Funston 
Senior Manager, Legal & Compliance 
michael.funston@grcsolutions.com.au

Lisa Snare 
Senior Relationship Manager 
lisa.snare@grcsolutions.com.au

Tricia Clarke 
Senior Relationship Manager (WA/SA) 
tricia.clarke@grcsolutions.com.au

Cypriana Tshai 
Senior Compliance Adviser 
cypriana.tshai@grcsolutions.com.au

Peter Hughes 
Senior Compliance Adviser 
peter.hughes@grcsolutions.com.au

Stephanie Wong 
Lawyer 
stephanie.wong@grcsolutions.com.au

Deidre Grover 
Senior Compliance Adviser 
deidre.grover@grcsolutions.com.au

Nathalie Nuijens 
Head of Custom Projects and Consulting 
nathalie.nuijens@grcsolutions.com.au

Liam O’Brien 
Senior Consultant 
liam.obrien@grcsolutions.com.au

Melanie Toner 
Senior Relationship Manager 
melanie.toner@grcsolutions.com.au
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Our survey was undertaken at an unusually 
challenging time for the risk and compliance 

functions of retail banking businesses. 
Scrutiny by regulators is ramping up in several 
areas. At the same time, multiple legislative 
and regulatory changes – including major 
reforms – are commencing within a very short 
time frame. Meanwhile, business-as-usual 
responsibilities continue undiminished.   

To itemise some of the key challenges1, 
currently and over the next few months 
retail banking businesses must:

Continue to manage credit  
risk closely 

Financial regulators are strongly focused on 
ensuring housing lending standards remain high 
in an environment characterised by historically 
low interest rates and rapidly rising housing 
prices. Some increase in the level of higher 
risk lending has been noted, and the recent 
return of investor borrowers to the market is 
being carefully monitored. The re-introduction 
of macroprudential lending controls has been 
flagged as a possibility if lending standards 
deteriorate noticeably. The 14 largest ADIs are 
currently subject to increased housing lending 
data reporting and Board assurance requirements. 
While APRA has not imposed these additional 
requirements on smaller ADIs, it has made it clear 
that it expects all ADIs to be monitoring their 
housing lending metrics carefully—and that this 
is something supervisors will be scrutinising.         

Ensure full compliance with 
APRA’s Prudential Standard, 
CPS 234 Cybersecurity

APRA is intensifying its supervisory pressure on 
regulated entities, following repeated messages 
from its key spokespeople that cyber risk 
management must improve. The prudential 
regulator will require all entities to engage external 
auditors to review their compliance with CPS 234 in 
the next 12-18 months, having already commenced 
this process with a selection of entities. As further 
discussed below, cybersecurity was nominated by 
more respondents than any other in response to 
survey question 8: what keeps you awake at night2? 

Respond to any APRA 
concerns about recovery 
and resolution plans

APRA recently reviewed reporting entities’ recovery 
and resolution plans, ahead of developing a 
new cross-industry Prudential Standard. We 
understand that some ADIs have been told 
they need to significantly enhance their crisis 
management and resolution contingency planning.

BENCHMARKING SURVEY

The heart of this inaugural Compliance Benchmarking 
Report is a survey of GRC Solutions’ mutual ADI clients, and 

other similar tier financial services businesses regarding their 
risk and compliance experience, issues, and resources. 

The survey was completed between 29 April and 7 June 2021  
by forty-seven respondents. 

In order to determine whether issues were more or less important 
depending on the size of the institution, we asked respondents to 
report the size of their business relative to others in the sector. 
Twenty-one respondents described their business as ‘among 
the smaller members’, seventeen as ‘among the middle-sized 
members’, and nine as ‘among the larger members’ of the sector. 

We thank all those who took the time to complete the survey.  
We are also grateful for the comments some respondents  
provided on its design and content. We will reflect your feedback  
in future surveys.  

We hope you find the information from this survey useful.

Michael Funston, our Senior Lawyer and Manager, 
has 30 years’ experience in the financial services 
sector, 14 of those working closely with the 
institutions included in this survey. He provides his 
comments and analysis of the material we obtained.

Hardening regulator expectations 
and multiple new obligations

1. For further details and references to the matters listed below, see the latest edition of GRC Solutions’ Compliance 
– Regulation Schedule, available to subscribers here: https://grcsolutions1.sharepoint.com/:f:/r/sites/fsmp/Shared 
Documents/Products/Resources included in the Compliance Services Package?csf=1&web=1&e=N2vKT3

2. See graph, p18 Survey responses.

https://grcsolutions1.sharepoint.com/:f:/r/sites/fsmp/Shared Documents/Products/Resources included in the Compliance Services Package?csf=1&web=1&e=N2vKT3
https://grcsolutions1.sharepoint.com/:f:/r/sites/fsmp/Shared Documents/Products/Resources included in the Compliance Services Package?csf=1&web=1&e=N2vKT3
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Continue to maintain a close 
watch on AML/CTF compliance

As readers will be aware, AUSTRAC has become a 
more hard-edged, enforcement-focused regulator 
in recent years, with major actions against CBA and 
Westpac resulting in massive penalties. Recently, 
too, NAB advised the market that carriage of 
AUSTRAC’s ongoing investigation of its AML/CTF 
compliance had been transferred to the regulator’s 
enforcement team. Nor is AUSTRAC’s enforcement 
activity confined to the largest institutions. In 
May a remedial direction was issued to Australian 
Military Bank requiring the bank to ‘review and 
uplift’ its compliance; and we understand that 
AUSTRAC is also reviewing other smaller ADIs’ 
AML/CTF compliance. Several survey respondents 
nominated Anti-Money Laundering compliance 
as an area that keeps them awake at night3.     

Commence consumer data 
sharing under Open Banking/
Consumer Data Right 

Subject to any temporary exemptions granted, 
non-major ADIs were required to start sharing 
consumer data with accredited data recipients 
from 1 July 2021. Only three mutual ADIs are 
registered to do so at the time of writing (14 
July). Moreover, as many mutual ADIs not 
yet sharing data have not been granted an 
exemption, many are, in consequence, not 
currently compliant with their obligations under 
the CDR regime. We understand that many 
mutual ADIs have faced significant headwinds 
in preparing for the commencement of CDR 
data sharing due, in part, to the delayed 
provision of data sharing solutions by third-
party providers. Several survey respondents 
commented on the difficulties they are currently 
facing in relation to CDR implementation.

Implement the new Design & 
Distribution Obligations [DDOs]

The DDOs represent a major new approach 
to financial services and credit regulation in 
Australia. They establish a ‘consumer-centric’ 
product governance regime covering the design 
and distribution of retail financial and consumer 
credit products, including basic banking products. 
A key element of the regime, which comes into 
effect on 5 October 2021, is that regulated 
products must be designed and distributed in 
a way that is appropriate given the product’s 
target market, which must be defined in a 
Target Market Determination [TMD]. TMDs must 
also specify - product distribution conditions, 
review triggers, review periods, record keeping 
& reporting requirements, and the obligations 
of third-party distributors. Banking and other 
financial services businesses are currently working 
with their advisers and industry associations 
on the development of standardised TMDs for 
common products. ASIC has provided only high-
level guidance on its expectations, and there 
is considerable uncertainty at present about 
the form and content of an acceptable TMD. 

Implement enhanced ASIC 
Licensee breach reporting 

On 1 October 2021, legislation strengthening and 
extending the current breach reporting obligations 
of ASIC Licensees comes into force. Enacted as 
part of the Government’s response to the Financial 
Services Royal Commission [FSRC] Final Report, 
the new regime expands the circumstances 
in which significant breaches and suspected 
breaches must be reported by AFS Licensees, 
and greatly reduces Licensees’ ability to legally 
avoid reporting. An equivalent breach reporting 
regime will also apply to Credit Licensees for the 
first time. Licensees’ policies, procedures, and 
staff training will need to be reviewed in response 
to the reforms, which are likely to increase 
the risk of regulatory intervention by ASIC.

Implement the Deferred 
Sales Model for add-on 
insurance products

Another reform implementing a FSRC Final Report 
recommendation is the introduction of a Deferred 
Sales Model [DSM] covering the distribution of 
add-on insurance products in conjunction with a 
principal product or service. From 5 October 2021, 
non-exempt add-on insurance products will not be 
permitted to be offered or sold during a minimum 
4-day deferral period. After this they may only be 
offered or sold during a 6-week post-deferral period 
and subject to various conditions. Businesses that 
distribute Consumer Credit Insurance and other non-
exempt add-on insurance must ensure their sales 
procedures and staff training have been aligned 
with the DSM model prior to its commencement. 

Implement the hawking 
prohibition reforms

These related FSRC reforms, which also commence 
on 5 October 2021, replace existing anti-hawking 
provisions of the Corporations Act with a single general 
prohibition on the distribution of financial products to 
retail clients arising from ‘unsolicited contact’ by the 
provider. The new regime imposes a tighter definition 
of ‘unsolicited contact’ than currently applies under 
the Chapter 7 prohibition; and it modifies or removes 
some exemptions currently available (including 
in relation to telephone hawking). As neither the 
regulations nor revised ASIC guidance for these reforms 
have been released to date, there is considerable 
uncertainty surrounding their scope and application.      

Implement ASIC’s new Internal 
Dispute Resolution [IDR] regime

ASIC has made wide-ranging changes to the rules 
it imposes on Licensees in relation to their internal 
dispute resolution processes. Set out in a new 
regulatory guide, RG 271, the changes include: a 
broader definition of a ‘complaint’ (encompassing 
expressions of dissatisfaction using social media 
channels controlled by the Licensee); more prescription 
around the information firms must include in written 
responses to complainants; reduced maximum 
timeframes for responding; and extensive new 
requirements covering the identification, escalation, 
and analysis of systemic issues. Licensees are required 
to be fully compliant with the new requirements 
by 5 October 2021. ASIC is also developing a new 
IDR data reporting regime which will be rolled out 
in 2022. ASIC has said it wants to see a “significant 
improvement” in the IDR performance of Licensees.

3. See graph, p18 Survey responses.

Several survey 
respondents 
nominated 
Anti-Money 
Laundering 
compliance 
as an area 
that keeps 
them awake 
at night.
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Impact of regulatory changes on respondents

The volume of regulatory 
change currently facing 
financial services businesses:

Unsurprisingly given the range of 
challenges just listed, many survey 

respondents are clearly feeling more than 
usually ‘under the pump’ at present.  

Reflecting this, the volume of regulatory change 
was identified as the biggest single roadblock 
or challenge to developing and maintaining 
a ‘first-rate Compliance and Risk structure’ 
within the respondent’s business’. No fewer 
than 42 of 47 respondents described the 
volume of regulatory change as either ‘quite’ 
(15/47) or ‘extremely’ (27/47) challenging.

Verbatim comments reflecting concerns about 
the volume of regulatory change included the 
following: ‘the busiest year ever—bring on 
2022’; ‘it is never ending’; ‘the current avalanche 
of regulatory burden’; ‘the sheer volume of 
regulatory items all due at similar times’; ‘a very 
big challenge’; ‘a lot of changes impacting IT and 
systems - overload’; and ‘the sheer weight of 
regulations on a small institution is staggering’.

Several comments highlighted the impact of the many changes occurring within a 
very short period:

Resourcing is always tight as we 
are a cost not a profit centre. 
However, the current regulatory 
bubble post Royal Commission 
combined with COVID deferrals 
and then Open Banking on top 
has pushed [us] to breaking point. 
And […] everyone is in the same 
predicament as skilled resources 
are not available in the market.  

Open Banking is huge. The 
Deferred Sales Model and Anti 
Hawking … we are still awaiting 
ASIC guidance, so we can't even 
start on these. October 2021 
is totally unrealistic. IDR is also 
significant regarding social media 
in particular. Breach reporting 
guidance is also yet to be finalised.

The last comment was one of several expressing frustration that Treasury and ASIC 
were taking too long in rolling out their regulations and guidance supporting the 
Financial Services Royal Commission reforms. Some respondents also called out what 
they saw as inadequate or delayed rollout of third-party solutions, particularly in 
relation to consumer data sharing under the Open Banking regime (discussed above).

Another pronounced theme of verbatim comments was the negative impact of the 
volume of regulatory change on other areas or aspects of the respondent’s business: 

[The compliance burden] makes 
it very difficult to appropriately 
service our members at the 
level that we strive to …’

[There] appears to be a lack 
of understanding that for a 
small organisation the extent 
of compliance is creating risk 
not reducing it - it takes away 
resources from important 
operations. This may be the case 
with larger organisations also.

The amount of regulatory 
change places a large burden on 
compliance staff and the leaders 
in the business whilst they try to 
ensure we remain commercial.

[We have] lost the focus on 
the member at the expense of 
Compliance and Risk requirements. 
Although the measures are 
[meant] to protect the member, 
the volume of regular training/
refreshers/updates becomes the 
priority versus the actual member 
interaction and working with them.

“... the volume of regular  
training/refreshers/updates  

becomes the priority versus the 
actual member interaction...”

Not challenging

Neutral

Somewhat challenging

Quite challenging

Extremely challenging
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Respondents’ resourcing constraints Some comments already quoted allude to resourcing pressures. Others include 
the following: 

Apart from the volume of regulatory 
change, survey respondents 

identified staff resources (40/47), the 
skills and experience of staff (36/47), 
and budgetary constraints (37/47) as the 
main roadblocks or challenges they face 
in developing and maintaining ‘a first-
rate Compliance and Risk structure’.

While quite a few respondent businesses 
have increased their compliance and risk 
team in the last 18 months (20/47), the 
majority have had to deal with the upsurge in 
regulatory requirements without the benefit 
of any increase in resources.  Remuneration 
of compliance and risk staff has also been 
static in most respondents’ businesses 
(30/47), according to respondents.   

Staff 
resources:

In the last 18 
months, has 
your compliance 
and risk team:

We will struggle 
to meet the 
deadlines:

We are well-
prepared in 
most areas but 
need to catch 
up in others:

Skill and 
experience levels 
in staff resources 
available to you:

Do you think that 
remuneration 
for Compliance 
and Risk staff in 
your business is:

Financial/
budgetary 
constraints:

The sheer volume of regulatory 
items all due at similar times 
has made [meeting deadlines] 
extremely difficult, especially with 
the limited staff and financial 
resources at our disposal.

A team is required, not a 
person; continual changes, 
and additionally new 
implementations, [are] making 
the daily role impossible 
without the cost of trying 
to automate any tasks.

For an ADI of our size resourcing in the face of significantly increasing regulatory burden   
is a very big challenge… [Although we have] limited staff compliance resources, intense 
involvement is needed from compliance staff in all projects. There has been a significant 
increase in regulatory projects in recent times - CPS234, Consumer Data Right, DDO, 
Hawking, Deferred Sales, Climate Change are all happening, as well as business as usual 
risk and compliance duties.

An Audit Firm to provide advisory support for some of these projects can start at  
between $100-$150K which is prohibitive for an ADI of our size and a significant impact 
on our annual profits which flows to impact our ability to increase retained earnings for 
Capital growth.

How significant are the below issues 
concerns for your organisation?

Resourcing constraints are clearly having an 
impact in the current environment. In response 
to Question 11 about significant issues or 
concerns, around half the respondents said they 
were ‘somewhat’, ‘moderately’ or ‘extremely’ 
concerned about meeting deadlines, needing 
to catch up in some areas, being behind 
schedule, and struggling to meet deadlines. 
A small number expressed ‘extreme concern’ 
about being behind schedule (3/47), and the 
effort required to meet deadlines (5/47).

Not challenging

Neutral

Somewhat challenging

Quite challenging

Extremely challenging

Not challenging

Neutral

Somewhat challenging

Quite challenging

Extremely challenging

Decreased in size

Remained the same size

Increased in size

Generally decreasing

Generally static

Generally increasing

Not challenging

Neutral

Somewhat challenging

Quite challenging

Extremely challenging

Not at all concerned

Slightly concerned

Somewhat concerned

Moderately concerned

Extremely concerned

Not at all concerned

Slightly concerned

Somewhat concerned

Moderately concerned
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Other internal constraints

Interestingly, a significant portion of 
respondents identified the culture of 

their businesses (16/47) and tensions 
between the objectives of the compliance 
and risk team and other teams (18/47) 
as either ‘quite’ or (in a couple of cases) 
‘extremely’ challenging roadblocks.

Deeper analysis revealed that these 
results were consistent across the range 
of organisations, i.e., concerns about the 
effects of culture and internal tensions were 
virtually the same in larger, middle-sized, 
and smaller organisations. By contrast, 
respondents from smaller organisations 
were more likely than respondents from 
larger organisations to identify resistance 
at senior management or Board level as 
a challenge to the compliance function.

Culture across 
the business:

Resistance 
at senior 
management 
or Board level:

Tension between 
our team’s 
objectives and 
the priorities of 
other teams in 
the business:

Verbatim responses on this theme highlighted 
the perceived need for enhanced understanding, 
awareness and ownership of risk and compliance 
across operational areas:  

[Our] GRC culture is generally 
immature and requires more 
attention in upskilling personnel.

Much of the organisation is only 
aware of the Compliance role in 
relation to the advice or assistance 
provided to them, and not of the 
multitude of other tasks required 
that have no direct impact on 
their activities. But they all seek 
out Compliance at some time.

New employees should spend a 
week in Compliance, not just learning 
about the operational areas.

Staff [need to] specifically understand 
their responsibility for compliance 
and take initiative to deal with 
issues [and] not rely on compliance 
staff to answer all the questions.

A positive suggestion for encouraging awareness 
and ownership was provided by one respondent: 

An opportunity we've embraced 
is aggregating our compliance 
obligations into themes to help 
our people associate concepts and 
think of compliance in terms of the 
outcome/objective. For example, we 
grouped Fraud and AML learning 
under our 'Preventing financial crime' 
theme and orientated our learning 
outcomes towards that objective. It 
helps our people join the dots and by 
co-branding our activities, reinforces 
what we're trying to achieve.

“... we grouped 
Fraud and AML 
learning under 
our ‘Preventing 
financial crime’ 
theme and 
orientated 
our learning 
outcomes 
towards that 
objective. It 
helps our people 
join the dots and 
by co-branding 
our activities, 
reinforces what 
we’re trying to 
achieve.”

In developing and maintaining a first-rate Compliance and Risk structure 
in your business, to what extent have the below issues been challenging:

Not challenging

Neutral

Somewhat challenging

Quite challenging

Extremely challenging

Not challenging

Neutral

Somewhat challenging

Quite challenging

Extremely challenging

Not challenging

Neutral

Somewhat challenging

Quite challenging

Extremely challenging
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Elevated concern about cybersecurity 
and related areas

What keeps you awake at night? What Keeps You Awake at Night? (Most common concerns by organisation size)

As flagged above, cybersecurity was the 
area most frequently identified by survey 

respondents, in response to the question: 
what keeps you awake at night? The related 
areas of privacy and data protection and fraud 
were the second and third most identified 
areas. The high level of concern about these 
areas can be assumed to be the product 
of a combination of factors, including:

• ever increasing digitalisation, 

• growth in the level and sophistication of 
threats faced by the respondent businesses,

• the difficulty of obtaining and keeping 
staff with cybersecurity and data 
protection expertise, and

• pressure from regulators, including 
APRA (see above) and the Office of the 
Australian Information Commissioner.  

While cybersecurity was a concern for 
organisations of all sizes, it was the most cited 
concern for respondents from smaller and 
middle-sized organisations. For respondents 
from larger organisations, AML was much 
more frequently cited as a top concern.

Fraud, Privacy and the Design and Distribution 
Obligations were cited as concerns with 
similar frequency across organisations of all 
sizes. Protecting Vulnerable Customers kept 
respondents from smaller and middle-sized 
organisations awake at night. Respondents from 
larger organisations were much less worried.

It is interesting that Open Banking was 
hardly mentioned as a top concern. Small    Middle         Large
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External providers’ risk and 
compliance support
Staff training and compliance culture are focuses of the regulators 
in this industry. How satisfied are you with the following:

The range of training 
available (ie is training 
available to cover all 

the subjects that staff 
need to be trained on):

The quality of the training 
available (ie how well it 

aligns with legal/regulatory/
best practice requirements):

The effectiveness of the 
training (ie how well is 

the training engendering 
the appropriate 

compliance culture and 
instilling the necessary 
knowledge and skills):

We turn now to survey respondents’ assessment of the external services 
available to support their risk and compliance functions. As a business 

providing training and compliance resources to the retail banking sector  
(among others), GRC Solutions is keen to better understand our clients’  
needs and expectations, and values the feedback provided.      

Online training 
A relatively small portion of survey respondents expressed a high level of 
satisfaction with the range, quality, and effectiveness of the training available 
to their staff, the proportions of ‘very satisfied’ respondents being 7/47 (range), 
8/47 (quality), and 2/47 (effectiveness). These proportions increased when ‘very’ 
and ‘somewhat’ satisfied responses were added together: 31/47 (range), 30/47 
(quality), and 23/47 (effectiveness).

In their verbatim comments4, respondents 
variously called for training that is:

4. Many of these comments were provided in response 
to Q10, Survey: Please tell us one thing that would greatly 
improve staff training around compliance. 

More practical and draws 
on real-world examples – 

‘with real examples of impact on process’, 

‘practical examples of compliance 
challenges and their outcomes’, 

‘real examples of breaches and cases to 
give better context and increase interest’, 

‘a suite of examples that show how 
to tackle conversations around 
these issues with the customer’, 

‘greater use of case scenarios’,

Shorter and more targeted – 

‘a greater number of shorter 
training modules’, 

‘perhaps smaller bite sized pieces 
with more interaction’, 

‘more targeted short training modules 
focused on key risk areas’, 

More differentiated in its coverage 
of roles and functions –

‘We would like to see an off the shelf training 
plan that covers ongoing compliance 
refreshers across key topics, tailored to 
analyst, manager, senior manager levels.’

More tailored to the 
trainee’s institution –

‘Generic and often legalistic compliance 
training has its place, but the closer 
it can be aligned to actual practices 
in the organisation (i.e., HOW is this 
obligation met in our mutual?), the 
better it would probably be absorbed by 
the staff. You know, unless something 
can be seen as relevant to our 
operations, it's just theory to many.’

‘Off the shelf training is only effective 
if it is tailored to meet the individual 
organisation and should not be used as 
the only training method and repeated 
on a regular cycle as it gets very stale.’

‘New training resources to assist 
managers to deliver face-to-face 
regulatory training would be beneficial. 
Provide a ‘train the trainer’ course and 
tools for face-to-face regulatory training 
courses. The package should include a 
facilitator/presenter’s guide and tools 
e.g., case studies, handouts, role plays 
etc... Such face-to-face courses should 
allow for easy modification to dovetail 
in the organisation’s specific policies 
and procedures for compliance’.  

More effective at engaging 
and motivating staff – 

‘There is a challenge with ensuring that you 
deliver the range of compliance training 
(of which there is a lot), while also ensuring 
that staff see value in it and apply it.’

‘Training needs to be practical and 
connect with both process AND service 
delivery; we need to provide our people 
with examples to show that compliance 
is integral to both process and customer/
member experience, not a separate 
checklist you complete after the interaction 
(or worse, someone else's job).’

‘Design training to assist staff with easy ways 
to remember compliance requirements.’ 

There were also some verbatim comments 
expressing concern about the cost of 
training resources for small institutions; 
and one respondent opined that the 
regulators should play a bigger role in 
providing training and education resources 
in their areas of responsibility.  

We were pleased to see several comments 
expressing satisfaction with GRC Solutions’  
online training services.

Very dissatisfied

Somewhat dissatisfied

Neither satisfied nor dissatisfied

Somewhat satisfied

Very satisfied

Very dissatisfied

Somewhat dissatisfied

Neither satisfied nor dissatisfied

Somewhat satisfied

Very satisfied

Very dissatisfied

Somewhat dissatisfied

Neither satisfied nor dissatisfied

Somewhat satisfied

Very satisfied
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Preferred modes of training Other compliance support resources

Regarding training, learning and development, how 
engaging do you find the below methods:

Confronting the current avalanche of 
regulatory developments in the areas 
of financial services compliance and 
risk, how well supported do you feel by 
providers of manuals, guides, precedents, 
webinars, workshops and the like?

Respondents were also asked about their personal preferences when it comes 
to training, learning and development. Unsurprisingly, a strong preference 

was expressed for more bespoke and face-to-face formats, with most finding 
classroom/face-to-face learning either ‘engaging’ or ‘very engaging’.  Webinars 
also attracted quite strong support, with around two-thirds of respondents 
finding these ‘engaging’ or, in a couple of cases, ‘very engaging’. Nearly 
half the cohort of respondents also found eLearning modes ‘engaging’.  

Most respondents were either ‘very’ (12/47) or ‘somewhat’ (21/47) 
satisfied with other compliance support resources available to them, 

such as manuals, guides, precedents, webinars, workshops etc. 

Verbatim comments included calls for more timely and regular delivery of resources:  

Timing of manuals and checklists 
is too slow. We had to purchase 
precedents for DDO to get 
moving on the mammoth task of 
developing TMDs for the DDOs.

[Resources] are often released 
or made available far too close 
to the commencement date 
of the relevant regulation/
law. Earlier interpretation and 
release would assist ADIs, who 
are struggling with the current 
avalanche of regulatory burden.

There were also calls for assistance with risk culture metrics, the development 
of ‘compliance framework’ precedents, more templates covering new 
areas of regulation, and more regular compliance forums.

Very dissatisfied

Somewhat dissatisfied

Neither satisfied nor dissatisfied

Somewhat satisfied

Very satisfied

Not engaging               Neutral               Engaging               Somewhat engaging               Very engaging
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In your organisation who is responsible for compliance training?

In organisations of all sizes it was fairly common 
for Compliance and Risk teams to be involved 

in compliance training. In larger organisation 
HR/L&D were always involved either alone or 
in consultation with Compliance and Risk. In 
middle-sized organisations this was also mostly 

true, although in some cases the function was 
managed entirely by Compliance and Risk.

In smaller organisations, by contrast, Compliance 
and Risk were more likely to be responsible 
for compliance training than HR/L&D.

It is good to see that a number of risk and 
compliance teams are being bolstered with 

additional resources as they are taking on 
much larger responsibilities than ever before.

It is standard procedure for any security 
breach or indication of legislative reform to see 
compliance staff frantically anticipate what this 
means for their risk and compliance systems. 

But what is different today is that they must 
also interpret the implications for the varying 
teams in the business. Who is responsible 
for managing a breach in area X? Does 
this impact employees and who will craft 
the comms? Or is it additional job training 
they need? And the $1 million question: 
whose budget will that come out of? 

In a sense, risk and compliance professionals 
have become stakeholder managers, 
marketeers, learning and development 
specialists and IT strategists. And that 
is on top of their normal jobs. 

It then comes as no surprise that, whenever 
we analyse an organisation’s compliance 
training framework, gaps appear. 

In our conversations, we find that the 
question of accountability is always the 
most difficult to resolve. Unless the lines 
of communication are clearly established, 

a blurring of responsibilities simply means 
that things inadvertently get missed. 

We often find knowledge gaps in what 
employees need to know in order to do 
their jobs correctly. Important legislative 
updates have been missed or, on the 
flipside, staff are burdened with topics that 
are not necessarily relevant or timely.  

Clarifying accountability is also important 
to make sure the right teams focus on 
the issues and have adequate budget 
and other means to tackle them.

The analysis process is a cathartic and crucial 
process where every leaf is turned over. 
When stakeholder groups come together, 
creative solutions are explored that will 
eventually benefit the entire organisation. 

Although it may be some time yet before 
we see the struggle to meet deadlines 
ease, particularly in this current 
environment, it is encouraging to 
see that compliance and risk 
professionals are finding 
their feet and becoming 
a more integral part 
of the organisation.

TRAINING NEEDS ANALYSIS

Nathalie Nuijens is our Head of Custom Projects 
and Consulting. She is highly skilled in analysing 
organisational learning frameworks, strategising new 
workplace training initiatives and developing/facilitating 
blended and e-learning programs. Nathalie is the head 
of custom projects and consulting.

“In a sense, risk and compliance 
professionals have become 

stakeholder managers, marketeers, 
learning and development specialists 

and IT strategists. And that is 
on top of their normal jobs.”

One of the services we offer the sector involves working with a business’s L&D and Risk and Compliance 
Teams to prepare an analysis of their training program, identifying strengths, opportunities, and gaps,  
and preparing a plan to address these.

Having worked with several businesses in the sector, Nathalie Nuijens, our Head of Custom 
Projects and Consulting, offers these comments in the context of this Benchmarking Report.
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Over the four years that GRC Solutions has been serving 
the Mutual financial services sector, our Client Services 

Team, who are often the first point of contact to assist 
L&D staff, have acquired a great deal of experience in 
the training needs and practices of these clients.

Joe Bennett, Head of Client Services and IT, has noticed 
that members of the sector are making greater and more 
sophisticated use of the technology available in the learning 
management space, and of the rich data available from 
applications such as our Salt® Adaptive system.

Five years ago, people talked a lot about Big Data in relation 
to compliance training analytics. Nowadays that’s shifted 
to Smart Data. Joe Bennett says, “Clients don’t want a lot of 
data. They want to use very specific types of data to smartly 
track and improve their people’s training results.”  

We have compiled from Salt the following data 
on the way the sector uses our training.

The data reported here is indicative of the granularity 
of reporting available to subscribers to Salt®.

SALT ANALYTICS

.......................................................................................   Subscribed

Percentage of Market  
subscribed to a Salt Course  

 ................................................    95%

Number of Organisations  
Subscribed to a Salt Course  

 ...............................................    61

Number of Unique Users All Organisations   .............    13,093

Average number of people per Organisation   .........    226

Smallest Organisation   ...........................................................    1

Largest Organisation   ..............................................................    1,100

Number of Exported Course Packages  
(ie sent to clients to upload onto their  ..........................    2,868 
own LMS)  

Average Courses Per Organisation   ................................    10

Total Course Accesses   ...........................................................    232,794

Some overall statistics

The statistics on the ways 
businesses and learners use 
our courses offer valuable 
insights into what is important 
to them and works for them.

The data 
reported here 
is indicative of 
the granularity 
of reporting 
available to 
subscribers 
to Salt®.

Joe Bennett 

Head of Client 
Services and IT

Kim Watson 

Client Services 
Manager



2928

Top 10 most subscribed courses by organisation

Top 10 courses most accessed by learners:

The high take up rate of Credit News reflects the fact that it is an ongoing 
product with new “lessons” arriving each month. It also plays a key 

role in financial services businesses meeting the onerous annual training 
requirements for credit representatives under ASIC RG 206. Other courses, 
however important, may be allocated less frequently than annually.

The relative popularity of these courses reflects the concerns of the sector: National 
Credit Code (Consumer Lending) training is fundamental to these business’s operations. 
Privacy and Anti-Money Laundering are areas where businesses face significant 
risk, both from regulatory action and potential reputational consequences, in the 
case of breaches. Staff training is extremely important in mitigating these risks.

An example of training that is important to the sector, while being relevant 
to only a certain group of staff, is ePayments Code training. 

By contrast, while Protecting Vulnerable Customers is subscribed to by a smaller 
number of businesses, those business that do subscribe recognise its importance to 
all banking staff. The ABA’s Banking Code of Practice places significant emphasis on 
customer vulnerability and it is expected that the new COBCOP will follow suit. Customer 
vulnerability is a wider and more complex issue than it was previously understood 
to be, and no doubt more businesses will find a need to subscribe to this product.

We expect a huge uptick in COBCOP training enrolments when the new 
COBCOP is finalised and we are in a position to update our training.

“We expect a huge uptick in COBCOP 
training enrolments when the new 

COBCOP is finalised and we are in a 
position to update our training.”

Number of organsations subscribed

Number of learner accesses
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All Course Assessments Overview

Completion rate

Commendably, our figures show that, of the courses allocated by clients to 
their staff, 98% were showing complete as at the audit date, 31 May 2021

Recognition of Proficiency
A business’s objective in training its staff is to satisfy itself (and in many cases, 
a regulator) that its staff are adequately prepared to carry out their role.

In some cases in the financial sector - training of credit representatives and 
Responsible Managers, for example - a CPD model applies, and regulators require 
a certain number of hours of training each year. In other cases, it is a matter for the 
financial services business itself to determine the preparedness of its staff.

Under the traditional model of compliance training, businesses subject staff to initial 
and refresher training repeated biennially, annually, or even more frequently.

Under our Adaptive pre-testing model, learners can be given the opportunity to 
demonstrate competence in a subject area before they undergo the training. They are 
then only required to undertake training in those areas where they have been unable 
to demonstrate competence.

This results in advantages to the company in saving staff time out of the business;  
it also improves staff morale and engagement by not subjecting staff to repetitive and 
unnecessary revision.

Our clients in this sector are increasingly opting to take our courses with this Adaptive 
pre-testing feature activated.

Pre-assessment 
57% of learners have opted to take a  
pre-assessment first.

Pre-assessment – proficiency

Of them 56% were able to demonstrate 
proficiency. 

Pre-assessment – further review required

The remaining 44% were then presented with the 
lesson materials and subsequently to a second 
(and potentially further) summative assessment.

Lesson First
The other 43% of learners opted to step through 
the lesson first. Of these, 47% passed the 
summative test on the first attempt.  

Lesson first- success rates

The 53% that failed were then presented with  
all learning materials again and subsequently  
to a second (and potentially further)  
summative assessment.

Benefit of pre-assessment

These figures reveal that 32% of learners overall 
were able to demonstrate competence in the pre-
assessment and so were allowed to move on. This 
represents a significant cost saving to the business, 
while still assuring the business that the learner is 
adequately prepared to carry out their role.

Pre-assessment vs lesson first – overall data

Learners who demonstrated 
competence and were 
able to bypass content

Learners who were unable 
to demonstrate competency 
and so were required to 
view the lesson materials

Learners who opted to review 
the lesson materials

“These figures reveal that 32% of learners 
overall were able to demonstrate competence 
in the pre-assessment and so were allowed 
to move on. This represents a significant cost 
saving to the business, while still assuring 
the business that the learner is adequately 
prepared to carry out their role.”
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Pre-assessment vs Lesson First – individual courses

Top 5 courses where a pre-assessment was taken first
The following are the top 5 courses where learners opted to take the pre-assessment:

Top 5 Courses where a Lesson was taken first
The following are the top 5 courses where learners opted to take the Lesson first:

The low success rate for both pre-
assessments and summative assessments 

in Customer Types Training is unsurprising: 
this is complex and unfamiliar material.

The high take-up rate for pre-assessment in 
Modern Slavery and WHS, and corresponding 
low first attempt pass rates suggests a misplaced 

confidence in learners’ understanding of 
these areas (contrast that with Diversity and 
Equality training). Experience shows that 
those learners who do not pass the pre-
assessment take the subsequent learning 
as a challenge. This adds to their level of 
cognitive engagement with the training.

An 80% success rate is an acceptable standard. 
Where learners are returning lower rates than  

that it may reflect

• The difficulty or unfamiliarity of the material, or

• Learners adopting a tick-and-flick approach.

Risk Awareness – which is a course in Armed 
Robbery and Incident Management – is material 
that learners should find familiar, as it is part of 
their day-to-day operations. The material in  
Credit News and PPS training is more complex 
than learners often think.

The low pass rates for Basics of Banking and 
COBCOP training suggest that learners are not 
treating this material sufficiently seriously. L&D 
staff are able to obtain, from the Salt system, 
details of the time each learner spent on the 
material and provide feedback to team managers 
accordingly (note that the Salt system protects 
learner confidentiality – only authorised people 
in the client business can access that data – 
on the GRC Solutions servers it is completely 
anonymised).

Percent who opted to take the pre-assessment

Success rate for pre-assessment

Success rate for learners who opted to read the lesson first
Percent who opted to read the lesson first                          Success rate at first attempt at summative assessment
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When compliance is done well, it 
increases efficiency and effectiveness 

because employees have been 
trained to know, intuitively, how 

do their jobs and how to reason 
through ambiguous situations. Thus, 

compliance is not designed to generate 
“no.” It aims for intuitive “yeses.”

- by Ted Bilich | Sep 29, 2015
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