
RE: Terms of reference - consumer remediation program 
review Treat as In Confidence DLM=Sensitive 

From: 

To: , Russell Howden 

Cc: Hannah Mills < 

Date: Tue, 9 Jan 2018 14:06:15 +1100 

Hi Peter and Cecilia, 

AS IC .0025.0003.3248 

Apologies for the delay in responding to KPMG's draft terms of reference provided below. There are 
several reasons that have delayed our response, most notably due to information received from the 
project team who have been reviewing more recent Select AFSL calls for the Direct Life insurance 
Review Project. 

I have been advised that the team reviewing these calls (which were from this financial year) have 
identified concerns not dissimlar to the concerns identified for the period January to September 2015. 
Specifically, the review team have identified concerns including:: 

• pressure to close sales even where the consumer raises a concern 
• use of the cooling off period/delayed payment to close sales 
• indexation/stepped cover not explained 

Noting the ongoing concerns over the practices of Select AFSL in its direct sale of life insurance ASIC 
is not able to settle its concerns based on a backwards looking review by KPMG as previously 
discussed. We would like to meet with Select and KPMG to discuss ASIC's concerns that Select may 
not have the necessary policies and procedures and oversight to ensure compliance with the financial 
services law. 

Can you please advise your availability for the week of the 22nd January. 

Much Appreciated 

M.efanie Spong 

kers Cred tand Insurers I ASIC I tr ~ J 6 

~ Peter Keller --15/11/2017 02:36:27 PM---Dear Hannah, Please find attached the updated 
engagement letter from KPMG. The review of the referra 

1-b'M'.len 

Date: 15/1112017 02:36 PM 
Subject: RE: Terms ofreference - consumer remed at on program rev ew (Treat as In Conf dence) [OLM Sens tve) 

Dear Hannah, 

Please find attached the updated engagement letter from KPMG. The review of the referra l process has been 
added to the Sales Review Stream . 

We will sign the engagement letter upon receipt of your approval to allow KPMG to start their independent 
review as soon as possible. 

Kind regards, 



Peter 

From: Hann• h Mills [ m ii 
Sent: Thursday, 9 
To: Peter Keller 
Cc: Melanie Spo ; Russell Howden 

Subject: Fw: Terms of reference - consumer remediation program review (Treat as In Confidence) 
[DLM Sensitive) 

Hi Peter, 

ASIC .0025.0003.3249 

Apologies for the delay in getting back to you. Thank you for the Letter of Engagement from KPMG. 

The Letter of Engagement should require KPMG to review the referral process used during this time 
(potentially within the sales review stream). As we have discussed previously, reviewing the referral 
process in this way will assist in understanding the spike in sales and preventing instances such as this 
occurring in the future. 

Please update the Letter of Engagement to reflect this and we are then happy to approve. 

Please contact us if you wish to discuss this further. 

Kind regards, 

Hannah Mills I ln~ch 
Melbourne I T ~ F 

• I • • II I - • I it Takers, Credit & Insurers I ASIC I 
I 

Information collected by ASIC may contain personal information. Please refer to our privacy 
policy http://www.asic.gov.au/privacy for information about how we handle your personal 
information, your rights to seek access to and correct personal information, and how to 
complain about breaches of your privacy by ASIC. 
-----Forwarded by Hannah M s/Me bourneNIC/ASIC on 09/11/2017 11:21 AM-----

From: Peter Ke er < 

To: 

Cc: • Russe ltl'M'.len < 

Date: 07/11/201709:1 1 AM 

Subject: RE: Terms of reference - consumer remed at on program revew(Treat as In Conf dence) [OLM Sens tve) 

Dear Melanie, 

In the light of our year-end planning I'm reaching out to inquire about the status of ASIC's review of the 
Engagement Letter between Select AFLS and KPMG. 

Can you please let me know whether ASIC is in a position to provide an update? 

Thank you. 

Kind regards, 

geter keller 
hief Risk Officer I Bluelnc Group 

r 

blueinc.com.au 

> 



ASIC.0025.0003.3250 

Let's Insure - winner of the 2017 Canstar Outstanding Value Award for Funeral Insurance for 
50s and over. 

From: Russell Howden 
Sent: Friday, 13 Octob 
To: ' 

>; Hannah Mills< 
>; Emma Curtis< 

Subject: RE: Terms of reference - consumer remediation program review (Treat as In Confidence) 
[OLM Sensitive] 

Hi Melanie, 

Attached please find the Letter of Engagement provided to Select AFSL. 

Please let us know if this meets your expectations. 

Kind regards 

russell howden 
Managing Director I Bluelnc Group 
Level 11, 1 - 5 Railway St North Tower 
Ch 67 • ••••111 I I 
T 
M 
0 

blue inc.com.au 

Let's Insure - winner of the 2017 Canstar Outstanding Value Award for Funeral Insurance for 
50s and over. 

From: Melanie Spong [ m ii : 
Sent: Wednesday, 11October2017 10:04 AM 

To:-Cc: · Eugeniu Jalba; Hannah Mills; Peter Keller; Emma Curtis 
Subject: RE: Terms o re erence - consumer remediation program review (Treat as In Confidence) 
[OLM Sensitive] 

Hi Russell, 

Thank you for your call this morning. ASIC agrees to an extension in time till 3pm Friday 13th 
October for the submission of the KPMG terms of reference/statement of work to enable further 
discussion with KPMG on your business and how the call reviews can be undertaken. k. discussed, 
the review must be independent so ASIC is unlikely to approve an arrangement where the staff 
undertaking call reviews are in any way paid and/or hired by Select. 

Regards 



ASIC.0025.0003.3251 

Mefanie Spong 

Senor Speca st I DepostTakers Crerltand Insurers I ASIC I W ~ 

From: Jaymee West/Me bourneNIC/ASIC 
To: 1-b'M'.len < 
Cc: 

Date: 06/10/2017 03:54 PM 

Subject: RE: Terms of reference - consumer remed at on program rev ew (Treat as In Cont dence:Lega) [OLM Senst ve) 

Hi Russell 

Thank you for the confirmation. 

Warm regards 

Jaymee West Ind genous Outreach Program Depos t Takers, Cred t & Insurers Me bourne Australian Securities & 

Investments Commission T: ~ E: x: .. 

" M NEYSMART 

From: Russe 1-b'M'.len < > 
To: 

>, "Eugen u Ja ba" < 

Date: 06/10/2017 03:49 PM 

Subject: RE: Terms of reference - consumer remed at on program rev ew (Treat as In Cont dence:Lega) [OLM Senst ve) 

Hi Jaymee, 

Thanks for your email. 

Cecilia is currently on leave and will be returning to work on Monday. 

She has infonned us that her team has prepared the terms of reference for KPMG's review and she will 
review it irrmediately on her return. 

We do not see any reason why we won't be able to meet the 11 October deadline. 

Kind regards 

russell howden 



Managing Director I Bluelnc Group 
Level 11, 1 - 5 Railway St North Tower 
Ch 7 
T 
M 
0 

• • • • • 111 :.: I 

blue inc.com.au 

ASIC.0025.0003.3252 

Let's Insure - winner of the 2017 Canstar Outstanding Value Award for Funeral Insurance for 
50s and over. 

From: Jaymee West [ mailto : 
Sent: Friday, 6 October 20171:45 PM 
To: Russell Howden 
Cc: Melanie Spong; Hannah Mills 
Subject: Terms of reference - consumer remediation program review (Treat as In Confidence: Legal) 
[OLM Sensitive] 

Good afternoon Russell 

I note that Select AFSL and KPMG met with ASIC on 20 Septerrber and undertook to provide a copy of 
terms of reference for KPMG's review of the proposed consumer remediation program and related 
calls. 

I have been asked to follow up with you and request they be provided by COB 11 October. If you are 
unable to meet this time frame, please advise accordingly. 

Warm regards 

Jaymee West Ind genous Outreach Program Depos t Takers, Cred t & Insurers Me bourne Australian Securities & 

Investments Commission T: ~ E: x: Im 
.. 
M NEY ~ T _Please consider the environment before printing this 

document Infonnation collected by ASIC may contain personal information Please refer to 
our Privacy policy http://www.asic.gov.au/privacy for information about how we handle 
your personal infonnation, your rights to seek access to and correct personal information, and 
how to complain about breaches of your privacy by ASIC. NOTICE This e-mail and any 
attachments are intended for the addressee(s) only and may be confidential. They may 
contain legally privileged or copyright material. You should not read, copy, use or disclose 
them without authorisation If you are not the intended recipient please contact the sender as 
soon as possible by return e-mail and then please delete both messages. This notice should 
not be removed. [attachment "Engagement Letter_ Advice Remediation Review_ Select AFSL 
Pty Limited _Fi .... pdf' deleted by Melanie Spong'Sydney/NSW/ASIC] 


