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The members of the CBB Board continue to add 
value through their ongoing focus on governance, 
understanding and managing risks, and 
monitoring strategic and operational performance. 

The combined expertise and professionalism of 
Board members and Executive staff have created 
a positive climate where scrutiny is encouraged 
and there is a strong commitment to 
accountability and transparency in all aspects of 
CBB operations. 

The 2007-2008 financial year was a year of 
investment in our infrastructure and capabilities.  
Considerable progress was made in improving 
our systems, structures and capacity to deal with 
future growth. 

The overall growth in client related activity is 
pleasing with a 40% growth in consulting revenue 
and a 22% growth in salary packaging revenue.  
The growth in client numbers in salary packaging 
was a record for any year, and was a result of 
investment in additional sales and marketing 
effort.  As reported elsewhere, we continue to 
have steady growth in our interstate markets, 
particularly in Queensland. 

A deficit budget was approved for the year which 
reflected our Community Investment Initiatives 
and our investment in CBB IT infrastructure.  
Notwithstanding the excellent income growth 
referred to above, the end of year result was a 
deficit on the approved budget 

A major decision was made in December 2007 to 
discontinue payroll services.  This was a difficult 
decision, as payroll had for many years been a 
core bureau service provided by CBB.  However 
it had become clear over the last few years that 
payroll service did not yield the return on 

 

 

 

 

 

 

 

 

 

 

 

 

investment, and that considerable re-engineering 
would be needed in infrastructure and software to 
make it more viable.  We identified a suitable 
commercial partner and more than 80% of our 
clients were successfully transferred to this 
partner.   

A key priority for the Chief Executive Officer over 
the past 12 months was to maintain a strong 
focus on two of the Key Results Areas of our 
Strategic Plan. 

KRA 2.  
The development of new and existing services 
The sale of payroll service has enabled us to 
provide an increased focus on the growth and 
sustainability of the Management Consulting and 
Financial Consulting Services.  Both these 
services will be further expanded in 2008-2009 by 
developing a pool of Associate Consultants and 
specialists which will give us increased flexibility 
to deal with the peaks and troughs in demand.   

Considerable progress was made in developing 
an employee benefit scheme which would be 
made available to CBB salary packaging clients.  
This is a good example of the CBB investment 
back into the community.  It is expected that this 
will be launched in August or September 2008. 

Development continued on a model for Client 
Focused Funding.  This initiative is dependent on 
Government decisions re disability funding.  Our 
aim is to be ready to roll when needed. 

KRA 3.  
Building the capacity and capability of CBB 
Significant progress has been made in relation to 
building the capacity and capability of CBB.  
Some examples include: 

·  Implementation of call centre software for 
our salary packaging helpline 
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·  Upgrading telephone system to improve call 
management 

·  Digitising of incoming faxes from clients to 
improve customer service 

·  Ongoing IT development which will result in 
the establishment of an enterprise customer 
relationship management software system. 

 
Two significant examples of our focus on building 
capacity and streamlining our services are: 

·  Phase one of the product and process 
mapping under the Australian Business 
Excellence Framework.  Phase two will be 
implemented during 2008-2009. 

·  The proposed adoption of the ANZ credit 
card for salary packaging clients.  This 
product has considerable benefits in terms 
of cost efficiency for CBB and its clients.  
 

As the CBB business activities continue to grow 
and evolve, we have been prepared to make 
structural changes to drive and facilitate that 
growth.  This resulted in a restructure at 
Executive level with the creation of a unit 
focussed on Corporate and Client Services, 
bringing together the IT, data processing and 
helpline staff under one manager. 

The CBB brand and reputation is a significant 
factor in our ongoing credibility with current and 
prospective clients.  The CBB Board and Senior 
Management undertook a branding exercise 
which has given a clearer focus on our brand, our 
positioning and what we stand for.  One of the 
outcomes of this branding exercise was the 
development of the following: 

We deliver.  Expect more. 

This statement will underpin our approach to 
deliver on our mission through community 
investment, product development and service 
delivery. 

Jan Lowe  
Chair, CBB Board                      

Andy Hagan 
CEO 
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Board continues to maintain a strong focus on 
delivery on the CBB Mission to build the capacity 
and capability of community organisations.  The 
services we provide are developed and oriented 
to deliver on the mission. 

The Community Investment Program had grown 
and matured over the past two years and is a 
tangible example of the significant role the CBB 
plays in supporting the community sector. 

During 2007/08 we “invested” in excess of 
$165,000 in the community sector.  This is made 
up as follows. 

·  $10,000 investment in an annual 
scholarship and support for the 
Governor’s Leadership Foundation 

·  $35,000 in pro bono consulting and 
advice to Not for Profit organisations.  

·  $100,000 investment in client 
organisations with outcomes such as 

o Staff Awards 
o Staff well-being programs 
o Leadership development 

programs 
o Contribution to capital 

construction 
o Support of indigenous staff to 

attend sport development 
activities 

o Staff amenities and benefits 
·  $15,000 Sponsorship of key events for 

a number of organisations 
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In addition, many hours are contributed to 
planning and development processes which will 
lead to beneficial outcomes for the community 
sector����

We will continue to look for new opportunities to 
make a difference through our community 
investment. 
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Consulting Services are a significant 
contributor to delivering on the CBB mission 
as all aspects of the work are directed at 
improving governance and/or operations of 
community organisations. 

In 2007/08 the Consulting Services team had 
an average of four staff, comprising the 
Manager, Keith Furniss, two Consultants and 
a Senior Administration Officer.   

A comprehensive range of consulting 
services are available to community 
organisations and Government agencies. 
They include: 

·  Financial Management 
·  Strategic Planning 
·  Corporate Governance 
·  HR & OHS 
·  Risk Management 
·  Business Viability Analysis 
·  Service Excellence Quality 

Program 
 

Income from consulting increased by 40% in 
2007/08, mainly due to return business and 
referrals from clients.  We continue to build 
our reputation with government and were 
successful in being awarded several sizable 
government tenders.  Consulting Services to 
Government included a major project in 
assessing the capacity of a sample of 
leading community housing organisations 
across SA.  The CBB won the 2-year 
contract to provide structured training to the 
community housing organisations of the 
Department for Families and Communities.  
We also continued to provide audits on 
behalf of the SA Government for the Service 
Excellence Program and reviewed the 
governance structure of a proposed early 
childhood development centre 

We have built an enviable reputation in 
financial training, corporate governance, 
Service Excellence quality audits and 
business analysis.  Nearly 80% of the 
governance and Service Excellence projects 
were through client referral.  

Our biggest challenges are to: 

1. Create greater awareness of the 
value and benefits of Consulting 
Services, particularly in 
conjunction with industry 
representative bodies, 
Government and key partners. 

2. Attract a pool of associate 
consultants who share CBB’s 
community based values, 
understand the not-for-profit 
environment and have competent 
technical skills in the areas of 
need. 

3. Increase the frequency and 
availability of our training 
workshops across the community 
sector.  In 2008/09 we will 
implement a series of workshops 
in Regional South Australia. 

 
 
Keith Furniss, 
Manager, Consulting Services 
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We believe; we have delivered on CBB mission 
by assisting all departments achieve their 
deliverables that in-turn make a significant 
community investment. 

Key Milestones 

·  The commencement of a formal CBB 
Marketing program that included 
product and price development, 
promotions and events, livery and 
brand development as well as 
creative and conceptual initiatives. 
 

Achievements 

·  The development of the CBB Brand  
through a series of executive 
workshops  

·  The identification of salary  
       packaging demographics and target  
      markets 
·  A wide range of leaflets, brochures 

and promotional material have been 
developed to  support sales activities 

·  Marketing has been an integral 
contributor on a number of projects 
and events that have required 
creative, design, production and 
promotion 

·  Website re-development 
·  Marketing development of the 

·  ANZ credit card  
·  CBB Rewards Club 
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·  Promotions and key events 
·  SACOSS Conference 
·  INCE Conference Queensland 
·  NTCOSS Conference Darwin 
·  Arts Access Conference 
·  CANH Conference 
·  PQA Zoo Day 
·  MDA Golf Day 

·  A CBB promotional DVD has been 
developed in-house from concept to 
script writing, audio production, slide 
and DVD production, label design 
and final production.  

 
Client Satisfaction Survey 
 

The 2007 Client Satisfaction survey was 
completed and a comprehensive report 
compiled.  Key results were: 

·  100% of clients surveyed were 
“Satisfied or “Extremely Satisfied” 
with CBB’s HR/IR services MYOB 
Training, and  Basic Accounting 
Principles Training 

·  90% - 92% of clients surveyed were 
“Satisfied” or “Extremely Satisfied” 
with CBB”s Salary Packaging 
Services and our Customer focus  

·  96.3% of clients surveyed would 
recommend CBB to another 
organisation 

·  95.7% of clients surveyed would 
recommend CBB Salary Packaging 
Services. 

From the valuable feedback received, CBB 
has implemented several changes which 
have resulted in improved customer service. 
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Future 

·  The marketing team has developed 
professionally, accepting and driving 
new initiatives. Marketing’s role is 
now an integral aspect of CBB daily 
business operations. 

·  In the future the marketing team aims 
to continue to produce innovative 
concepts and initiatives that bests 
showcase the products and services 
of CBB and build enduring 
relationships with our clients. 

·  Additional resources may be added to 
meet the demand of marketing all 
departments and increasing the level 
of promotion to drive new initiatives. 

·  Smarter technology and access to 
resources will be integral to cater for 
such a diverse market with diverse 
demographics. 
 

The marketing department has a clear purpose 
to initiate and drive targeted programs to 
enhance the return on investment from the 
activity of all departments while increasing the 
brand and awareness of CBB as a corporate 
identity.  

One of the primary tasks is to ensure that the 
organisation remains grounded in its brand and 
true to CBB vision and mission. 

 
Daniel Perkins 
National Sales & Marketing Manager 
 

 

 

 

 

 

 

 

 

 

 

 

 

���������� �

 � � ! � � �� � �



   

� � �� � � �� � � ! � � �� � �� � �� � �
�

�

�

 

 

We believe Salary Packaging delivers on CBB 
mission by providing this service to 
organisations so they can provide increased 
benefits to their employees. In doing so we 
contribute to achieving continuity of service 
delivery that leads to better client outcomes. 

 
1. Sales 

 
The sales department had a very successful 
year in meeting all objectives that are directly 
attributed to the team. There were many 
significant milestones, as outlined in the next 
section, which have become the foundation to 
how and why we operate. 

The level of activities has increased by 100% 
along with the effectiveness and efficiency of 
the entire department. This has been matched 
by the positive outcomes and relationship 
building partnerships that have protected the 
CBB from aggressive competition and an ever 
demanding client base. 

Table 1 below shows an actual growth in active 
salary packaging clients of 24.5% in the 2007/8 
year, completing the year with a record number 
of active clients. This figure is the net result of 
the number of new clients less those who have 
changed employers. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
Table 1 
 
Active Clients 
 

 
(Actual vs LY)   

 
01 July  2007 
 

 

GROWTH 

30 June 2008 
 

24.5 % 

                                                              
 

 

The growth of active salary packaging clients, 
as shown in table 2, from the year 2000/1 to the 
projected figure for 2008/9, identifies clear 
patterns of positive movement. When achieved 
the active client numbers will be the highest in 
CBB history. The graph demonstrates the arrest 
of the decline from 2002/3 to the resurgence in 
2007/8.  

 
Table 2 
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Table 3 shows an 8% increase in new 
organisations that use CBB to provide salary 
packaging services for their employees.   
 
Table 3 
Number of Client  
Organisations 
2007/8 

 

  
End of 2007/8  8% 
 Growth 
 
 
The number of individual new client ‘sign-ups’ 
that were completed from July 2006 to June 
2008 and the target or budget line extended 
though to June 2009 is shown in Table 4 below. 
 
The graph clearly shows the increase in 
business activity generated by the sales 
department and its propensity to achieve its 
targets.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Table 4
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The future appears very buoyant and our ability 
to respond to client needs has developed into a 
major asset. As we add additional resources in 
the new year, ou
accelerated
packaging in a formidable and 
position
add 
that growth.
2008/09.
 
 

Table 5
Active
2008/9
01 July  2008
 

30 June 2009 
Target for year end
 

Actual Vs Target
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Table 4 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The future appears very buoyant and our ability 
to respond to client needs has developed into a 
major asset. As we add additional resources in 
the new year, our momentum is again 
accelerated and will help put CBB salary 
packaging in a formidable and secure financial 
position.  This opens up the opportunities to 
add very large clients with the ability to support 
that growth. Table 5 shows our target growth for 
2008/09. 
 

Table 5 
Active Clients Target
2008/9 

   

01 July  2008 
 

                      

30 June 2009  
Target for year end 

 

20.6% 
 

Actual Vs Target 
 

Growth 
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2. Key Milestones 2007/8
2.1. Achievements
·  The February to 

generate new clients was an enormous 
success with 1,
completed
planning,
applied, mobilising the entire sales force 
with the addition of ‘the flying squad’ (other 
staff drawn from all areas
Australia to complete sign
paperwork and book the necessary follow 
up.

·  The recruitment of key sales personnel with 
the right balance and skills to enable the 
team to set and achieve the next 

·  The development of more effective sales 
systems and intelligence to target and win 
more cost effective business.

·  The introduction and involvement of all 
sales staff in goal setting and key area 
objectives and then empowering the team 
to execute the 

·  There were no lost client organi
the first 11 month. D
CBB control, several clients terminated their 
agreements. Some were due to 
amalgamations, 
salary packaging in
anoth
another provider while still under contract
CBB
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Key Milestones 2007/8 
Achievements 
The February to March campaign to 
generate new clients was an enormous 
success with 1,400 new sign-ups 
completed. To achieve this significant 
planning, qualifying and selling skills were 
applied, mobilising the entire sales force 
with the addition of ‘the flying squad’ (other 
staff drawn from all areas) to travel all over 
Australia to complete sign-ups, process all 
paperwork and book the necessary follow 
up. 
The recruitment of key sales personnel with 
the right balance and skills to enable the 
team to set and achieve the next level. 
The development of more effective sales 
systems and intelligence to target and win 
more cost effective business. 
The introduction and involvement of all 
sales staff in goal setting and key area 
objectives and then empowering the team 
to execute the agreed tasks 
There were no lost client organisations for 
the first 11 month. Due to reasons beyond 
CBB control, several clients terminated their 
agreements. Some were due to 
amalgamations, some chose to provide 
salary packaging in-house or they chose 
another provider while one signed with 
another provider while still under contract to 
CBB.  
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2.2.  Value of productivity gain, position    
      and next step 
·  Momentum has been generated with the 

Client Retention Program where we 
increase the level of salary packaging take-
up within an existing client organisation. 
This gives us a greater return on our 
investment as we have fixed costs to 
service each organisation and the higher 
the revenue the better the return. We have 
also added extra benefits to the product mix 
that in-turn builds long-term relationship 
that has a significant impact on our bottom 
line. It certainly cheaper to keep the clients 
compared to the cost of finding new ones. 

·  Our current position is to strengthen 
relationships with all clients by increased 
contact rates, joint initiatives, understanding 
their needs and delivering on our promises 
and commitments. At the same time we are 
actively seeking to add more than 3500 
new clients per annum. 

·  In the future we can visualise that we are 
an integral part of each organisation’s 
approach to ensuring they support and 
keep the right staff to minimise costs, 
wastage and continuity of service delivery. 
Our target is to make resources available to 
all organisations to use to attract, induct 
and manage staff while adding value added 
products to put CBB front of mind rather 
than not known at all. 

 

 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

2.3. Future 
·  Additional resources to be added to meet 

the demand of the Client Retention 
Program and increasing market share in 
gaining new client organisations. 

·  Increased electronic automation of the 
sales process and the introduction and 
access to resources and information for 
sales personnel in the field. 

 
 

3. The sales department has a target to 
reach all existing clients, in an agreed 
timeframe, with each organisation, to 
service their needs and increase the level 
of salary packaging take-up within their 
organisation.  
 
One of the primary tasks in the coming 
year is to launch the CBB Rewards Club, 
replace BankSA credit cards with ANZ and 
finalise all agreements with major clients. 
 
 

Daniel Perkins, 
National Sales & Marketing Manager�
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The Corporate and Client Services unit comprises 
the CBB Helpline and data processing and 
Information Technology.  This unit plays a 
significant role in achieving our mission by 
facilitating the day to day operations and 
customer service for CBB salary packaging 
clients. 
 
Key Achievements. 
 
The Corporate and Client Services Unit was 
established in May 2008 bringing together 
Corporate Services and Client Services functions.  
This has resulted in considerable synergies by 
having the IT unit closely aligned with the 
customer service staff.   
 
This refocussing of the team, combined with a 
renewed focus on IT solutions and efficiencies 
within CBB processes has already resulted in 
significant improvements in service delivery.  
Cross training of staff has now enabled the 
Helpline Team to cope with the holidays, 
absences and TOIL issues that have caused 
problems in the past due to lack of staff 
availability, and this will drive flexibility and 
diversity into the future. 

2007/08 was an extremely challenging one due to 
the increase in workload associated with the 
significant growth in salary packaging.  This was 
particularly the case during the period of January 
to March due to the large number of new clients 
commencing. 

 

 

 

 

 

 

 

 

 

A matter of concern was the high volume of calls 
to the Helpline.  In October 2007 Helpline staff 
were answering 1,900 calls per month and by 
June 2008 the number of calls has increased to 
4,900.  

Considerable productivity improvements have 
been achieved through IT enhancements.   

Overall the equivalent of a full time position has 
been saved whilst our customer service has been 
considerably improved. 

Productivity gains have enabled CBB to deal with 
increased workloads whilst maintaining current 
staffing levels.  This is a tangible example of the 
benefit of our investment in IT to build our 
capacity.  

FUTURE 
Work is underway on a new SMS notification 
system currently that should be rolled out in the 
latter part of 2008.  Clients will receive an SMS 
notification to keep them informed about the 
status of their transactions.   
 
This, combined with new Workflow Process 
software will enhance our ability to communicate  
through email and SMS with clients.  “Trigger 
points’ will be identified in processes to enable 
notification to clients of the outcomes/progress of 
their individual setup. 
 

 

 

 

 

 

 

 

 

 

 

Other improvements are in the on-line sign up 
process, automation of the Remote Area Benefits 
process, Web based self-services facilities, 
reduction in paperwork and culminating in a total 
recalculation process available to Helpline staff 
and clients that removes all manual calculations 
associated with this complex process. 

With improvements in place CBB will continue to 
increase its client base with no increase in 
staffing, resulting in efficiencies in process that 
will result in surplus for the CBB to use to achieve 
its mission. 

Information Technology 
The Information Technology (IT) Department is 
the conduit to enable CBB to deliver better and 
more varied services. In the past two years CBB 
has invested over $100,000 per annum on 
upgrading capacity to deliver better services. We 
have achieved a significant improvement in  
software and hardware, improved capability to 
further expand with immediate optimum 
outcomes. 

To help manage IT strategic development, an IT 
Steering Committee and has been established 
that uses the PRINCE2 methodology.  This  
provides the rigour necessary to manage complex 
IT projects and to maximise outcomes and 
benefits.  The IT Department consists of  qualified 
Software Engineers who have demonstrated 
considerable enthusiasm and commitment to the 
significant improvement of our IT capacity and 
capability. 

 
 
Andy Redden, 
Manager, Corporate & Client Services 
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The Financial Services team delivers on the 
CBB mission by assisting clients to develop 
and utilise quality financial systems and reports 
to assist in managing their organisations.  
Where appropriate we provide training and 
development to enable client organisations to 
build their capacity to be able to manage 
financial services in-house.  Where we provide 
financial services, it enables client 
organisations to concentrate on their core 
business, confident that appropriate financial 
services and reporting is in place. 

 
 
 
 

 
 
During 2007/08 we achieved a 13 % increase 
in revenue through the provision of a range of 
financial services to clients including but not 
limited to: 
- Data entry (mainly through MYOB accounting   
  packages) 
- Monthly and year end financial reporting 
- Full reconciliations of all accounts 
- Statutory reporting and filing 
- Strategic financial services 
 
In recent years the Financial Services have not 
been marketed and thus has remained fairly 
static.   

 

 

 

The restructure of the Corporate and Client 
Services Unit and the sale of payroll services 
will now enable a focus on growing these 
services in 2008/09.  We will actively promote 
book keeping services, accounting services, 
and strategic finance services to client 
organisations.   

An exciting development will be the ability to 
provide financial services via the CBB web 
Portal.  This will provide increased value and 
benefits to clients.  

�

Michael Colmagro 
Manager, Financial Services
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Payroll Services provided services to client 
organisations that did not have the capacity or 
resources to provide payroll in-house. 

2007/08 proved a very challenging year for the 
provision of our Payroll Bureau Services. 
During the year we lost key senior staff who 
had put over 12 years of dedicated services 
into this division.  In addition, CBB had  
reached a point where considerable 
investment was needed to upgrade the payroll 
service.   

After careful financial and strategic analysis, 
the decision was made to discontinue our 
payroll bureau service effective June 2008.  

 

This decision was conveyed to all our clients in 
late February early March 2008. It was of the 
up most importance to the CBB, to see that all 
client’s had smooth transition to a new provider 
or to take back their payroll in-house.   

We investigated many alternative payroll 
suppliers and eventually settled on ADP as our 
preferred provider. As at 30th June 2008 more 
than 80% of existing clients had ADP in place 
for providing future payroll services. The CBB 
assisted several clients in bringing their payroll 
back in-house. 

Due to the above changes the department did 
not actively seek new clients during 2007/08 
and consequently there was no major change 
in the composition of our client base in the 
year. 

We thank all clients for their loyal patronage 
over the first 13 years of our existence. 

Occupational Health and Safety (OHS)  

OHS is monitored and addressed at each 
executive and staff meeting throughout the 
year. Ergonomic assessments of the workplace 
are undertaken to help to minimise the risk of 
injury to staff. Worksite inspections are 
undertaken to maintain a safe workplace. 
There was one work cover injury this year. The 
case was still ongoing as at 30 June 2008 
although the employee has returned to work 

 
Michael Colmagro 
Manager, Financial Services
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