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This Agreement covers arrangements between the Defence organisation (comprising the Department of Defence
and the Australian Defence Force, Defence in this agreement), Commonwealth Superannuation Corporation
(CSC) and Commonwealth Superannuation Administration (ComSuper). The purpose of this Service Level
Agreement is to:

Define the services to be delivered to members of the military superannuation schemes on behalf of
CSC and also services delivered directly to CSC and Defence by ComSuper;

Specify the reporting requirements needed by CSC and Defence in relation to those service activities;
Describe the role of the relevant Parties and the environment in which the services will be delivered;

Specify the level of performance that is required to be delivered over and above that set out in
relevant legislation in relation to each service activity; and

Describe the governance framework including escalation and incident management.
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A.1. Definitions and interpretations

For the purposes of the operation of this Service Level Agreement the following definitions are provided to aid
in the interpretation of the document and the service standards contained.

Acronyms and Definitions

Administration Services | any services ComSuper is required to provide under this agreement

means Military Superannuation and Benefits Act 1991, Defence Forces Retirement Benefits Act 1948,

PEE Defence Act 1903, and Defence Force Retirement and Death Benefits Act 1973
Actuary the actuarial firms nominated by the Commonwealth Superannuation Corporation (CSC)
ADF Australian Defence Force

Agreement this agreement, including any Schedules or appendices or attachments thereto
AFS Australian Financial Services

ANAO Australian National Audit Office

APRA Australian Prudential Regulation Authority

ASIC Australian Securities and Investments Commission

ATO Australian Tax Office

AUSTRAC Australian Transaction Reports and Analysis Centre

Board CsC

Any reference to a business day in this agreement is a day in which normal banking operations occur and

Business Da
e e ) excludes public holidays observed in the Australian Capital Territory

ComSuper is the entity established by section 4 of the ComSuper Act 2011

CsC Commonwealth Superannuation Corporation

CSC Management Senior management employed by CSC

Days means business days, unless contrary to the prevailing legislation
Defence the Department of Defence

DFRB Act the Defence Forces Retirement Benefits Act 1948, including regulations

DFRB or DFRB Scheme | the superannuation scheme established under the Defence Forces Retirement Benefits Act 1948

DFRDB Act the Defence Force Retirement and Death Benefits Act 197, including regulations

DFRDB or DFRDB _ ) : .
the superannuation scheme established under the Defence Force Retirement and Death Benefits Act 1973

Scheme
DFSPB The Defence Force (Superannuation)(Productivity Benefit) schemes established by determinations made
under Part IlIA of the Defence Act 1903
(where relevant) includes associate members of the military superannuation schemes and ancillary benefit
Member
members of the MSB Scheme
Minister the Assistant Minister for Defence or the Minister for Finance as relevant
Military : the MSB Scheme, the DFRDB Scheme, the DFRB Scheme and DFSPB Scheme established under the Acts or
superannuation
any successor schemes
schemes

5|Page June 2014



Acronyms and Definitions (continued)

MSB Fund (the Fund)

The Fund established under the Military Superannuation and Benefits Act 1991

MSB Fund Account

the relevant bank account maintained by ComSuper on behalf of CSC

MSB Scheme or MSBS
or MilitarySuper

the superannuation scheme established under the Military Superannuation and Benefits Act 1991

Party or Parties

each organisation identified in the preamble to this Agreement

Regulator

the Australian Prudential Regulation Authority (APRA), the Australian Investments and Securities
Commission (ASIC), the Australian Taxation Office (ATO) and the Australian Transaction Reports and
Analysis Centre (AUSTRAC)

Relevant Law

means any relevant requirement of the DFRB Act, the DFRDB Act, the MSB Act, the Defence Act 1903,
Superannuation Industry (Supervision) Act 1993, the Corporations Act 2001, the Australion Securities and
Investments Commission Act 2001, the Financial Management and Accountability Act 1997, Freedom of
Information Act 1982, Privacy Act 1988 and any other present or future law of the Commonwealth of
Australia or any State or Territory with which a Party must comply

Roles means the role of the Parties as set out in Section C of this Agreement

Earas the MSB Scheme, the DFRDB Scheme, the DFRB Scheme and DFSPB Scheme established under the Acts or
any successor schemes

Schedule means a schedule (so named) to this Agreement

Services means the services and tasks described in the Schedules

SLA Service Level Agreement
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The Commonwealth Superannuation Corporation (CSC) recognises that the achievement of its business
objectives requires a strong relationship with Defence and ComSuper. CSC, Defence and ComSuper seek to
promote and achieve a collaborative relationship which will have regard to the available resources and the
administration systems used to deliver administration services and will be guided by the following principles for
the operation of this Service Level Agreement:

e There is a commitment to achieving superior performance in the services delivered to members by all
Parties;

e Thereis a collaborative culture that promotes fair, open and honest business dealings;
e  All Parties work cooperatively with shared goals and objectives;

e There is a commitment to full transparency in relation to the reporting on service delivery outcomes
and the provision of qualitative as well as quantitative information;

e Anequitable basis for risk management is achieved based on a clear understanding of roles and
responsibilities; and

e  Specified roles are identified for CSC, Defence and ComSuper for the ongoing ownership, governance,
management and regular discussion on the operation of this Service Level Agreement.

Roles of Parties and Provision of Services

All Parties will perform the Roles and provide the Services in accordance with the following guiding principles:

e  Conduct themselves in a manner consistent with the highest standards of probity and integrity in
accordance with the Public Service Act 1999, and guidelines on official conduct or standards reflected
in the CSC’s code of conduct as applicable to the Parties;

e Openly communicate with other Parties to the Agreement, having respect and regard to each Party's
individual responsibilities;

e  Consult with the other Parties having respect and regard to each Party’s individual responsibilities; and

e Have regard to and consult appropriately about administrative and policy implications during policy
and process development that impact other Parties to the Agreement.
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The Governance of Australian Government Superannuation Schemes Act 2011 details the Acts and schemes
administered by CSC and also sets out the functions of CSC and the CSC Board. As part of those administration
arrangements, CSC provides superannuation services and products to Australian Defence Force employees.

CSC’s purpose is to help past, present and future members of the Australian Defence Forces and their families to
make the most of their financial future.

CsC:
e  Will provide clear and concise details of its expectations in relation to the delivery of administration
services by ComSuper.

e  Will provide clear and concise policy and compliance expectations in relation to its obligations under
relevant law.

e  Will provide comprehensive documentation on any new initiatives.
e  Will act in good faith to support the successful application of this Agreement.

e Isresponsible for the administration of the MSB Scheme, which is a regulated superannuation scheme,
and the management and investment of the MSB Fund.

e |sresponsible for the administration of the MSB Act, accountability and governance of the MSB
Scheme and Fund.

e  May respond to requests from the Minister in relation to superannuation policy issues impacting
administration of the military superannuation schemes.

e  Will sign off any MSB Act and DFRDB Act changes and as appropriate provide advice on those changes
to the Minister.

e  Will provide Services as documented in the Schedule to this Agreement.

ComSuper — The Service Provider

|
s e L=y | — oK

The ComSuper Act 2011 establishes ComSuper and sets out the functions and powers of the CEO of ComSuper,
the main one of which is to provide administration services to CSC in relation to the superannuation schemes
administered by CSC. As far as is relevant for the purposes of this agreement, ComSuper is responsible for
providing day to day administration services in relation to the military superannuation schemes to CSC as
trustee.

ComSuper :
e  Will act in accordance with any administrative policies determined and any lawful directions given by
CSC.

e  Will maintain its administration and computer systems for the most effective operation of the
Schemes, to ensure compliance with the relevant laws.

e  Will keep and maintain all required and necessary records in a form that is readily capable of being
audited in an efficient and effective manner.

o  Will advise the Parties if any matters arise which may hinder the effectiveness of the administration of
its duties to the military superannuation schemes.

e  Will report in a timely and informative manner to the Parties on compliance and governance issues
impacting on the administration of the Schemes.

*  Will provide Services as documented in the Schedules to this Agreement.
e  Will perform services in accordance with maintaining the licensing obligations of CSC.

o  Will perform its services in a way that supports and preserves Defence’s reputation as the employer.
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Additionally, ComSuper will provide to Defence on an “as required” basis:

Input to Ministerials, complaints and Ombudsman requests where required from Defence
Assistance with death in service matters

Responses to ad-hoc requests for membership data and assistance to ADF Pay and Accounting when
required.

Complaints that involve policy issues will be sent to Defence for response.

Agreement on the timeframe for the provision of information will be made at the point of the request
being made by the employer. Where an agreed timeframe cannot be met all relevant parties will need
to be informed of the delay within a period agreed between ComSuper and the Employer.

Defence — The Employer

Defence is the Department of Defence and the Australian Defence Force as the employer sponsor of the Schemes
with policy responsibility for the military superannuation schemes.

Defence :

Will provide superannuation policy advice to all Parties and to the Minister, in respect of the military
superannuation schemes.

Will develop superannuation palicy in consultation with the Parties and arrange for amendments to
the relevant legislation and will work with the Parties to ensure effective implementation of policy
changes.

Is responsible for rule changes relating to the MSB Scheme but must seek CSC’s agreement (except in
limited circumstances set out in the MSB Act) and consult with ComSuper on impacts to
administration.

Is responsible for productivity determinations under the Defence Act 1903.
Will fund the agreed administration costs of the Schemes (as per Schedule A).

Will work with CSC in consultation with ComSuper to quantify Services to be delivered and funding to
be provided.

Will recommend and manage appointments to CSC and advise CSC on appointments to Committees.
Will provide Services as documented in this Agreement.,

Will support CSC in the development of CSC’s communication strategy and any relevant
communication plans.

Will distribute to new MilitarySuper members a New Starter Kit as soon as practically possible after the
new member has commenced employment with the ADF, communicate with members by facilitating
and supporting access to members for the purposes of resettlement seminars for discharging
members, help members to understand their superannuation obligations and entitlements by
communicating with them through service newspapers, Departmental circulars and the Defence
intranet and other equivalent media.

empiloyer Viatters

Defence and ComSuper agree to progress work on prioritising issues in order for Defence to:

Report new enlistments required to contribute to the military superannuation schemes to ComSuper
via the Defence Pay Systems on the first available payday, but no later than the second payday
following enlistment;

Obtain and report Tax File Numbers (TFN) for all members of the Schemes;

Deduct member contributions from the fortnightly salary of Scheme members and remit them, along
with the 3% productivity contributions, to the nominated bank accounts on the payday to which they
relate;
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e Remit employer contributions, under the accrual based superannuation arrangements, to the
nominated bank accounts on the payday to which they relate;

e Provide ComSuper with data files showing details of all military superannuation scheme contributor
variations and other member data on or before the payday to which they relate;

e Investigate and respond within ten (10) Days to any data enquiries from ComSuper concerning
members, productivity contributions and other superannuation data;

e  Provide the necessary benefit claim documentation to all members who intend to separate from
Defence and report the separation and cessation of contributions via the Defence Pay Systems to
ComSuper on the first available payday following the separation date;

e Provide service details required by ComSuper to calculate and complete the processing of benefits;

e Respond to requests for information to enable ComSuper to resolve issues raised by members or
members’ representatives within ten (10) Days of receipt of the request from ComSuper;

e  Minimise data or monetary adjustments for separated members reported after the date of exit; and

e Collaborate to ensure the timely and efficient processing of invalidity claims for members of the
military superannuation schemes retired or to be retired on medical grounds in line with the standards
set out in this agreement.

¢ i e erie s R aaets o a tar ol
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Each Party will exercise due care and diligence to ensure that the Services it provides under this Agreement will
not prejudice the status of the MSB Scheme as a “complying superannuation fund” for the purposes of the
relevant legislation and the status of CSC as a Registrable Superannuation Entity or Australian Financial Services
Licence Licensee.

Each Party will ensure that it complies with the Relevant Law to the extent that it directly concerns the functions
(including systems and procedures), powers and duties of each Party, in relation to the performance of their
Roles or provision by them of their Services.

Each Party has an obligation to report breaches by them of the Relevant Law to the other Parties as per the
Schedules.

Should any Party become aware of an incident, breach of the Relevant Law, a significant adverse event or
material circumstance which either affects the administration of the Fund or else that CSC may be required to
report to a Responsible Authority, that Party is to promptly advise CSC of such event or circumstance with
sufficient particulars so that CSC can appropriately report to a Responsible Authority.

C.6 Services to be provided
ComSuper agrees to provide the administration services as specified and described in the attached schedules,
that detail the Services that will be provided for and on behalf of CSC.

ComSuper’s hours of service delivery are 9am to Spm Monday to Friday with the exception of all National and
Canberra Public holidays and the Christmas closedown period.

' W ; A1 —— T Tl -t 2l N €
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Defence will consult with CSC and ComSuper before implementing proposed policy changes to the Schemes
which are likely to have administrative implications for CSC or ComSuper and will work with CSC and ComSuper
to ensure successful implementation of policy changes.

ComSuper will consult with Defence and CSC before implementing any changes to the way it administers the
Schemes which will involve or impact on Defence, CSC or military superannuation scheme members.
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ComSuper is responsible for arranging the resources it needs to support the provision of its prescribed
superannuation administration services. Where changes in government policy will affect the service level
provided for CSC, ComSuper should engage with CSC in developing the budget strategy, costings, and
implementation plan for the new initiatives.,

Defence provides the agreed per member costs for the administration of the Schemes to ComSuper which will in
turn, make relevant payments to CSC in line with the associated Schedule of this agreement.

CSC and ComSuper acknowledge that there may be specific services provided by ComSuper at CSC’s request that
are outside the scope of the administration services for which ComSuper receives Defence funding and CSC may
negotiate for ComSuper to provide the additional services to be invoiced to CSC on a cost recovery basis.

All arrangements of this nature must be agreed in advance and documented at the Senior Executive level of
both organisations.

~ i~ Pirinnd B salitons A
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The Parties acknowledge that expenses relating to the administration of the Schemes and CSC operational
expenditure are met from monies appropriated by Defence which will provide for the agreed costs of the
administration by ComSuper of the Schemes including the CSC’s own administration costs (as per Schedule A).
Funding for Specific Administration Services will be negotiated between the Parties and take into account the
longer lead time of budget funded agencies.

- O

C.10 Ownership of Member Data and Administration Processes

For the avoidance of doubt, each party acknowledges that the ownership of member data resides with CSC.
Ownership of any intellectual property in the computer systems, procedures and processes (including any
internally developed knowledge base) used by ComSuper to administer the military superannuation schemes
resides with ComSuper. The Memorandum of Understanding (MOU) between ComSuper and CSC defines
expectations about the provision of member data to CSC.

11 Subcontracting

In providing the Services under this Agreement, ComSuper may appoint agents and sub-contractors to perform
specific tasks and services. ComSuper will not appoint any agents or sub-contractors to perform specific major
tasks or services without the prior knowledge and consent of CSC (where such consent is not to be unreasonably
withheld).

ComSuper agrees to make a term of the engagement of such agents or sub-contractors that these parties in
carrying out their duties will exercise all due care, skill and diligence and are obliged not to disclose confidential
information and obliged to comply with the Relevant Law as applicable to that engagement to the same extent
as required of ComSuper.

Operation and Variations to this Agreement

This Agreement commenced on 1 July 2014 and remains in force until it is replaced. This does not apply to
Schedule A which sets out the agreed funding to be provided by Defence and which will be renegotiated as
necessary. The Agreement and the related Schedules may be varied at any time by the written consent of all the
Parties to this Agreement.
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CSC and ComSuper agree to establish and maintain effective working relationships on the operation of this
Agreement.

To support the delivery of this agreement the governance framework includes the following:

e  Governance structure, including roles and responsibilities;
e  Key Personnel in Key Positions;

e  Meeting Topics, Frequency, Forum and Agenda;

e Reporting; and

e  Escalation and Issues Management Procedures.
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CSC, Defence and ComSuper under the terms of this agreement recognise that for the Service Level Agreement
to operate optimally an appropriate governance structure must be established to review and discuss service
outcomes and issues. To that end CSC, Defence and ComSuper will identify specific roles in each organisation
that will be responsible for the ongoing ownership, management, regular dialogue and discussion and any
required negotiation on future adjustments in relation to the operation of the Agreement.

Should a significant issue arise in relation to the administration of the schemes such as material systemic
problems or material human errors CSC General Manager, Member and Employee Services and Senior Manager,
Member Services Communications and Projects will be notified immediately and as soon as possible after this
notification ComSuper will also notify the Director of Military Remuneration in Defence and will provide advice
to all parties on how the issue is to be managed and proposed remediation or resolution.

Access and Audit

ComSuper must, where a request is made by CSC, provide documents or information relating to the
administration of the Schemes and provide CSC with access to ComSuper’s premises to facilitate a review of
such documents or information (this would pertain to requests received by a delegate of CSC including both
internal and external auditors). The request must be in writing and specify a time and place for the provision of
information and documents that is reasonable in the circumstances.

ComSuper must, when requested by CSC or a Regulator, undergo an independent audit of its administration of
the Schemes. The time within which the audit must be conducted must be specified in the request and must be
reasonable in the circumstances.

Where ComSuper receives or becomes aware of any media enquiries, it will notify the Parties. Enquiries not
involving Defence matters will be handled in accordance with CSC’s and ComSuper's media policy and protocols,
as agreed between CSC and ComSuper and ComSuper will ensure that CSC is immediately alerted to the details
of the enquiry. Defence will deal with any media enquiry that directly impacts Defence.
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D.5 Reporting

CSC and ComSuper agree that reporting on service delivery outcomes must be fully transparent and must
accurately reflect what members are actually experiencing in relation to the particular services they are
accessing. Itis also acknowledged that more frequent reporting will be required for the key service delivery
areas identified by CSC to facilitate that transparency.

ComSuper also acknowledges that the timely provision of qualitative information to CSC is also an essential and
integral part of its reporting obligations. [t is important for ComSuper to provide immediate notification of
issues identified that may affect future performance or service delivery outcomes and provide appropriate
commentary in addition to the regular qualitative information reporting on performance outcomes or changes
to workloads.

The table below outlines the reporting framework that governs the effective communication and service
delivery management between CSC and ComSuper. Schedules B and C provides the specific reporting
requirements and frequency for each area of service delivery.

'Reporting Mechanism  Frequency Service Provider Responsibility

Annual Effectiveness Annually Report on the overall Financial year performance against the standards

Review specified in the Service Level Agreement.
Scheme Statistics Quarterly Provide specified demographics and financial data
Administrators Report Monthly To provide management reports to assist in issue management and report

on the performance against specified monthly standards from the Service
Level Agreement, including member demographic information.

Quarterly Compliance Quarterly To provide the quarterly compliance report consistent with CSC Compliance
Report Policy

Incident Reports/ As required To report on incidents, service failures and compliance breaches in
Compliance Breaches accordance with CSC's breach policy.

Ad-hoc As requested From time to time CSC may request additional one off reports or

information to assist in policy considerations and/or facilitate member
communication and education issues.

All reports unless specified elsewhere will be forwarded to the Senior Manager, Member Services
Communications and Projects in an agreed electronic format. In relation to incident reports and compliance
breaches such reporting must be made to CSC’s General Counsel in accordance with the requirement specified
elsewhere in this Agreement.
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Richard Oliver Peter Carrigy-Ryan Jill Charker

Head Chief Executive Officer Chief Executive Officer
People Policy & Culture Commonwealth ComSuper
Department of Defence Superannuation Corporation
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Schedule A

Agreed Funding Arrangements
Applicable for 2014-15
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