OUR ANNUAL BUSINESS REPORT 2014
We would like to thank our clients for taking the time to complete our inaugural annual
survey and we are excited in sharing these results with you, together with outlining some
of the initiatives we have taken as a direct result of your input as well as highlighting
how this feedback is shaping our priorities for the year ahead.
Understanding your time is valuable, we have written this report under a number of
sub-headings to make it easier for you to digest it and find the parts that are of most
interest to you:
•
•
•
•
•

Achievements during the past 12 months
Introduction to our team members
Results of our 2014 Client Satisfaction Survey
Actions taken as a result of the survey
Our priorities for the next 12 months

ACHIEVEMENTS DURING THE PAST 12 MONTHS
It has been a busy and successful twelve months for the Medical Financial Group as we
have continued to push forward with the original vision of what we jointly wanted to
achieve when we established the practice.
Whilst many of the achievements in the below list sound like ‘run of the mill’ outcomes
of the work we do, this in our opinion doesn’t mean they shouldn’t be highlighted nor
celebrated. We care about what we do every day are proud of the difference we make
in helping our clients achieve financial certainty in their lives.
Over the past twelve months, we have proudly been able to;
•
•
•
•
•
•

Add new team members
Connect with different specialists to assist with marketing and practice 			
management for our clients in private practice
Continue to grow our client community
Assist with the establishment of a number of new medical practices
Create relevant online content of interest to medical professionals
Assist our clients with regards to the issues surrounding Qld Health Payroll

INTRODUCTION TO OUR TEAM MEMBERS
Before reporting on the 2014 survey results, we would like to take this opportunity
to introduce our team. Many will be familiar to you but all of our team are involved in
delivering financial certainty to our clients, whatever their situation may be.
Our Financial Planning team is headed by Sean O’Kane and Neal Durling, ably supported
by Jan Wilkinson and Laura Myles respectively. Both Jan and Laura have a wealth of
experience and expertise which is imperative given the unique complexities Doctors
face with their financial situation and the limited time they have available.
The Tax and Accounting team is headed by Matt Connor with Mary Young managing
the team on a day to day basis whilst also assisting clients. Rebecca Bligh has joined the
team over the last 12 months and work with Laura Hann to ensure our clients receive an
outstanding service experience.
To find out more about our team members, please visit:
www.medicalfinancial.com.au/about-us

RESULTS OF OUR 2014 CLIENT SATISFACTION SURVEY
The results of our inaugural survey revealed areas we excel at and other areas which
require some attention. To everyone who participated in our initial review, we thank you
for your time, effort and feedback, as well as the positive input and constructive criticism
which both excite us for different reasons. In fact, we deeply value the constructive
criticism as it has provided us with an avenue of where to start with our continued
improvement.
While this was our first ever survey, we intend to perform a survey on an annual basis so
we can continue to improve our business and the services we provide to you.
So to our results. Below we have highlighted some of they key outcome areas arising
from the feedback you provided us. With each of these areas we feel that while the
overall results were positive, there are areas which we can improve and be the firm that
stands for what we believe in and delivers on those areas.

CONNECTEDNESS TO THE MEDICAL PROFESSION

This was one of the areas which we pride ourselves on, so it is important for us to ensure
we fully understand your unique challenges and the impact they have on your current
situation, as well as the long term.
We had 100 responses in total for this question, which resulted in 79% saying you felt
we were ‘very connected’ to the issues you face. While this was very reassuring, it also
allowed us to see that 20% felt we were only ‘somewhat connected’.
As we wish to have a complete and thorough understanding of the areas which directly
affect you, we would appreciate the opportunity to discuss these issues further with you.

EXPERIENCES WITH THE ADVISORS
The responses to this section indicated we achieved the highest in Professionalism &
Friendliness, with the areas of Responsiveness, Quality of work & Availability not far
behind. As these 5 areas are all incredibly important to us, we will be looking to improve
across each of these metrics over time.

A number of people commented that they appreciate that the services and advice
provided are based on their individual needs rather than trying to sell a service or
product that they just don’t need. We believe this is part of who we are and our unique
‘DNA’. We don’t want to recommend anything if it isn’t going to be a ‘right fit’ or doesn’t
assist in achieving your desired outcomes.
A highlight from our point of view is definitely there were no ‘Poor’ or ‘Very Poor’ responses
for these questions. Our aim going forward is that we are able to achieve an increase in
positive responses across all 5 areas. There were a number of direct comments across all
of these areas which we have taken on board and will incorporate into our future plans.

EXPERIENCES WITH OTHER TEAM MEMBERS
For the rest of our team at Medical Financial Group, the results were very positive. Overall,
90% of the responses for all the questions were either ‘very good’ or ‘good’.
While we found these results rather positive across the board, it did indicate that areas
we thought we were stronger in actually require some work. Obviously, we don’t want
to ‘toss out the baby with the bath water’ but two of the particular areas we would
like to focus on improving are the ‘availability of our team’ and the ‘accessibility of
information’, which we see as having a tangible effect on your experience as a client of
Medical Financial Group. We have also already taken some measures to increase the
efficiency of our operations, but more on these things later.

It was also nice to see that our team are seen as Professionals and Friendly. We actually
think they are pretty awesome.

CLIENT REFERRALS
Like any business, we value referrals. Referrals have benefits in a number of ways:
•
•

•

If our current clients are referring new clients to us then it indicates we are 		
providing advice to suit your needs
If we are being referred new clients, then our focus remains with assisting our 		
clients, rather then spending time actively seeking new opportunities.

We can understand more of the current issues or desires you are facing

As mentioned earlier, we have been undergoing growth. A majority of this growth is a
result of what we call ‘organic growth’, that is, where our current clients are referring new
clients. To all our clients who have referred new clients, we truly appreciate your efforts.

We appreciate the honest responses regarding why you would not recommend us. The
answers we received ranged from:
•
•
•
•

I don’t discuss financial matters with colleagues
There has been no opportunity to recommend
I’m currently living overseas
I just became a client

Interestingly 67% of the responses as to why you would not recommend were because
there had not been an opportunity to recommend. Please note though, this is 67% of
the ‘no’ responses which was 16% of the total responses.
You may be asking why we have focused on referrals as we have in this survey. One of
the positives of our firm is that we are a ‘boutique’ firm. We aren’t looking at becoming
a firm which takes over the world. We want to provide good quality advice and service
to our clients and don’t want to lose our focus on you, our clients. It is our desire to grow
organically by helping doctors make good financial decisions and thus we are looking
for your help to share this message with your friends and colleagues.
We want to grow our business with you. We would like the relationships we have with
our existing clients to grow and be mutually beneficial both in the short term but more
importantly, in the long term. As we do that, hopefully we are being referred clients who
are in a similar position, whether it be a similar career, business, family or lifestyle as our
current clients.

ACTIONS TAKEN AS A RESULT OF THE SURVEY
Social Media – Connectedness
We have created profiles on LinkedIn as a way of helping our clients and broader network
get to know as better and be more connected to you and others in the Health Providers
industry. We are looking at the issues which your profession faces so we can be on top
of the challenges you might be facing, assessing how that is going to impact on both
your current and future personal and financial circumstances.
A benefit of this has been the blogs etc we have already posted regarding various issues
which are available to you and your networks via Social and Digital Media.
As we continue to grow, what better way than showing your appreciation of the work
we do by writing a recommendation on LinkedIn. It might only take a moment to write,
but the effect on our team well be long lasting.

Availability and Accessibility
We believe that with by introducing you to our team members, you will have a number
of possible contacts to assist you with your queries/requests. In addition, we are looking
at ways to improve the systems regarding turnaround i.e. getting information you have
requested to you in a timely manner.

OUR PRIORITIES FOR THE NEXT 12 MONTHS
Expansion – we have made a submission to council for the expansion of our current
premises. We are awaiting their approval and hopefully building will commence in the
next couple of months. We have found the need for the extra space due to the numerous
clients we have taken on recently and the need for new team members. We are building
in capacity to take on new clients and team members without the need to move.
LinkedIn – we are looking at running sessions to assist our clients with their own
personal brand and online reputation, especially via LinkedIn. There are a number of
advantages to this, including connecting with other professionals in your industry and
having access to information such as blogs and other relevant content.

Referrals – as we have mentioned before, we believe the ‘organic’ growth of our
business is important and over the next couple of months, we will be contacting you
to discuss ways of achieving this goal. It may be people you know who are looking for
new Financial Planners or Accountants or if you are a client of Medical Financial Planning
and not Medical Tax & Accounting (or vice versa). As a boutique business, we truly value
your referrals.
Content production/Education – we are producing a number of papers which focus on
issues that you are currently facing and the approach we would recommend.
We are also looking at running a ‘Private Practice Day’. This would include a number
of professionals – legal, marketing and practice management – to help with both the
establishment of a private practice but also the successful running of existing private
practices. If you are interested in more details, please let us know and we will let you
know once details have been finalised. Going forward, we are planning on running this
day a couple of times per year.
Helping our clients make good financial decisions that lead to financial independence is
at the heart of everything we do.
Over the next 12 months we aim to better communicate the knowledge we have and
leverage the relationships we have developed to add value to both our current and
future clients and their families.
Whether you are a client or not, you have the ability to assist us achieve this through;
•
•
•

Reading / viewing and where appropriate, sharing our content
Considering us when you are in need of advice
Talking about the Medical Financial Group with friends and colleagues.

We hope you have found this report helpful in understanding the Medical Financial
Group and our future direction.
Feedback is, as always, gratefully received as this provides a platform from which our
business continues to develop our understanding of what is important to you and the
wider medical community we aim to serve.

