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FIVE KEY TAKEAWAYS

The pandemic has seen adviser-client communication soar, with universal changes to the way 
business is conducted making interaction more cost- and time-efficient than ever before. Advised 
Australians are faring markedly better throughout the crisis, and many advisers are reporting 
notable increases in the strength and quality of their client relationships.

Advisers are predicting an increase in demand for advice post COVID-19, presenting an 
opportunity to grow client bases by demonstrating value. However, many acknowledge that the 
virus has widened the ‘advice gap’, with dual pressures of regulation and compliance pushing up 
the cost of advice, at a time when many Australians have suffered severe income loss. 

Advice businesses have been forced to adapt at lightning speed to conducting business 
digitally. Video conferencing, digital signatures and e-documents are now commonplace and 
expected to become a permanent fixture of the industry. Advisers and practices alike are 
already seeing the operational efficiencies that these tools bring, and clients are benefiting 
from the convenience and increased accessibility they afford. The nation-wide shift to 
remote work has also heralded a new era for advisers, wherein many are expected to shift 
to flexible working arrangements, of particular benefit to advisers approaching retirement, 
with parenting responsibilities, or simply seeking better work-life balance.

Trust in advisers is on the rise as client relationships strengthen: 

COVID-19 is expected to drive demand for advice: 

Digital and remote working is creating efficiencies: 

1

2

3

Australian financial advisers  continue to demonstrate how adept they are at taking rapid evolution 
in their stride. The majority have already taken the FASEA exam, achieving a self-reported pass 
rate of more than 80 per cent. Adding to this, most advisers already hold, or expect to hold, an 
approved bachelor’s degree or equivalent before the January 2026 deadline. 

Advisers have adapted well to FASEA: 

4

While many advisers are pessimistic about the outlook for the economy, they remain upbeat 
about the prospects for business. With many practices successfully pivoting to navigate the 
crisis, and adviser-client relationships strengthening, advisers are expecting a similar or improved 
outlook for their business this quarter. 

The future is bright: 

5



4The Post-Pandemic Advice Landscapewww.coredata.com.au

BACKGROUND

The COVID-19 pandemic has had a seismic impact on the 
Australian financial advice industry. It has changed how 
advisers work, where they work and how they engage and 
communicate with clients. It has increased the demand 
for advice, and the recognition of its value. And it has 
impacted the financial and mental health of clients.

Indeed, COVID-19 has arguably put a spotlight on the 
importance of good advice in navigating a crisis. But many 
advisers believe the crisis has widened the advice gap – 
further compounding the recent exodus of advisers as the 
new FASEA standards came into effect. 

Some of the COVID-19 impacts will be temporary, with 
life in many states already returning to ‘normal’. However, 
other ways in which practices have pivoted and adapted 
may become permanently entrenched in the industry. The 
shift to virtual interactions and increased use of digital tools 
and solutions to combat social distancing restrictions, for 
example, amounts to a communications revolution which 
will forever alter the way advisers engage with clients, 
as well as clients’ expectations and demands regarding 
engagement and flexibility. 

As technology such as video conferencing that has long 
existed but seldom been used has enabled new forms of 
client interactions, new working practices have enabled 
advisers to work more efficiently and perhaps more 

productively. Advisers can meet with clients remotely, 
offer greater flexibility to their clients with virtual 
meeting options, and, for those with clients spread far 
and wide, gain back valuable time they would otherwise 
have spent travelling. Other technologies, including 
digital documents and e-signatures, have brought about 
similar benefits. Thus, while COVID-19 has inflicted 
severe economic and financial damage to many lives, 
it has also modernised the Australian advice sector and 
ushered in more streamlined working practices.

Australian advisers are not alone. While the virus had 
a greater health impact in the UK, and the lockdown 
periods a significant impact on business operations, the 
experience of financial advisers has been similar. Like 
Australia, the UK advice industry has been forced to 
revolutionise the way it works to accommodate rising 
demands and increased client communication. 

While COVID-19 has left a trail of uncertainty, anxiety, and 
in some cases even tragedy, the value of advice is clear. 
Almost all (96.7 per cent) advisers surveyed across North 
America, Asia, Europe, the Middle East and Africa agreed 
that the crisis has demonstrated the value advisers can 
have in helping clients to navigate turbulent markets. 
This idea is not new, but demonstrates how now, more 
than ever, advisers play a key role in supporting their 
clients through difficult times.

Methodology: CoreData has been tracking the impact of COVID-19 throughout the pandemic.  Focusing on attitudinal and 
behavioural change, we have assessed the impact on consumers, investors and businesses.  In addition, we engaged with 
advisers in both Australia and the UK to uncover how the crisis is shaping new ways of thinking, working and engaging with 
clients. 

Our COVID-19 Pulse Checks captured responses from more than 6,642 Australian consumers.  Between May 26 and 
August 10, 2020, a total of 655 Australian advisers responded to our Q2 and Q3 Adviser Pulse Checks. Their responses are 
compared to some 250 advisers in the UK who answered similar questions during this period.
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THE ADVISER-CLIENT RELATIONSHIP

Crisis communication 

While COVID-19 marks a new tech age for the industry, 
the crisis has also demonstrated the value of human 
advice. The pandemic has enhanced the need for advisers 
to communicate and engage with clients virtually, and 
advisers have responded to the challenge.

The majority of Australian advisers report communicating 
more with their clients since the arrival of COVID-19, and 
with in-person meetings not an option for at least some 
of the pandemic, two thirds of Australian advisers moved 
to online (63.7 per cent) and/or telephone (62.6 per cent) 
meetings with clients.  More than half (56.5 per cent) 
reported conducting new client meetings remotely, and, 
despite making retention and acquisition harder for some 
(33.9 per cent), advisers say both online and telephone 
meetings are likely to be retained after the pandemic is 
over. 

Changes to the way business is conducted have been 
almost universal, with just 3.1 per cent of advisers reporting 
they had made no changes at all in response to the crisis. 
This shows the underlying readiness of the industry for 
remote client interactions and relationship management, 
and its ability to adapt under pressure.

I am communicating with clients more since 
COVID-19. 

Australia

57.9%

UK

57.6%
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Better relationships

More frequent communication is likely helping to 
strengthen existing client relationships, with half (50.0 
per cent) of Australian advisers agreeing that their 
relationships with clients have improved because of 
COVID-19. The financial services industry has long talked 
about the need for its workforce to hone not just superior 
technical skills, but increasingly, high-level ‘soft-skills’. By 
forcing changes at the coalface, the pandemic has brought 

Advised Australians were more likely to describe the 
current financial position of their household as good 
or great (76.7 per cent) than the unadvised (66.9 per 
cent). On the flipside, more unadvised consumers found 
themselves in ‘not great’ or ‘bad’ household financial 
circumstances, with decreasing ability to pay bills and in 
some cases escalating debt (31.1 per cent), than advised 
consumers (22.6 per cent). 

this to the fore, with client engagement and relationship 
management skills tested and relied upon in the absence 
of face-to-face interaction. It has also allowed advisers to 
help clients emotionally as well as financially by providing 
reassurance, compassion and understanding. Indeed, 
Australian consumers in active relationships with advisers 
have, overall, fared better than those who are unadvised.

The provision of good advice is not just reliant on the 
adviser’s financial acumen. These days, the ability to 
connect emotionally with clients and quell fears and 
anxiety around personal finance are part of what makes a 
good adviser. It is these qualities that help build trust, the 
foundation for long-term client relationships and business 
growth, and a topic on every adviser’s mind after the 
Hayne Royal Commission.

Unable to pay household bills 

Reported feeling happy during the crisis 

Reported feeling overwhelmed during the crisis

Reported feeling depressed during the crisis 

8.5% 

32.8% 

12.0% 

7.5% 

15.0% 

25.6% 

16.2% 

9.7% 

Advised Unadvised



7The Post-Pandemic Advice Landscapewww.coredata.com.au

Demand for advice

Increased levels of client engagement have enabled 
advisers to bolster existing relationships and demonstrate 
the value of traditional financial advice, a positive impact 
many advisers agree will endure beyond the current crisis.

More than two in five Australian advisers (43.4 per cent) 
anticipate demand for financial advice will increase 
going forward. To position themselves to respond to and 
take advantage of this, advisers need to be considering 
their growth platform and strategy.  No matter where 
they see the best growth opportunities, firms will need 
to understand who they are talking to, and how to best 
communicate their offering.

In the midst of the crisis, many Australian advisers 
have temporarily halted some of their usual business 
development activities in favour of strengthening 
relationships with their existing client base.  The majority 
(55.6 per cent) completely ditched marketing and 
prospecting during April to focus on servicing existing 
clients. This strategy appeared to yield dividends, with 
nearly half (47.0 per cent) reporting an increase in 

enquiries from existing clients.  The opportunity cost 
is high however, with nearly two in five (38.5 per cent) 
experiencing a decrease in new client acquisition. 

Nearly nine in 10 (88.9 per cent) advisers reported an 
uptick in requests for income protection insurance, as 
Australians took the opportunity to reflect on the need to 
protect themselves and their assets

UK

Australia 43.4%

43.9%

Not marke�ng and prospec�ng Increased enquiries
from exis�ng clients

Decreased new
client acquisi�on

Advisers report increase in income protec�on requests

47.0% 

55.6% 

88.9% 

38.5% 

Agree/Strongly agree that COVID-19 will increase the 
demand for financial advice
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Advisers also observed increased requests for investment 
and superannuation advice. Almost half reported increased 
demand for investment advice (48.3 per cent), while a 
similar number fielded more requests for superannuation 
advice (49.9 per cent). The latter is unsurprising, given the 
COVID-19 early release of superannuation made available 
by the Federal Government to those whose finances have 
been adversely impacted by the pandemic. The decision is 
clearly not an easy one, even for those in dire straits, with 
three quarters (76.2 per cent) of Australian consumers 
saying they would be more concerned about losing out on 
the value of re-drawn super at retirement than not having 
$10,000 to cover immediate expenses.

Demand for investment advice, on the other hand, may 
be rising for several reasons. Investors experienced losses 
and considerable market volatility, reporting an average 
personal financial loss of $36,347 due to the crisis.  A 
minority are looking to either sell investments to free up 
cash (11.1% of Australians having already sold at least one 
asset to mitigate the financial impact of COVID-19) or buy 
the dip (11.6 per cent had already, with a further 29.6 
per cent planning to do so at some point in the future).  
The lure of recently announced government incentives 
for those spending on home renovations or new builds 
may also be prompting some to seek advice about their 
investments and options.  

The low proportion of Australians accessing financial 
advice has long been a concern in the industry.  The 
COVID-19 driven uptick in demand presents an opportunity 
to expand services among existing clients, as well as 
showcase how advice can benefit, not just in terms of 
financial security and wealth, but also in financial literacy 
and decision-making, and overall wellbeing, for those who 
do not fit the typical client mould. The majority (51.0 per 
cent) of Australians we surveyed reported that COVID-19 
had a negative impact on their mental health. Additionally, 
nearly half (45.9 per cent) felt socially isolated, and nearly 
four in five (76.2 per cent) agreed that they were fearful of 
the virus and its potential impact on their finances and the 
broader economy.

The simultaneous uptick in demand for advice and 
deterioration in mental wellbeing presents an opportunity 
for advisers to demonstrate the contribution they can 
make to overall wellbeing and sense of security. Mid-
pandemic, CoreData’s Trust in Financial Services research 
revealed adviser advocacy is high, with three quarters 
(74.8 per cent) of Australians who are engaged with an 
adviser likely to recommend them to their family and 
friends. The upheaval has created an opportunity for 
advisers to demonstrate to Australians the value of advice 
in navigating turbulent times. 
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UK

Australia 46.0%

43.0%

THE NEW ADVICE LANDSCAPE

The tech revolution

Agree/Strongly agree that COVID-19 will permanently 
change the financial advice industry

Agree/Strongly agree that COVID-19 will mean advice 
businesses with outdated technology will not survive

Advisers believe the pandemic will herald a fundamental 
reshaping of the advice landscape, with more than two in 
five (46.0 per cent) Australian advisers expecting the crisis 
to result in permanent change. Perhaps the most visible 
and lasting legacy of COVID-19 is digital.  From the use of 
video conferencing platforms for customer and internal 
meetings to digital signatures and e-documents, the 
pandemic itself has been a digital disruptor. 

While there is nothing to suggest advisers will do away with 
face-to-face meetings any time soon, video conferencing 
has rapidly become embedded in many firms, and in the 
lives of many of their clients. Indeed, four in five (81.4 
per cent) Australian advisers are at least somewhat likely 
to continue offering an option for client meetings to be 
held remotely post-crisis.  There are obvious time and cost 
efficiencies with remote meetings, particularly for those 
advisers who travel to clients.  These apply for clients as 
well, who may also favour the convenience of a video 
meeting, particularly if it is offered out of usual business 
hours.  

Firms and advisers willing to embrace and embed digital 
solutions forced on them by COVID-19 are future-proofing 
their business. Half (50.7 per cent) of Australian advisers 
think the impact of COVID-19 means advice businesses 
with outdated technology will not survive, suggesting the 
post-COVID-19 landscape could therefore be host to a 
technological survival of the fittest contest.

UK

Australia 50.7%

43.9%
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Working practices

The fee factor

Changes to traditional work arrangements and practices 
are likely to be another permanent imprint left on the 
industry by the pandemic.  The industry is not unique in 
this, with many financial advice and professional services 
sectors only able to continue trading through shifts to 
flexible and remote working arrangements for staff.  

Nearly half (55.3 per cent) of Australian advisers predict 
that some advisers will permanently work from home after 
the crisis.

In the UK, older advisers were more likely to hold this view. 
Seven in 10 (69.8 per cent) advisers with 21-30 years of 
experience and two thirds (64.5 per cent) with more than 
30 years’ experience think some peers will permanently 
work from home. This compares to half (52.6 per cent) of 
those working in the industry for 10 years or less.

Those working in the industry for a long time may be 
looking to adjust working patterns ahead of retirement 
or semi-retirement, including shifting to more part-time, 
or flexible work. Alternatively, the more experienced 
advisers’ responses could be influenced by the thought 
that younger, more tech-savvy workers will choose to work 
at home more often, or that young parents – particularly 
fathers – may have found better lifestyle balance working 
from home at least some of the time.

If efficiencies gained from remote working and technology 
reduce costs for advice businesses, this may benefit 
consumers in keeping a lid on increases in fees.

As a result of COVID-19, more than two in five (44.8 per 
cent) Australian advice businesses are experiencing some 
decline in revenue, and on average, advisers predict a 
loss of more than $90,000 to their practices over the 
next year. Two in five (39.9 per cent) advice businesses 
are considering repricing their services, with a third 
(32.6 per cent) contemplating switching to an advice/
implementation fee-only insurance model (i.e. fee for 

service with no commission and premium savings passed 
onto the policy holder for the life of the policy) and 
nearly a quarter (22.5 per cent) considering advice and 
implementation fee insurance models with commission 
received rebated to offset fees. 

Australian advisers
predict an average loss of 

to their practices within the 12 months 
post COVID-19

$90,475 
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FASEA

Exit door

Indeed, Australian advisers are contending with more than 
just COVID-19. The new FASEA standards demand more 
from advisers, causing upheaval as the industry undergoes 
an adjustment period. However, advisers are taking the 
rapid evolution of the sector in their stride.

Two thirds (60.3 per cent) have already taken the FASEA 
exam, with an 84.6 per cent self-reported pass rate. 
Further, nearly four in five (79.3 per cent) expected they’d 
meet FASEA’s higher education standard by the January 
2026 deadline – two in five (39.9 per cent) already hold 
an approved bachelor’s degree or equivalent, with 
another two in five (39.5 per cent) currently completing or 
intending to complete an approved degree before 2026.

Advisers are divided over whether the content of the 
FASEA exam is reasonable, with one half (49.5 per cent) 
rating its content at least somewhat reasonable, while the 
other half (50.5 per cent) viewed the content as somewhat 
or very unreasonable. 

While it is too soon to tell how many Australian advisers will 
exit the industry due to the FASEA standards, advisers are 
less pessimistic about the impact of COVID-19 on adviser 
numbers than their UK counterparts.

Overseas, one in five (18.2 per cent) British advisers predict 
the pandemic will see more advisers exit the industry than 
under the Retail Distribution Review (RDR), which shook 
the industry and fundamentally changed the way financial 
advice was delivered in the UK. However in Australia, only 
one in seven (14.2 per cent) advisers believe the virus will 
have a bigger effect on adviser numbers than FASEA.

It is estimated that the RDR, introduced in January 2013, 
resulted in about 20 per cent of advisers leaving the 
industry. A potential reduction in adviser numbers due 
to COVID-19 could stem from several factors, including 
advice businesses not surviving, firms laying off staff due 
to recession, and technological change. 
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THE ADVICE GAP

A widening gap

The advice gap – the gulf between investors who can and 
cannot afford financial advice – has been a feature of the 
advice landscape since the introduction of the Future of 
Financial Advice legislation in June 2012. In Australia, two 
thirds (65.2 per cent) of advisers predict that COVID-19 will 
widen the advice gap – far greater numbers than in the UK 
(38.9 per cent).

While the pandemic has increased the need for financial 
advice, the economic fallout has also lessened the ability 
of those lower down the wealth scale to access it. In 
response, some sectors of the UK industry have launched 
various initiatives offering pro-bono financial advice or 
low-cost advice to those most in need, including retirees. 
These philanthropic undertakings are examples of how the 

crisis has had a positive social and humanitarian impact, 
and perhaps helped reset the moral compass of both the 
industry and society at large.

While Australia has suffered less health consequences 
from COVID-19 than the UK – at the time of writing, the 
UK had suffered 403,555 confirmed cases compared to 
Australia’s 26,942 – the economic fallout has had long-
term consequences for many Australians. Nearly one in 10 
(7.8 per cent) Australians admitted that their mid-COVID 
household financial situation is bad or dire – that is, they 
are uncertain if they can pay their bills, or are unable to pay 
their bills and in debt. This is largely due to loss of income 
and business revenue.
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Where to from here?

The COVID-fuelled tech shift presents an opportunity for 
advice firms to add a new string to their bow by rolling 
out low-cost, digital solutions aimed at Australians unable 
to pay for holistic advice. Such solutions could help both 
narrow the advice gap and enable advice firms to diversify 
their business models.

In a time defined by uncertainty, advisers in Australia are 
largely pessimistic about the pace and direction of the 
local economy. Nearly seven in 10 (69.9 per cent) think it’ll 
slow down, while only one in five (20.2 per cent) say it will 
speed up. 

Concern about the state of the economy does not 
necessarily extend to job security though. Only 5.6 per 
cent of Australian advisers say they are worried about 
losing their job to COVID-19 and a similar minority (7.0 per 
cent) are worried their firm will not survive because of the 
crisis. This is a sentiment shared in the UK as well, with only 

4.7 per cent of advisers worried about losing their job and 
an even smaller proportion (2.0 per cent) worried their 
firm will not survive. 

Most Australian advisers are optimistic about business 
conditions, however sentiment is slightly weaker for the 
industry at large, with fewer than one in three advisers 
describing operating conditions as at least good (31.8 
per cent). However, with so many businesses successfully 
pivoting to an increasingly digital environment – and 
adviser-client relationships strengthening due to the 
important role of advice in the midst of the crisis -  advisers 
are mostly positive about the outlook for their business in 
the next three months. 

More than a quarter expect the outlook to be better to 
some degree (27.1 per cent), while two in five remain 
on the fence a (41.5 per cent). The advice industry has 
adapted well to the changes inflicted by the pandemic and 
is well positioned to capitalise on the anticipated increased 
demand for financial advice in the wake of the crisis. 

Have you or a member of your immediate family experienced any of the following as a result of COVID-19?

had personally lost a job, and/or
had an immediate family member lose a job

39.7%

had lost income, and/or had an immediate
family member lose income

65.5%

lost business/revenue, and/or had
an immediate family member lose
business/revenue

40.2%
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CoreData
About Us
CoreData Research is a global specialist financial services research and strategy consultancy. CoreData Research
understands the boundaries of research are limitless and with a thirst for new research capabilities and driven by
client demand; the group has expanded over the past few years into the Americas, Africa, Asia, and Europe.

CoreData Group has operations in Australia, the United Kingdom, the United States of America, Colombia, Sweden, Malta, 
Singapore, South Africa and the Philippines. The group’s expansion means CoreData Research has the capabilities and 
expertise to conduct syndicated and bespoke research projects on six different continents, while still maintaining the high 
level of technical insight and professionalism our repeat clients demand.

With a primary focus on financial services CoreData Research provides clients with both bespoke and syndicated research 
services through a variety of data collection strategies and methodologies, along with consulting and research database 
hosting and outsourcing services.

CoreData Research provides both business-to-business and business to- consumer research, while the group’s offering 
includes market intelligence, guidance on strategic positioning, methods for developing new business, advice on 
operational marketing and other consulting services.

The team is a complimentary blend of experienced financial services, research, marketing and media professionals, 
who together combine their years of industry experience with primary research to bring perspective to existing market 
conditions and evolving trends.

CoreData Research has developed a number of syndicated benchmark proprietary indexes across a broad range of 
business areas within the financial services industry.

The team understands the demand and service aspects of the financial services market. It is continuously in the market 
through a mixture of constant researching, polling and mystery shopping and provides in-depth research at low cost 
and rapid execution. The group builds a picture of a client’s market from hard data which allows them to make efficient 
decisions which will have the biggest impact for the least spend.

• Experts in financial services research
• Deep understanding of industry issues and business trends
• In-house proprietary industry benchmark data
• Industry leading research methodologies
• Rolling benchmarks
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