
Questions to ask when selecting a trustee company 
A checklist to help the family members of people without financial capacity. 

Ask these questions of the trustee company representative 
who will be your primary point of contact and will be making 
decisions on behalf of your family member: 

Answer is 
positive and 
clear and will 
be confirmed 

in writing 

Answer is 
negative, 
unclear or 
won’t be 

confirmed in 
writing 

1. Can you confirm that you are the trustee company representative 
who we’ll be dealing with day to day, not a sales professional who 
will not have ongoing involvement? 

  

2. Have you been helping personal injury clients for a long time? Can 
you put me in touch with families in a similar situation to ours that 
you look after? 

  

3. Will you treat us with respect, get to know us and actually listen to 
us? Or will you deal with us using process and bureaucracy? 

  

4. Are you able to respond to our requests for funds quickly, or will we 
have to wait until a committee of people who don’t know us meet? 

  

5. Is the culture of your organisation to put clients first? Or is it to 
attract our funds and then service us at the lowest possible cost? 

  

6. Will you meet us in our home in person? How often?   

7. Will you explain all the fees to us in a way we can understand?   

8. Will you also provide clear information about all fees in writing both 
before we make our decision and annually? 

  

9. Will the funds be invested in products other than those connected 
to your employer?  

  

10. Are you going to receive ASIC-compliant written financial advice 
from a financial adviser each year? Will that adviser understand our 
unique situation? 

  

11. Will you provide us with copies of this financial advice?   

12. Can we meet that financial adviser now? When and where will we 
meet with them in the first year and ongoing? 

  

13. How many clients does that adviser service, what are their 
qualifications and experience with personal injury clients? 

  

14. Will we be consulted before significant changes are made to the 
investments? 

  

15. Will you commit to helping facilitate a change of trustee if our 
relationship breaks down? 

  

 


