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About Financial Counselling

Financial counsellors assist consumers in financial difficulty. They provide 
information, support and advocacy to help consumers deal with their immediate 
financial situation and minimise the risk of future financial problems. The majority 
of financial counsellors work in community organisations, although some are 
employed by government. Their services are free, confidential and impartial.

Financial counsellors have extensive knowledge in a range of areas including 
consumer credit law, debt enforcement practices, the bankruptcy regime, industry 
hardship policies and government concession frameworks.  Financial counsellors 
also have training in counselling skills.

How Does a Financial Counsellor Assist a Client?
Financial counsellors assist their clients to get a clear picture of their overall 
financial situation. They will listen to their client’s story, providing support as 
necessary and explain the various options open to the client. For example, this 
could include:

■■ assessing whether any debts are legally owed, if the amount said to be owing is 
correct or whether the contract was fair

■■ explaining what options clients may have in relation to their debts, weighing 
up the pros and cons of each option

■■ providing assistance in completing documentation, for example, in lodging a 
dispute with an external dispute resolution scheme 

■■ empowering the client to negotiate or advocate with creditors and others on 
their own behalf, or negotiating and/or advocating on behalf of the client

■■ developing a budget

■■ providing ongoing support and referral to other services, for example legal 
services, No Interest Loan Scheme providers, health or housing services, that 
may also assist.

Financial counsellors aim to empower their clients so that they make their own 
informed choices. Their services are free, independent, confidential and non-
judgmental.

Financial counsellors also work to prevent financial difficulty through community 
education and by providing input to government and industry policy development 
processes.
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About State and Territory Financial Counselling Associations
There is a financial counselling association in each State and Territory in Australia. 
Amongst other things, a core role of these associations is to set standards for 
membership, including professional development and supervision requirements. 

About Financial Counselling Agencies

Many different agencies employ financial counsellors, ranging from large 
charities, to community legal centres to neighbourhood centres. The work 
of financial counsellors sometimes involves providing financial advice 
and engaging in credit activities,1 both of which would normally require 
specific licences. Agencies employing financial counsellors are exempt 
from requirements to hold an Australian Financial Services Licence and an 
Australian Credit Licence, as long as the agency meets certain conditions.  

1 See ASIC Regulatory Guide 203 ‘Do I need a credit licence’ for examples of credit activities.
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INTRODUCTION

Purpose

The purpose of these standards is to assist agencies offering financial counselling 
services to provide a high quality service.

The standards set out the essential requirements an agency should meet if it wishes 
to offer financial counselling services.  

Application

In this document “financial counselling services” means counselling and advocacy 
services provided predominantly for the purpose of assisting individuals who are in 
financial difficulty to address their current situation. 

These guidelines apply to all agencies that provide free financial counselling 
services.  A “free” financial counselling service is one where the client is not 
charged a fee to use the service.

In particular, the standards apply:

■■ To agencies offering generalist or specialist financial counselling services, such 
as gambling financial counselling

■■ Whether financial counselling is the only service provided by that agency or as 
part of a broader suite of services

■■ Whether the agency provides financial counselling through the use of paid 
staff, contractors or volunteers

■■ Whether the agency is a community based or a government service

■■ Whether the service is provided face-to-face, by telephone, by email or other 
electronic means, or by any other means.

Why have these standards been developed?

The standards were produced based on feedback from the financial counselling 
sector about the need for workplace guidance to support financial counsellors in 
their roles.
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Benefits for Agencies

By adopting the standards, agencies employing financial counsellors will be 
demonstrating a commitment to high quality and consistent service delivery. The 
standards will also assist agencies in managing risk.  

Funding for financial counselling services is not always adequate and varies between 
funding bodies. Separately, it is important to continue discussions with funders about 
funding levels overall so that adequate resourcing is provided to enable agencies to 
meet these standards.

Status of the standards

Adoption of these standards by agencies is on a voluntary basis and we strongly 
encourage all agencies to adopt them as part of their normal quality frameworks.  

The standards supplement any legal or regulatory obligations that an agency may 
have. However, we note that some funding bodies may require agencies to adopt these 
standards as a requirement in funding agreements.

Accompanying Checklist

The standards are accompanied by a separate checklist. This has been prepared to assist 
agencies in assessing their compliance with the Standards.  This checklist should be 
used each year to check for compliance with the Standards.

Review Date 

These standards will be reviewed three years after implementation.  The review will be 
undertaken by FCA, in consultation with financial counsellors, financial counselling 
agencies, funders and regulators.
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STANDARD 1 KEY SERVICE FEATURES

1.1. Service is free to clients

The agency does not impose any fees or charges upon clients in relation to any aspect 
of the financial counselling service.

This will be achieved by:

1.1.1. Ensuring that the agency, and each person acting on its behalf, does not 
request or accept payment of any fees or charges by clients.

1.2. Service is free of conflict of interest

The agency ensures that financial counselling services are provided free of any 
conflict of interest. 

This will be achieved by ensuring that:

1.2.1. The agency does not place itself in a position where a relationship with 
a third party could be seen to conflict with its obligation to provide 
independent financial counselling services to its clients.  

1.2.2. The agency does not accept a client where the relationship between an 
individual staff member and a third party could be seen to conflict with 
the agency’s obligation to provide independent financial counselling 
services to that client. Staff in the agency have a duty to disclose such 
conflicts. 

1.2.3. The agency does not accept a client where the interests of an individual 
staff member could be seen to conflict with the agency’s obligation to 
provide independent financial counselling services to that client. 

1.2.4. The agency does not accept a new client where providing services to that 
client could conflict with its obligations to a previous or existing client.
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1.3. Service is confidential

The agency ensures that it provides a confidential service and that it collects and stores 
client information in a manner that respects the client’s privacy and maintains the 
client’s confidentiality, subject to the agency’s legal obligations (including under the 
Privacy Act 1988).

This will be achieved by:

1.3.1. Ensuring that clients waiting in reception areas cannot inadvertently access 
or see the personal information of other clients that may be collected at that 
point or is visible on computer screens.

1.3.2. Ensuring client interviews are able to be conducted without being overheard 
by other clients, staff or members of the public.

1.3.3. Ensuring client registers and client files are kept securely and are only 
accessed by staff members who have been authorised to do so.

1.3.4. Ensuring staff do not communicate about the client with a third party unless:

• The client has authorised that communication, or

• The appropriate supervisor in the service has authorised the 
communication due to the need to protect the client, a staff 
member or another person, from imminent risk of serious harm.

1.3.5. Informing the client why the collection of information is necessary, 
how that information is stored and for how long, and how the client 
can access the information if they wish.

1.3.6. Collecting only such personal information from clients as is necessary to 
assess the client’s needs, provide financial counselling services and meet 
reporting requirements to funding bodies.

1.3.7. Ensuring that hard copy and electronic information is stored securely.
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1.4. Service is accessible

The agency ensures that its services are accessible and welcoming to all clients, 
including people from culturally and linguistically diverse backgrounds, people 
with disabilities and other people with special needs.

This will be achieved by:

1.4.1. Providing a range of access options including telephone, office visit and, 
in appropriate circumstances or where required by funding agreements, 
broader access options including outreach services, video conferencing, 
Skype or web chat.

1.4.2. Ensuring interpreters are used where they are required.

1.4.3. Facilitating reasonable adjustments so that people with disabilities can 
access the service, for example by making appropriate changes to building 
access. 

1.4.4. Ensuring reception areas provide a welcoming and comfortable 
environment.

1.4.5. Greeting clients in a courteous helpful manner that conveys respect.

1.4.6. Agreeing to clients’ requests to have a support person present unless it is 
inappropriate, for example, where there may be a conflict of interest.

1.5. Service is equitable

The agency ensures that clients are treated in a fair and non-discriminatory 
manner. 

This will be achieved by:

1.5.1. Ensuring all clients are treated with respect.

1.5.2. Ensuring staff are able to provide culturally appropriate services 
to Aboriginal and Torres Strait Islander clients and to clients from 
culturally and linguistically diverse backgrounds.

1.5.3. Ensuring staff have an understanding of how to work with clients 
with special needs, for example people affected by domestic violence, 
homelessness, mental health issues, or addiction.

1.5.4. Making reasonable adjustments to meet the special needs of clients.
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1.6. Service complies with licensing relief 

The agency ensures that it complies with the licensing relief for the agency, under 
both the Corporations Act 2001 (ASIC Class Order CO3/1063) and the National 
Consumer Credit Protection Regulations 2010 (Regulation 20). 

This will be achieved by ensuring that the agency:1

1.6.1. Does not charge any fees or receive any remuneration arising from the 
financial counselling service.

1.6.2. Does not run, and is not associated with, a financial services business.

1.6.3. Ensures its financial counselling staff do not provide any financial product 
advice or credit activity advice outside the terms of the appropriate licensing 
exemptions. 

1.6.4. Ensures its financial counsellors are members of, or eligible for membership 
of, the relevant State or Territory financial counselling association.

1.6.5. Ensures its financial counsellors have adequate skills and knowledge to 
deliver the financial counselling service.

1.7. Service complies with Code of Ethical Practice

The agency ensures that the financial counsellors employed comply with the Australian 
Financial Counselling Code of Ethical Practice.

This will be achieved by ensuring that:

1.7.1. The financial counsellor has a hard copy of the Code or the agency makes an 
electronic copy of the Code available.2

1.7.2. The financial counsellor has access to appropriate training about the Code.3

1.7.3. If ethical dilemmas arise, that the Code is one mechanism used to help 
resolve them.

1	 This	section	essentially	reflects	the	wording	in	the	licensing	relief	for	agencies	offering	financial	counselling	services:	
ASIC Class Order CO3/1063 re an Australian Financial Services Licence and s 20(5) of the National Consumer 
Credit Protection Regulations 2010 re a Credit Licence.

2	 The	Code	is	also	available	for	download	from	the	website	of	Financial	Counselling	Australia.

3 This could for example be provided in-house. FCA is also planning to develop online training modules based on the 
Code of Ethical Practice in the future.
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1.8. Service integrates casework with policy and systemic advocacy

The agency ensures that casework experience is used to inform its policy and 
advocacy activities and that of other advocacy bodies.

This will be achieved by:

1.8.1. Encouraging and supporting financial counsellors to identify policy issues 
and advocacy opportunities arising from their casework.

1.8.2. Encouraging and supporting financial counsellors, in ways consistent 
with the agencies own policies and practices, to contribute to policy 
development and advocacy opportunities with other organisations.



12 STANDARDS FOR AGENCIES EMPLOYING FINANCIAL COUNSELLORS | JANUARY 2015

STANDARD 2 CLIENTS: INTAKE, CASEWORK, REFERRAL 
AND COMPLAINT HANDLING

2.1. Use appropriate intake procedures

The agency uses a systematic and comprehensive intake procedure for all financial 
counselling clients that assesses the client’s broader needs and ensures that financial 
counselling is offered only when it is the best option for the client.

This will be achieved by:

2.1.1. Having a documented process that describes how

■■ clients’ needs are assessed

■■ clients’ cases are prioritised, including identifying urgent matters and how 
they will be dealt with

■■ services are matched to clients’ needs

2.1.2. Ensuring staff inform the client about the services the agency is able to 
offer and support the client to make an informed choice about whether to 
participate in the service.

2.1.3. Ensuring staff refer the client for other services as appropriate to address 
broader needs.

2.2.  Provide casework in a way that builds client capacity

The agency delivers a service that builds the capacity and self-sufficiency of the client in 
managing their current and future financial issues.

This will be achieved by ensuring:

2.2.1. The service maximises the client’s participation in planning, decision-making 
and the resolution of issues, so that the client determines the course of action.

2.2.2.  That staff assist the client to further understand the cause of their financial 
problems, identify changes to minimise further financial problems and build 
financial capability
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2.3.  Conduct casework according to good financial counselling 
practice

The agency ensures that the casework it conducts reflects good financial counselling 
practice.

This will be achieved by ensuring that:

2.3.1. The agency provides a range of resources and tools to assist staff to 
provide a service that reflects good financial counselling practice 
including triage tools4 and checklists.

2.3.2. In each case, consideration is given as to whether the client is liable for 
the debts that are alleged to be owing, and if owing, whether the amount 
is correctly calculated.

2.3.3. The agency supports the financial counsellor to act as an advocate 
when negotiating with third parties.

2.3.4. Where appropriate, the agency works collaboratively with other support 
workers who are assisting the client.

2.3.5. The agency has procedures in place to deal with the situation where the 
client’s ability to provide instructions is uncertain.

2.3.6. The service provided is within the confines of a financial counselling 
service and does not exceed it.

2.3.7. The agency has appropriate procedures in place to review the file work 
conducted by financial counsellors.

2.4. Provide appropriate referrals

The agency provides an effective referral service for clients who need other services 
in addition to financial counselling or where financial counselling is not the most 
appropriate service.

This will be achieved by:

2.4.1. Maintaining up to date information about legal, health, social and 
support services that are able to accept referrals.

2.4.2. Liaising with legal, health, social and support services to develop referral 
pathways to assist clients to access those services.

2.4.3. Using warm referrals to assist clients to contact other services in cases 
where that is necessary.5 

4 Triage refers to the process of obtaining information from the client in order to assess eligibility for the service, 
as	well	as	the	urgency	of	the	matter.	

5	 A	‘warm	referral’	occurs	when	the	financial	counselling	service	contacts	the	other	service,	for	example	to	make	
an	appointment.	The	service,	with	the	client’s	consent,	may	also	pass	on	any	relevant	information
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2.5. Provide a complaint handling mechanism

The agency has an effective system for handling client complaints.

This will be achieved by:

2.5.1. Having a documented complaint handling process that is fair, 
accessible, responsive and efficient.6

2.5.2. Ensuring that clients are aware of their right to make a complaint and 
how to go about it.

6	 See	Commonwealth	Ombudsman,	‘Better	Practice	Guide	to	Complaint	Handling’	2009	for	a	guide.	Available	at	http://
www.ombudsman.gov.au/docs/better-practice-guides/onlineBetterPracticeGuide.pdf
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STANDARD 3 HUMAN AND PHYSICAL RESOURCES

3.1. Engage qualified financial counsellors

The agency engages qualified financial counsellors who have appropriate training 
and experience or who, once employed, obtain the relevant qualification.

This will be achieved by ensuring that each staff member who provides financial 
counselling services for an agency:

3.1.1. Has undergone induction training with the agency. 

3.1.2. Is a member of, or is eligible to be a member of, the financial 
counselling association in the state or territory in which the 
financial counsellor works.7

3.1.3. Holds a Diploma of Community Services (Financial Counselling) or 
is actively studying for this qualification.

3.1.4. Has the level of skills and knowledge sufficient to provide good quality 
financial counselling services having regard to the type of service that 
person provides and having regard to the level of financial counselling 
expertise and the level of professional supervision available to that person. 

3.1.5. Is committed to offering services that are non-judgmental and in the best 
interests of the client and adequately understands both the personal and 
systemic causes of financial hardship and the impact financial difficulty 
can have on an individual’s life. 

7	 The	associations	are:	Financial	Counselling	Tasmania,	Financial	and	Consumer	Rights	Council	(the	Victorian	
body), Financial Counsellors ACT, Financial Counsellors Association of NSW, Financial Counsellors Association 
of	Queensland,	Money	Workers	Association	of	the	NT,	Financial	Counsellors	Association	of	WA,	South	
Australian Financial Counsellors Association.
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3.2. Support professional development

The agency supports the professional development of financial counsellors who deliver 
services on its behalf. In particular the agency ensures that financial counsellors are 
provided with opportunities for ongoing professional development and professional 
networking.

This will be achieved by:

3.2.1. Providing access to the necessary information resources so that financial 
counsellors can maintain and improve their skills and knowledge.

3.2.2. Supporting financial counsellors to continue their professional development 
by encouraging their attendance at professional development seminars, 
courses, conferences and other events that meet the requirements for 
membership set by state and territory financial counselling bodies. This 
support should include release from usual duties to attend such events during 
ordinary working hours and payment of reasonable costs for such events.

3.2.3. Supporting financial counsellors to participate in state and territory 
financial counselling bodies.  This support should include supporting staff 
to attend professional development opportunities, professional networks or 
conferences organised by these bodies and, where appropriate, supporting 
staff to take up positions of responsibility within professional associations.

3.2.4. Supporting financial counsellors to participate in reflective practice, 
including facilitating access to programs outside the agency.

3.3. Provide supervision

The agency provides adequate professional financial counselling supervision for 
financial counsellors and fosters a culture of reflective practice.

This will be achieved by:

3.3.1. Providing professional supervision8 which covers both technical (casework) 
and counselling skills to financial counsellors at the level required for 
membership of state and territory financial counselling bodies.

3.3.2. Where such professional supervision is not available within the agency, 
covering the costs of establishing regular, ongoing, qualified external 
professional supervision relationships for financial counsellors working 
within the agency.9 

8	 Staff	managing	financial	counsellors	are	sometimes	described	as	providing	‘supervision’.	However	this	is	a	different	
use	of	the	word	and	refers	to	the	line	management	function.

9	 We	note	that	some	agencies	have	entered	into	arrangements	with	each	other	so	that	supervision	is	provided	on	a	
quid	pro	quo	basis	between	them.
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3.4. Provide adequate physical resources

The agency ensures that financial counsellors have access to adequate physical 
resources in order to do their jobs.

This will be achieved by ensuring that each financial counsellor has adequate access 
to:

3.4.1. A telephone

3.4.2. A computer with access to the internet

3.4.3. A scanner, photocopier and locked filing cabinet

3.4.4. A space to interview clients that maintains privacy and confidentiality
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STANDARD 4 OCCUPATIONAL HEALTH AND SAFETY

4.1. Provide support to staff dealing with difficult clients

The agency provides professional and personal support to staff in dealing with difficult 
or aggressive clients. 

This will be achieved by: 

4.1.1. Ensuring there are policies, procedures and training in place to support staff 
in dealing with difficult client interactions

4.1.2. Providing regular opportunities for debriefing and, where necessary, critical 
incident debriefing

4.2. Provide a safe workplace10

The agency provides a physical environment that is healthy and safe and suitable for 
the requirements of financial counselling.  

This will be achieved by:

4.2.1. Providing a safe physical environment.  In particular, all areas used 
for contact with clients should be subject to a risk assessment, and 
appropriate steps taken to minimise or eliminate risks to safety, for 
example, due to aggressive behaviour by clients.

4.2.2. Each agency should ensure that they have policies and procedures that cover 
the safety and security of staff working outside of the office.

4.3. Ensure workloads are manageable and appropriate

The agency ensures that the workload of each staff member is manageable having 
regard to the level of skill, experience and any special employment arrangements for 
that staff member. 

This will be achieved by:

4.3.1. Ensuring workloads generally, as well as caseloads specifically, are reasonable 
and established in consultation and negotiation with the financial counsellor.

10  Agencies of course also have obligations under relevant workplace health and safety legislation.
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STANDARD 5 RECORD KEEPING

5.1. Maintain a client record system

The agency has in place a system for opening, maintaining and closing client files. 

This will be achieved by agencies:

5.1.1. Opening a file for each client. 

5.1.2. Maintaining a central record of each file opened that allocates a unique 
identifier such as a number, code or name to each file.

5.1.3. Maintaining an orderly system for the storage of files so that files can be 
easily located and retrieved.

5.1.4. Maintaining a diary or bring-up system to ensure that important dates 
and time limits are identified and that files receive regular attention.

5.1.5. Maintaining a system for the closure of files to ensure that files are 
reviewed prior to closure.

5.1.6.  Notifying clients in writing that their file has been closed, explaining 
why the file has been closed, how the file will be stored and for how long, 
enclosing any relevant correspondence and confirming, where feasible, 
that creditors have been notified.

5.1.7. Where feasible, notifying creditors that the client’s file has been closed, 
that the agency is no longer acting for the client and any third party 
authorities are revoked.

5.1.8. Maintaining an archiving system that allows closed files to be retrieved 
within a reasonable period of time.

5.1.9. Ensuring that records are kept for the period of time required by 
the legislation that applies to those records.
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5.2. Keep complete and legible files

The agency keeps complete and legible records in relation to each matter where it 
provides financial counselling services.  

This will be achieved by ensuring files contain:

5.2.1. All relevant information about the client, including their personal details and 
any special requirements.

5.2.2. All information relevant to the case, including information on the client’s 
income, expenditure, assets, liabilities, numbers and ages of dependents and 
housing and any other data as required.

5.2.3. Copies only of all documents provided by the client, with the originals 
returned to the client.

5.2.4. Copies of authorities signed by the client to allow the agency to contact third 
parties on the client’s behalf.

5.2.5. Copies of any signed instructions by the client in relation to the conduct 
of the matter, or notes of discussions with the client confirming their 
instructions.

5.2.6. Copies of all correspondence (including letters, emails, facsimiles) sent or 
received on behalf of the client.

5.2.7. Copies of all documents prepared for or on behalf of the client.

5.2.8. Notes made by the financial counsellor of all contacts with the client.

5.2.9. Notes made by the financial counsellor of all contacts made with third parties 
on behalf of the client.

5.2.10. Notes of any research conducted on behalf of the client.

5.2.11. Copies of any agency checklists or forms used on this file. 
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STANDARD 6 ACCOUNTABILITY

6.1. Reporting to Funders

The agency fulfils the reporting requirements of its funders.  

This will be achieved by ensuring that:

6.1.1.  The agency submits reports to its funders in the required format and 
within the required time frames.

6.1.2. The agency advises funding bodies of any material changes to the 
organisation or service which may affect service delivery as soon as 
possible.11

6.2.  Data collection and monitoring

The agency collects and monitors data so that it has an understanding of the 
effectiveness of its financial counselling services.  

This will be achieved by ensuring that the agency collects and analyses information 
concerning:

6.2.1. The quality of the service delivered including, where appropriate, the 
results of file reviews.

6.2.2. The productivity of the service, including, where appropriate, the number 
of clients contacting the agency, the number of files opened, the number 
of files finalised, the time spent on each file.

6.2.3. Levels of unmet demand for the service.

6.2.4. Demographic information about the clients who use the service.

6.2.5. Feedback from clients about the service including, for example, 
follow-up client surveys after a file has been closed or client 
evaluation forms.

6.2.6. The outcome for the client as a result of service.

6.2.7. Systemic issues that are identified in the course of service delivery.

11	 Examples	of	changes	that	may	be	material	include:	delivery	locations,	changes	or	loss	of	key	personnel,	
changes to the organisation’s constitution or governance impacting on the service.
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6.3. Evaluation

The agency participates in evaluation concerning the effectiveness of its financial 
counselling services.  

This will be achieved by:

6.3.1.  Conducting evaluation on a regular basis concerning service design, delivery 
and outcomes, including consideration of effectiveness and efficiency.

6.3.2. Acting on relevant client feedback or other stakeholder feedback to change 
and improve service delivery.

6.3.3. Participating in external evaluations of the financial counselling sector more 
broadly, where appropriate.
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STANDARD 7 COMMUNITY DEVELOPMENT

7.1. Working with the community

The agency works with the community to actively represent the needs of people 
experiencing financial difficulties (where funding agreements permit this activity)  

This will be achieved by ensuring that:

7.1.1. The service adopts a planned approach to working with the community 
based on the identified local, regional and state-wide community needs.

7.1.2. Strategies used in advocacy and community education about financial 
issues are appropriate for the purpose and the audience.

7.2. Building partnerships and networks to support service delivery

The agency builds strong partnerships and networks to support service delivery.  

This will be achieved by ensuring that:

7.2.1. The agency participates in community networks and forums.

7.2.2. The agency targets its networking activities to those services that 
are relevant to supporting the delivery and accessibility of financial 
counselling services.   



Agency Practice Standards 
 
Self-Assessment Template 
 



Purpose 
This checklist is a tool to help agencies to assess their compliance with the Agency Practice Standards for Financial Counselling. 

Who should use this checklist? 
Any agency that offers financial counselling services should use this checklist. 

When should this checklist be used? 
We recommend that the checklist is used each year to check for compliance with the Agency Practice Standards. 

The checklist format 
The checklist format allows the agency to tick a column to show that the standards are being achieved or not achieved. There is room for the agency to 
comment on the rating and/or set out the evidence that underpins the rating.  



STANDARD 1 – KEY SERVICE FEATURES 

1.1. Service is free to clients 

The agency does not impose any fees or charges upon clients in relation to any aspect of the financial counselling service. 

This will be achieved by: Achieved Not Achieved Comment/Evidence 

1.1.1. Ensuring that the agency, and each person 
acting on its behalf, does not request or 
accept payment of any fees or charges by 
clients. 

If the boxes above are not able to be ticked, please indicate what actions that Agency will take to ensure it meets this standard: 



 
1.2. Service is free of conflict of interest 

 

The agency ensures that financial counselling services are provided free of any conflict of interest.  

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

 
1.2.1. The agency does not place itself in a position where a 

relationship with a third party could be seen to conflict 
with its obligation to provide independent financial 
counselling services to its clients. 
 

   

 
1.2.2. The agency does not accept a client where the 

relationship between an individual staff member and a 
third party could be seen to conflict with the agency’s 
obligation to provide independent financial counselling 
services to that client. Staff in the agency have a duty 
to disclose such conflicts.  

   

 
1.2.3. The agency does not accept a client where the 

interests of an individual staff member could be seen 
to conflict with the agency’s obligation to provide 
independent financial counselling services to that 
client.  
 

   

1.2.4. The agency does not accept a client where providing    



 

services to that client could be seen to conflict with its 
obligation to a previous or existing client. 

If the boxes above are not able to be ticked, please indicate what actions that Agency will take to ensure it meets this standard: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

1.3. Service is confidential 

The agency ensures that it provides a confidential service and that it collects and stores client information in a manner that respects the client’s 
privacy and maintains the client’s confidentiality, subject to any legal limitations (including the Privacy Act 1988). 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

1.3.1. Ensuring that clients waiting in reception areas 
cannot inadvertently access or see the 
personal information of other clients that may 
be collected at that point or is visible on 
computer screens. 
 

   

1.3.2. Ensuring client interviews are able to be 
conducted without being overheard by other 
clients, staff or members of the public. 
 

   
1.3.3. Ensuring client registers and client files are 

kept securely and are only accessed by staff 
members who have been authorised to do so. 

   

1.3.4. Ensuring staff do not communicate about the 
client with a third party unless: 

 The client has authorised that 
communication, or 

 The appropriate supervisor in the service 
has authorised the communication due to 
the need to protect the client, a staff 
member or another person, from imminent 
risk of serious harm. 

   



 

1.3.5. Informing the client why the collection of 
information is necessary, how that information is 
stored and for how long, and how the client can 
access the information if they wish. 
  

   

1.3.6. Collecting only such personal information from 
clients as is necessary to assess the client’s 
needs, provide financial counselling services 
and meet reporting requirements to funding 
bodies. 

 

   

1.3.7. Ensuring that hard copy and electronic 
information is stored securely. 

   

If the boxes above are not able to be ticked, please indicate what actions that Agency will take to ensure it meets this standard: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 
 
 

 

1.4. Service is accessible 

The agency ensures that its services are accessible and welcoming to all clients, including people from culturally and linguistically 
diverse backgrounds, people with disabilities and other people with special needs. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

1.4.1. Providing a range of access options including 
telephone, office visit and, in appropriate 
circumstances or where required by funding 
agreements, broader access options including 
outreach services, video conferencing, Skype or 
web chat. 
 

   

1.4.2. Ensuring interpreters are used where they are 
required. 
 

   

1.4.3. Facilitating reasonable adjustments so that 
people with disabilities can access  the service, 
for example by making appropriate changes to 
building access. 

 

   



1.4.4. Ensuring reception areas provide a welcoming 
and comfortable environment. 
 

   

1.4.5. Greeting clients in a courteous helpful manner   
that conveys respect. 
 

   

1.4.6. Agreeing to clients’ requests to have a support 
person present unless it is inappropriate, for 
example, where there may be a conflict of 
interest. 
 

   

If the boxes above are not able to be ticked, please indicate what actions that Agency will take to ensure it meets this standard: 
 
 
 
 
 
 

 
1.5. Service is equitable 

The agency ensures that clients are treated in a fair and non-discriminatory manner.  

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

1.5.1. Ensuring all clients are treated with respect. 
 

   

1.5.2. Ensuring staff are able to provide culturally 
appropriate services to Aboriginal and Torres 
Strait Islander clients and to clients from 

   



culturally and linguistically diverse 
backgrounds 

1.5.3. Ensuring staff have an understanding of how to 
work with clients with special needs, for 
example people affected by domestic violence, 
homelessness, mental health issues, or 
addiction. 

   

1.5.4. Making reasonable adjustments to meet the 
special needs of clients. 

 

   

If the boxes above are not able to be ticked, please indicate what actions that Agency will take to ensure it meets this standard: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



1.6. Service complies with licensing relief 

The agency ensures that it complies with the licensing relief for the agency, under both the Corporations Act 2001 (ASIC Class Order 
CO3/1063) and the National Consumer Credit Protection Regulations 2010 (Regulation 20).  

This will be achieved by: Achieved Not Achieved Comment/Evidence 

1.6.1. Does not charge any fees or receive any 
remuneration arising from the financial 
counselling service. 

1.6.2. Does not run, and is not associated with, 
 a financial services business. 

1.6.3. Ensures its financial counselling staff do not 
provide any financial product advice or credit 
activity advice outside the terms of the 
appropriate licensing exemptions.  



 
1.6.4. Ensures its financial counsellors are members 

of, or eligible for membership of, the relevant 
State or Territory financial counselling 
association. 
 
 

 

   

 
1.6.5. Ensures its financial counsellors have adequate 

skills and knowledge to deliver the financial 
counselling service. 
 

  This item is addressed by standard 3. 

If the boxes above are not able to be ticked, please indicate what actions that Agency will take to ensure it meets this standard: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 
 

 



 
1.7. Service complies with Code of Ethical Practice 

 

The agency ensures that the financial counsellors employed comply with the Australian Financial Counselling Code of Ethical Practice. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

1.7.1. The financial counsellor has a hard copy of the 
Code or the agency makes an electronic copy of 
the Code available. 

   

1.7.2. The financial counsellor has access to 
appropriate training about the Code. 
 

   

1.7.3. If ethical dilemmas arise, the Code is one 
mechanism used to help resolve them. 

 

   

If the boxes above are not able to be ticked, please indicate what actions that Agency will take to ensure it meets this standard: 
 
 
 
 
 
 
 
 
 
 
 
 



 
1.8. Service integrates casework with policy and systemic advocacy 

 

The agency ensures that casework experience is used to inform its policy and advocacy activities and that of other advocacy bodies. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

1.8.1. Encouraging and supporting financial 
counsellors to identify policy issues and 
advocacy opportunities arising from their 
casework. 

   

1.8.2. Encouraging and supporting financial 
counsellors, in ways consistent with the 
agencies own policies and practices, to 
contribute to policy development and advocacy 
opportunities with other organisations. 

   

If the boxes above are not able to be ticked, please indicate what actions that Agency will take to ensure it meets this standard: 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
2. STANDARD 2 – CLIENTS: INTAKE, CASEWORK AND REFERRAL 
 

2.1. Use appropriate intake procedures 
 

The agency uses a systematic and comprehensive intake procedure for all financial counselling clients that assesses the client’s broader 
needs and ensures that financial counselling is offered only when it is the best option for the client. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

2.1.1. Having a documented process that describes 
how 

 clients’ needs are assessed 

 clients’ cases are prioritised, including 
identifying urgent matters and how they 
will be dealt with 

 services are matched to clients’ needs 
 
 
 

   

2.1.2. Ensuring staff inform the client about the 
services the agency is able to offer and support 
the client to make an informed choice about 
whether to participate in the service. 

 
 
 

   

2.1.3. Ensuring staff refer the client for other services 
as appropriate to address broader needs. 

   



 
 

 
2.2.  Provide casework in a way that builds client capacity 

 

The agency deliverd a service that builds the capacity and self-sufficency of the client in managing their current and future financial 
issues. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

2.2.1. The service maximises the client’s participation 
in planning, decision-making and the resolution 
of issues, so that the clienit determines the 
course of action. 

 
 
 

   

2.2.2. That staff assist the client to further understand 
the cause of their financial problems, identify 
changes to minimise further financial problems 
and build financial capability. 

 
 
 

   

 
 
 
 
 



 
 
 
 
 

2.3.  Conduct casework according to good financial counselling practice 
 

The agency ensures that the casework it conducts reflects good financial counselling practice. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

2.3.1. The agency provides a range of resources and 
tools to assist staff to provide a service that 
reflects good financial counselling practice 
including triage tools, and checklists. 

 

   

2.3.2. In each case, consideration is given as to 
whether the client is liable for the debts that 
are alleged to be owing, and if owing, whether 
the amount is correctly calculated. 

 

   

2.3.3. The agency supports the financially counsellor 
to act as an advocate when negotiating with 
third parties. 

 

   

2.3.4. Where appropriate, the agency works 
collaboratively with other support workers who 
are assisting the client. 
 

   



2.3.5. The agency has procedures in place to deal with 
the situation where the client’s ability to 
provide instructions is uncertain. 

   

2.3.6. The service provided is within the confines of a 
financial counselling service and does not 
exceed it. 
 

 

2.3.7. The agency has appropriate procedures in place 
to review the filework conducted by financial 
counsellors. 
 

 

 
 
 

2.4. Provide appropriate referrals 
 

The agency should provide an effective referral service for clients who need other services in addition to financial counselling or where 
financial counselling is not the most appropriate service. 

 Achieved  Not Achieved Comment 

2.4.1. Maintaining up to date information about legal, 
health, social and support services that are able 
to accept referrals. 

 

   

2.4.2. Liaising with legal, health, social and support 
services to develop referral pathways to assist 
clients to access those services. 
 

   



2.4.3. Using warm referrals to assist clients to contact 
other services in cases where that is necessary. 

   

 
2.5. Provide a compliant handling mechanism 
 

The agency has an effective system for handling complaints. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

2.5.1. Having a documented complaint handling 
process that is fair, accessible, responsive and 
efficient. 

 

   

2.5.2. Ensuring that clients are aware of their right to 
make a complaint and how to go about it. 
 

   



3. STANDARD 3 – HUMAN AND PYSICAL RESOURCES 
 

3.1. Engage qualified financial counsellors 
 

The agency engages qualified financial counsellors who have appropriate training and experience, or who, once employed, obtain the 
relevant qualification. 

This will be achieved by ensuring that each staff member who 
provides financial counselling services for an agency: 
 

Achieved  Not Achieved Comment/Evidence 

3.1.1. Has undergone induction training with the 
agency. 

   

3.1.2. Is a member of, or is eligible to be a member of, 
the financial counselling association in the state 
or territory in which the financial counsellor 
works. 
 

   

3.1.3. Holds a Diploma of Community Services 
(Financial Counselling) or is actively studying for 
this qualificationt. 
 

   

3.1.4. Has the level of skills and knowledge sufficient 
to provide good quality financial counselling 
services having regard to the type of service that 
person provides and having regard to the level 
of financial counselling expertise and the level 
of professional supervision available to that 

   



person.  
 

3.1.5. Is committed to offering services that are non-
judgmental and in the best interests of the 
client and adequately understands both the 
personal and systemic causes of financial 
hardship and the impact financial difficulty can 
have on an individual’s life.  
 

   

 
 
 

3.2. Support professional development 
 

The agency supports the professional development of financial counsellors who deliver services on its behalf. In particular the agency 
ensures that financial counsellors are provided with opportunities for ongoing professional development and professional networking. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

3.2.1. Providing access to the necessary information 
resources so that financial counsellors can 
maintain and improve their skills and 
knowledge. 
 

   

3.2.2. Supporting financial counsellors to continue 
their professional development by encouraging 
their attendance at professional development 
seminars, courses, conferences and other 
events that meet the requirements for 

   



membership set by state and territory financial 
counselling bodies. This support should include 
release from usual duties to attend such events 
during ordinary working hours and payment of 
reasonable costs for such events. 
 

3.2.3. Supporting financial counsellors to participate in 
state and territory financial counselling bodies.  
This support should include supporting staff to 
attend professional development opportunities, 
professional networks or conferences organised 
by these bodies and, where appropriate, 
supporting staff to take up positions of 
responsibility within professional associations. 
 

   

3.2.4. Supporting financial counsellors to participate in 
reflective practice, including facilitating access 
to programs outside the agency. 
 

   

 
3.3. Provide supervision 

 

The agency provides adequate professional financial counselling supervision for financial counsellors and fosters a culture of reflective 
practice. 

This will be achieved by: Achieved  Not Achieved Comment/Evidence 



3.3.1. Providing professional supervision which covers 
both technical (casework) and counselling skills 
to financial counsellors at the level required for 
membership of state and territory financial 
counselling bodies. 
 

   

3.3.2. Where such professional supervision is not 
available within the agency, covering the costs 
of establishing regular, ongoing, qualified 
external professional supervision relationships 
for financial counsellors working within the 
agency.  
 

   

 
3.4. Provide adequate physical resources 

 

The agency ensures that financial counsellors have access to adequate physical resources in order to do their jobs.  
 

This will be achieved by ensuring that each financial counsellor 
has access to: 

Achieved  Not Achieved Comment/Evidence 

3.4.1. A telephone 
 

   

3.4.2. A computer with access to the internet    



3.4.3. A scanner, photocopier and locked filing cabinet 

3.4.4. A space to interview clients that maintains 
privacy and confidentiality 



4. STANDARD 4 - OCCUPATIONAL HEALTH AND SAFETY 
 

4.1. Provide support to staff dealing with difficult clients 
 

The agency provides professional and personal support to staff in dealing with difficult or aggressive clients.  

This will be achieved by: Achieved Not Achieved Comment/Evidence 

4.1.1. Ensuring there are policies, procedures and 
training in place to support staff in dealing with 
difficult client interactions 

 

   

4.1.2. Providing regular opportunities for debriefing 
and, where necessary, critical incident 
debriefing 

   

 
 
 

4.2. Provide a safe workplace 
 

The agency provides a physical environment that is healthy and safe and suitable for the requirements of financial counselling.   

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

4.2.1. Providing a safe physical environment.  In 
particular, all areas used for contact with clients 
should be subject to a risk assessment, and 
appropriate steps taken to minimise or 
eliminate risks to safety, for example, due to 
aggressive behaviours by clients. 

   



 

4.2.2. Each agency should ensure that they have 
policies and procedures that cover the safety 
and security of staff working outside of the 
office. 

 

   

 
 
 
 
 
 
 

4.3. Ensure workloads are manageable and appropriate 
 

The agency ensures that the workload of each staff member is manageable having regard to the level of skill, experience and any special 
employment arrangements for that staff member.  

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

4.3.1. Ensuring that workloads generally, as well as 
caseloads specifically, are reasonable and 
established in consultation and negotiation with 
the financial counsellor. 

   

 



5. STANDARD 5 – RECORD KEEPING 
 

5.1. Maintain accurate client records 
 

The agency has in place a system for opening, maintaining and closing client files that allows keeping of accurate records in relation to 
each matter where it provides financial counselling services.   

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

 
5.1.1. Opening a file for each client.  

 
5.1.2. Maintaining a central record of each file opened 

that allocates a unique identifier such as a 
number, code or name to each file. 

 
5.1.3. Maintaining an orderly system for the storage of 

files so that files can be easily located and 
retrieved. 

 
5.1.4. Maintaining a diary or bring-up system to 

ensure that important dates and time limits are 
identified and that files receive regular 
attention. 

 
5.1.5. Maintaining a system for the closure of files to 

ensure that files are reviewed prior to closure. 
 

5.1.6. Notifying clients in writing that their file has 

   



been closed, explaining why the file has been 
closed, how the file will be stored and for how 
long, enclosing any relevant correspondence 
and confirming, where feasible, that creditors 
have been notified. 

 
5.1.7. Where feasible, notifying creditors that the 

client’s file has been closed, that the agency is 
no longer acting for the client and any third 
party authorities are revoked. 

 
5.1.8. Maintaining an archiving system that allows 

closed files to be retrieved within a reasonable 
period of time. 

 
5.1.9. Ensuring that records are kept for the period of 

time required by the legislation that applies to 
those records. 

 

 
5.2. Keep complete and legible files 
 

The agency keeps complete and legible records in relation to each matter where it provides financial counselling services.   

This will be achieved by ensuring files contain: Achieved  Not Achieved Comment/Evidence 

5.2.1. All relevant information about the client, 
including their personal details and any special 
requirements. 

   



 
5.2.2. All information relevant to the case, including 

information on the client’s income, expenditure, 
assets, liabilities, numbers and ages of 
dependants and housing and any other data as 
required. 

 
5.2.3. Copies only of all documents provided by the 

client, with the originals returned to the client. 
 

5.2.4. Copies of authorities signed by the client to 
allow the agency to contact third parties on the 
client’s behalf. 

 
5.2.5. Copies of any signed instructions by the client in 

relation to the conduct of the matter, or notes 
of discussions with the client confirming their 
instructions. 

 
5.2.6. Copies of all correspondence (including letters, 

emails, facsimiles) sent or received on behalf of 
the client. 

 
5.2.7. Copies of all documents prepared for or on 

behalf of the client. 
 

5.2.8. Notes made by the financial counsellor of all 
contacts with the client. 



 
5.2.9. Notes made by the financial counsellor of all 

contacts made with third parties on behalf of 
the client. 

 
5.2.10. Notes of any research conducted on behalf of 

the client. 
 

5.2.11. Copies of any agency checklists or forms used 
on this file. 

 

 



6. STANDARD 6 – ACCOUNTABILITY 
 

6.1. Reporting 
 

The agency fulfils the reporting requirements of its funders.   

This will be achieved by ensuring files contain: Achieved  Not Achieved Comment/Evidence 

6.1.1.  The agency submits reports to its funders in the 
required format and within the required time 
frames. 

   

6.1.2. The agency advises funding bodies of any 
material changes to the organisation or service 
which may affect service delivery as soon as 
possible. 
 

   

 
6.2.  Data collection and monitoring 

 

The agency collects and monitors data so that it has an understanding of the effectiveness of its financial counselling services.   

This will be achieved by ensuring that the agency collects and 
analyses information concerning: 

Achieved  Not Achieved Comment/Evidence 

6.2.1. The quality of the service delivered including, 
where appropriate, the results of reviews of 
files. 

 
6.2.2. The productivity of the service, including, where 

appropriate, the number of clients contacting 

   



the agency, the number of files opened, the 
number of files finalised, the time spent on each 
file. 

 
6.2.3. Levels of unmet demand for the service. 

 
6.2.4. Demographic information about the clients who 

use the service. 
 

6.2.5. Feedback from clients about the service 
including, for example, follow-up client surveys 
after a file has been closed or client evaluation 
forms. 

 
6.2.6. The outcome for the client as a result of service. 

 
6.2.7. Systemic issues that are identified in the course 

of service delivery. 
 

 
6.3. Evaluation 

 

The agency participates in evaluation concerning the effectiveness of its financial counselling programs.   

This will be achieved by: Achieved  Not Achieved Comment/Evidence 

6.3.1.  Conducting evaluation on a regular basis 
concerning service design, delivery and 
outcomes, including consideration of 

   



effectiveness and efficiency. 

6.3.2. Acting on relevant client feedback or other 
stakeholder feedback to change and improve 
service delivery 

6.3.3. Participating in external evaluations of the 
financial counselling sector or more broadly, if 
appropriate 



STANDARD 7 – COMMUNITY DEVELOPMENT 
 

6.4. Working with the community 
 

The agency should work with the community to actively represent the needs of people experiencing financial difficulties.   

 Achieved Not Achieved Comment/Evidence 

6.4.1. The service adopts a planned approach to 
working with the community based on the 
identified local, regional and state-wide 
community needs. 

   

6.4.2. Strategies used in advocacy and community 
education about financial issues are appropriate 
for the purpose and the audience. 

   

 
6.5. Building partnerships and networks to support service delivery 

 

The agency should build strong partnerships and integrated networks to support service delivery.   

 Achieved Not Achieved Comment/Evidence 

6.5.1. The agency participates in community networks 
and forums 

   

6.5.2. The agency targets its networking activities to 
those services that are most relevant to 
supporting the delivery of financial counselling 
services.    

   

 





THE AUSTRALIAN 
FINANCIAL COUNSELLING

Respect

Financial counsellors treat 
others with respect. They 
ensure that their own belief 
systems are not imposed on 
others.

Empowerment

Financial counsellors empower 
their clients to take control of 
their own financial situation. 

Non-discrimination

Financial counsellors do 
not condone or engage in 
discrimination.

Boundaries

Financial counsellors maintain 
professional relationships with 
their clients at all times. They 
do not go beyond their skill 
base or competence. 

Professionalism

Financial counsellors strive to 
work to the highest standard 
of practice. They also share 
knowledge and resources and 
demonstrate competence, 
honesty, reliability, authenticity 
and transparency in their 
professional relationships.

Confidentiality

Financial counsellors value and 
respect client confidentiality 
at all times, but also abide 
by any legal limitations to 
confidentiality.

Community 
Engagement

Financial counsellors engage 
with the broader community, 
and recognise the wider social 
issues that impact on financial 
difficulties and situations. They 
work collaboratively with local 
community services to best 
support clients.

Conflicts of interest

Financial counsellors act in the 
best interests of their client. 
Financial counsellors identify 
any conflicts of interest and 
seek to resolve them. 

Advocacy

Financial counsellors may act 
as an advocate for their client, 
if this is the client’s wish. The 
nature of that advocacy will be 
determined by the client. 

Social Justice

Financial counsellors recognise 
they have a role identifying 
unfair market practices and 
working to prevent these 
problems in the future.

The Australian Financial Counselling 
Code of Ethics expresses the values 
underpinning financial counselling. 

This document is a precis of  the Australian Financial Counselling Code of Ethics. The full 
document is available on the FCA website. www.financialcounsellingaustralia.org.au

The Code was produced by the National Financial Counsellors Resource Service of Wesley 
Mission after consultation with the financial counselling sector. 







The code

This code was produced by the National Financial Counsellors Resource Service (NFCRS) 
of Wesley Mission with funding from the Financial Counselling Foundation. 

The Financial Counselling Foundation was established by Financial Counselling Australia 
in 2009, with funds provided to FCA by ANZ, Commonwealth Bank, NAB, Westpac and 
Abacus. The purpose of the Foundation is to provide grants to build the capacity of 
the financial counselling sector. An independent advisory committee, which includes 
industry and consumer representatives, makes funding recommendations.

The code is the result of extensive consultation with all of the state and territory financial 
counselling bodies in Australia, as well as the peak body, Financial Counselling Australia. 
The code was adopted by  Financial Counselling Australia in February 2012. The code will 
be reviewed and updated as necessary in the future.

The authors

Wayne Warburton

National Financial Counsellors’ Resource Service, Wesley Mission; Children and Families 
Research Centre, Macquarie University; Department of Psychology, Macquarie University

Danya Braunstein 

National Financial Counsellors’ Resource Service, Wesley Mission; Children and Families 
Research Centre, Macquarie University

Lynette Brailey 

National Financial Counsellors’ Resource Service, Wesley Mission

Lynne Flynn

National Financial Counsellors’ Resource Service, Wesley Mission

Publication date

The first version of this Code was published in February 2012.  Appendix 4 is a record of 
subsequent changes. 
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Preamble 

Financial counsellors assist people who are experiencing financial difficulty. Financial counsellors 
listen carefully to their clients’ particular stories and, using tools such as money plans and creditor 
lists, work with clients to gain a clearer picture of their financial situation. Financial counsellors 
then provide their clients with a set of available options, discussing the advantages and 
disadvantages of each, and clients use this information to make their own choices about how to 
best resolve their financial problems. Financial counsellors support their clients throughout this 
process and will act as advocates for their clients when appropriate. Their work involves a skill 
set including counselling skills, advocacy, and technical knowledge in the area of financial issues. 
Financial counsellors are skilled at negotiating with creditors and agencies on behalf of their 
clients, and often refer to other agencies such as community legal services, housing bodies and 
other services as required. Financial counsellors can also be involved in group or class advocacy, 
community development and education, social action and reform. Financial counsellors are not 
financial planners, - financial advisers or legal practitioners and are not general welfare assessment 
workers. Most financial counsellors work in community organisations, although some work in 
government agencies and local government. It is fundamental that financial counselling services 
are offered free of charge, and are confidential, non-judgmental, and independent.

The financial counselling model prevalent in Australia seeks to incorporate ideas of empowerment, 
advocacy and the development of principles of consumer rights for low-income earners and/or 
other vulnerable consumers. This approach maintains a discrete distance from finance service 
providers, in order to avoid the potential for conflicts of interest. In most instances, financial 
counsellors are members of the relevant State or Territory association of financial counsellors 
(see appendix for full list of associations). Financial Counselling Australia (FCA) is the peak body 
for financial counsellors in Australia. 

Financial counsellors have a common aim to assist clients to overcome their financial issues 
and have general broad agreement as to ethical values, principles and behaviours. This Code 
of Ethical Practice is produced to standardise and clarify these ethical and practice standards, 
and thus maintain and raise the overall standard and standing of financial counselling across 
Australia. The Code was created in consultation with representative financial counsellors from 
across Australia (see Appendix 3 for further information). 



3 THE AUSTRALIAN FINANCIAL COUNSELLING CODE OF ETHICAL PRACTICE

Use and Implementation of the Code

The Code of Ethical Practice expresses the values and responsibilities that are an important 
aspect of the financial counselling profession. It is intended to assist financial counsellors 
to act ethically in the performance of their professional practice and to protect the rights 
and responsibilities of clients, other financial counsellors, colleagues, workplaces and 
the community. The Code provides frameworks to guide financial counsellors in areas 
of common ethical dilemmas, within which professional judgement must be applied to 
determine the best practice in each situation. 

It has two sections – a Code of Ethics and a Code of Practice. 

■■ The Code of Ethics sets out the ethical values which guide financial counselling. 

■■ The Code of Practice provides guidance about appropriate behaviour in a number of 
ethical situations commonly experienced by financial counsellors. 

It is important to note that the scope of work done by financial counsellors throughout 
Australia is varied and this Code may not cover every situation which may arise in day 
to day work. Where the Code of Practice does not provide explicit advice, financial 
counsellors should use their professional judgement and the Code of Ethics to inform 
their decisions, and should seek out professional advice as appropriate. 

To ensure the effective implementation of this Code of Ethical Practice, and that the 
information contained is relevant and current, FCA shall review and revise the Code every 
five years (or at its discretion) and in collaboration with the State and Territory associations. 

FCA shall appoint a single person to hold overall control of this document; the Executive 
Director of FCA will oversee and record changes, managing the master document, and 
is responsible for dissemination of the currently valid version of this code. See Table 1 
in Appendix 5 which records the person(s) who have carried, and currently carry, the 
responsibility of overall control of this document.
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The Code of Ethics

This section of the Code of Ethical Practice establishes the values and principles that 
underpin the role of financial counsellors. It incorporates the underlying principles that 
govern current understanding of ethical behaviour within all helping professions in 
Australia. Professional financial counselling practice should be based on a commitment 
to these ethical principles and informed by the accompanying Code of Practice.

Respect

Financial counsellors respect the right of all those they come in contact with professionally 
to have their own beliefs and opinions. They ensure that their own belief systems, and the 
belief systems of their employer1, do not impose on others.

Empowerment

Financial counsellors empower their clients to take control of their own financial situation. 
They encourage clients to make informed choices and to determine their own courses 
of action.

Non-discrimination

Financial counsellors adhere to the principles of equality, fairness and consistency. 
Financial counsellors do not condone or engage in discrimination2 based on age, gender, 
race, culture, ethnicity, religion or spirituality, sexual orientation, language, health, social 
background, relational, physical, emotional, intellectual or educational ability, or socio-
economic status. 

Boundaries

Financial counsellors maintain professional relationships with their clients at all times. The 
responsibility to establish and maintain effective client-counsellor boundaries lies with 
the financial counsellor. Financial counsellors understand the extent of their role and do 
not go beyond their skill base or competence. 

1 In this Code the term ‘employer’ refers to the employing organisation of the financial counsellor and/ or the auspicing 

body. 

2  Except where positive discrimination is lawful and appropriate (e.g., under funding guidelines). 
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Confidentiality

Financial counsellors value and respect client confidentiality at all times, but also abide by 
any legal limitations to confidentiality.

Conflicts of interest

Financial counsellors act in the best interests of their client, and do not put their own 
interests or the interests of others (e.g., creditors or employers) ahead of the client’s 
interests. Financial counsellors will identify any conflicts of interest and seek to resolve 
them.

Advocacy

Financial counsellors may act as an advocate for their client, if this is what the client 
wishes. The nature of that advocacy will be determined by the client. 

Professionalism

Financial counsellors strive to work to the highest standard of practice. Financial 
counsellors work within their professional competence, skills, training and experience 
and stay up to date with relevant professional developments. Financial counsellors work 
with peers and allied professions to share knowledge and resources, and demonstrate 
competence, honesty, reliability, authenticity and transparency in their professional 
relationships.

Community Engagement

Financial counsellors engage with the broader community, and recognise the wider social 
issues that impact on financial difficulties and situations. They are sensitive to the family, 
cultural and social contexts of their communities. Financial counsellors value working 
collaboratively with local community services to best support clients. 

Social Justice

Financial counsellors acknowledge that everyone has the right to access safe financial 
products from ethical vendors, and to be treated fairly if they find themselves in financial 
difficulty. Financial counsellors therefore recognise that they have a role to play in 
identifying unfair market practices and working to prevent these problems in the future.



6 THE AUSTRALIAN FINANCIAL COUNSELLING CODE OF ETHICAL PRACTICE

The Code of Practice

This section of the Code of Ethical Practice provides specific guidance on issues that may 
affect financial counsellors.  Ethical practice is described in six domains in relation to:

■■ the self (the financial counsellor)

■■ clients and their families

■■ colleagues

■■ the workplace

■■ the profession, and 

■■ the wider community.

1. Responsibilities to Self

Financial counsellors have a number of responsibilities toward themselves. These 
maximise the likelihood that the financial counsellor is able to provide effective financial 
counselling to clients, and to ensure that their physical, mental and emotional state does 
not impair their ability to provide competent services. 

1.1 Self-care 

Financial counsellors shall respect their own needs as an individual and avoid burnout 
by practising self care and a healthy life balance. This includes maintaining a manageable 
workload and seeking assistance early when job demands cause distress or anxiety.

1.2 Reflective practice 

Financial counsellors engage in reflective practice and aim to identify and acknowledge 
personal values and beliefs that may be imposed on clients and that may hinder their 
capacity for good professional judgement. Conscientious reflection involves the financial 
counsellor in monitoring and reviewing their work and being vigilant for signs of counter-
transference, a process by which the financial counsellor’s own issues and problems are 
unconsciously imposed on the client. Financial counsellors shall discuss any issues that 
may interfere with the client-counsellor relationship with their clinical and/or technical 
(casework) supervisor.  
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1.3 Skills and knowledge. 

1.3.1 Knowledge

Financial counsellors shall gain sufficient knowledge to practise as a financial counsellor, 
and shall strive to continuously improve their understanding of current knowledge and 
information relevant to the profession. 

1.3.2 Continuing professional development (CPD) 

To practice with expertise and competence, financial counsellors shall continue to 
develop their professional skills and capabilities after completing formal training and 
accreditation. Financial counsellors shall abide by current requirements set out by their 
relevant State or Territory association. 

1.3.3 Supervision

 Financial counsellors should have regular technical (casework) supervision and also 
clinical supervision3. These may be provided separately or provided together by the one 
supervisor. Line management supervision is not considered to be casework supervision. 
Supervisors shall meet the State or Territory association supervisory standards. 

3  Clinical supervision is defined as supervision related to counselling, psychotherapy, and other mental health 

disciplines as well as many other professions engaged in working with people. For financial counsellors, clinical 

supervision involves the supervisory oversight of professional practice and development, as distinct from case 

work supervision which is limited to matters related to cases, and line supervision, which is linked to meeting key 

performance indicators in the workplace. 
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2. Responsibilities to Clients

Financial counsellors have a number of responsibilities when working with clients to
ensure the service provided meets the clients’ needs.

2.1 Priority of client’s interests

Financial counsellors respect and represent their client’s chosen course of action. At
times, clients may choose a course of action that the financial counsellor believes is not
in their best interest. In this case, the financial counsellor shall explain why they believe
such an action is not in the client’s best interests but shall respect the client’s right to
self-determination and work with their choices. Financial counsellors may negotiate
or advocate on the client’s behalf, which may require a greater priority of the client’s
interests than simple mediation between a client and creditor.

2.2 Empowerment

Financial counsellors empower the client to manage their own financial situation. Financial 
counsellors will seek to assist clients to recognise and develop their own strengths and
abilities by providing support, options, resources and promoting skills. Empowerment can 
be achieved by initially assisting with tasks beyond the scope of the client’s presenting
abilities and supporting the client to assume increasing responsibility and management
of their financial affairs as their own skills develop.

2.3 Informed consent.

2.3.1 Service agreement

Financial counsellors provide adequate information to their clients so that clients
understand the nature and scope of the financial counselling service and the role of
the financial counsellor as an independent professional. This allows the client to provide
informed consent to proceed with the financial counselling process.

2.3.2 Client’s right to determine choices

Financial counsellors work with the client to gather accurate and current information on 
relevant aspects of the client’s financial, social and legal situation. This information is used 
to assist the client to make informed decisions about their financial circumstances and 
options. 

2.3.3 Client’s representative

Clients have the right to nominate someone they trust to make decisions on their behalf 
if the client anticipates they may be unable to make informed decisions in the future 
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2.4 Confidentiality. 

2.4.1 Confidentiality agreements

Clients are entitled to have their affairs treated in confidence, except as mandated by 
law. Clients should be informed of the confidential nature of the financial counselling 
relationship, as well as any potential exceptions to the confidentiality agreement, before 
agreeing to financial counselling. 

2.4.2 Maintaining confidentiality

 Financial counselling sessions must not be listened to or observed by anyone, or recorded 
by visual or audio technology, unless the client has given informed consent. 

2.4.3 Proper use of information

Client information is collected and used only for the purposes of providing financial 
counselling services and for the provision of necessary secondary services (e.g., for 
supervision, quality control and funding body purposes). Where reasonable and possible, 
personal information should be collected directly from the client. When information is 
required to be collected from or given to a third party, the client will be informed and 
provide their consent.  

2.4.4  Use of interpreters

When using an interpreter, the financial counsellor shall take reasonable steps to ascertain 
that the client is comfortable with, and consents to, the interpreter being used. The 
interpreter should be asked to keep confidential any information disclosed in the context 
of the financial counselling process they are involved in. 

2.4.5 Disclosure of information to third parties other than colleagues

Personal and detailed information about a client shall not be disclosed to a third party 
without the client’s understanding and informed consent, unless required to do so by 
law. Third parties may include creditors, other professionals or agencies, other services 
within the acting agency, known persons to the client (such as friends or relatives), or any 
other person. Before a financial counsellor contacts a creditor they shall have a signed 
authority from the client. 

2.4.6 Consultation with supervisors and other professionals 

Financial counsellors may consult with other professionally competent persons about 
how to assist with a client’s financial situation (e.g. another financial counsellor, a lawyer, 
or an employee of ITSA). The identity of the client shall not be disclosed to the other 
professional unless required by law, professional practice or with the client’s consent4. 

4 For information regarding referrals see clause C.2. Referrals (Responsibilities to Colleagues).
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2.4.7 Exceptions to confidentiality

Maintaining client confidentiality is a fundamental obligation of the financial counselling 
relationship. However, there are circumstances where the law or ethical obligations impose 
exceptions to confidentiality. Examples of this are when a court or tribunal has ordered 
during the process of legal proceedings that information be divulged or a document be 
produced from the client’s files. Another example is if the client has communicated a 
serious risk of imminent harm to themselves, to other persons known to the client, or to 
the general public. In deciding whether or not to break client confidentiality, the financial 
counsellor should consider whether it is appropriate to notify the client of the disclosure. 

In deciding the extent to which client information may need to be disclosed to third 
parties without client consent, financial counsellors should consider:

i. The requirements of any legal or ethical obligation, 

ii. The potential benefits of disclosure of the information, The potential harm to the 
client or others that may result from the disclosure, and

iii. The potential harm if information is not disclosed. 

2.5 Relationships. 

2.5.1 Clients that are known personally

 Generally financial counsellors are discouraged from agreeing to work with clients 
who are personally known to them. Where there is limited alternative access to services 
(for example in remote areas), financial counsellors may accept clients that are known 
personally to them. Financial counsellors should minimise risk by setting clear and 
professional boundaries, negotiating to resolve any conflicts of interest, and seeking 
guidance from a supervisor. 

2.5.2 Physical contact

Financial counsellors shall be mindful of making physical contact with clients which may 
violate professional boundaries and cause damage to or compromise the professional 
relationship. Financial counsellors are aware of and sensitive to the ways in which clients 
may interpret physical contact, with reference to social, cultural and gender differences. 

2.5.3 Sexual conduct

Financial counsellors will not engage in any form of sexual conduct with current clients, 
nor will they accept clients with whom there has been a sexual relationship in the past.

2.5.4 Self - disclosure

Financial counsellors shall be cautious of disclosing personal information about 
themselves to clients and must ensure any disclosure is solely for the benefit of the client 
and not for the benefit of the financial counsellor. Financial counsellors are responsible 
for the foreseeable consequences of personal disclosure and should reflect on these 
outcomes before making the decision to self- disclose. 
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2.6 Conflicts of interest. 

2.6.1 Identifying and resolving conflicts of interest

Financial counsellors avoid circumstances which could undermine or compromise 
their professional integrity and/or have the potential to bias the financial counsellor’s 
judgement and adversely affect the client’s best interests. If a financial counsellor has a 
conflict of interest with regards to a particular client, the financial counsellor should seek 
the advice of their supervisor and refer to the policies of the employer, their relevant State 
or Territory association, and/or the FCA. In some cases it would be appropriate for the 
client to be referred to another financial counsellor or service. 

The criteria for conflict of interest can be defined as: 

a. Financial gain or personal interest arising in regard to carrying out professional duties 
(for example, when the financial counsellor has a personal or family relationship with 
the creditor of the client, or when the financial counsellor has received funding from 
the creditor of the client for another purpose);

b. Opposing legal interests in the resolution of an issue for two or more parties (for 
example, when a person who guarantees a debt has different interests to the person 
borrowing the money. Other examples of parties whose interests may differ are a 
creditor and a debtor, or a husband and wife who are undergoing a separation);

c. When expected duties compromise a financial counsellor’s ethical obligations to their 
profession, agency or funding body (for example, where the financial counsellor is 
asked by an employer to write a submission which supports the de-regulation of 
gambling or payday lending).

2.6.2 Remuneration

Financial counsellors do not charge a fee for service or seek any form of remuneration 
from clients or creditors. Financial counsellors shall avoid any financial arrangements or 
other inducements which may influence their provision of services. Financial counsellors 
should be aware of the ASIC licensing exemptions that apply to financial counselling 
agencies. 

2.6.3  Gifts or financial inducements 

Generally gifts should be discouraged in order to place the needs and interests of clients 
before the personal interests of the financial counsellor. When declining gifts, financial 
counsellors should do so in a manner that is respectful of cultures or social practices 
where gift-giving is customary. In any case, financial counsellors should only give or 
accept gifts with a low value. 

Financial counsellors should not allow their professional duties to be influenced, or to 
be perceived to be influenced, by any consideration, gift or advantage offered by or to 
clients, colleagues and other industry representatives. Financial counsellors shall refer to 
the guidelines and policies from their employer, and if uncertain, the financial counsellor 
should seek advice from their supervisor. 
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2.6.4 Duplication of services 

If a financial counsellor learns that the client is being assisted by another financial 
counsellor for the same presenting problem, they should advise that it is inappropriate 
for more than one financial counsellor to act on their behalf at the same time. The client 
has the right to choose which financial counsellor they wish to work with. 

2.6.5 Multiple clients

Financial counsellors may be required to assist more than one client in relation to a 
particular financial situation, and should always act on behalf of, for the best interests of, 
and with the informed consent of, all clients in every instance. 

■■ In providing services to families or any group consisting of two or more individuals, the 
financial counsellor shall be aware of and explain the limits of confidentiality to each 
client. Each client should be given the opportunity to make enquiries about and consider 
their financial counselling options before consenting.  

■■ Financial counsellors must be mindful of conflicts of interests when providing financial 
counselling to multiple clients (for example joint account holders or co- debtors).

■■ If a conflict arises between the interests of two or more clients, financial counsellors 
should discontinue financial counselling for both or all parties, as there may be a conflict 
of interest in trying to meet the needs of both or all parties (for example where a couple 
separates during the financial counselling process). The financial counsellor should then 
assist all parties to find appropriate financial counselling assistance. 

2.6.6 Referral by industry

 Financial counsellors whose clients are referred by a creditor shall ensure that this creditor 
is not favoured in any way. In particular, debts should be pro-rated equitably and without 
favour to the referring creditor or organisation. 

2.6.7 Funding

It is of paramount importance that financial counselling services are independent of 
credit providers. If a financial counsellor is concerned that industry funding, resources, 
joint projects and/or sponsorship may impact their capacity to provide an independent 
service that upholds the principles of this Code of Ethics, the financial counsellor should 
refer to the policies of FCA or their State or Territory association. 

2.7 Case management.

2.7.1  Identifying options

Financial counsellors work with the client to identify options that may assist them to 
resolve their financial difficulties. Such options should be discussed after making an 
assessment of the client’s financial and legal situation, and, where appropriate, after 
obtaining up to date information or support (for example, through a Financial Counsellors 
Resource Service or community legal service). Financial counsellors shall ensure that the 
client understands the likely consequences of each option, and is assisted to make an 
informed choice about the best option for their situation. 

This is best facilitated by asking the client to tell the financial counsellor in their own words 
what they understand the options to be, and what they understand the consequences of 
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each option to be. Clients should then be given time to reflect and choose their preferred 
option/s. For example, a financial counsellor would not assist a client to file for bankruptcy 
on a first visit except in exceptional circumstances. 

2.7.2 Client authority

Financial counsellors obtain written consent from clients before formally advocating on 
their behalf. They shall only act on a client’s instructions and will not undertake actions 
not specified by the client. Where possible, clients shall be kept informed of significant 
developments in any matter entrusted by the client. 

2.8 Client records. 

2.8.1 Client contact history

Financial counsellors maintain records and files in a manner whereby the client would not 
be disadvantaged if, of necessity, another financial counsellor, or the client themselves, 
assumed management of the case. Financial counsellors will record the dates of each 
financial counselling session, and concise, clear and relevant information after every 
contact with the client or relevant others. Financial counsellors will avoid including 
personal opinions and comments.

2.8.2 Ownership of files

Documents and other records produced by the client remain the property of the client, 
but financial counsellors may photocopy them for their own records. Documents prepared 
by the financial counsellor for agency records, such as case notes, are the property of the 
financial counsellor’s employer. Documents prepared by the financial counsellor for the 
client, are the property of the client (although the financial counsellor/agency would 
usually take a copy). Documents prepared by a third party relating to the client belong to 
the client. Other bodies may have legal access to the client files (see item B.4.7.). 

2.8.3 Client access

A client may request access to information for which the financial counsellor holds 
responsibility. Most financial counselling agencies will be bound by the Privacy Act 1988. 
Even if not legally bound, financial counsellors should adhere to the standards in this Act 
as an appropriate benchmark. Under this Act the client has the right to gain access to 
such information within 30 days of receipt of a written request to the file holder. A client 
may request an amendment to their records, or provide a statement for inclusion in their 
file.

2.8.4 Storage and access of files

Storage and access to client files shall be guided by employer policies and with the 
confidentiality of client information of paramount concern. Such information shall be 
secure against loss, misuse, or unauthorised access, use, modification or disclosure. 
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2.9 Termination or Interruption to Services. 

2.9.1 Informing and assisting the client

Financial counsellors make all reasonable efforts to facilitate the continuation of financial 
counselling for the client when services are interrupted due to illness, annual leave, 
relocation or other reasons relating to the circumstances of the financial counsellor or the 
employer. Financial counsellors should, where possible, discuss with the client any issues 
involved with termination or interruption to services, assist the client with the process, 
and refer the client to alternative services if required. 

2.9.2 Ceasing to act

A financial counsellor shall terminate or interrupt services at their discretion, with client 
agreement wherever possible, when:

a. The services are no longer necessary for the client (for example when all work requested 
by the client has been completed, or when the client is no longer benefitting from 
the service);

b. When the client has failed to attend appointments and does not respond to a 
reasonable amount of communications;

c. When the client is not in a capacity to engage in financial counselling at the time 
(for example, physical or mental incapacitation due to intoxication or illness, or when 
there are more significant and urgent matters to be dealt with of a temporary or 
continuing nature);

d. When the client is unable to constructively participate in the financial counselling 
process. 

e. Where possible and appropriate, a termination of service should be put in writing.

2.9.3 Client right to terminate

The client has the right to discontinue services, engage another service or seek a second 
opinion at their own choosing. 

2.9.4 Notification

The financial counsellor shall inform the client in writing that they have ceased to act on 
the client’s behalf, and where necessary and appropriate, shall inform other persons and/
or creditors, preferably after gaining the client’s consent.
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3. Responsibilities to Colleagues

Financial counsellors have a number of responsibilities when working with colleagues 
and professional associates to work towards mutual and professional aims. 

3.1 Collaboration

Financial counsellors respect, support and encourage other financial counsellors and 
colleagues, and freely share knowledge and resources, within the limits of confidentiality 
and privacy. 

3.2 Referrals

In order to make appropriate referrals, financial counsellors maintain professional and 
current contacts with colleagues, other agencies, health practitioners and therapeutic, 
community and/or government support services. Financial counsellors shall ensure that 
referrals are relevant and justifiable for the interests and needs of the client’s situation, 
and should explain the process of contacting referral services where appropriate. 

3.3 Boundaries

Financial counsellors have a responsibility to maintain appropriate boundaries with 
colleagues, supervisees, students, research participants and others directly involved in a 
professional relationship with the financial counsellor. 

3.4 Conflict resolution

Financial counsellors have an obligation to seek to resolve conflicts with colleagues in a 
direct but respectful and considerate manner. 

3.5 Reporting misconduct 

If a financial counsellor becomes aware of a colleague’s misconduct, they shall act in 
accordance with the following:

■■ A financial counsellor is encouraged to bring to the attention of a colleague any concerns 
they have about that person’s ethical conduct or professional judgement;

■■ A financial counsellor will recommend, where appropriate, to those directly affected by 
another financial counsellor’s alleged misconduct, that they notify that person’s employer 
or that financial counsellor’s relevant State or Territory association;

■■ A financial counsellor, who, after reflection, considers a colleague to have seriously 
breached this Code in a way that constitutes a serious risk to the well-being of a client, 
colleague, or any member of the public, should discuss that financial counsellor’s alleged 
misconduct with their supervisor, manager, or the relevant State or Territory association 
to determine the appropriate course of action;
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■■ The criteria for risk which may result in a financial counsellor being reported for misconduct 
includes, but is not limited to:

a. Practising while intoxicated by alcohol or drugs;

b. Engaging in sexual misconduct within professional practice;

c. Conduct which places clients or the public at risk of substantial harm; or

d. Significant departure from accepted professional standards.

3.6 Supervising and training

Financial counsellors ensure that all supervision and training they provide to a colleague 
or financial counsellor-in-training is in accordance with this Code of Practice and the 
supervision and training guidelines of their relevant State or Territory association. 
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4. Responsibilities to the Workplace

Financial counsellors have a number of responsibilities when working within the financial 
counselling workplace to meet the requirements of the organisation and protect the
employer from liability arising through fault or negligence by the financial counsellor.

4.1 Workplace policies

Financial counsellors shall act in accordance with, and where appropriate contribute
to, policies and procedures of the employer. This includes occupational health and
safety policies and any other organisational codes of practice. Financial counsellors are
encouraged to discuss this Code of Ethical Practice with their employers to help inform
workplace policies and procedures.

4.2 Occupational health and safety

Financial counsellors work with their employer to ensure a safe and healthy working
environment for themselves and their clients. Financial counsellors shall not place
themselves in a situation of risk (for example, seeing clients when alone in an office building 
or continuing a counselling session with verbally or physically aggressive persons).
Financial counsellors and their agencies should ensure a safe physical environment and
have policies and guidelines in place for dealing with actual or potentially hazardous
situations. Financial counsellors will also work with their employer to ascertain a fair
workload in order to minimise the risk of burnout and overwork.

4.3 Statistical data

Statistics and information required by funding bodies and the financial counsellor’s
agencies or associations, or for any other purposes, shall be provided with protections for
maintaining client confidentiality. At the very least, data shall be de-identified in a way
that ensures that no client can be personally identified from the data provided.

4.4 Feedback and complaints

Financial counsellors shall follow client feedback and complaint policies and procedures
implemented in the workplace. In dealing with complaints from a client, a financial
counsellor shall focus on working towards a positive resolution.
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5. Responsibilities to the Profession

Financial counsellors have a number of responsibilities to the financial counselling 
profession, including to support its aims and values, and to act as a representative of the 
profession. 

5.1 Professional Integrity

Financial counsellors respect the image and protect the integrity of the occupation 
by maintaining a high standard of personal conduct and conducting themselves in a 
professional and ethical manner at all times.

5.2 Professionalism

Financial counsellors shall not bring the profession into disrepute through any act 
or omission in their capacity as a financial counsellor. Financial counsellors shall not 
misrepresent their qualifications, training, experience or ability to produce a particular 
outcome. 

5.3 Responsibility

Financial counsellors have an awareness of their responsibilities and any likely 
consequences of their actions taken on behalf of clients. Financial counsellors shall 
take responsibility for the reasonably foreseeable consequences of their actions and be 
mindful to prevent harm occurring as a result of their conduct. 

5.4 Competency

Financial counsellors shall become and remain proficient in the practice of the occupation, 
with reference to the FCA Minimum Practice Standards policy and the accredited 
training standards as required by the relevant State or Territory association membership. 
A financial counsellor shall not offer counselling or information beyond the scope of 
financial counselling and their own qualifications, training, expertise and experience. If 
uncertain, the financial counsellor should consult with a casework supervisor, another 
financial counsellor or manager, a financial counselling resource service, or refer to other 
professionals if the matter is outside their area of financial counselling expertise. 

5.5 Communication

Financial counsellors communicate effectively with clients, colleagues and industry 
contacts, and have the ability to compose letters, reports and written communications 
which are appropriate to the situation. Financial counsellors are professional in all 
forms of communication, including face to face contact, telephone contact, and online 
communication which may include: email, social networking sites, blogging, and 
instant messaging. Financial counsellors shall comply with the policies of their employer 
regarding use of social and electronic media. When making public statements through 
traditional, electronic or social media financial counsellors shall be aware of the potential 
audience of this information and maintain professionalism at all times. 
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5.6 Accreditation

Financial counsellors shall be accredited according to the training and membership 
requirements of the financial counselling association in that financial counsellor’s State or 
Territory and maintain and ensure renewal of this accreditation each year.

5.7 Research

Financial counsellors who undertake research projects should monitor and evaluate their 
practices to be consistent with national directives for best research practice, and should 
seek opportunities to be conversant with current consumer and community research. 
Those undertaking research should adhere to the guidelines set out in the Australian 
Code for Responsible Conduct of Research.
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6. Responsibilities to the Wider Community

Financial counsellors have a number of responsibilities as members of the wider 
community, and to share with professionals in the general aim of working towards the 
greater social good. 

6.1 Contribution

Financial counsellors work with other professions, where possible, to share knowledge 
and resources to the greater benefit of the community, and to promote the integration 
of services in a way that enables greater client access to appropriate and comprehensive 
services. 

6.2 Non-discrimination

Financial counsellors practice in an appropriate manner and are respectful of, and 
responsive to, the specific needs relevant to the social, cultural, linguistic, spiritual, and 
sexual and gender diversity of clients and consumers.

6.3 Legal obligations

 Financial counsellors comply with current Federal and State or Territory laws that are 
relevant to their professional responsibilities. Financial counsellors must not assist or 
encourage clients to break the law.

6.4 Social factors

Financial counsellors support social change that promotes the general welfare and self-
determination of families and individuals. Financial counsellors shall advocate, where 
appropriate, for the right of all Australians to be treated fairly by industry, for economic 
and legislative systems that are fair to the vulnerable and disadvantaged in Australian 
society, and the development of social environments that optimise financial health and 
wellbeing among communities, families and individuals.

6.5 Social welfare

Financial counsellors shall not excuse or condone known instances of abuse or neglect, 
whether towards children, the elderly, or persons living with domestic violence. Financial 
counsellors should encourage those involved to contact the relevant authority to report 
the situation, however a financial counsellor must also honour the client’s right to 
confidentiality and to self-determination.

6.6 Community knowledge

 Financial counsellors will consult with, seek guidance from, and support, local community 
members, mentors and advisors. Financial counsellors shall, where appropriate, promote 
community participation in the development, and advocacy of financial counselling 
policies and services, and provide community education about financial issues.
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Appendix 1 

Relevant Documents

Reference list

C. Livingstone, E. Kotnik & S. King (2008). Comparing Australian and International Approaches to Financial 

Counselling Service Models: A literature review. Monash University: Department of Health Science. 

Organizational Codes of Conduct (2003) – Council of Standards Australia

S. Longstaff (1994). ‘A statement about codes of ethics and conduct’ in Preston, N (ed) Ethics for the Public 

Sector. :  

S. Longstaff (1994). ‘Developing codes of ethics and conduct: Some thoughts on how to make codes of 

ethics work’ in Preston, N (ed). Ethics for the Public Sector. :  

S. Longstaff (1994). ‘Developing codes of ethics: Why codes fail’ in Preston, N (ed). Ethics for the Public 

Sector. :  

Codes of Ethics and Codes of Conduct

Code of Conduct for Financial Counsellors (not dated) – South Australian Financial Counsellors’ 

Association (Inc.) (SAFCA)

Code of Ethics (2007) – Australian Psychological Society (APS)

Code of Ethics (2010) – Australian Association of Social Workers (AASW)

Code of Ethics (2010) – Psychotherapy and Counselling Federation of Australia (PACFA)

Code of Ethics (not dated) – The Financial Counsellors’ Association of NSW (Inc.) (FCAN)

Code of Ethics and Good Practice (2002) – Counsellors and Psychotherapists Association of NSW (CAPA)

Code of Ethics for Problem Gambling Treatment and Support Services (2005) – NSW Responsible 

Gambling Fund 

Code of Professional Conduct (not dated) – Australian Financial Counselling and Credit Reform 

Association (FCA)

Code of Professional Conduct (not dated) – Financial Counsellors’ Association of Queensland (Inc.) 

(FCAQ)

Code of Professional Conduct (2010) – Financial Counsellors’ Association of Western Australia (Inc.) 

(FCAWA)

Credit Reporting Code of Conduct (1996) – Office of the Australian Information Commissioner

Industry Funding Policy (2005) – Australian Financial Counselling & Credit Reform Association (AFCCRA)

Minimum Practice Standards (not dated) – Australian Financial Counselling & Credit Reform Association 

(AFCCRA) 

Service Standards and Professional Conduct Rules (not dated) – Financial and Consumer Rights Council 

(Inc.) (FCRC)

■■
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Appendix 2

State and Territory Financial Counselling Associations

The peak bodies for Financial Counsellors in Australia are currently: 

■■ New South Wales - The Financial Counsellors’ Association of NSW (Inc.) (FCAN)

■■ Northern Territory - Money Workers Association of Northern Territory (MWANT)

■■ Queensland - The Financial Counsellors’ Association of Queensland (FCAQ) 

■■ South Australia - The South Australian Financial Counsellors’ Association (Inc.) (SAFCA) 

■■ Tasmania - Financial Counselling Tasmania (FCT). 

■■ Victoria - The Financial and Consumer Rights Council (FCRC) 

■■ Western Australia - The Financial Counsellors’ Association of Western Australia (Inc.) 
(FCAWA) 
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Appendix 3

How the Code was created

The Australian Financial Counselling Code of Ethical Practice (The Code) was created with 
reference to FCA’s Minimum Practice Standards and Code of Professional Conduct, the 
NSW Responsible Gambling Fund (RGF) Code of Ethics, and to all pre-existing financial 
counselling codes of ethics and codes of practice or conduct in use within financial 
counselling associations. The Code was written using information on best practice for 
codes of ethics and ethical conduct from the St James Ethics Centre and the Australian 
Standard Organizational Codes of Conduct. It refers to National legislation and guidelines 
such as the Privacy Act and National Mental Health Practice Standards, as well as State 
and Territory legislation where relevant. This Code also acknowledges the codes of ethics 
and codes of conduct for allied health professions in Australia, including those of the 
Australian Psychological Society (APS), the Psychotherapy and Counselling Federation 
of Australia (PACFA), and the Australian Association of Social Workers (AASW), who have 
each granted their permission for this acknowledgement.

The Code was created in consultation with representative financial counsellors from across 
Australia and in conjunction with ethicists, psychologists, lawyers, and counsellors, who 
provided diverse perspectives on the principles of best practice in the field of counselling 
generally, and within the profession of financial counselling specifically.



24 THE AUSTRALIAN FINANCIAL COUNSELLING CODE OF ETHICAL PRACTICE

Appendix 4

Responsibility for the Code

Table 1 - Records the person(s) who have carried, and currently carry, the responsibility 
of overall control of this document.

NAME POSITION DATE STARTED DATE CEASED

Fiona Guthrie Executive 

Director, FCA

February 2012 (date  

Code adopted)

Table 2  -  Records changes made to this Code

CHANGE NAME POSITION DATE
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3About the Standards

This document sets out national standards for membership and accreditation of 
financial counsellors in Australia.

The standards have been agreed by the eight State and Territory financial 
counselling associations:

■■ Financial Counselling Tasmania (FCT)

■■ Financial and Consumer Rights Council (FCRC)

■■ Financial Counsellors Association of NSW (FCAN)

■■ Financial Counsellors ACT (FC-ACT)

■■ Financial Counsellors Association of QLD (FCAQ)

■■ Money Workers Association of the NT (MWANT

■■ South Australian Financial Counsellors Association (SAFCA)

■■ Financial Counsellors Association of WA (FCAWA)

Financial counselling is a national profession and the development of national 
standards is consistent with this.



4Interaction of the Standards with the 
Regulatory Framework 

There are two types of licence that may apply to the work of financial counsellors.

■■ An Australian Financial Services Licence if you give advice about financial products.
This obligation is imposed by the Corporations Act 2001.

■■ An Australian Credit Licence if you provide credit services. This obligation is imposed
by the National Consumer Credit Protection Act 2009.

The Australian Securities and Investments Commission operates both of these
licensing schemes.

Financial counselling services are exempt from holding both of these licences, but
the exemptions are subject to strict conditions. Broadly, the exemptions for both
licences require that the financial counselling agency:

■■ Does not charge any fees or receive any remuneration arising from the financial
counselling service

■■ Does not provide any financial product advice or credit activity outside the
exemption

■■ Ensures that its financial counsellors have appropriate training and adequate skills
and knowledge

■■ Ensures that its financial counsellors are a member of, or eligible for membership of,
a financial counselling association.

The national standards are therefore an important link with the exemption from
licensing for agencies.

For more information: see Fact Sheet 2 on the FCA Website.



5Overview of the Standards

Membership 
Categories (for 

financial counsellors)

Affiliate (non-voting)
Associate
Accredited or Full

Qualification Diploma of Community Services (Financial Counselling)

Professional 
Development

If working as a financial counsellor, 20 points per 
membership year 

Supervision If working as a financial counsellor:
 › Employed 0.5 FTE or more – minimum of 10 hours per 

membership year; or
 › Employed less than 0.5 FTE – minimum of 6 hours per 

membership year.

Experience 24 months full time experience for accredited/full 
membership (including time spent studying if relevant)

Ethics Must adhere to the Australian Financial Counselling Code 
of Ethical Practice



6Membership Requirements 

There are three categories of membership for financial counsellors: 

1. affiliate

2. associate 

3. full/accredited.

State/Territory associations may also have additional categories of membership 
for financial counsellors, for example, life membership. They may also provide for 
membership for other professionals, such as financial capability workers. 

Affiliate 
(non-voting)

An individual working in the financial counselling sector in a 
related role OR
Actively studying for the Diploma of Community Services 
(Financial Counselling) or has completed the Diploma of 
Community Services (Financial Counselling) - but is not 
working as a financial counsellor.

Associate Working as a financial counsellor 
AND
Actively studying for the Diploma of Community Services 
(Financial Counselling) 
OR
Holds the Diploma of Community Services (Financial 
Counselling) and has not yet had 24 months full-time 
experience, however meets the requirements for continuing 
professional development and  supervision.

Accredited or Full 
Members

Has had 24 months full-time experience working as a 
financial counsellor (including while studying if relevant)   
AND 
Holds the Diploma of Community Services (Financial 
Counselling)
AND
If working as a financial counsellor, meets requirements for 
continuing professional development and supervision 
OR
If not working as a financial counsellor, meets requirements 
for continuing professional development.

All members  › Agree to abide by the Australian Financial Counselling 
Code of Ethical Practice

 › Agree to abide by relevant State/Territory rules

Note: Some states may have other membership categories, such as financial capability workers. 



7
Continuing Professional Development

Continuing Professional Development (CPD) is the reinforcement or acquisition of 
skills or knowledge relevant to the workplace.

Application
Applies to associate members and full/accredited members.

Amount
A financial counsellor must complete 20 points of CPD per annum, with a 
minimum of one session from each of three categories as set out below.

Three categories
Technical  – e.g. content knowledge relevant to legal issues, banking, fines, EDR/IDR, 
superannuation, hardship, insurance, completion of Statements of Financial Position

Skills – e.g. counselling, mental health, communication (written, verbal), 
interviewing, cultural awareness, suicide prevention/training and negotiation

Ethics – e.g. conflict of interest, boundaries,  counselling relationships, cultural 
awareness,  options- client choices; appropriate referral to other services



8Points Table for CPD

CPD TYPE Points

Full day training block 6 points

Live attendance at PD lecture or tutorial training session  
or half day training block

3 points

Preparation and delivery of a training session for financial 
counsellors

4 points

Preparation of training sessions for community education 4 points

Delivery of training sessions about financial counselling 
related topics  (i.e. where the material has already been 
developed)

2 points

e-learning session – interactive  ( e.g. FOS tool) 2 points

Audio-lecture/podcast (listen/watch only) 2 points

Online questionnaires  developed by State/Territory 
associations that test current knowledge 

1 point

Research project contributing to policy work 3 points

Contribution of an article on a relevant topic to media/
newsletters/association material

1 point

Reading article about technical and educative aspects of 
financial counselling 

1 point (max of 2 
points)

Supervisors only – provision of professional supervision  
to a financial counsellor

1 point per person 
supervised (max 
of 4 points)



9Supervision

Applies to: 

■■ Associate members

■■ full/accredited members

Requirement for Supervision
If working as a financial counsellor:

■■ Employed 0.5 FTE or more – minimum of 10 hours per membership year; or

■■ Employed less than 0.5 FTE – minimum 6 hours per membership year.

Requirements to be a Supervisor
To be a financial counselling supervisor a person must hold the Diploma of
Community Services (Financial Counselling) and have:

■■ Three years FTE financial counselling experience OR

■■ Another suitable qualifications as approved by a State or Territory financial
counselling association.

A supervisor must also have completed a suitable course in  professional
supervision acceptable to their State or Territory association.

Definition of Supervision
Professional supervision supports the work of a financial counsellor. The supervision
process provides a forum to discuss casework, clinical aspects of the role and the
the counsellor’s emotional and psychological wellbeing.

■■ Professional supervision is an equal relationship founded on mutual trust and
respect.

Line management supervision is a different process to professional supervision.

■■ Line management is undertaken by a person or persons to whom the financial
counsellor reports.

■■ Line management includes oversight of the casework undertaken by the financial
counsellor as well as ensuring the financial counsellor meets organisational goals
and complies with standards.



10Implementation and Other Issues

Transition, mutual recognition, governance and 
review

Grandfather Clause re Full/Accredited Membership
A grandfather clause will apply for financial counsellors who are full/accredited 
members of their State Associations as at November 2014 and who hold the 
Diploma of Community Services (Financial Counselling).

These members will continue to hold this level of membership and will not be 
required to meet the requirement for 24 months of full-time experience (if not 
already held).

Date of Effect of the Standards – Transition Times
With the exception of NSW, the standards will be in place in all States/Territories by 
the end of 2016.

NSW will have the standards in place by the end of 2019.

Mutual Recognition 
A financial counsellor will join the relevant State/Territory association where they 
spend the majority of their working time.

A member in one State/Territory will be expected to transfer membership to 
another State/Territory if they re-locate.

Governance
State and Territories will set up a CPD Advisory Group.

Review 
The standards will be reviewed in three years time – by 17th November 2017.





[CO 03/1063] 

Licensing relief for financial counselling 
agencies 

Issued 8/12/2003 

Gazetted 16/12/2003: ASIC Gazette 50/03 

Class Order [CO 03/1063] provides licensing relief for financial 
counselling agencies that may provide financial product advice in the 
course of providing a financial counselling service.  

This relief is subject to certain conditions including requirements 
that: 

• no fees or charges are payable by the client for any aspect of
the service;

• a financial counsellor is appropriately trained to carry out the
service; and

• a financial counsellor is a member of, or is eligible for
membership of, a relevant financial counselling association.

This relief is designed to facilitate the professional delivery of 
financial counselling services to consumers in financial difficulty. 

Australian Securities and Investments Commission 
Corporations Act 2001 — Paragraph 911A(2)(l) — Exemption 

Under paragraph 911A(2)(l) of the Corporations Act 2001 (the 
“Act”), the Australian Securities and Investments Commission 
exempts a person (the “financial counselling agency”) from the 
requirement to hold an Australian financial services licence for the 
provision of a financial service to another person (the “client”) where 
all of the following apply: 

(a) the financial service consists only of either or both of the
following:

(i) financial product advice in relation to any or all of the
following:

(A) a deposit product;

A S I C 
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Australian Securities & Investments Commission 
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(B) a facility for making non-cash payments within
the meaning of subsection 763D(1) of the Act;

(C) an insurance product;

(D) an RSA product;

(E) a superannuation product;

(ii) financial product advice to the client to the effect that
the client should or may consider the disposal of, or
dispose of, a financial product held by the client of any
or all of the following kinds:

(A) a security;

(B) a financial product referred to in paragraphs
764A(1)(b) or (ba) of the Act;

(C) a debenture, stock or bond issued by a
government;

(b) the financial service is provided as part of a financial
counselling service;

(c) no fees or charges (however described) are payable by or on
behalf of the client in relation to the financial service or any
other aspect of the financial counselling service;

(d) no remuneration (whether by way of commission or otherwise)
is payable to or on behalf of the financial counselling agency,
their representatives or other associates by any person in
relation to any action by or on behalf of the client arising from
either the financial service or any other aspect of the financial
counselling service;

(e) the financial counselling agency:

(i) does not carry on or otherwise participate in a financial
services business which involves the provision of a
financial service that is not covered by paragraphs (a)
to (d); and

(ii) takes all reasonable steps to ensure that none of its
representatives provides or participates in the provision
of a financial service that is not covered by paragraphs
(a) to (d);

(f) the financial counselling agency takes all reasonable steps to
ensure that each person who provides the financial services on
its behalf:
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(i) is a member of, or is eligible to be a member of, a
financial counselling association; and

(ii) has undertaken appropriate training to ensure that they
have adequate skills and knowledge to satisfactorily
provide the financial services and any other aspect of
the financial counselling service.

Note: By s 911B(1)(e) of the Act, a person providing a financial service 
on behalf of a financial counselling agency is exempt from the requirement 
to hold an Australian financial services licence for the provision of the 
service if the agency would have been so exempt under this instrument, had 
the agency provided the service.  

Interpretation 

In this instrument: 

“deposit product” has the meaning given by section 761A of the Act; 

“financial counselling association” means each of the following: 

(a) Australian Financial Counselling and Credit Reform
Association Inc;

(b) Financial and Consumer Rights Council Vic Inc;

(c) Financial Counsellors’ Association of N.S.W. Inc;

(d) Financial Counsellors’ Association of Western Australia Inc;

(e) Financial Counsellors’ Association Queensland Inc;

(f) Financial Counsellors’ Credit Reform Association Northern
Territory;

(g) South Australian Financial Counsellors’ Association Inc;

“financial counselling service” means a counselling and advocacy 
service provided predominantly for the purposes of assisting 
individuals who are in financial difficulty due to circumstances such 
as debt over-commitment, unemployment, sickness or family 
breakdown;  

“financial product advice” has the meaning given by section 766B of 
the Act; 

“insurance product” has the meaning given by section 761A of the 
Act; 

“representative” has the meaning given by section 910A of the Act; 
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“RSA product” has the meaning given by section 761A of the Act; 
and 

“superannuation product” has the meaning given by section 761A of 
the Act. 

Commencement 

This instrument commences on gazettal. 

Dated this 8th day of December 2003 

Signed by Brendan Byrne 
as a delegate of the Australian Securities and Investments 
Commission 
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[CO 03/1063] 


Licensing relief for financial counselling 
agencies 


Issued 8/12/2003 


Gazetted 16/12/2003: ASIC Gazette 50/03 


Class Order [CO 03/1063] provides licensing relief for financial 
counselling agencies that may provide financial product advice in the 
course of providing a financial counselling service.  


This relief is subject to certain conditions including requirements 
that: 


• no fees or charges are payable by the client for any aspect of 
the service;  


• a financial counsellor is appropriately trained to carry out the 
service; and  


• a financial counsellor is a member of, or is eligible for 
membership of, a relevant financial counselling association. 


This relief is designed to facilitate the professional delivery of 
financial counselling services to consumers in financial difficulty. 


Australian Securities and Investments Commission 
Corporations Act 2001 — Paragraph 911A(2)(l) — Exemption 


Under paragraph 911A(2)(l) of the Corporations Act 2001 (the 
“Act”), the Australian Securities and Investments Commission 
exempts a person (the “financial counselling agency”) from the 
requirement to hold an Australian financial services licence for the 
provision of a financial service to another person (the “client”) where 
all of the following apply: 


(a) the financial service consists only of either or both of the 
following: 


(i) financial product advice in relation to any or all of the 
following: 


(A) a deposit product; 
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(B) a facility for making non-cash payments within 
the meaning of subsection 763D(1) of the Act; 


(C) an insurance product; 


(D) an RSA product; 


(E) a superannuation product; 


(ii) financial product advice to the client to the effect that 
the client should or may consider the disposal of, or 
dispose of, a financial product held by the client of any 
or all of the following kinds: 


(A) a security; 


(B) a financial product referred to in paragraphs 
764A(1)(b) or (ba) of the Act; 


(C) a debenture, stock or bond issued by a 
government; 


(b) the financial service is provided as part of a financial 
counselling service; 


(c) no fees or charges (however described) are payable by or on 
behalf of the client in relation to the financial service or any 
other aspect of the financial counselling service; 


(d) no remuneration (whether by way of commission or otherwise) 
is payable to or on behalf of the financial counselling agency, 
their representatives or other associates by any person in 
relation to any action by or on behalf of the client arising from 
either the financial service or any other aspect of the financial 
counselling service; 


(e) the financial counselling agency: 


(i) does not carry on or otherwise participate in a financial 
services business which involves the provision of a 
financial service that is not covered by paragraphs (a) 
to (d); and 


(ii) takes all reasonable steps to ensure that none of its 
representatives provides or participates in the provision 
of a financial service that is not covered by paragraphs 
(a) to (d); 


(f) the financial counselling agency takes all reasonable steps to 
ensure that each person who provides the financial services on 
its behalf: 
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(i) is a member of, or is eligible to be a member of, a 
financial counselling association; and 


(ii) has undertaken appropriate training to ensure that they 
have adequate skills and knowledge to satisfactorily 
provide the financial services and any other aspect of 
the financial counselling service. 


Note: By s 911B(1)(e) of the Act, a person providing a financial service 
on behalf of a financial counselling agency is exempt from the requirement 
to hold an Australian financial services licence for the provision of the 
service if the agency would have been so exempt under this instrument, had 
the agency provided the service.  


Interpretation 


In this instrument: 


“deposit product” has the meaning given by section 761A of the Act; 


“financial counselling association” means each of the following: 


(a) Australian Financial Counselling and Credit Reform 
Association Inc; 


(b) Financial and Consumer Rights Council Vic Inc; 


(c) Financial Counsellors’ Association of N.S.W. Inc; 


(d) Financial Counsellors’ Association of Western Australia Inc; 


(e) Financial Counsellors’ Association Queensland Inc; 


(f) Financial Counsellors’ Credit Reform Association Northern 
Territory; 


(g) South Australian Financial Counsellors’ Association Inc; 


“financial counselling service” means a counselling and advocacy 
service provided predominantly for the purposes of assisting 
individuals who are in financial difficulty due to circumstances such 
as debt over-commitment, unemployment, sickness or family 
breakdown;  


“financial product advice” has the meaning given by section 766B of 
the Act; 


“insurance product” has the meaning given by section 761A of the 
Act; 


“representative” has the meaning given by section 910A of the Act; 
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“RSA product” has the meaning given by section 761A of the Act; 
and 


“superannuation product” has the meaning given by section 761A of 
the Act. 


Commencement 


This instrument commences on gazettal. 


Dated this 8th day of December 2003 


 


 


Signed by Brendan Byrne 
as a delegate of the Australian Securities and Investments 
Commission 


 








[CO 03/1063] 


Licensing relief for financial counselling 
agencies 


Issued 8/12/2003 


Gazetted 16/12/2003: ASIC Gazette 50/03 


Class Order [CO 03/1063] provides licensing relief for financial 
counselling agencies that may provide financial product advice in the 
course of providing a financial counselling service.  


This relief is subject to certain conditions including requirements 
that: 


• no fees or charges are payable by the client for any aspect of 
the service;  


• a financial counsellor is appropriately trained to carry out the 
service; and  


• a financial counsellor is a member of, or is eligible for 
membership of, a relevant financial counselling association. 


This relief is designed to facilitate the professional delivery of 
financial counselling services to consumers in financial difficulty. 


Australian Securities and Investments Commission 
Corporations Act 2001 — Paragraph 911A(2)(l) — Exemption 


Under paragraph 911A(2)(l) of the Corporations Act 2001 (the 
“Act”), the Australian Securities and Investments Commission 
exempts a person (the “financial counselling agency”) from the 
requirement to hold an Australian financial services licence for the 
provision of a financial service to another person (the “client”) where 
all of the following apply: 


(a) the financial service consists only of either or both of the 
following: 


(i) financial product advice in relation to any or all of the 
following: 


(A) a deposit product; 
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(B) a facility for making non-cash payments within 
the meaning of subsection 763D(1) of the Act; 


(C) an insurance product; 


(D) an RSA product; 


(E) a superannuation product; 


(ii) financial product advice to the client to the effect that 
the client should or may consider the disposal of, or 
dispose of, a financial product held by the client of any 
or all of the following kinds: 


(A) a security; 


(B) a financial product referred to in paragraphs 
764A(1)(b) or (ba) of the Act; 


(C) a debenture, stock or bond issued by a 
government; 


(b) the financial service is provided as part of a financial 
counselling service; 


(c) no fees or charges (however described) are payable by or on 
behalf of the client in relation to the financial service or any 
other aspect of the financial counselling service; 


(d) no remuneration (whether by way of commission or otherwise) 
is payable to or on behalf of the financial counselling agency, 
their representatives or other associates by any person in 
relation to any action by or on behalf of the client arising from 
either the financial service or any other aspect of the financial 
counselling service; 


(e) the financial counselling agency: 


(i) does not carry on or otherwise participate in a financial 
services business which involves the provision of a 
financial service that is not covered by paragraphs (a) 
to (d); and 


(ii) takes all reasonable steps to ensure that none of its 
representatives provides or participates in the provision 
of a financial service that is not covered by paragraphs 
(a) to (d); 


(f) the financial counselling agency takes all reasonable steps to 
ensure that each person who provides the financial services on 
its behalf: 
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(i) is a member of, or is eligible to be a member of, a 
financial counselling association; and 


(ii) has undertaken appropriate training to ensure that they 
have adequate skills and knowledge to satisfactorily 
provide the financial services and any other aspect of 
the financial counselling service. 


Note: By s 911B(1)(e) of the Act, a person providing a financial service 
on behalf of a financial counselling agency is exempt from the requirement 
to hold an Australian financial services licence for the provision of the 
service if the agency would have been so exempt under this instrument, had 
the agency provided the service.  


Interpretation 


In this instrument: 


“deposit product” has the meaning given by section 761A of the Act; 


“financial counselling association” means each of the following: 


(a) Australian Financial Counselling and Credit Reform 
Association Inc; 


(b) Financial and Consumer Rights Council Vic Inc; 


(c) Financial Counsellors’ Association of N.S.W. Inc; 


(d) Financial Counsellors’ Association of Western Australia Inc; 


(e) Financial Counsellors’ Association Queensland Inc; 


(f) Financial Counsellors’ Credit Reform Association Northern 
Territory; 


(g) South Australian Financial Counsellors’ Association Inc; 


“financial counselling service” means a counselling and advocacy 
service provided predominantly for the purposes of assisting 
individuals who are in financial difficulty due to circumstances such 
as debt over-commitment, unemployment, sickness or family 
breakdown;  


“financial product advice” has the meaning given by section 766B of 
the Act; 


“insurance product” has the meaning given by section 761A of the 
Act; 


“representative” has the meaning given by section 910A of the Act; 
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“RSA product” has the meaning given by section 761A of the Act; 
and 


“superannuation product” has the meaning given by section 761A of 
the Act. 


Commencement 


This instrument commences on gazettal. 


Dated this 8th day of December 2003 


 


 


Signed by Brendan Byrne 
as a delegate of the Australian Securities and Investments 
Commission 


 








[CO 03/1063] 


Licensing relief for financial counselling 
agencies 


Issued 8/12/2003 


Gazetted 16/12/2003: ASIC Gazette 50/03 


Class Order [CO 03/1063] provides licensing relief for financial 
counselling agencies that may provide financial product advice in the 
course of providing a financial counselling service.  


This relief is subject to certain conditions including requirements 
that: 


• no fees or charges are payable by the client for any aspect of 
the service;  


• a financial counsellor is appropriately trained to carry out the 
service; and  


• a financial counsellor is a member of, or is eligible for 
membership of, a relevant financial counselling association. 


This relief is designed to facilitate the professional delivery of 
financial counselling services to consumers in financial difficulty. 


Australian Securities and Investments Commission 
Corporations Act 2001 — Paragraph 911A(2)(l) — Exemption 


Under paragraph 911A(2)(l) of the Corporations Act 2001 (the 
“Act”), the Australian Securities and Investments Commission 
exempts a person (the “financial counselling agency”) from the 
requirement to hold an Australian financial services licence for the 
provision of a financial service to another person (the “client”) where 
all of the following apply: 


(a) the financial service consists only of either or both of the 
following: 


(i) financial product advice in relation to any or all of the 
following: 


(A) a deposit product; 
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(B) a facility for making non-cash payments within 
the meaning of subsection 763D(1) of the Act; 


(C) an insurance product; 


(D) an RSA product; 


(E) a superannuation product; 


(ii) financial product advice to the client to the effect that 
the client should or may consider the disposal of, or 
dispose of, a financial product held by the client of any 
or all of the following kinds: 


(A) a security; 


(B) a financial product referred to in paragraphs 
764A(1)(b) or (ba) of the Act; 


(C) a debenture, stock or bond issued by a 
government; 


(b) the financial service is provided as part of a financial 
counselling service; 


(c) no fees or charges (however described) are payable by or on 
behalf of the client in relation to the financial service or any 
other aspect of the financial counselling service; 


(d) no remuneration (whether by way of commission or otherwise) 
is payable to or on behalf of the financial counselling agency, 
their representatives or other associates by any person in 
relation to any action by or on behalf of the client arising from 
either the financial service or any other aspect of the financial 
counselling service; 


(e) the financial counselling agency: 


(i) does not carry on or otherwise participate in a financial 
services business which involves the provision of a 
financial service that is not covered by paragraphs (a) 
to (d); and 


(ii) takes all reasonable steps to ensure that none of its 
representatives provides or participates in the provision 
of a financial service that is not covered by paragraphs 
(a) to (d); 


(f) the financial counselling agency takes all reasonable steps to 
ensure that each person who provides the financial services on 
its behalf: 
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(i) is a member of, or is eligible to be a member of, a 
financial counselling association; and 


(ii) has undertaken appropriate training to ensure that they 
have adequate skills and knowledge to satisfactorily 
provide the financial services and any other aspect of 
the financial counselling service. 


Note: By s 911B(1)(e) of the Act, a person providing a financial service 
on behalf of a financial counselling agency is exempt from the requirement 
to hold an Australian financial services licence for the provision of the 
service if the agency would have been so exempt under this instrument, had 
the agency provided the service.  


Interpretation 


In this instrument: 


“deposit product” has the meaning given by section 761A of the Act; 


“financial counselling association” means each of the following: 


(a) Australian Financial Counselling and Credit Reform 
Association Inc; 


(b) Financial and Consumer Rights Council Vic Inc; 


(c) Financial Counsellors’ Association of N.S.W. Inc; 


(d) Financial Counsellors’ Association of Western Australia Inc; 


(e) Financial Counsellors’ Association Queensland Inc; 


(f) Financial Counsellors’ Credit Reform Association Northern 
Territory; 


(g) South Australian Financial Counsellors’ Association Inc; 


“financial counselling service” means a counselling and advocacy 
service provided predominantly for the purposes of assisting 
individuals who are in financial difficulty due to circumstances such 
as debt over-commitment, unemployment, sickness or family 
breakdown;  


“financial product advice” has the meaning given by section 766B of 
the Act; 


“insurance product” has the meaning given by section 761A of the 
Act; 


“representative” has the meaning given by section 910A of the Act; 
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“RSA product” has the meaning given by section 761A of the Act; 
and 


“superannuation product” has the meaning given by section 761A of 
the Act. 


Commencement 


This instrument commences on gazettal. 


Dated this 8th day of December 2003 


 


 


Signed by Brendan Byrne 
as a delegate of the Australian Securities and Investments 
Commission 


 








[CO 03/1063] 


Licensing relief for financial counselling 
agencies 


Issued 8/12/2003 


Gazetted 16/12/2003: ASIC Gazette 50/03 


Class Order [CO 03/1063] provides licensing relief for financial 
counselling agencies that may provide financial product advice in the 
course of providing a financial counselling service.  


This relief is subject to certain conditions including requirements 
that: 


• no fees or charges are payable by the client for any aspect of 
the service;  


• a financial counsellor is appropriately trained to carry out the 
service; and  


• a financial counsellor is a member of, or is eligible for 
membership of, a relevant financial counselling association. 


This relief is designed to facilitate the professional delivery of 
financial counselling services to consumers in financial difficulty. 


Australian Securities and Investments Commission 
Corporations Act 2001 — Paragraph 911A(2)(l) — Exemption 


Under paragraph 911A(2)(l) of the Corporations Act 2001 (the 
“Act”), the Australian Securities and Investments Commission 
exempts a person (the “financial counselling agency”) from the 
requirement to hold an Australian financial services licence for the 
provision of a financial service to another person (the “client”) where 
all of the following apply: 


(a) the financial service consists only of either or both of the 
following: 


(i) financial product advice in relation to any or all of the 
following: 


(A) a deposit product; 
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(B) a facility for making non-cash payments within 
the meaning of subsection 763D(1) of the Act; 


(C) an insurance product; 


(D) an RSA product; 


(E) a superannuation product; 


(ii) financial product advice to the client to the effect that 
the client should or may consider the disposal of, or 
dispose of, a financial product held by the client of any 
or all of the following kinds: 


(A) a security; 


(B) a financial product referred to in paragraphs 
764A(1)(b) or (ba) of the Act; 


(C) a debenture, stock or bond issued by a 
government; 


(b) the financial service is provided as part of a financial 
counselling service; 


(c) no fees or charges (however described) are payable by or on 
behalf of the client in relation to the financial service or any 
other aspect of the financial counselling service; 


(d) no remuneration (whether by way of commission or otherwise) 
is payable to or on behalf of the financial counselling agency, 
their representatives or other associates by any person in 
relation to any action by or on behalf of the client arising from 
either the financial service or any other aspect of the financial 
counselling service; 


(e) the financial counselling agency: 


(i) does not carry on or otherwise participate in a financial 
services business which involves the provision of a 
financial service that is not covered by paragraphs (a) 
to (d); and 


(ii) takes all reasonable steps to ensure that none of its 
representatives provides or participates in the provision 
of a financial service that is not covered by paragraphs 
(a) to (d); 


(f) the financial counselling agency takes all reasonable steps to 
ensure that each person who provides the financial services on 
its behalf: 
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(i) is a member of, or is eligible to be a member of, a 
financial counselling association; and 


(ii) has undertaken appropriate training to ensure that they 
have adequate skills and knowledge to satisfactorily 
provide the financial services and any other aspect of 
the financial counselling service. 


Note: By s 911B(1)(e) of the Act, a person providing a financial service 
on behalf of a financial counselling agency is exempt from the requirement 
to hold an Australian financial services licence for the provision of the 
service if the agency would have been so exempt under this instrument, had 
the agency provided the service.  


Interpretation 


In this instrument: 


“deposit product” has the meaning given by section 761A of the Act; 


“financial counselling association” means each of the following: 


(a) Australian Financial Counselling and Credit Reform 
Association Inc; 


(b) Financial and Consumer Rights Council Vic Inc; 


(c) Financial Counsellors’ Association of N.S.W. Inc; 


(d) Financial Counsellors’ Association of Western Australia Inc; 


(e) Financial Counsellors’ Association Queensland Inc; 


(f) Financial Counsellors’ Credit Reform Association Northern 
Territory; 


(g) South Australian Financial Counsellors’ Association Inc; 


“financial counselling service” means a counselling and advocacy 
service provided predominantly for the purposes of assisting 
individuals who are in financial difficulty due to circumstances such 
as debt over-commitment, unemployment, sickness or family 
breakdown;  


“financial product advice” has the meaning given by section 766B of 
the Act; 


“insurance product” has the meaning given by section 761A of the 
Act; 


“representative” has the meaning given by section 910A of the Act; 
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“RSA product” has the meaning given by section 761A of the Act; 
and 


“superannuation product” has the meaning given by section 761A of 
the Act. 


Commencement 


This instrument commences on gazettal. 


Dated this 8th day of December 2003 


 


 


Signed by Brendan Byrne 
as a delegate of the Australian Securities and Investments 
Commission 


 








[CO 03/1063] 


Licensing relief for financial counselling 
agencies 


Issued 8/12/2003 


Gazetted 16/12/2003: ASIC Gazette 50/03 


Class Order [CO 03/1063] provides licensing relief for financial 
counselling agencies that may provide financial product advice in the 
course of providing a financial counselling service.  


This relief is subject to certain conditions including requirements 
that: 


• no fees or charges are payable by the client for any aspect of 
the service;  


• a financial counsellor is appropriately trained to carry out the 
service; and  


• a financial counsellor is a member of, or is eligible for 
membership of, a relevant financial counselling association. 


This relief is designed to facilitate the professional delivery of 
financial counselling services to consumers in financial difficulty. 


Australian Securities and Investments Commission 
Corporations Act 2001 — Paragraph 911A(2)(l) — Exemption 


Under paragraph 911A(2)(l) of the Corporations Act 2001 (the 
“Act”), the Australian Securities and Investments Commission 
exempts a person (the “financial counselling agency”) from the 
requirement to hold an Australian financial services licence for the 
provision of a financial service to another person (the “client”) where 
all of the following apply: 


(a) the financial service consists only of either or both of the 
following: 


(i) financial product advice in relation to any or all of the 
following: 


(A) a deposit product; 
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(B) a facility for making non-cash payments within 
the meaning of subsection 763D(1) of the Act; 


(C) an insurance product; 


(D) an RSA product; 


(E) a superannuation product; 


(ii) financial product advice to the client to the effect that 
the client should or may consider the disposal of, or 
dispose of, a financial product held by the client of any 
or all of the following kinds: 


(A) a security; 


(B) a financial product referred to in paragraphs 
764A(1)(b) or (ba) of the Act; 


(C) a debenture, stock or bond issued by a 
government; 


(b) the financial service is provided as part of a financial 
counselling service; 


(c) no fees or charges (however described) are payable by or on 
behalf of the client in relation to the financial service or any 
other aspect of the financial counselling service; 


(d) no remuneration (whether by way of commission or otherwise) 
is payable to or on behalf of the financial counselling agency, 
their representatives or other associates by any person in 
relation to any action by or on behalf of the client arising from 
either the financial service or any other aspect of the financial 
counselling service; 


(e) the financial counselling agency: 


(i) does not carry on or otherwise participate in a financial 
services business which involves the provision of a 
financial service that is not covered by paragraphs (a) 
to (d); and 


(ii) takes all reasonable steps to ensure that none of its 
representatives provides or participates in the provision 
of a financial service that is not covered by paragraphs 
(a) to (d); 


(f) the financial counselling agency takes all reasonable steps to 
ensure that each person who provides the financial services on 
its behalf: 
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(i) is a member of, or is eligible to be a member of, a 
financial counselling association; and 


(ii) has undertaken appropriate training to ensure that they 
have adequate skills and knowledge to satisfactorily 
provide the financial services and any other aspect of 
the financial counselling service. 


Note: By s 911B(1)(e) of the Act, a person providing a financial service 
on behalf of a financial counselling agency is exempt from the requirement 
to hold an Australian financial services licence for the provision of the 
service if the agency would have been so exempt under this instrument, had 
the agency provided the service.  


Interpretation 


In this instrument: 


“deposit product” has the meaning given by section 761A of the Act; 


“financial counselling association” means each of the following: 


(a) Australian Financial Counselling and Credit Reform 
Association Inc; 


(b) Financial and Consumer Rights Council Vic Inc; 


(c) Financial Counsellors’ Association of N.S.W. Inc; 


(d) Financial Counsellors’ Association of Western Australia Inc; 


(e) Financial Counsellors’ Association Queensland Inc; 


(f) Financial Counsellors’ Credit Reform Association Northern 
Territory; 


(g) South Australian Financial Counsellors’ Association Inc; 


“financial counselling service” means a counselling and advocacy 
service provided predominantly for the purposes of assisting 
individuals who are in financial difficulty due to circumstances such 
as debt over-commitment, unemployment, sickness or family 
breakdown;  


“financial product advice” has the meaning given by section 766B of 
the Act; 


“insurance product” has the meaning given by section 761A of the 
Act; 


“representative” has the meaning given by section 910A of the Act; 
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“RSA product” has the meaning given by section 761A of the Act; 
and 


“superannuation product” has the meaning given by section 761A of 
the Act. 


Commencement 


This instrument commences on gazettal. 


Dated this 8th day of December 2003 


 


 


Signed by Brendan Byrne 
as a delegate of the Australian Securities and Investments 
Commission 


 








[CO 03/1063] 


Licensing relief for financial counselling 
agencies 


Issued 8/12/2003 


Gazetted 16/12/2003: ASIC Gazette 50/03 


Class Order [CO 03/1063] provides licensing relief for financial 
counselling agencies that may provide financial product advice in the 
course of providing a financial counselling service.  


This relief is subject to certain conditions including requirements 
that: 


• no fees or charges are payable by the client for any aspect of 
the service;  


• a financial counsellor is appropriately trained to carry out the 
service; and  


• a financial counsellor is a member of, or is eligible for 
membership of, a relevant financial counselling association. 


This relief is designed to facilitate the professional delivery of 
financial counselling services to consumers in financial difficulty. 


Australian Securities and Investments Commission 
Corporations Act 2001 — Paragraph 911A(2)(l) — Exemption 


Under paragraph 911A(2)(l) of the Corporations Act 2001 (the 
“Act”), the Australian Securities and Investments Commission 
exempts a person (the “financial counselling agency”) from the 
requirement to hold an Australian financial services licence for the 
provision of a financial service to another person (the “client”) where 
all of the following apply: 


(a) the financial service consists only of either or both of the 
following: 


(i) financial product advice in relation to any or all of the 
following: 


(A) a deposit product; 
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(B) a facility for making non-cash payments within 
the meaning of subsection 763D(1) of the Act; 


(C) an insurance product; 


(D) an RSA product; 


(E) a superannuation product; 


(ii) financial product advice to the client to the effect that 
the client should or may consider the disposal of, or 
dispose of, a financial product held by the client of any 
or all of the following kinds: 


(A) a security; 


(B) a financial product referred to in paragraphs 
764A(1)(b) or (ba) of the Act; 


(C) a debenture, stock or bond issued by a 
government; 


(b) the financial service is provided as part of a financial 
counselling service; 


(c) no fees or charges (however described) are payable by or on 
behalf of the client in relation to the financial service or any 
other aspect of the financial counselling service; 


(d) no remuneration (whether by way of commission or otherwise) 
is payable to or on behalf of the financial counselling agency, 
their representatives or other associates by any person in 
relation to any action by or on behalf of the client arising from 
either the financial service or any other aspect of the financial 
counselling service; 


(e) the financial counselling agency: 


(i) does not carry on or otherwise participate in a financial 
services business which involves the provision of a 
financial service that is not covered by paragraphs (a) 
to (d); and 


(ii) takes all reasonable steps to ensure that none of its 
representatives provides or participates in the provision 
of a financial service that is not covered by paragraphs 
(a) to (d); 


(f) the financial counselling agency takes all reasonable steps to 
ensure that each person who provides the financial services on 
its behalf: 
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(i) is a member of, or is eligible to be a member of, a 
financial counselling association; and 


(ii) has undertaken appropriate training to ensure that they 
have adequate skills and knowledge to satisfactorily 
provide the financial services and any other aspect of 
the financial counselling service. 


Note: By s 911B(1)(e) of the Act, a person providing a financial service 
on behalf of a financial counselling agency is exempt from the requirement 
to hold an Australian financial services licence for the provision of the 
service if the agency would have been so exempt under this instrument, had 
the agency provided the service.  


Interpretation 


In this instrument: 


“deposit product” has the meaning given by section 761A of the Act; 


“financial counselling association” means each of the following: 


(a) Australian Financial Counselling and Credit Reform 
Association Inc; 


(b) Financial and Consumer Rights Council Vic Inc; 


(c) Financial Counsellors’ Association of N.S.W. Inc; 


(d) Financial Counsellors’ Association of Western Australia Inc; 


(e) Financial Counsellors’ Association Queensland Inc; 


(f) Financial Counsellors’ Credit Reform Association Northern 
Territory; 


(g) South Australian Financial Counsellors’ Association Inc; 


“financial counselling service” means a counselling and advocacy 
service provided predominantly for the purposes of assisting 
individuals who are in financial difficulty due to circumstances such 
as debt over-commitment, unemployment, sickness or family 
breakdown;  


“financial product advice” has the meaning given by section 766B of 
the Act; 


“insurance product” has the meaning given by section 761A of the 
Act; 


“representative” has the meaning given by section 910A of the Act; 
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“RSA product” has the meaning given by section 761A of the Act; 
and 


“superannuation product” has the meaning given by section 761A of 
the Act. 


Commencement 


This instrument commences on gazettal. 


Dated this 8th day of December 2003 


 


 


Signed by Brendan Byrne 
as a delegate of the Australian Securities and Investments 
Commission 


 





