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	1. Marketing and advertising
	2. Client contact
	3. Confirm appointment
	 When advising a couple, both partners should be present;
	 When advising a business, identify who should be available and who makes decisions about purchasing insurance (e.g. the Financial Controller, Directors, etc.); and
	 If any of the clients do not speak English well, it might be a good idea to arrange to have an interpreter available to ensure that the information you are given is correctly translated and complete.

	4. Prepare documents
	 Financial Services Guide (FSG);
	 Letter of Engagement – if this hasn’t been signed yet;
	 Letter of Authority – if this hasn’t been signed yet;
	 Fact Find Questionnaire – if you have time, pre-fill the fact finder with information which you already know about the client prior for the meeting;
	 Privacy Statement (if not in the FSG);
	 Uninsured Risk Checklist – for wholesale clients;
	 Map or location instructions – if the client is coming to your office; and
	 Relevant insurance documents including PDS, policy wordings and quotations (if you have them).

	5. Client meeting
	6. Establish rapport
	 Stand up when the client enters the room, greet them with a warm smile and shake their hand firmly;
	 Try to sit near the client – it is easier to show them documents and it also introduces an impression of collaboration;
	 Take some time to chat to the client before introducing yourself, your services or collecting information – take a genuine interest in the client (and their business); and
	 Give the client your business card.

	7. Introductions
	 Identity - Who you are.
	 Purpose - How insurance brokers can help their clients to protect their property, people and legal exposures.
	 Experience - Your experience and expertise.
	 Services - What services you are able to provide and whether you can access other related services for the client (e.g. life insurance, health insurance, loss adjusting, premium funding, contract review services etc.). Identify who you can refer the...
	 Authorisation - How you are authorised, e.g. “I am an employee or authorised representative of ABC Insurance Brokers. They hold an Australian Financial Services Licence and I am authorised to provide insurance broking services under their licence”.
	 Who you act for - Who you act for when providing services and if you act under binder explain which types of insurance that relates to, e.g. “We act for you when we give you advice on your insurance needs. When placing insurance for you we act on yo...
	 Advice - When you provide personal advice and your advice is only general. For personal advice on retail insurances, explain that you will consider the client’s requirements and identify appropriate policies and insurers and seek quotations for the ...
	 Collection of information - Explain that in order to provide advice and apply for policies, you may need to collect information about their personal and financial situation, needs and circumstances. In some cases, it may be necessary to obtain infor...
	 Privacy - Before collecting their personal information, explain how you handle their personal information (i.e. give them a Privacy Collection Statement):  Explain the purposes for which you collect their personal information, whether you collect or...
	 Duty of disclosure - It is important to discuss the effect of the duty of disclosure with the client so they understand the types of things that should be disclosed to the insurer before the insurance is taken out and on renewal/variation. Spend som...
	 Applying for insurance policies and other services - That you can assist the client to apply for the insurance policies you recommend, you can arrange premium funding and that premium is paid into the trust account your authorising licensee is requi...
	 Remuneration and charges - How your authorising licensee is remunerated and any other charges that might apply (i.e. commission, brokerage and broker fees), e.g. “We earn a commission from the insurers that you insure with and we sometimes charge a ...

	8. Retail v wholesale Clients
	8.1 Retail clients
	 Motor vehicle;
	 Home building;
	 Home contents;
	 Sickness and accident;
	 Consumer credit;
	 Travel;
	 Personal and domestic property;
	 Medical indemnity; and
	 Any other kind of insurance prescribed in the regulations.

	8.2 Wholesale clients
	8.3 Bundled covers

	9. Collecting information
	 The nature and extent of their operations;
	 The industries in which they work and the goods and/or services they provide or use;
	 Unusual, hazardous or high risk activities;
	 Types of clients or customers;
	 Geographical location/s;
	 How long the business has been in existence and its history;
	 Ownership, in particular is there an overseas owner or principal;
	 Financial performance and turnover;
	 Growth in the last 5 years;
	 Composition of assets and property and how they are used in the business;
	 Number of employees and any contractor workforce;
	 Whether they regularly enter into contracts and leases;
	 Competitors;
	 Current insurances;
	 Previous experience with the insurance industry;
	 Whether previous applications for insurance have been declined;
	 Previous events causing damage or loss to the client’s assets or people; and
	 Past claims including the nature of those claims; and
	 Preferred payment options – credit card, premium funding, cash etc.
	 Details of their home, car or other assets to be insured;
	 Value of those assets;
	 Location of the assets;
	 Use of the assets;
	 Family and dependents;
	 Income and expenses;
	 Any investments which require insurance – i.e. investment property etc.;
	 Prior claims history and track record with insurers; and
	 Preferred payment options – credit card, premium funding, cash etc.

	10. Can You Act?
	 Do you have the appropriate abilities, skills and knowledge to meet the client’s expectations? Can you or some else in your office provide the services they need? If you can’t, you may need to refer them to another broker or to NIBA for assistance i...
	 Do you have any conflicts of interest that would affect your ability to look after the client’s best interests? For example are there circumstances or relationships that mean that your personal interests will conflict with the client’s interests. Te...
	 Is the client foreign owned or controlled by a foreign entity? Is the client or their parent company is a ‘sanctions-affected’ person? You cannot act if the person is or is controlled by an entity that is subject to UN sanctions.

	11. Your duties to the client
	 Provide your broking service honestly, efficiently and fairly;
	 Exercise reasonable care and skill in the provision of your services; and
	 Act in the client’s best interests.

	12. Servicing retail clients
	12.1 Client engagement/fsg
	12.2 Quotations
	 Inform the client that:
	o the insurance cover is subject to exclusions and limitations;
	o information about those exclusions and limitations is contained in the PDS; and
	o the level of cover under the policy quoted may be different to the level of cover under other policies; and

	 Ask the client whether they want to be given the PDS now – however you can’t influence the client’s decision about whether to request the PDS.

	12.3 Giving the fsg – general principles
	 Giving it to the client – in a face-to-face meeting;
	 Sending it to the client electronically (e.g. by email, app notification or other digital message);
	 Sending it to the client’s postal or street address or fax number; or
	 In any other manner that is agreed to by the client.

	12.4 Giving the fsg – ‘time-critical’ transactions
	 The remuneration you will receive for providing the service (i.e. your commission and broker fees as a percentage of premium or as a range of dollar amounts);
	 Any associations between your authorising licensee and any insurer that might influence the advice given; and
	 If you are acting under a binder, which of your services are provided under the binder and the significance of this for the client (i.e. that you are acting as an agent of the insurer and not the client).

	12.5 Needs analysis
	 Identify the client’s objectives so you can find an appropriate policy that will meet their needs.
	 Collect complete, current and accurate information about their personal circumstances. Tell the client how important it is that they provide this information.
	 Clarify the client’s instructions if they are unclear or seem inconsistent with their personal circumstances.
	 Use a Fact Find or Needs Analysis form to collect the information that you need to review the insurance options and have consistent information about the client and the risk. This also helps to collect the information that the insurer will require t...
	 Refer to the information in the Fact Find or your file notes;
	 Check with the client that the information is still current and complete; and
	 Make a note that the client has confirmed that it is still current and complete on the Fact Find or elsewhere in your file.

	12.6 Preliminary advice
	12.7 Giving personal advice
	 Always act in the best interests of the client;
	 Provide appropriate advice; and
	 Warn the client if the advice is based on incomplete or inaccurate information.
	 What position will the client be in if they do not follow the advice – better, no different or worse?
	 What are the client’s goals and objectives? Will the advice assist them to achieve those goals and objectives?
	 Does the advice take into account the product features or other things specifically requested or desired by the client?
	 Is the advice ‘fit for its purpose’ – i.e. likely to satisfy the client’s relevant circumstances?
	 If the advice is to replace one policy with another, is there a cost saving or other benefit that outweighs the advantages of the current policy?
	 Clearly defining the scope of the advice to ensure that is appropriate for the client’s purposes and their relevant personal circumstances;
	 Carefully reviewing and investigating the client’s relevant personal circumstances;
	 If relevant, assisting the client to set priorities and specific goals and objectives;
	 If relevant, considering the range of products and strategies that can be taken to meet the client’s objectives;
	 If relevant, considering the impact of the advice and advising the client about issues – e.g. tax and financial consequences;
	 Good communication – e.g. providing logically structured written advice that is easy to understand or oral advice that aims to ensure the client understands your advice; and
	 Making product recommendations which are appropriate for the client’s relevant personal circumstances.

	12.8 Using an soa – general principles
	 Motor vehicle;
	 Home building;
	 Home contents;
	 Travel;
	 Personal and domestic property; and
	 Medical indemnity insurance.
	 The amount of the remuneration received for giving the advice and/or placing the policy (in dollar amounts where this is known); and
	 Details of any associations that would reasonably be expected to influence the advice that you have given (including relationships between you and the insurer, your authorising licensee and the insurer and any other associates). This can be monetary...

	12.9 Giving the soa – ‘time-critical’ transactions
	 The remuneration earned in connection with the advice (i.e. the commission in dollar amounts);
	 Information about any interests that you or your licensee have, pecuniary or not and direct or indirect, which may be capable of influencing the advice;
	 The applicable warnings in relation to the advice, e.g. if it is based on incomplete or inaccurate information – see below; and
	 The applicable warnings about policy replacement – see below.

	12.10 Incomplete or inaccurate information
	12.11 Policy replacement
	12.12 Giving a pds – general principles
	 Send the PDS to the client’s postal address;
	 Give it to them in person; or
	 Provide it electronically. Remember you must give the client the opportunity to opt out of receiving a PDS electronically within 7 days. If they do opt out, you must send by post.
	 Online – e.g. directing the client to the website where they can download the PDS; or
	 By email – e.g. sending an attachment to the client’s nominated email address or by sending the email with a hyperlink to the PDS.

	12.13 Giving a pds – ‘time-critical’ transactions
	 The name and contact details of the insurer;
	 Details of any applicable cooling-off period;
	 Details of any exclusions or limitations under the policy and whether that information is contained in the PDS; and
	 That the client should consider the information in the PDS that will be sent to the client.

	12.14 Arranging the insurance
	12.15 Insurance proposals – general principles
	 Obtain the answers from the client and make sure you have included all relevant information provided by the client in the proposal - you may be liable if you fail to include all of the relevant information.
	 Never sign a proposal form on behalf of your client. Ask the client to check the answers to ensure that they are correct before signing it.

	12.16 Cover notes/interim contracts
	12.17 Policy documentation
	12.18 Confirmation
	 The insurer of the policy, their ABN and address. If the placement is with an underwriting agency, ensure that the insurance company underwriting the policy is similarly disclosed;
	 The name of the insured parties;
	 Details of the insurance transaction including the date the cover was arranged, a description of the insurance, the premium, and details of any tax and stamp duties payable by the client; and
	 Details of any applicable cooling-off period.

	12.19 Cancellations during cooling off period
	12.20 Premium not received
	12.21 Renewals
	 Contact the client with details of the renewal – send them a letter or email advising them that the policy is due for renewal;
	 Recommend they review the product disclosure statement and target market determination for the insurance to check the policy continues to be suitable before renewing their cover;
	 Include a general advice warning in any discussion with the client or document you send them to advise that you generally recommend that they renew the policy;
	 If you have advised the client previously that your practice is to automatically renew the policy with the insurer, remind them again and advise them of the due date for payment of the premium; and
	 Invite the client to contact you if their personal circumstances have changed, if they require personal advice or if any changes are needed to their insurance prior to renewal.
	 “You will need to decide whether this policy is still suitable for your personal situation because I haven’t considered that.”
	 “This advice is general – so you’ll need to check that the policy is right for you.”
	 Contact the client to discuss whether the renewal terms suit their personal circumstances;
	 Collect any relevant personal information or changes to their circumstances to facilitate compliance with the duty of disclosure/duty to take reasonable care not to misrepresent;
	 Discuss any alternative quotes that you will seek or have already obtained and the adequacy of the sums insured; and
	 Obtain instructions from them to place the insurance.

	12.22 Re-quoting
	 Get the client’s agreement before you change insurers – they may have a reason for wanting to stay with the current insurer;
	 Carefully check if there is any significant difference in conditions and seek the client’s agreement that the differences are acceptable to them; and
	 Do not describe the change as a “renewal” - it is a placement with a different insurer and this is actually “new business”.


	13. Servicing wholesale clients
	13.1 Client engagement
	 Check whether there is any conflict of interest that would prevent you from acting.
	 Check whether the client is a foreign company or controlled by a foreign entity and whether they are the subject of UN Sanctions - as this prevents you from acting for the client.

	13.2 Your responsibilities
	 Advise the client of the general effect of the duty of disclosure and identify matters that must be disclosed to the insurer to comply with the duty;
	 Notify the insurer of matters the client wishes to disclose and are material to the insurer’s decision to insure;
	 Make reasonable enquiries about the client’s business and risks to be insured to ensure the client’s policies provide appropriate protection for the client and its business;
	 Follow the instructions you receive from the client promptly;
	 Act to prevent a situation where the client may be ‘uninsured’ (e.g. instructions to place or renew policies);
	 Inform the client if you are having difficulties placing their insurance policies;
	 Notify the client of any notices received from the insurer promptly;
	 Once cover is placed, give the client copies of their insurance policies;
	 Advise the client of any obvious gaps in their insurance program, significant uninsured risks, relevant policy exclusions and the risks of underinsurance;
	 Identify relevant extensions and endorsements and seek these from the insurer (where relevant);
	 Only place insurance with an insurer that is not insolvent or facing financial difficulties;
	 Only use DOFIs where permitted by law, advise the client of the risks and obtain consent from the client before using a DOFI; and
	 Advise clients of the general risks of signing contracts, agreements and deeds and when these can adversely affect their insurance policies.

	13.3 Preliminary advice
	 Tell the client which insurers and policies you recommend and ascertain if the policies and terms are acceptable to them.
	 Record this advice in a file note if it occurs by telephone or in a face-to-face meeting. If it is given by email, keep an electronic or hard copy of the email on the client’s file.

	13.4 Uninsured risks
	 If you have been engaged to review the client’s entire insurance program and advise on its suitability, your obligations in this area will be quite extensive - you will need to go through the list with the client periodically.
	 If on the other hand, the client has only asked you to find a market for specific risk, your duty will be much less - it may be sufficient to send the checklist to the client with a note to the effect that these are some other risks that they face a...
	 Point them out to the client; and
	 Invite them to contact you if they would like you to advise them about the insurance available to mitigate these gaps and/or obtain quotations.
	 Explain this to your client; and
	 Assist your client with the decisions about whether and how to manage those risks.

	13.5 Quotation or placing slips
	 Type of cover;
	 Form required (i.e. extensions / restrictions);
	 Location of subject matter / geographic limits;
	 Description of subject matter;
	 Sums insured / limits of liability;
	 Sub-limits;
	 Deductibles required;
	 Period of Insurance;
	 Claims (including a statement that the current or past insurer should certify any claims information supplied);
	 Underwriting Information (from survey reports and questionnaires) including risk management and housekeeping;
	 Special Instructions; and
	 Date by which the quotation is required.

	13.6 Policy selection
	 Obtain sign off from management before doing so;
	 Keep a record of your request and the approval in the client file; and
	 Keep precise file notes of the client’s request and instructions.

	13.7 Placing the policies
	13.8 Changes / difficulties in placement
	 Give reasons;
	 Refer the client to another insurer, the Australian Financial Complaints Authority (AFCA) or NIBA for insurance alternatives; and
	 Make available information about their complaints handling procedures.

	13.9 Using an insurance manual
	 The classes of insurance on which you have been retained to advise;
	 The business of the client and the names of the insured parties; and
	 Information supplied by the client about the risks and the client’s business.

	13.10 Premium
	13.11 Premium funding
	 Explain the effect of premium funding arrangements, especially that the loan is a separate contract to the policy and that the client is assigning certain rights in relation to the policy to the premium funder (e.g. the right to cancel the policy if...
	 Explain the likely refund arrangements, any obligation to continue to make payments and the amount of any interest charged;
	 Tell the client whether your insurance commission will be refunded if they default under the premium funding contract or cancel the policy mid-term; and
	 Tell the client about any commission you will receive from the premium funder in order to manage any actual or potential conflict of interest.

	13.12 Giving insurance documents to the client
	13.13 Renewals and re-quoting
	 Get the client’s agreement before you change insurers – they may have a reason for wanting to stay with the current insurer;
	 Carefully check if there is any significant difference in conditions and seek the client’s agreement that the differences are acceptable to them; and
	 Do not describe the change as a “renewal” – it is a placement with a different insurer and this is actually “new business”.


	14. Cancellation and lapses
	14.1 Cancellation by insurer
	14.2 Cancellation by client
	 If the client is bankrupt or has been placed into liquidation, administration or receivership, you may be instructed to cancel the policy by the external administrator. Obtain instructions from them in writing before cancelling the policy.
	 If there is more than one insured party, notify all of them and obtain their consent to cancel and their agreement regarding to whom any return of premium should be paid. This can be a problem for retail clients when couples are separating / divorcing.
	 Frequently, a premium funder holds the client’s power of attorney and the policy cannot be cancelled by or on behalf of the client without the funder’s consent. Advise the client if this applies to their policies.
	 If mortgagors, financiers, premium funders or any other parties are protected by the policy who have rights under that policy, advise the client to ensure the cancellation will not breach their obligations to those parties. There may also be an obli...
	 If the client has or is likely to have signed contracts requiring them to hold insurance, warn them that if they cancel their policies it may breach the contract. Recommend they seek legal advice.
	 If the client participates in the Federal Government’s New Enterprise Incentive Scheme (NEIS) or other similar programs, advise the client to check whether they are required to notify a relevant government authority. For example, NEIS participants a...

	14.3 Cancellation by funder
	 You are instructed to do so by the premium funder to cancel; and
	 The premium funder has the legal right to do so.

	14.4 Lapses
	 The client is aware and has approved the change / transfer. This may sound trivial but can be overlooked. This approval should be in writing;
	 The outgoing insurer knows of the intention to replace the policy as soon as possible;
	 If it is a retail client and personal advice is given, that the SoA or other advice document you prepare contains the relevant information about policy replacement; and
	 The new policy wording is at least as broad as the existing one. If for some reason cover is to be curtailed, the changes should be notified to the client in writing and confirmed by the client.

	14.5 Cancellation from inception
	14.6 Return Premium
	 Any likely premium refund on cancellation and whether the refund will be ‘pro rata’.
	 Any commission, brokerage or broker fees which will not be refunded on cancellation, as well as any amounts that will be deducted from the client’s refund.


	15. Insurance certificates
	15.1 Certificates of currency
	15.2 Certificates of insurance
	15.3 Certificates of placement

	16. Claims and complaints
	17. Terminating your engagement
	17.1 Notifying the client
	 Clearly identify the date that your engagement will end;
	 Explain what termination means for the client  (e.g. that the client will need to find a new broker and you will no longer act for them, including in relation to upcoming renewals and outstanding claims);
	 For wholesale clients, provide the client with a summary of the insurance program you currently manage for them (i.e. include Schedules and policy wordings for each policy – use an Insurance Manual and give the client an update of the status of any ...
	 Direct the client to promptly engage another broker to assist with their ongoing insurance requirements; and
	 Advise the client you will supply information from your files to their new broker if requested to do so by them.

	17.2 Contacting insurers and handling claims
	 Immediately notify the relevant insurers in writing (e.g. letter or email) to inform them of the date that your engagement will end. Ask the insurers to direct any notices regarding the client’s insurance issued from that date directly to the client...
	 If you are contacted by the client’s new broker, cooperate with the new broker and send copies of important documents (provided you have a signed Letter of Authority from the client). Keep the original documents for your own records.


	18. File management
	 Copy of the Letter of Engagement signed by the client;
	 The date the FSG was supplied to the client and the version number;
	 Copies of the fact find/needs analysis and the date it was completed and any subsequent updates;
	 Details of advice and recommendations made to client and policy research carried out to identify appropriate policies;
	 Information about the policies you considered for the client;
	 Copies of advice documents (including SoAs and advice records) and the date supplied to the client;
	 Copies of quotations supplied by insurers;
	 Copies of signed proposals;
	 Details of the PDS and policy wordings sent to the client and the date supplied to the client (either copies of the PDS or a record of the version number);
	 Coverage summaries and confirmation of placement of policies;
	 Any special instructions from the clients such as specific times to call and whether information can be disclosed to other people and whether the client consents to electronic delivery of documents and preferred email address etc.;
	 Copies of premium funding contracts or other pay by the month arrangements used by the client;
	 Details relating to claims made by the client;
	 Copies of all correspondence including letters, faxes and emails; and
	 File notes of all meetings and phone calls.
	 Copy of the Letter of Engagement and Letter of Authority signed by the client;
	 Details of any conflicts of interest that were identified and disclosed to the client;
	 Details of enquiries made about foreign clients and foreign ownership to manage UN Sanctions;
	 Details of advice and recommendations made to client and policy research carried out to identify appropriate policies;
	 Information about the policies you considered for the client;
	 Copies of uninsured risk checklist completed and reviewed by the client;
	 Copies of signed proposal forms and quotation slips;
	 Copies of information supplied by the client relating to the risks and previous insurance policies;
	 Copies of advice documents (including Insurance Manuals);
	 Copies of policy wordings supplied by the insurer;
	 Coverage summaries and confirmation of placement of policies;
	 Copies of premium funding contracts or other pay by the month arrangements used by the client;
	 Any special instructions from the clients such as specific times to call and whether information can be disclosed to other people and whether the client consents to electronic delivery of documents and preferred email address etc.;
	 Details relating to claims made by the client;
	 Copies of all correspondence including letters, fax and email; and
	 File notes of all meetings and phone calls.
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	1. Marketing and advertising
	2. Client contact
	3. Confirm appointment
	 When advising a couple, both partners should be present;
	 When advising a business, identify who should be available and who makes decisions about purchasing insurance (e.g. the Financial Controller, Directors, etc.); and
	 If any of the clients do not speak English well, it might be a good idea to arrange to have an interpreter available to ensure that the information you are given is correctly translated and complete.

	4. Prepare documents
	 Financial Services Guide (FSG);
	 Letter of Engagement – if this hasn’t been signed yet;
	 Letter of Authority – if this hasn’t been signed yet;
	 Fact Find Questionnaire – if you have time, pre-fill the fact finder with information which you already know about the client prior for the meeting;
	 Privacy Statement (if not in the FSG);
	 Uninsured Risk Checklist – for wholesale clients;
	 Map or location instructions – if the client is coming to your office; and
	 Relevant insurance documents including PDS, policy wordings and quotations (if you have them).

	5. Client meeting
	6. Establish rapport
	 Stand up when the client enters the room, greet them with a warm smile and shake their hand firmly;
	 Try to sit near the client – it is easier to show them documents and it also introduces an impression of collaboration;
	 Take some time to chat to the client before introducing yourself, your services or collecting information – take a genuine interest in the client (and their business); and
	 Give the client your business card.

	7. Introductions
	 Identity - Who you are.
	 Purpose - How insurance brokers can help their clients to protect their property, people and legal exposures.
	 Experience - Your experience and expertise.
	 Services - What services you are able to provide and whether you can access other related services for the client (e.g. life insurance, health insurance, loss adjusting, premium funding, contract review services etc.). Identify who you can refer the...
	 Authorisation - How you are authorised, e.g. “I am an employee or authorised representative of ABC Insurance Brokers. They hold an Australian Financial Services Licence and I am authorised to provide insurance broking services under their licence”.
	 Who you act for - Who you act for when providing services and if you act under binder explain which types of insurance that relates to, e.g. “We act for you when we give you advice on your insurance needs. When placing insurance for you we act on yo...
	 Advice - When you provide personal advice and your advice is only general. For personal advice on retail insurances, explain that you will consider the client’s requirements and identify appropriate policies and insurers and seek quotations for the ...
	 Collection of information - Explain that in order to provide advice and apply for policies, you may need to collect information about their personal and financial situation, needs and circumstances. In some cases, it may be necessary to obtain infor...
	 Privacy - Before collecting their personal information, explain how you handle their personal information (i.e. give them a Privacy Collection Statement):  Explain the purposes for which you collect their personal information, whether you collect or...
	 Duty of disclosure - It is important to discuss the effect of the duty of disclosure with the client so they understand the types of things that should be disclosed to the insurer before the insurance is taken out and on renewal/variation. Spend som...
	 Applying for insurance policies and other services - That you can assist the client to apply for the insurance policies you recommend, you can arrange premium funding and that premium is paid into the trust account your authorising licensee is requi...
	 Remuneration and charges - How your authorising licensee is remunerated and any other charges that might apply (i.e. commission, brokerage and broker fees), e.g. “We earn a commission from the insurers that you insure with and we sometimes charge a ...

	8. Retail v wholesale Clients
	8.1 Retail clients
	 Motor vehicle;
	 Home building;
	 Home contents;
	 Sickness and accident;
	 Consumer credit;
	 Travel;
	 Personal and domestic property;
	 Medical indemnity; and
	 Any other kind of insurance prescribed in the regulations.

	8.2 Wholesale clients
	8.3 Bundled covers

	9. Collecting information
	 The nature and extent of their operations;
	 The industries in which they work and the goods and/or services they provide or use;
	 Unusual, hazardous or high risk activities;
	 Types of clients or customers;
	 Geographical location/s;
	 How long the business has been in existence and its history;
	 Ownership, in particular is there an overseas owner or principal;
	 Financial performance and turnover;
	 Growth in the last 5 years;
	 Composition of assets and property and how they are used in the business;
	 Number of employees and any contractor workforce;
	 Whether they regularly enter into contracts and leases;
	 Competitors;
	 Current insurances;
	 Previous experience with the insurance industry;
	 Whether previous applications for insurance have been declined;
	 Previous events causing damage or loss to the client’s assets or people; and
	 Past claims including the nature of those claims; and
	 Preferred payment options – credit card, premium funding, cash etc.
	 Details of their home, car or other assets to be insured;
	 Value of those assets;
	 Location of the assets;
	 Use of the assets;
	 Family and dependents;
	 Income and expenses;
	 Any investments which require insurance – i.e. investment property etc.;
	 Prior claims history and track record with insurers; and
	 Preferred payment options – credit card, premium funding, cash etc.

	10. Can You Act?
	 Do you have the appropriate abilities, skills and knowledge to meet the client’s expectations? Can you or some else in your office provide the services they need? If you can’t, you may need to refer them to another broker or to NIBA for assistance i...
	 Do you have any conflicts of interest that would affect your ability to look after the client’s best interests? For example are there circumstances or relationships that mean that your personal interests will conflict with the client’s interests. Te...
	 Is the client foreign owned or controlled by a foreign entity? Is the client or their parent company is a ‘sanctions-affected’ person? You cannot act if the person is or is controlled by an entity that is subject to UN sanctions.

	11. Your duties to the client
	 Provide your broking service honestly, efficiently and fairly;
	 Exercise reasonable care and skill in the provision of your services; and
	 Act in the client’s best interests.

	12. Servicing retail clients
	12.1 Client engagement/fsg
	12.2 Quotations
	 Inform the client that:
	o the insurance cover is subject to exclusions and limitations;
	o information about those exclusions and limitations is contained in the PDS; and
	o the level of cover under the policy quoted may be different to the level of cover under other policies; and

	 Ask the client whether they want to be given the PDS now – however you can’t influence the client’s decision about whether to request the PDS.

	12.3 Giving the fsg – general principles
	 Giving it to the client – in a face-to-face meeting;
	 Sending it to the client electronically (e.g. by email, app notification or other digital message);
	 Sending it to the client’s postal or street address or fax number; or
	 In any other manner that is agreed to by the client.

	12.4 Giving the fsg – ‘time-critical’ transactions
	 The remuneration you will receive for providing the service (i.e. your commission and broker fees as a percentage of premium or as a range of dollar amounts);
	 Any associations between your authorising licensee and any insurer that might influence the advice given; and
	 If you are acting under a binder, which of your services are provided under the binder and the significance of this for the client (i.e. that you are acting as an agent of the insurer and not the client).

	12.5 Needs analysis
	 Identify the client’s objectives so you can find an appropriate policy that will meet their needs.
	 Collect complete, current and accurate information about their personal circumstances. Tell the client how important it is that they provide this information.
	 Clarify the client’s instructions if they are unclear or seem inconsistent with their personal circumstances.
	 Use a Fact Find or Needs Analysis form to collect the information that you need to review the insurance options and have consistent information about the client and the risk. This also helps to collect the information that the insurer will require t...
	 Refer to the information in the Fact Find or your file notes;
	 Check with the client that the information is still current and complete; and
	 Make a note that the client has confirmed that it is still current and complete on the Fact Find or elsewhere in your file.

	12.6 Preliminary advice
	12.7 Giving personal advice
	 Always act in the best interests of the client;
	 Provide appropriate advice; and
	 Warn the client if the advice is based on incomplete or inaccurate information.
	 What position will the client be in if they do not follow the advice – better, no different or worse?
	 What are the client’s goals and objectives? Will the advice assist them to achieve those goals and objectives?
	 Does the advice take into account the product features or other things specifically requested or desired by the client?
	 Is the advice ‘fit for its purpose’ – i.e. likely to satisfy the client’s relevant circumstances?
	 If the advice is to replace one policy with another, is there a cost saving or other benefit that outweighs the advantages of the current policy?
	 Clearly defining the scope of the advice to ensure that is appropriate for the client’s purposes and their relevant personal circumstances;
	 Carefully reviewing and investigating the client’s relevant personal circumstances;
	 If relevant, assisting the client to set priorities and specific goals and objectives;
	 If relevant, considering the range of products and strategies that can be taken to meet the client’s objectives;
	 If relevant, considering the impact of the advice and advising the client about issues – e.g. tax and financial consequences;
	 Good communication – e.g. providing logically structured written advice that is easy to understand or oral advice that aims to ensure the client understands your advice; and
	 Making product recommendations which are appropriate for the client’s relevant personal circumstances.

	12.8 Using an soa – general principles
	 Motor vehicle;
	 Home building;
	 Home contents;
	 Travel;
	 Personal and domestic property; and
	 Medical indemnity insurance.
	 The amount of the remuneration received for giving the advice and/or placing the policy (in dollar amounts where this is known); and
	 Details of any associations that would reasonably be expected to influence the advice that you have given (including relationships between you and the insurer, your authorising licensee and the insurer and any other associates). This can be monetary...

	12.9 Giving the soa – ‘time-critical’ transactions
	 The remuneration earned in connection with the advice (i.e. the commission in dollar amounts);
	 Information about any interests that you or your licensee have, pecuniary or not and direct or indirect, which may be capable of influencing the advice;
	 The applicable warnings in relation to the advice, e.g. if it is based on incomplete or inaccurate information – see below; and
	 The applicable warnings about policy replacement – see below.

	12.10 Incomplete or inaccurate information
	12.11 Policy replacement
	12.12 Giving a pds – general principles
	 Send the PDS to the client’s postal address;
	 Give it to them in person; or
	 Provide it electronically. Remember you must give the client the opportunity to opt out of receiving a PDS electronically within 7 days. If they do opt out, you must send by post.
	 Online – e.g. directing the client to the website where they can download the PDS; or
	 By email – e.g. sending an attachment to the client’s nominated email address or by sending the email with a hyperlink to the PDS.

	12.13 Giving a pds – ‘time-critical’ transactions
	 The name and contact details of the insurer;
	 Details of any applicable cooling-off period;
	 Details of any exclusions or limitations under the policy and whether that information is contained in the PDS; and
	 That the client should consider the information in the PDS that will be sent to the client.

	12.14 Arranging the insurance
	12.15 Insurance proposals – general principles
	 Obtain the answers from the client and make sure you have included all relevant information provided by the client in the proposal - you may be liable if you fail to include all of the relevant information.
	 Never sign a proposal form on behalf of your client. Ask the client to check the answers to ensure that they are correct before signing it.

	12.16 Cover notes/interim contracts
	12.17 Policy documentation
	12.18 Confirmation
	 The insurer of the policy, their ABN and address. If the placement is with an underwriting agency, ensure that the insurance company underwriting the policy is similarly disclosed;
	 The name of the insured parties;
	 Details of the insurance transaction including the date the cover was arranged, a description of the insurance, the premium, and details of any tax and stamp duties payable by the client; and
	 Details of any applicable cooling-off period.

	12.19 Cancellations during cooling off period
	12.20 Premium not received
	12.21 Renewals
	 Contact the client with details of the renewal – send them a letter or email advising them that the policy is due for renewal;
	 Recommend they review the product disclosure statement and target market determination for the insurance to check the policy continues to be suitable before renewing their cover;
	 Include a general advice warning in any discussion with the client or document you send them to advise that you generally recommend that they renew the policy;
	 If you have advised the client previously that your practice is to automatically renew the policy with the insurer, remind them again and advise them of the due date for payment of the premium; and
	 Invite the client to contact you if their personal circumstances have changed, if they require personal advice or if any changes are needed to their insurance prior to renewal.
	 “You will need to decide whether this policy is still suitable for your personal situation because I haven’t considered that.”
	 “This advice is general – so you’ll need to check that the policy is right for you.”
	 Contact the client to discuss whether the renewal terms suit their personal circumstances;
	 Collect any relevant personal information or changes to their circumstances to facilitate compliance with the duty of disclosure/duty to take reasonable care not to misrepresent;
	 Discuss any alternative quotes that you will seek or have already obtained and the adequacy of the sums insured; and
	 Obtain instructions from them to place the insurance.

	12.22 Re-quoting
	 Get the client’s agreement before you change insurers – they may have a reason for wanting to stay with the current insurer;
	 Carefully check if there is any significant difference in conditions and seek the client’s agreement that the differences are acceptable to them; and
	 Do not describe the change as a “renewal” - it is a placement with a different insurer and this is actually “new business”.


	13. Servicing wholesale clients
	13.1 Client engagement
	 Check whether there is any conflict of interest that would prevent you from acting.
	 Check whether the client is a foreign company or controlled by a foreign entity and whether they are the subject of UN Sanctions - as this prevents you from acting for the client.

	13.2 Your responsibilities
	 Advise the client of the general effect of the duty of disclosure and identify matters that must be disclosed to the insurer to comply with the duty;
	 Notify the insurer of matters the client wishes to disclose and are material to the insurer’s decision to insure;
	 Make reasonable enquiries about the client’s business and risks to be insured to ensure the client’s policies provide appropriate protection for the client and its business;
	 Follow the instructions you receive from the client promptly;
	 Act to prevent a situation where the client may be ‘uninsured’ (e.g. instructions to place or renew policies);
	 Inform the client if you are having difficulties placing their insurance policies;
	 Notify the client of any notices received from the insurer promptly;
	 Once cover is placed, give the client copies of their insurance policies;
	 Advise the client of any obvious gaps in their insurance program, significant uninsured risks, relevant policy exclusions and the risks of underinsurance;
	 Identify relevant extensions and endorsements and seek these from the insurer (where relevant);
	 Only place insurance with an insurer that is not insolvent or facing financial difficulties;
	 Only use DOFIs where permitted by law, advise the client of the risks and obtain consent from the client before using a DOFI; and
	 Advise clients of the general risks of signing contracts, agreements and deeds and when these can adversely affect their insurance policies.

	13.3 Preliminary advice
	 Tell the client which insurers and policies you recommend and ascertain if the policies and terms are acceptable to them.
	 Record this advice in a file note if it occurs by telephone or in a face-to-face meeting. If it is given by email, keep an electronic or hard copy of the email on the client’s file.

	13.4 Uninsured risks
	 If you have been engaged to review the client’s entire insurance program and advise on its suitability, your obligations in this area will be quite extensive - you will need to go through the list with the client periodically.
	 If on the other hand, the client has only asked you to find a market for specific risk, your duty will be much less - it may be sufficient to send the checklist to the client with a note to the effect that these are some other risks that they face a...
	 Point them out to the client; and
	 Invite them to contact you if they would like you to advise them about the insurance available to mitigate these gaps and/or obtain quotations.
	 Explain this to your client; and
	 Assist your client with the decisions about whether and how to manage those risks.

	13.5 Quotation or placing slips
	 Type of cover;
	 Form required (i.e. extensions / restrictions);
	 Location of subject matter / geographic limits;
	 Description of subject matter;
	 Sums insured / limits of liability;
	 Sub-limits;
	 Deductibles required;
	 Period of Insurance;
	 Claims (including a statement that the current or past insurer should certify any claims information supplied);
	 Underwriting Information (from survey reports and questionnaires) including risk management and housekeeping;
	 Special Instructions; and
	 Date by which the quotation is required.

	13.6 Policy selection
	 Obtain sign off from management before doing so;
	 Keep a record of your request and the approval in the client file; and
	 Keep precise file notes of the client’s request and instructions.

	13.7 Placing the policies
	13.8 Changes / difficulties in placement
	 Give reasons;
	 Refer the client to another insurer, the Australian Financial Complaints Authority (AFCA) or NIBA for insurance alternatives; and
	 Make available information about their complaints handling procedures.

	13.9 Using an insurance manual
	 The classes of insurance on which you have been retained to advise;
	 The business of the client and the names of the insured parties; and
	 Information supplied by the client about the risks and the client’s business.

	13.10 Premium
	13.11 Premium funding
	 Explain the effect of premium funding arrangements, especially that the loan is a separate contract to the policy and that the client is assigning certain rights in relation to the policy to the premium funder (e.g. the right to cancel the policy if...
	 Explain the likely refund arrangements, any obligation to continue to make payments and the amount of any interest charged;
	 Tell the client whether your insurance commission will be refunded if they default under the premium funding contract or cancel the policy mid-term; and
	 Tell the client about any commission you will receive from the premium funder in order to manage any actual or potential conflict of interest.

	13.12 Giving insurance documents to the client
	13.13 Renewals and re-quoting
	 Get the client’s agreement before you change insurers – they may have a reason for wanting to stay with the current insurer;
	 Carefully check if there is any significant difference in conditions and seek the client’s agreement that the differences are acceptable to them; and
	 Do not describe the change as a “renewal” – it is a placement with a different insurer and this is actually “new business”.


	14. Cancellation and lapses
	14.1 Cancellation by insurer
	14.2 Cancellation by client
	 If the client is bankrupt or has been placed into liquidation, administration or receivership, you may be instructed to cancel the policy by the external administrator. Obtain instructions from them in writing before cancelling the policy.
	 If there is more than one insured party, notify all of them and obtain their consent to cancel and their agreement regarding to whom any return of premium should be paid. This can be a problem for retail clients when couples are separating / divorcing.
	 Frequently, a premium funder holds the client’s power of attorney and the policy cannot be cancelled by or on behalf of the client without the funder’s consent. Advise the client if this applies to their policies.
	 If mortgagors, financiers, premium funders or any other parties are protected by the policy who have rights under that policy, advise the client to ensure the cancellation will not breach their obligations to those parties. There may also be an obli...
	 If the client has or is likely to have signed contracts requiring them to hold insurance, warn them that if they cancel their policies it may breach the contract. Recommend they seek legal advice.
	 If the client participates in the Federal Government’s New Enterprise Incentive Scheme (NEIS) or other similar programs, advise the client to check whether they are required to notify a relevant government authority. For example, NEIS participants a...

	14.3 Cancellation by funder
	 You are instructed to do so by the premium funder to cancel; and
	 The premium funder has the legal right to do so.

	14.4 Lapses
	 The client is aware and has approved the change / transfer. This may sound trivial but can be overlooked. This approval should be in writing;
	 The outgoing insurer knows of the intention to replace the policy as soon as possible;
	 If it is a retail client and personal advice is given, that the SoA or other advice document you prepare contains the relevant information about policy replacement; and
	 The new policy wording is at least as broad as the existing one. If for some reason cover is to be curtailed, the changes should be notified to the client in writing and confirmed by the client.

	14.5 Cancellation from inception
	14.6 Return Premium
	 Any likely premium refund on cancellation and whether the refund will be ‘pro rata’.
	 Any commission, brokerage or broker fees which will not be refunded on cancellation, as well as any amounts that will be deducted from the client’s refund.


	15. Insurance certificates
	15.1 Certificates of currency
	15.2 Certificates of insurance
	15.3 Certificates of placement

	16. Claims and complaints
	17. Terminating your engagement
	17.1 Notifying the client
	 Clearly identify the date that your engagement will end;
	 Explain what termination means for the client  (e.g. that the client will need to find a new broker and you will no longer act for them, including in relation to upcoming renewals and outstanding claims);
	 For wholesale clients, provide the client with a summary of the insurance program you currently manage for them (i.e. include Schedules and policy wordings for each policy – use an Insurance Manual and give the client an update of the status of any ...
	 Direct the client to promptly engage another broker to assist with their ongoing insurance requirements; and
	 Advise the client you will supply information from your files to their new broker if requested to do so by them.

	17.2 Contacting insurers and handling claims
	 Immediately notify the relevant insurers in writing (e.g. letter or email) to inform them of the date that your engagement will end. Ask the insurers to direct any notices regarding the client’s insurance issued from that date directly to the client...
	 If you are contacted by the client’s new broker, cooperate with the new broker and send copies of important documents (provided you have a signed Letter of Authority from the client). Keep the original documents for your own records.


	18. File management
	 Copy of the Letter of Engagement signed by the client;
	 The date the FSG was supplied to the client and the version number;
	 Copies of the fact find/needs analysis and the date it was completed and any subsequent updates;
	 Details of advice and recommendations made to client and policy research carried out to identify appropriate policies;
	 Information about the policies you considered for the client;
	 Copies of advice documents (including SoAs and advice records) and the date supplied to the client;
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