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PERSONAL INTEREST IN LOAN ORIGINATION 
Refer Clause 4.11 CFMA 

 
The Policy 
As per Clause 4.11 of the CFMA, a CFM must “advise Connective and the relevant supplier of any 
personal interest the CFM or an Associate Member has in a product application”.  
 
Connective’s response 
In order to maintain transparency and accountability, Connective and the supplier must be informed of 
any personal involvement or interest a CFM or Associate has in any product application.  
 
What you need to do 
In the event that Connective and the supplier need to be notified in regards to the above, you will 
need to detail your involvement in specific terms via email. This email is to be sent to the attention of 
The General Manager, Connective, via compliance@connective.com.au.  
 
 
 

 

THE PRACTICE OF CHURNING 

Refer to Clause 1.1 (definition of “Churn”) and  

Clause 4.17 of the CFMA 

 

 

The Policy 

Pursuant to Clause 4.17 of the CFMA, the practice of Churning (as defined in Clause 1.1) is 

prohibited.  

 

Connective’s response 

Customers can be at a disadvantage when a Broker engages in the practice of churning a client. In its 

simplest form; churning is the practice of discharging, refinancing or re-writing a loan account for the 

purposes of being paid commission. Seldom is there a benefit to the client.  

 

What you need to do 

As per Clauses 4.2, 4.3 and 4.4 of the CFMA the CFM is obliged to act in a professional, ethical, 

honest and responsible manner. It is the responsibility of the CFM or Associate to keep accurate 

records and compliance documentation to ensure a clear link between benefit to the client and the re-

writing of an application or loan account.  
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SUPPLIER ACCREDITATIONS 
Refer Clause 5.2 CFMA 

 
 
The Policy 
As per Clause 5.2 (b) of the CFMA a condition of approved Membership, all CFM’s or its Associate 
Members must hold an approved accreditation to an authorised Connective supplier, “prior to 
completing an application with a client or conducting any product interview”.  Further, the CFM is to 
ensure that all listed parties in Clause 4.16 maintain and attend any training as requested by 
Connective or the supplier.  
 
Connective’s response 
Connective will provide the necessary infrastructure, training and support in order for the CFM to 
become accredited with a Connective supplier.  
 
What you need to do 
Requirements of the Connective Full Member 
In order to become accredited with a Connective supplier, the CFM must:  

- be an approved Full Member or Associate of Connective.  
- use the Mercury CRM platform and request the necessary supplier accreditation; 
- apply, print, complete, sign and return to the request to the Connective accreditations team 

via fax or email (to accreditations@connective.com.au). ensure that they provide the 
necessary set of supporting documents, as required by the supplier in order for the supplier to 
grant accreditation to the CFM.  

Further, should Connective’s supplier request to meet with, train and/or review a loan application or 
file, the CFM must comply with the supplier’s request within a timely manner. 
 
Where more information is required by Connective’s supplier:  
In the event that more information is required the following will apply 

- Connective will advise the CFM of the necessary requirements, and/or information requested 
by Connective’s supplier in a timely manner. 

 
Accreditation approved by Connective’s supplier:  
Where Connective’s supplier approves the request, the following will apply 

- Once Connective’s supplier advises Connective of the approval, the CFM will be advised in 
writing.  

- Connective will advise the CFM of the relevant accreditation codes, contact number/s, 
supplier website/s and/or the relevant Business Development Manager.  

 
 

COMMISSIONS AND FEES 
Refer to Clause 9.8 and Section B of the CFMA 

 
The Policy 
Pursuant to clause 9.8 of the CFMA, Connective may charge fees for products and services rendered 
to the CFM or Associate.  
 
Connectives response 
In addition to those fees outlined in Section B of the CFMA the following fees may also apply 
 

Description Fee Charged  

Commission Management Fee  
(where trail continues to be paid by Connective to the CFM or 
Associate when they are no longer a Connective Member) 

Unascertainable 
(Based on dollar value of 
trail) 

Ancillary Services 
 My Marketing Fees 
 My Virtual Office Fees 
 Credit Representative Fee 
 Connective Conference 

As per fees listed in the 
relevant Ancillary product 
brochure. Available from 
Connective Head Office 

Information Technology Fees  
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Mercury  
 Connective may charge the CFM or Associate a fee or charge 

if Connective completes a data migration from one CRM 
package to Mercury. 

IT Service Request 
 Connective may also charge a fee for an IT service request 

outside of what is deemed by the Head of Development to be 
extraordinary.  

 

 
 
 
Unascertainable  
(Case by case basis and 
quotation required) 

 
What you need to do 
Connective will invoice the CFM or Associate for any or all of the above services, with payment being 
required within 7 calendar days of the invoice issue date. The CFM or Associate may pay the invoice 
via direct debit from a nominated bank account or credit card. At the discretion of the Connective 
Finance Manager, Direct Deposit, Visa Card or MasterCard may be used.  
 

COMMISSION VARIATION BY SUPPLIER 
Refer to Clause 11.3 of the CFMA 

 
The Policy 
Under Clause 11.3 of the CFMA, the CFM acknowledges that a supplier may vary the rates or 
amounts of upfront and trailing commissions payable.  
 
Connective’s response 
In the event that Connective is notified of a change in the rate or amount of upfront or trailing 
commission, Connective will endeavour to communicate the change to all CFM’s and Associates 
within a reasonable period of time. Communication will be via electronic mail and/or via the 
Connective Weekly Bulletin.  
 
What you need to do 
Should further information or clarification be required by the CFM or Associate on the change to 
upfront or trailing commissions, you should contact the Credit Services Manager at Connective Head 
Office on 1300 656 637.  

 
 

DISPUTE RESOLUTION POLICY 
Refer to Clause 18 CFMA 

 
 

Connective is committed to ensuring that all its Origination partners have an adequate Dispute 
Resolution Process. 

 

Connective believes that any consumer or client of an originating partner or associate, who believes 
that they have a legitimate grievance or complaint, is entitled to make a complaint about the matter 
and to have that complaint or dispute resolved through appropriate dispute mechanisms.  

 

Connective believes that disputes between clients and originating partners, should, where possible be 
resolved through the originating partner’s dispute resolutions mechanism, prior to any action being 
taken further, whether it is through the courts or any approved ombudsman scheme.  

 

As a full member of the Mortgage and Finance Association of Australia (MFAA), Connective is obliged 
to comply with the MFAA’s code of Practice and the Credit Ombudsman Scheme Ltd. (COSL)  

 

Connective’s response 

All approved Connective originating Partners must implement an Internal Dispute Resolution process 
in accordance with Connective’s policy.  

 

 



The Policy 

Set out below is a summary of the type of Internal Dispute Resolution process, which must be 
implemented by all Connective originating Partners.  

Connective may ask an originator to provide evidence that it is complying with this policy. 

 

Internal Dispute Resolution – Process  

1. Appoint an initial point of contact for any complaint.  This point of contact is to be 
known as the complaints contact person and must hold a senior position within the 
originator company. The complaints contact person must be conversant with all 
procedures and policies of the originator and be able to determine the validity of the 
complaint and if necessary, be able to offer restitution. The complaint contact person 
or the deputy must have the authority to access all documents and records of 
information as may be necessary to investigate the matter.  

2. The originator must display contact details of the complaints contact person on its 
web site if applicable and ensure that all employees of the originator, are aware of the 
complaints contact person, the contact details. 

  
3. Appoint a deputy complaints contact Person, in order to handle any complaint, when 

the complaint contact person is not available.  
 
4. All employees of the originator must be provided with written instructions: 

a. About how to transfer a client to the complaints contact person or deputy 
complaints contact person  
b. What client details to record if either the complaints contact person or deputy 
complaints contact person is not available to take the complaint. The details should 
at least include client‘s name, contact details and a description of the product or 
transaction to which the client wishes to lodge a complaint.  
 

5. The originator must be able to handle the client complaint in whatever manner 
presented, such as a letter, telephone call or an email.  

 
6. The originator must not charge a fee for investigating the complaint.  
 
7. The originator must ensure that any person involved in the complaint will not 

investigate the complaint. 
 
8. The originator, through the complaints contact person must provide written 

acknowledgement of receipt of the complaint and must provide a substantive 
response within forty five (45) days after the receipt of the complaint. If a response 
cannot be provided within this time frame, the originator must provide reasons for the 
delay and details of how the client can refer the matter to an approved ombudsman 
scheme, such as COSL. 

  
9. The originator will have substantially responded to the complaint if the originator: 

a. Accepts the complaint and if appropriate, offers redress; or 
b. Offers redress without accepting the compliant; or 
c. Rejects the complaint.  
 

10. The originator must provide a written response to the complaint, which must include 
reasons for reaching a particular decision on the complaint that adequately addresses 
the issues that were raised in the complaint. Where practicable the originator must 
provide references to applicable provisions in legislation, codes, standards or 
procedures. 

  
11. Where the originator accepts the complaint and is of the view that it is appropriate to 

offer redress, that redress may be non-financial as well as, or instead of, financial. If 
the originator considers that a financial remedy is appropriate then the originator is to 
provide compensation for any loss that may have been incurred.  

 



12. The originator must consider relevant legal principle, the code of practice of the 
originator’s professional body and other relevant codes of conduct, concepts of 
fairness and relevant industry best practises.  

 
13. The originator must display a copy of the entire dispute resolution process on its web 

site along with full contact details of the complaints contact person or deputy.  
 
14. The originator must keep such data concerning the complaint in such a form or 

manner that the originator thinks fit. The type of data that the originator must keep will 
include: 

a. Type of complaint  
b. Subject of complaint  
c. Outcome of complaint  
d. Timelines of response.  
 

15. The originator must provide details of any complaint, in full to Connective as soon as 
practicable.  

 
16. The originator must identify any systematically recurring problems and implement 

procedures to rectify the problem areas. The originator must advise connective of any 
procedures implemented.  

 
17. The originator must make available details of all complaints to any government body, 

when requested and if necessary to its professional body.  
 
18. The originator must review their dispute resolution process every three (3) Years.  

  

 

 

LOSS OF ACCREDITATION – FILES IN FLIGHT POLICY 
Refer to Clause 25 – Notification to Suppliers if an Accreditation has been suspended or 
cancelled; as well as Clause 26.2 (b) where applicable  

 
 
The Policy 
Pursuant to Clause 25 of the CFMA Connective may at its discretion advise any of its approved 
suppliers that a CFM or Associate member has had their accreditation suspended or cancelled. This 
does not apply to an accreditation that has been suspended or cancelled because of a suppliers 
volume requirements not being met.  
 
As per Clause 26.2 (b) of the CFMA, where a CFM or Associate has had their accreditation 
suspended or terminated they are to immediately cease to use the Supplier under a Connective Head 
Group Agreement.  
 
Connective’s response 
Where any or all of the above applies, Connective may offer the CFM or Associate an alternate 
means of processing a deal in-flight. This may be in the way of another approved CFM or Associate.  
 
What you need to do.  
Where the CFM or Associate elects to reallocate the file in flight to another CFM or Associate the file’s 
processing must be given in its entirety. Connective will not become involved in any splitting of 
commission, payment method or ownership of the client. This remains between the CFM or Associate 
giving the work to another CFM or Associate.  
 
 
 



 

AUDITING SUPPLIERS  
Refer Clause 28.7 CFMA 

 
The Policy 
As per Clause 28 (7), Connective will maintain, update and keep current the software. This includes 
the maintenance of supplier and product data.  
 
Connective’s response 
Connective will:  

- Provide the necessary support infrastructure and staff to ensure that all supplier data remains 
up to date.  

- Undertake an audit of each supplier’s product specifications, comparing the data held by 
Connective in Mercury. Connective will undertake a supplier review;   

 at least once every six months; or 
 as requested by the Supplier; or 
 in consultation with a CFM that has identified a discrepancy and  

advised Connective via a request to the Mercury and Product Helpdesk 
 
Connective will also provide all supplier’s with the ability to review their product offering at any time, 
through a read-only (web-based) portal, specific to the supplier and their offering.  A username and 
password will be issued to the supplier by the Credit Services Manager.  
 
 
 
What you need to do 
In the event that an approved CFM or Associate finds a discrepancy in supplier product information or 
data, they are to lodge a product enquiry via the Mercury Product query tab. This is located via 
Mercury > Services tab > Residential Lenders > Supplier (e.g. Connective Homeloans) > Specific 
Product (e.g. Connective Homeloans discounted Solutions loan > Click to open > Bottom right corner 
> Product Query > Click to open > Describe issue > Submit.  
 
This will then send an alert to the Credit Services Team at the Connective Head office, which will 
trigger an investigation and/or resolution.  
 

AUDIT AND ACCESS TO RECORDS 
Refer Clause 32 CFMA 

  
Policy  
To ensure compliance with the relevant legislation and continuity of application standards across all 
Connective Full Members and Associates, Connective may request access to any document or 
business record as per Clause 32 of the CFMA.  
 
Connective’s response.  
Connective may at any time give reasonable notice to the Connective Full Member (CFM), its 
Associate Members and/or its authorised persons for reasonable access to all documents or business 
records. An authorised Connective representative may also make copies of such records at its own 
expense and store them for the purposes of review or audit. This applies to either a current and/or 
future review. Connective also reserves the right to contact a customer, referrer or party to any loan 
under review to verify the information in the application (as per Clause 32.3 and Clause 27.3).   
 
What you need to do.  
In the event that Connective requests access to your business records or documents, you must 
comply as per Clause 4.21 and Clause 32 and of the CFMA. Any such request will be in writing and 
will be communicated via email or written letter. You will be given a specific request for files and will 
be asked to forward the requested documents to Connective Head Office.  
 
Following the conclusion of the review, the requested documents will be returned to you.  
 
 
 
 
 
 



 

PRIVACY POLICY 
Annexure to CFMA 

 
 
Connective is committed to ensuring that all its origination partners have an adequate privacy 

compliance process and that the National privacy principles are complied with.  
 
 
The Policy 
Set out below is a summary of what is required with the originators privacy policy.  
 
Connective may ask an originator to provide evidence that it is complying with this policy. 
  
The Privacy Act 1988 was introduced to control the collection, storage and use of credit information 
about individuals. 
 
To ensure compliance with the Privacy Act, Connective originating partners must have an adequate 
policy for the collection of personal information, when: 
Obtaining credit information authority (which enables credit reports to be conducted) from each 
person who is a party to the loan (including Guarantors); and 
Remove all Australian Taxation file numbers from all documentation 
 
The amended Privacy Act (commenced 21st December 2001) protects customer’s personal 
information and gives them the right to know: 

 Why you are collecting their personal information 

 What information is held by you 

 How you will use the information and who else the information may be provided to 

 How to keep the information safe and secure 
 
A customer can request access to the information and ask for correction if it is incorrect. 
 
What you need to do. 
 
Review your sales process and disclose to the clients about the relationship you have with lenders 
and how you will disclose the information as required by the Act. 
Have a detailed privacy policy on display on your web site that can be accessed by the client at any 
time.  
Ensure all staff that are engaged in interviewing clients have adequate copies of the policy and 
ensure that the clients are provided with a copy at the initial interview.  
 
The Privacy Act has 10 National Privacy Principles that address: 
 
1.  Collection 
2.  Use and disclosure 
3.  Data quality and security 
4.  Openness 
5.  Access and 
6.  Correction 
7.  Identifiers 
8.  Anonymity  
9.  Trans-border data flows 
10.  Sensitive information. 
 
For more information about the Privacy Act, visit the Australian Privacy Commissioner website: 
http://www.privacy.gov.au/ 

 


