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About FCVic 
Financial Counselling Victoria (FCVic) is the peak body and professional association for 
Victoria’s 300 practising financial counsellors. Our organisation was established in 1978 by 
Victorian financial counsellors to provide sector professionalisation, pee r support, and 
undertake systemic advocacy.  

FCVic’s vision is ‘a fairer and more equitable society with improved community wellbeing 
and better lives for vulnerable people’. FCVic develops resources, builds sector capability, 
and advocates on behalf of financial counsellors and community members on systemic 
issues that cause and exacerbate poverty and financial hardship. We work with 
government, banks, utilities, insurers, debt collection agencies and other industries to 
improve approaches to consumer rights, financial hardship and vulnerability.  

About this submission 
FCVic welcomes the opportunity to provide a submission to the draft General Insurance 
Code of Practice (the Code).  

Financial counselling is a free, confidential, and independent service. It provides vital help 
for people experiencing, or at risk of, financial hardship. Financial counsellors are uniquely 
qualified professionals, specially trained to deal with complex financial and consumer 
rights matters.  

They work alongside consumers at some of the most difficult times in their lives. Whether 
assisting people recovering from floods, bushfires and storms, supporting victim -survivors 
of family violence, or helping households experiencing severe financial hardship , our 
members regularly observe how insurers implement the Code in practice. This provides 
FCVic with a unique perspective on where the Code succeeds, where it falls short, and 
where stronger consumer protections are required. 

This submission is grounded in the direct experiences of Victorian financial counsellors 
working with people navigating the complexities of insurance claims in the aftermath of 
significant disaster events. They see firsthand the systemic barriers faced by their clients 
when trying to understand specialised insurance lingo and work constructively within 
bureaucratic power structures to reach a good outcome – all while grappling with 
significant personal and family trauma post-disaster. Our recommendations are informed 
by their frontline expertise and feedback through the FCVic Disaster Recovery Network.  
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The commentary and recommendations provided in this submission should be read in 
conjunction with a wide body of work already produced by FCVic in conjunction with our 
advocacy partners on issues relating to insurance and natural disasters including:  

• Research Report - Unsettled: Climate risk and cash settlements in home insurance 
• Submission to the Independent Review of the 2020 General Insurance Code of 

Practice 
• Submission to the House Standing Committee on Economics Inquiry into insurers’ 

responses to 2022 major floods claims 
• Submission to AFCA’s joint consultation on General Insurance Approaches  
• Submission to AFCA’s consultation on Approach to General Insurance Claims 

Handling 
• Submission to the Insurance Brokers Code of Practice Review 
• Submission to Treasury’s consultation on Standard definitions and standard cover 

for insurance 

We acknowledge and support the work of fellow consumer advocates throughout the 
consultation process of the draft Code. We support the recommendations made in the joint 
consumer submission to this consultation which is led by Financial Rights Legal Centre  
(FRLC), and the submission by the national financial counselling peak body Financial 
Counselling Australia (FCA) on Section 7 relating to Vulnerability. The recommendations 
and commentary in this submission are designed to complement the recommendations by  
FRLC, FCA and our consumer colleagues, and lend a Victorian financial counselling 
perspective.  

Further questions on the content of this submission can be sent to Kellie Davis, FCVic 
Disaster Recovery Lead, at .  

 

Disclaimer: The thoughts in this paper are those of Financial Counselling Victoria. AI was used to assist in 
drafting and editing this submission, but all content was reviewed by multiple human experts with subject 
matter expertise and policy experience before publication.  
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Full list of recommendations 
Recommendation 1: Review and update discretionary language in the Code with 
mandatory obligations to reduce inconsistency of practice. 

Recommendation 2: Require Code subscribers to communicate with customers using the 
nominated method of communication.  

Recommendation 3: Amend prescribed timeframes in the Code to include expectations of 
communication content and quality. 

Recommendation 4: All Code subscribers should accept a standard authority form.  

Recommendation 5: Ensure that all sections of the Code are enforceable by the Code 
Governance Committee.  

Recommendation 6: Consumer protections in the Code should be extended to eligible 
small businesses, with eligibility determined by a turnover of $10m or less, and fewer than 
100 employees, a standard definition as used by the Australian Banking Association.  

Recommendation 7: Extend the minimum period for automatic renewal notices from 14 
days to 28 days. 

Recommendation 8: Premiums should not be subject to higher charges for paying monthly 
rather than annually. 

Recommendation 9: Protection from policy cancellation should be granted to consumers 
who engage with the insurer and request reasonable payment extensions.  

Recommendation 10: A dedicated claims manager (primary contact) should be required 
for all claims. 

Recommendation 11: A full section on temporary accommodation entitlements should be 
inserted into the Code. 

Recommendation 12: The ICA should create and regularly review a standard claims 
management information sheet (similar to the current cash settlements information sheet) 
for insurers to provide to consumers once a claim is lodged.  

Recommendation 13: Where an insurer relies upon an expert report to assess or determine 
a claim, that report should automatically be provided to the customer or their authorised 
representative within 14 days of being received by the insurer.  

Recommendation 14: The Code should expressly comply with the Recommendations 75-
78 of the Independent Review, and Recommendation 6 of the Parliamentary Inquiry, in 
relation to the use of expert reports. 

Recommendation 15: Amend Code wording to require provision of an actionable Scope of 
Works for all cash settlement offers, even in cases of ‘total loss’.   

Recommendation 16: Amend the Code to ensure consumers are given sufficient time to 
consider the cash settlement offer, free from pressure or arbitrary deadlines, after having 
received qualified independent advice. 
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Recommendation 17: Requests for supporting information should be made only where 
reasonably necessary in the circumstances, with an obligation for Code subscribers to take 
a flexible and proportionate approach. 

Recommendation 18: Where a hardship application has been made, or where hardship-
related decisions are under review through internal or external dispute resolution, all debt 
recovery activity should cease until those processes have concluded. 

Recommendation 19: The Code should require all representatives acting on behalf of Code 
Subscribers to comply with a consistent minimum standard of conduct.  

Recommendation 20: All staff and representatives who engage directly with customers 
undertake regular training on vulnerability, family violence, financial hardship and trauma -
informed practice. This training should be delivered or developed with appropriately 
qualified external experts rather than relying solely on internal training programs. 
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FCVic urges the Insurance Council of Australia to adopt these recommendations, together 
with those advanced in the submissions by FRLC and FCA, to ensure the final Code delivers 
practical, enforceable and consumer-centred protections that reflect the expectations of 
the Australian community. 

We welcome the opportunity to discuss this submission further and to continue working 
collaboratively with the ICA, consumer representatives and insurers to improve outcomes 
for people accessing general insurance. 

Thank you for the opportunity to provide this submission, on behalf of Victorian 
financial counsellors who are supporting Victorians grappling with the complexities of 
insurance claims in difficult and traumatic situations.  




