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1. OUR COMMITMENT  
 
Notice from the Chairman – Brian Carter 

The household debt to income ratio in Australia has reached an unprecedented level of 200% 
- one of the highest in the world. One in six Australians are struggling with debt. The conflict 
our industry faces is that to generate income we must recover the debt that these Australians 
are struggling to pay. While we recognise that income is important, now more than ever in our 
industry’s history we need to ensure the highest ethical operating standards are employed. 
Unethical collection conduct and behaviours do not result in successful collection results in the 
long term, rather they force the consumer to disengage, not pay and causes them anxiety and 
stress. 

The AICR code defines our values, mindset and ethos. It creates certainty for our industry 
partners that when engaging with members of AICR, they can expect professionals dedicated 
to the highest industry best practices.   

Our code is very centred around the consumer and their feelings and ensuring that all members 
treat the consumer the way they would like to be treated: with dignity, fairness, respect and 
care. It is through our code that we as commercial industry professionals can set the example 
for what is expected in the industry and to improve the perception of the industry.  

The code recognises that we must also be frank with our clients. To ensure we are not coerced 
into inappropriate conduct, that we counsel our clients to work ethically with consumers, to be 
reasonable and to afford them an appropriate opportunity to pay. 

The code will be embraced by all members and strictly adhered to. The code has been 
designed to help consumers, particularly the vulnerable and disadvantaged, and I look forward 
to hearing the many wonderful examples of how the community has benefited from it. 
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2. OUR FOUNDING STORY 
The establishment of the AICR marks the official beginning of a joint effort to improve ethical 
operating standards, and negative perceptions of the debt collection industry. For too long this 
industry has failed to provide leadership, and this has allowed some less than optimal 
operations taint our industry.  
This Institute is about normalising high standards and serving our community as best we can.  
But, we will also be a voice for our industry, ensuring that governments and regulators 
understand the constraints we face – and that they share our objective to uphold fairness, 
honesty and reliability. 
My family has worked in this industry for three generations.  I am proud of the work we do, the 
ethics that we uphold and the consequent trust we enjoy.  We adhere to the highest standards 
not just because it is the right thing to do but because we can accept no other way of doing 
business. This is the standard I want the industry to uphold.   
It is only through being accountable that we can hope to counter the negative reports about 
the terrible behaviour of “debt collectors” – and even make those reports a rarity. To achieve 
this, we will have to hold our members to high standards. This applies to our clients as well. 
I believe we have a role to play in educating our industry, and our clients, about compliance 
expectations that our regulators have set for us, including what is best practice.   
Upholding our duty to our community is essential.  This is what my family and I regularly say is 
to ‘give back’. This means working with governments to ensure good financial literacy in the 
community.  It is our responsibility to help those affected by debt to understand that they have 
options.   
I am tired of seeing people who are at great risk, and at their lowest ebb, be cajoled into 
solutions that are at best unethical, and at worst, simply disgraceful cons by people who sadly 
have been allowed to operate in our industry. 
The debt recovery industry would benefit immensely from a joint effort of all its players. The 
Institute’s creation is an opportunity to make a difference. 
It is time to highlight the benefits of best practice debt recovery, to educate and raise the 
standards of players at the bottom of our industry’s service quality scale, to work with 
government and regulators to ensure a fair and honest playing field and to bring about trust in 
our industry. AICR was founded because we want to live our values, and we believe others 
want and can too – we’re just providing that pathway. 
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3. OUR ETHICAL FRAMEWORK  
 

OUR PURPOSE 
The purpose of the Australian Institute for Commercial Recovery is to enable all our members 
to collect accounts ethically, delivering satisfaction for clients and customers, and greater 
wellbeing in the community.  
 

OUR VISION  
Our vision is that all commercial recovery professionals are trusted and respected by both 
clients and the community. 
 

OUR MISSION 
The work of commercial recovery professionals is to ethically collect accounts to the 
satisfaction of clients, customers, and community members. We provide training and 
development programs for collection recovery professionals, and entities that sell debt, to 
increase their knowledge and skills to do this ethically. The results of our work should be 
happier clients and customers. 
 

OUR VALUES AND PRINCIPLES 
Our ethical framework includes our purpose and vision, as well as our values and principles. 
This framework guides how collection recovery professionals make decisions and the way they 
work with their clients and customers.   
Three core values: 
• Be fair, equitable and responsible 

• Act honestly, with integrity, and do the right thing 

• Demonstrate respect for people and their wellbeing 
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4. INTRODUCTION TO THE CODE 
 

WHAT IS THE PURPOSE OF THIS CODE? 
 
This code describes how the AICR and its members put our values and principle into practice 
every day. It outlines the commitments each member makes and our expectations of each 
other as we carry out our work as collection recovery professionals.  
 
It sets out the behaviours we all need to demonstrate to bring these values to life and what we 
need to live up to if we are to fulfil our purpose and vision for the profession; that collection 
recovery professionals and the collection industry are trusted and respected by both clients 
and the community. 
 
The code lays out guidance for you if you have questions or concerns. It also includes 
additional resources on different topics and issues you may face.  
 
We must never compromise our commitment to the code. By living our values and conducting 
our work through ethical actions, we help build trust with our clients, customers, and society.   
 

WHO THIS CODE APPLIES TO? 
 
This Code applies to all board members, AICR employees, and members of AICR. It also 
applies to anyone who works on behalf of the AICR. Whatever our role, our actions and our 
behaviours can seriously impact the reputation of the collection recovery profession and the 
wellbeing of its stakeholders. This Code applies to everyone, everywhere and every day; we 
are all trusted to deliver a satisfactory outcome for our clients, customers and the community.   
 
The code may also be used by any of our stakeholders, including customers, the community, 
large institutions who hire collection recovery professionals to assist in the collection of 
accounts, and partners.  
 
AICR members are expected to live by the values of the code and should be prepared to put 
short-term economic interest on hold if pursuing them appears to compromise the AICR’s or 
your organisation’s own values. 
 

WHAT ARE MY RESPONSIBILITIES IN APPLYING THE CODE? 
 
We are a national member-based Institute, with employees and members, responsible for our 
behaviours and the decisions we make, and the impact we have on others. By defining our 
expectations in line with our vision and living by those expectations, we have an opportunity 
as an industry to raise our standard of practice.  
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Our responsibilities are to:    

• Live by our values at all times and understand our individual contribution to modelling 
these values for others. 

• Refer to the code with your team members or employer and make sure they 
understand your responsibilities in living by it. 

• Promote a culture of fair and ethical behaviour in our workplaces. 

• Create a speak-up climate that will enable employees, customers and clients to 
discuss any issues. 

• Report to the Institute any alleged breach of this Code or other alleged unprofessional 
conduct, by a Member, of which you become aware and assist the Institute in its 
investigations. 

• Adhere to relevant laws and standards for the industry.1 

 

HOW DO I USE THIS CODE TO MAKE ETHICAL DECISIONS AND BUILD TRUST IN THE 
INDUSTRY? 
 
In the course of your work, you may be faced with situations where there is no obvious right 
answer and are not sure of the course of action to take. Often, in our work, we are faced with 
choices between options that are poor or unsatisfactory.  
 
This section will help you identify instances where you may be faced with an ethical challenge 
or dilemma. The following questions can assist you in navigating difficult decisions. When faced 
with a number of options or actions, evaluate the options using the following questions:  
 

• What is the dilemma? 

• Do you know all the relevant facts? What assumptions are you making? 

• Who is affected by this dilemma? 

• What are the options or actions to address the dilemma? 

• What are the implications of the decision you take for all concerned? 

                                            
 
1 Both the ACCC and the Australian Securities and Investments Commission (ASIC) enforce Commonwealth 
consumer protection laws, including laws relevant to debt collection. The ACCC and ASIC have jointly produced 
this guideline which aims to assist creditors, collectors and debtors understand their rights and obligations, and 
ensure that debt collection activity is undertaken in a way that is consistent with consumer protection laws. The 
guide was originally published in 2005 and has been updated to reflect significant changes to the law, such as 
the introduction of the Australian Consumer Law in 2011, the National Consumer Credit Protection Act 
2009, and privacy laws and principles. 

https://www.accc.gov.au/system/files/776_Debt%20collection%20guideline_July%202017_FA.PDF  
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• Are they consistent with organisational values and principles? 

• Will they enhance or detract from the vision and purpose? 

• Do they meet industry standards, regulations, organisational policies and laws? 

• Would I be comfortable explaining my decision or action in court?  

• How would I feel if my family and friends knew about my actions or choices? 

• How would I feel if I were the customer/client? 

• What do others guide you to do? 

• Make an informed decision and take action.  

 
Listen to the conversations around you. If you find yourself hearing or saying phrases like the 
ones below, you may well be facing an ethical dilemma or be acting outside the code: 
 

• “No one will ever know.” 

• “It doesn’t matter how it gets done as long as it gets done.” 

• “Everyone else does it, so it must be OK.” 

• “Don’t worry, it’s the way we do things around here.” 

• “I don’t want to know.” 

 

WHAT HAPPENS IF WE DON’T COMPLY WITH THIS CODE? 
 
Failure to comply with the Code, the core ethical values outlined here, and any applicable legal 
and regulatory requirements, may result in disciplinary action, up to and including suspension 
or cancellation of membership with the AICR. Failure to live up to the standards in the code 
damages the reputation of the collection recovery industry and undermines the trust of our 
customers, our people and the communities we work among. 

 

HOW WAS THE CODE DEVELOPED? 
This code was developed by the AICR in mid-2018. We consider it to be a living document that 
will be reviewed with members and industry partners to ensure it is relevant, upholds the high 
standards of our growing membership base, and is useable and accessible. 
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5. LIVING OUR VALUES 
We believe we can engage with customers and the community in a dignified and respectful 
manner and achieve positive results for our clients.  
 
We know that often a gentle reminder is all that is required to deliver a satisfactory outcome 
for our clients.   
 
The majority of what is referred to collection recovery professionals is paid. We at AICR have 
learned through experience that we can communicate with all our stakeholders with that 
understanding and operate fairly and respectfully while also delivering collection outcomes for 
our clients.  
 
Our Code of Ethics provides you with guidance about how you work with clients and 
customers, and for how you make decisions.  
 
There are three core values and principles that are foundational to the Code of Ethics.  

• Be fair, equitable and responsible 
• Act honestly, with integrity, and do the right thing 
• Demonstrate respect for people and their wellbeing 

Guidance is given in the following sections as to how you can live each value.  
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Be fair, equitable and responsible 
 
We aim to deliver satisfaction for our clients and customers, ethically. Our focus is to achieve 
a fair and equitable outcome for our stakeholders, understanding the context of both. We aim 
to be impartial in our dealings. We have a responsibility to assist customers to relieve 
themselves of their financial debt and burden, and deliver collection outcomes for our clients, 
without compromising our values.   

How do I live this value? 

Have I followed industry protocols for engaging with customers? 
• Am I following the correct recovery procedures? Have I followed the ASIC Guidelines? 

There are some customers who legitimately do not have the means to pay a debt, but 
welcome the opportunity to create a plan that will enable them to relieve themselves of the 
debt. There are also other customers who can pay, but have no intention of paying. There 
is also a third group, where a gentle reminder is all that is required to prompt them to pay 
their debts. Irrespective of the customer, our aim is to do everything we can to ethically 
assist the customer to relieve themselves of the financial debt and burden. At some point, 
a file will need to be closed and referred to court. 

• Am I operating under the assumption that customers are honest and trustworthy? A gentle 
reminder is often enough to prompt a customer to pay. Only a small percentage of 
customers have no intention of paying. We expect employees and AICR members to 
operate with the view that customers are honest and trustworthy, and our role is to assist 
them to pay their debts.   

• Have we set people up for success? As a collection recovery professional, you can build 
awareness of the rights and options customers have to pay their debts, such as through 
financial payment planning and money management, and provide them with a clear outline 
of the process and their options. We aim to be fair to all customers, laying out all the options, 
particularly for those experiencing vulnerability and hardship. 

Am I building trust with my stakeholders? 
• Am I treating stakeholders fairly and impartially?  

• Have I followed the statutory and legal requirements? 

• Have I made sure gifts and payments are appropriate?  

• Do I have the requisite professional competence and practice only within that 
competence? The AICR, like other professional associations, provide training programs 
for collection recovery professionals to develop their skills and knowledge, particularly in 
how to collect debt ethically.   



 
 

   AICR: CODE OF ETHICS © THE ETHICS CENTRE 2018 9 

• Have I ensured our collection recovery work with or for governments is ethical? We need 
to engage in conversations with our clients about the ethical approach AICR members take 
to their collection recovery work. Government agencies too have ethical standards and 
values to uphold.   

• Am I standing firm against and preventing bribery, corruption and fraud? AICR has zero 
tolerance on these topics and expects employees and members to adhere to the highest 
standards of integrity. 

Am I conducting business ethically? 
• Have I ensured we are charging fair commissions?  

• Have I ensured we are not engaged in anti-competitive conduct?  
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Act honestly, with integrity, and do the right thing 
 
We all need to follow the ethical standards expected of us, by our industry, clients and 
customers. This is what it means to act with integrity. We do what we can to build and maintain 
trust with our colleagues, clients and customers, and the community. We seek to do the right 
thing for both our clients and customers. We strive to be transparent and honest.  

How do I live this value? 

Am I communicating and acting openly and honestly? 
• Is what I am telling clients and customers open, honest and accurate? It is important that 

customers and clients know what the appropriate process is for debt collection, such that 
it is consistent with ASIC and ACCC guidelines.  

• Am I supporting a speak up culture? 

• Have we ensured there is zero retaliation for people who speak up? 

• Have I reported instances of unethical conduct or concerns? 

Am I acting with individual integrity? 
• Have I avoided all conflicts of interest? As individuals we need to consider any situation 

that could undermine our impartiality and avoid any conflict of interest. All employees are 
expected to disclose conflicts of interest. Members are expected to disclose conflicts of 
interest to their clients and customers. 

• Are gifts and hospitality I want to provide appropriate?  

• Am I using technology, IT and communicational resources professionally and ethically? 
Technology, IT and communication resources is provided for professional use.  

• Am I acting as a steward for our reputation? We build trust by behaving and communicating 
ethically, and abiding by relevant laws, standards and industry guidelines.  

• Am I managing records and the information of others properly?  

o Have we safeguarded confidential and/or personally identifiable information? 

o Is my record keeping thorough, up to date and compliant? 

o Have we collected customer intelligence ethically?  

o Am I using social media appropriately? (refer to the ASIC guidelines) 
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Demonstrate respect for people and their wellbeing 
 
We show respect for our colleagues, clients, and customers. We respect everybody’s right to 
be treated with courtesy and dignity, and that our approach can affect the wellbeing and mental 
health of others and the people that they too engage with. We understand that some customers 
have special needs that can put us in positions of power. Our aim is to ensure that our 
customers never feel we are using that power to our client’s commercial advantage.   

How do I live this value? 

Have I understood our commitment to upholding the dignity of all people? 
• Are we minimising the impact of our work on vulnerable people? Our goal is to do 

everything we can ethically to recover the debt for our clients, and then to use wisdom to 
know when to close a file. 

• Do I respect the dignity of people I work with? We do not tolerate harassment, bullying, 
victimisation, vilification or discrimination of any kind.  

• Are our employees paid according to fair work?  

• Are we following ACCC and ASIC debt collection guidelines which we agree to be bound 
by as a member?   

 

Am I contributing to a culture that fosters wellbeing in others? 

• Are we employing people who meet our expectations? 

• Have I followed our recruitment processes? 

• How can I keep myself and others safe at work? 

• Am I treating my stakeholders courteously? 

• Do I prioritise my own health and the wellbeing of my colleagues?  
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6. OVERSIGHT 
 

The AICR board will at its sole discretion oversee the development, promotion, maintenance 
and communication of the Code of Conduct.  

7. RESOURCES 
 
Members can find more information and ask questions through the AICR website portal.  

8. SPEAK UP 
 
Asking questions and raising concerns 
The AICR is committed to having an environment where AICR employees and members can 
ask questions and raise concerns about business ethics and unethical or illegal conduct, 
without fear of retaliation.  
If you have experienced or witnessed unethical behaviour in the workplace, including 
something illegal, you must report it. Do not hesitate to seek guidance on these matters. It is 
better to ask a question or raise a concern at an early stage than to ignore an ethical issue that 
could have more serious consequences in the longer term. 
In your business you may have a procedure outlined for you to ask questions, raise concerns, 
or report misconduct. If you do not have a process, you may wish to consider the following 
when setting up such a process: 

• Ensure that employees feel comfortable or able to voice their concerns about 
behaviours which are, or appear to be, in breach of the principles of the code. You may 
wish to establish a confidential speak up line. Such a line can act as an early warning 
system of issues that need addressing.  

• Foster an open culture where employees are able to voice their concerns of misconduct 
confidently, without fear of reprisal, such as losing their job.  

• Provide guidance on the preferred channels to speak up. It is good practice to 
encourage employees to talk through a matter with a colleague or the line manager in 
the first instance, referring them to other functions (e.g. HR or Legal) only when relevant.  

• Consider opening the speak up line to external stakeholders as well, including clients 
and customers.  

9. REVIEW 
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How we will be reviewing and keeping this code of conduct relevant and useful for our 
members and community? 
The AICR board will review the code and ensure it is regularly updated and monitored, and 
will notify stakeholders and members of updates as it evolves. This will ensure awareness of 
its provisions and the consequences of non-compliance. 
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