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F I N A N C I A L  P ROT E C T I O N S  S E R V I C E

The Financial Protections Service was instigated following a 
recommendation of the Inquiry into the adequacy of existing financial 
protections for Queensland’s seniors (the FPQS Inquiry).

B A C K G R O U N D

The need to ‘...investigate 
ways to better facilitate 

vulnerable older 
Queenslander’s access to 

and uptake of free and 
independent financial advice.’

FPQS Inquiry, 2015

R E C O M M E N D A T I O N  1 6

S E R V I C E  U S E R S

The Financial Protections Service is provided to middle-aged 
Queenslanders who are approaching retirement and undertaking financial 
decision making for later life.

The Financial Protections Service will offer financial information and 
advice referrals based on vulnerability to both financial abuse and 
financial exclusion.
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I N T RO D U C I N G  T H E  F I N A N C I A L  P ROT E C T I O N S  S E R V I C E

The Financial Protections Services must take our older persons as we find them, some will be 
willing to participate, others will be reticent. How we introduce the Financial Protections Services, 
its place in an age-friendly community and the goals it seeks to achieve are all vital to success. 

The following key points should be kept in mind when introducing the Financial Protections 
Service:

“We know that how information is framed can make a significant difference to how a 
consumer interprets and responds to it... Timing matters. The messenger matters. Context 
matters.”

(Kell 2014)

Conversations, as a conduit of storytelling, sharing personal perspectives, present circumstances 
and future aims, are a central tool in the delivery of Financial Protections Services.

In its focus on conversation, the Financial Protections Service is a conduit of gathering stories. 
Lawyers, social workers, mediators, financial counsellors and other Financial Protections Service 
professionals and key Referral Partners are all, at some level, in the business of storytelling. They 
listen, observe, and assist people to make decisions at particular junctures within the context of 
their life story.  They are naturally attuned, as per the approach of Bronfenbrenner (1995), of the 
‘functional interdependence’ between people and their surroundings. 

This Part looks at how we use conversation to introduce older persons to the Financial Protections 
Services, financial information and services and the objective of preventing financial abuse. No 
one-size-fits-all approach can be taken. There is no ‘typical older person’. The resulting diversity 
in the capacities and health needs of older persons is not random, but rooted in events throughout 
the life course (WHO).

I T  S TA RT S  W I T H  A 
C O N V E R S AT I O N

F O C U S  O N  K E Y  D E C I S I O N S

Rather than explicitly focusing on financial abuse, the Outreach conversations will focus on key financial decisions 
(ASIC Submission, FPQS Inquiry 2015) and proactive action areas where financial information and advice may lead to 
greater financial resilience also be protective against financial abuse.  

G E N T LY  G U I D I N G  C H O I C E S

The Financial Protections Service aims to “turn barriers into advantages” by creating voluntary information and referral 
pathways to help people who want to prepare for retirement, budgeting, accommodation but “lack the willpower to 
act” (ASIC, 2011).

D E L I V E R  S I M P L E ,  D OA B L E  B E H AV I O U R S

For example, by encouraging an older person to use a MoneySmart calculator, call the Financial Information Desk or 
speak to an accountant when considering a particular decision.

I N C E N T I V I S E

Access to the Financial Information Desk and pointing out the benefits for new behaviour e.g. knowing how to manage 
superannuation may have a tangible benefit in taking a holiday during retirement. For service users with means, the 
benefits of speaking to an accountant when considering a major decision may result in a reduction of financial risk and 
decision making strain. 
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E L D E R  A B U S E  P R E V E N T I O N 
A N D  S U P P O RT  S E R V I C E

1300 063 232

C A I R N S  C O M M U N I T Y 
L E G A L  C E N T R E

TO W N S V I L L E  C O M M U N I T Y 
L E G A L  C E N T R E

C A X TO N  L E G A L  C E N T R E

TA S C  TO O W O O M B A  A N D 
I P S W I C H

F I N A N C I A L  P ROT E C T I O N S  S E R V I C E  D E L I V E R Y

S E R V I C E  P A R T N E R S 

I N T R O D U C T O R Y  G U I D E

Seniors Legal and Support Service

82 Grafton Street 
CAIRNS QLD 4870

1800 062 608 

Seniors Legal and Support Service

Unit 2 181 Sturt Street 
TOWNSVILLE QLD 4810

(07) 4721 5511

Seniors Legal and Support Service

1 Manning Street 
SOUTH BRISBANE QLD 4101

(07) 3214 6333

Seniors Legal and Support Service

23 Hume Street 
SOUTH TOOWOOMBA QLD 4350

(07) 4616 9700  

60 South Street 
IPSWICH QLD 4305

(07) 3812 7000

TAY LO R  S T R E E T 
C O M M U N I T Y  L E G A L  S E R V I C E

Seniors Legal and Support Service

16 Torquay Road 
PIALBA QLD 4655

(07) 4124 6863
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M O D E L

The Financial Protections Service model encompasses outreach, 
screening, referral and education components.

• Outreach will include provision of information, informal 
screening and simple referral.

• In-house services will include formal screening, simple and 
facilitated referral and providing information. 

• Education will encompass this service partner training and 
the Financial Abuse Awareness Training program. 

K E Y  D E L I V E R A B L E S  O F  T H E  S E R V I C E

I N T R O D U C T O R Y  G U I D E

Facilitating access to 
free and independent 
financial information 
and advice to increase 
financial resilience 
and autonomous 
decision making.

Screening for financial 
abuse, with a focus 
on financial abuse in 
relationships of trust, 
and making proactive 
referrals to legal and 
social work services. 
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The Financial use a number of 
preferred terms including:

older persons 

elder abuse 

financial abuse & 

economic abuse.

T E R M I N O L O G Y

D E F I N I N G  F I N A N C I A L  A B U S E

E L D E R  A B U S E

‘...a single or repeated act, or lack of appropriate action, occurring within 
any relationship where there is an expectation of trust which causes 
harm or distress to an older person’ (World Health Organization, 2016). 

F I N A N C I A L  A B U S E

A range of behaviours committed for the purpose of monetary gain 
from the older person and arising in relationships of trust. Financially 
abusive behaviours may include, but are not limited to, illegal, improper 
or exploitative use of an older person’s finances, resources, assets or 
financial position such as ‘incurring bills for which an older person is 
responsible; stealing money or goods; and abusing power of attorney 
arrangements… refusing to repay a loan; living with someone without 
helping to pay for expenses; failing to care for someone after agreeing to 
do so in exchange for money or property; and forcing someone to sign a 
will, contract or power of attorney document’ (ALRC, 2017).

I N T R O D U C T O R Y  G U I D E
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U N D E R S TA N D I N G  F I N A N C I A L  A B U S E

Older person’s definitions 
may differ to legal or 

research-based definitions.

Financial losses later in life 
have particular significance 

due to limited ability of 
older persons to improve 

their financial position. 
(Gibson, 2008)

Risk factors are often 
categorised into 

victim characteristics, 
perpetrators characteristics 

and environmental 
characteristics.

Barriers to detection 
include complexity, 

awareness, definitional 
and recognition factors. 

(Aneztberger, 2001)

C H A P T E R  2

H O W  F I N A N C I A L 
A B U S E  I S  D E F I N E D

I M PAC T SR I S K  A N D 
V U L N E R A B I L I T Y

C H A L L E N G E S  I N 
D E T E C T I O N
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F I N A N C I A L  D E C I S I O N - M A K I N G

C H A P T E R  3

Financial decisions in older life bring 
particular challenges and gravity. 

Middle-aged adults may be at decision-
making ‘sweet spot’ for making  

financial decisions.

Retirement is viewed as a 
relational transition, where 

experiences and decision 
making are particularly 

influenced by close networks, 
and, in particular, family  

(Kim, 2002). 

The Financial Protections 
Service will provide 

information and referrals 
in six key decision 

areas for older persons 
approaching retirement.

Family is ‘...the most 
influential group that 

develops an individuals’ 
financial behaviours. 

(Kim 2017)

Financial decision-making 
obstacles include inertia, 

and confusion exclusion, self 
exclusion, social exclusion and 

financial exclusion.

R E T I R E M E N T  A S 
A  R E L AT I O N A L 

T R A N S I T I O N

D E C I S I O N 
A R E A S

FA M I LY  I N F L U E N C E 
O N  F I N A N C I A L 

D E C I S I O N  M A K I N G
O B S TAC L E S

I N T R O D U C T O R Y  G U I D E
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Financial Exclusion

is most commonly defined as ‘...the practices preventing individuals from 
accessing appropriate and affordable financial services and  
products such as a transaction account, general insurance,  
and a moderate amount of credit’ (Salignac, 2015). 
Financial exclusion puts older persons at risk of  
poor social outcomes, including with  
respect to financial security. 

C H A P T E R  4

V U L N E R A B I L I T Y:  F I N A N C I A L  A B U S E  
&  F I N A N C I A L  E XC L U S I O N 

I N T R O D U C T O R Y  G U I D E

Financial Abuse 

incorporates a range of behaviours 
committed for the purpose of monetary 

gain from the older person and arising in 
relationships of trust. 
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C O R R E L AT I N G  R I S K  FAC TO R S

There appear to be correlating risk factors between financial 
exclusion and financial abuse. These are:

Local services, that are community based and tailored to the needs 
of local communities, are uniquely equipped to guide conversations 
and offer information and referrals to mitigate this vulnerability. 

FA M I LY
I N D I V I D UA L 

P E RC E P T I O N S

S O C I A L 
I S O L AT I O N  /
E XC L U S I O N

I N T R O D U C T O R Y  G U I D E
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C O R R E L AT I N G  R I S K  FAC TO R S

The Financial Protections Service responds to these risk factors by:

• providing Services within an age-friendly framework

• increasing financial resilience, on the basis that financially resilient 
older persons will be less vulnerable to financial abuse

• addressing social exclusion by increasing access to appropriate 
financial, legal and social work services within communities across 
Queensland.

S E R V I C E  R E S P O N S E
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Q U E E N S L A N D :
A N  AG E - F R I E N D LY  C O M M U N I T Y

A G E - F R I E N D LY  D O M A I N

Older Queenslanders 
access information they 
need in a variety of 
formats to stay informed 
and connected with their 
communities, families & 
friends.

• Outreach 
conversations and 
financial information 
delivered within local 
communities.

• Financial Abuse 
Awareness Training 
Package.

• Outreach and in-
house screening.

• Referral to financial 
information and 
advice, legal and 
social work services.

Older Queenslanders are 
helped to stay healthy, 
active and independent 
through community 
support and health 
services, including 
services responding to 
elder abuse, fraud or 
exploitation.

Communication & 
Information

Community 
Support & Health 
Services

Financial Protections Service

I N T R O D U C T O R Y  G U I D E
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S E R V I C E  D E L I V E R Y

A P P L I E D  E C O L O G I C A L  A P P R O A C H

‘The most useful way of consolidating these 
various complexities is through an applied 
ecological approach, which best considers 

the risk factors of the individual, the 
perpetrator, their mutual relationship,  

and their respective positions within 
community and society.’

Joosten, 2017

V I E W I N G  O L D E R 
P E R S O N S  I N 

C O N T E X T

F O C U S I N G  O N 
T R A N S I T I O N S

U S I N G 
C O N V E R S AT I O N

C R E AT I N G 
C O M M U N I T Y 

B A S E D  R E S P O N S E S

The Financial Protections Service approach correlates with an applied 
ecological approach in a number of key ways.

I N T R O D U C T O R Y  G U I D E
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S E R V I C E  D E L I V E R Y

I N T R O D U C T O R Y  G U I D E
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F I N A N C I A L  P R O T E C T I O N S  S E R V I C E

T H E  I N D I V I D UA L

O U T R E AC H

S E R V I C E

R E S P O N S E

Through outreach, the Financial Protections Service aims to:

• respect the autonomy of older persons

• understand that erosions of autonomy occur in a social 
context over which the older person does not have 
control or responsibility

• facilitate conversations in place and autonomous 
decision making within an age friendly community

• introduce straightforward financial information with 
the underlying aim of facilitating proactive action.

I N T R O D U C T O R Y  G U I D E

Outreach is a person-centred approach that aims 
to take into account older persons’ perceptions of 

the need for financial and legal information and 
advice and preferred methods of service delivery.

The Financial Protections Service 
is an individual based intervention 
that aims to ‘...change the 
knowledge, beliefs, and skills of 
individuals.’ 

(Golden, 2012)
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S E R V I C E

R E S P O N S E

T H E  C O N T E X T

S C R E E N I N G

The Financial Protections Service 
will undertake screening, including 

observational and ‘gut-instinct’ screening 
during outreach and formal screening 

during in-house services before making 
referrals.

The Financial Protections Service views 
erosions on autonomy (such as financial 
abuse) as arising out of an interplay of 
the risk factors and vulnerability in the 
older person (intrinsic capacity) and their 
environment (functional ability).

(Salignac, 2016)
Screening is a tool for 

detecting financial abuse.

I N T R O D U C T O R Y  G U I D E
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T H E  D E C I S I O N S

R E F E R R A L

S E R V I C E

R E S P O N S E

Accommodation: aged care and home care

Money Planning: budgeting and expense  
management

Retirement Planning: superannuation, equity release 
products, credit and loans in retirement

Estate and Advance Care Planning: Wills,  
advance care planning

Co-living: co-living and family agreements 

Money planning:  loaning money,  
gifting money and agreeing to  
be a third-party guarantor

The Financial Protections Service 
aims to improve financial resilience 

in crucial resource areas and make 
vulnerability-based financial and 

legal referrals.

I N T R O D U C T O R Y  G U I D E
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A DV I C E  &  
A S S I S TA N C E

E D U C AT I O N

The Financial Protections Service is 
an age-friendly strategy that aims to 
confirm that older persons can expect 
that their communities will provide 
them with respect and social inclusion, 
relevant communication and information, 
and community support and services to 
improve financial resilience. Outreach conversations and 

referral pathways will provide 
pathways to information and 

education to older persons 
who are in transition and 

needing to make key financial 
decisions, or act protectively 

against financial abuse.

I N T R O D U C T O R Y  G U I D E

S E R V I C E

R E S P O N S E


