
Is there a  

Relationship?  

Are the commission 
amounts trivial? 

Phone call to outline 
changes & schedule 

meeting 

Send opt-in email  Meeting is held 

“Strike 1” 

Reschedule Meeting  

“Strike 2” 

Reschedule Meeting  

Change servicing 
agent to ‘Orphan’  

Advise outgoing 
AFSL of servicing 

agent change 

“Strike 3” 

Client consents to new 
relationship & AFSL 

arrangements  

(during meeting) 

Email to follow up 

Execute new ToE & 
finalise 

arrangements 

NO YES 

Customers generating a commission or asset based fee 

Rescheduled 

meeting held 

Rescheduled 

meeting held 

Client consents to new 
arrangement 

Declines or 

no response 

Declines or 

no response 

Client consents to new 
arrangement 

YES 

YES 

YES 
YES 

YES NO 

NO 

NO 

NO 

YES 

NO 

NO 

30 days 

30 days 

30 days 

30 days 

1 day 

7 days 

immediately 


