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You can contact us regarding this FSCG, the services Step Up Financial Group’s 
Authorised Representatives provide or to give instructions by using the phone 
number or email address your Authorised Representative provides.

Alternatively, you can contact us by:
 - calling us on (02) 6362 5445
 - visiting our website at  www.stepupgroup.com.au
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This FSG includes information about:
   -   Services we are authorised to provide
   -   Documents you may receive
   -   Information about Step Up Financial 
        Group Pty Ltd
   -   Remuneration paid to your Authorised 
        Representative in providing these 
        services
   -   How we collect and use your personal 
        information, and
   -   How to make a complaint.

References made to ‘Step Up’, ‘we’, ‘us’ and 
‘our’ refer to the Step Up Financial Group Pty 
Ltd as the providing entity of the advice.

Your Adviser is an Authorised 
Representative (AR) of Step Up Financial 
Group Pty Ltd. 

Lack of Independence
We are not independent, impartial, or unbiased as:

We may receive commissions on life insurance and credit products, as explained in the 
FSCG under the heading ‘Fees and commissions’. Although we are required to act in 
your best interests, receiving payments from product issuers means, we do not refer to 
ourselves or our advice as independent, impartial or unbiased. 

We’re looking forward 
to working with you
This Financial Services and  Credit 
Guide (FSCG) should assist you in 
deciding whether to use any of our 
financial services. 

It is important that you understand 
this Financial Services Guide and 
Credit Guide (‘the guide’) as it is a 
legal document. 

This guide must be accompanied by 
an Adviser Profile Part 2 which oulines 
your adviser’s skills, qualifications 
and the services they are authorised 
to provide.

If any part of this document is not 
clear, please speak to your financial 
adviser.

This guide is from Step Up Financial 
Group and your Authorised Repre-
senative.

How to contact us
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Our partnership starts with a session with our experienced team, and we take a 
deep dive into your life to uncover who you are. We talk about where you are 
right now in life and where you’d like to be. We talk about goals, dreams and 
aspirations

We assess your situation and investigate options that may be appropriate for you.

We work together to create opportunities for you to reach your goals, and your 
financial plan will become your most valuable asset.

Once you’ve agreed with the recommendations in your financial plan, we start to 
implement your agreed solution. We understand you are time poor, so our 
experienced team will work hard to take the stress and complexities away by 
managing all the paperwork supporting and providing you with the ongoing tools 
you need to step up and take control.

Our partnership with you continues as we journey together towards a strong, secure 
financial future. We meet for half yearly or annual reviews – or whenever you require 
it. We ask the hard questions. 

•   Are you on track?    •   Are you where you need to be?   
•   Where you planned to be?    •   What do we need to change, to get back on track? 

Because having a financial life plan and regularly reviewing that plan helps us to 
stay on track. With so many distractions and noise in our world it’s vital to take time 
out and get some clarity around where we are and where we want to be.

Uncover

Strategies

Opportunity

Launch

Review

What does the Advice Process Involve
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Our Financial Services
In helping you implement strategies, we are 
authorised to provide financial product advice 
about and deal in:

 Cash accounts and Term deposits

 Government debentures, stocks and bonds

 Life Insurance

 Managed Funds and other Managed 
 Investment schemes
  
 Platforms, wraps and other investor directed 

portfolio services

 Retirement savings accounts

 Securities
  Listed Securities
  Debt Securities

 Superannuation
 
 Structured Alternative Investments

 Self-Managed Superannuation Funds (SMSF)

 Borrowing within your SMSF

 Loans 
  Mortgages
  Personal Loans
  Reverse Mortgages
  Deposit Bonds

 Exchange Traded Funds and Listed 
 Investment Companies

 Arrange for listed securities, shares and 
debentures to be bought and sold via a 
platform and broker.

Step Up Financial Group’s Authorised 
representatives may be able to help you in 
the following ways:

 Exploring your goals, understanding where 
you are financially and planning out your 
financial future

 Planning your money
 Budgeting
 Cash flow advice
 Saving for big expenses, and more

 Understanding your protection needs
 Personal Insurance
 Business Protection Insurance
 Contingency planning

 Investment advice
 Regular contributions plans
 Gearing Strategies, and more

 Superannuation advice
 Self-Managed Superannuation Funds

 Pre & Post Retirement Planning

 Estate Planning

 Explore Aged Care options with you and 
your family

 Business Succession Planning

 Social Security and Centrelink Advice. 

 Salary Packaging

 Taxation Strategies

 Debt Management
 Borrowing for personal and Investment 

 Ongoing Advice and Services
 Regular Portfolio Reviews.

Not all of our Authorised Representatives (Advisers) can provide all services or types of advice to you. 
Your Adviser will tell you which areas they can advise you about. Their individual profile guides will note 

any limitations to the advice they are qualified to provide. At all times we will ensure the appropriate 
adviser is available to you to provide advice consistent with your goals. If you need advice on an area 

outside your Adviser’s authorisation, you may be referred to a specialist for assistance. 
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The National Credit Code (NCC) generally 
regulates loans to individuals where the loan 
is provided or intended to be provided wholly 
or predominantly for personal, domestic or 
household purposes, or to purchase, 
renovate or improve residential property for 
investment purposes (or the refinancing of 
any such loans). 

We use the services of Finsure to enable you 
to access credit contracts offered by a large 
range of credit providers, but not all of our 
Authorised Representatives are authorised to 
provide credit services. 

Although we stand behind our 
representatives, we are not responsible for 
the credit services provided by Finsure or any 
other party. 

Our Aggregator

Our aggregator, Finsure is ultimately owned 
by BNK Banking Corporation Limited trading 
as Goldfields Money, Australian Credit 
Licence number 246884.  

We will only ever assist you with the credit 
product that we believe is best for you and 
your circumstances.  However, in the event 
that we introduce you to a loan from BNK 
Banking Corporation Limited trading as 
Goldfields Money, we will specifically disclose 
this ownership relationship to you again to 
ensure you understand our relationship with 
them.

Step Up Financial Group’s Authorised 
Representatives my be able to help you in the 
following ways:

Will assit you in making the choice of a loan or 
lease that is suitable for your purposes. 

Will provide you with information on a broad 
range of finance providers and loan products. 

Once you have chosen a loan or lease that is 
suitable for you, we will assist in obtaining 
approval for the finance. 

We source finance products from a panel of 
finance providers. 

Our current top 6 providers to which our repre-
sentatives introduce borrowers are:

 Advantedge
 AMP
 Adelaide Bank
 National Australia Bank
 Westpac
 St. George

This is not to say that we will only deal with 
these lenders, just that the products these 
lenders offer have been most suitable to our 
most recent clients.

Our Credit Services



Documents you may receive

Personal Advice Documents
When your adviser gives you personal 
advice, you will receive a Statement of 
Advice (SoA) to help you decide whether to 
implement the recommendation. 

Your SoA will include:
• Your Personal Circumstances
• The areas of Advice
• Your advisers recommendations, 

including the basis of the advice and 
why it is appropriate.

• Information about the remuneration, 
commissions, other benefits and 
associations that may have influenced 
the advice. 

When your adviser provides further advice, 
you may receive another SoA or a Record of 
Advice (RoA). You can request a copy of 
your SoA or RoA from us. It will be available 
for seven years from the date the advice is 
provided.

Credit Advice Documents
When we provide credit advice, we will conduct 
a preliminary assessment to determine the 
suitability of a particular product. This is 
normally documented and provided to you in a 
Record of debt advice or a Statement of Credit 
Assistance (SOCA). 

We will retain a record of the debt advice or 
Statement of Credit Assistance (SOCA) which 
you may request by contacting our office within 
seven years of the assessment. 

We will only provide recommendations to apply 
for a particular credit contract with a certain 
lender or increase the credit limit of a particular 
credit contract or suggest that you remain in a 
credit contract where the contract meets your 
needs and objectives and is not unsuitable to 
your circumstances. 

Product Disclosure Statement
When we recommend a financial product to 
you, we’ll give you a product disclosure 
statement (PDS) or other disclosure 
document to help you make an informed 
decision about the product. It will contain 
information about:
• Key features
• Fees
• Benefits
• Risks 

You should read any warning contained in your 
advice document, the PDS or IDPS Guide 
carefully before making any decision relating 
to a financial strategy or product. 
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How to give us instructions

Likewise, you accept that an email from us 
to your nominated email account is 
communication with you. Information or 
documents sent to your nominated email is 
deemed to have been provided to, and 
received by, you. Further, we can 
reasonably rely on this authorisation and 
use the nominated email unless, or until, 
you either revoke it in writing or nominate 
an alternate address."

Where we provide advice and services to 
both you and your spouse (or equivalent), if 
you instruct us to take instructions from, or 
provide advice or release information to, 
your spouse (or equivalent) you are 
authorising us to do so without seeking 
further confirmation from you. 
We can rely on your instruction unless, or 
until, you revoke your instructions, and you 
acknowledge that your authorisation 
indemnifies us in relation to any loss, cost, 
damage or expense suffered by you as a 
result of our reliance on, and compliance 
with, your instructions.

It is important that we understand your 
circumstances and goals, so that we can 
provide you with appropriate advice and 
services.

You have the right not to provide us with any 
personal information. Should you choose to 
withhold information, or if information you 
provide is incomplete or inaccurate the advice 
or services, we provide you may not be 
appropriate for you. It is also important that you 
keep us up to date by informing us of any 
changes to your circumstances, so we can 
determine if our advice continues to be 
appropriate. 

If you authorise us to accept email instructions 
(or to provide you with information and 
regulated documents by email) please 
understand that you are responsible for the 
security and integrity of your email. We can 
treat any communication from your nominat-
ed email account as a communication from 
you and can rely on those communications 
without seeking further confirmation from you. 
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Consent and Authorisation
The Electronic Signature Disclosure and 
Consent (“Consent”) sets forth the terms 
and conditions governing my consent to 
sign documents electronically through, and 
my use of, our chosen software for 
collecting electronic signatures, whichmay 
change from time to time. I may decline to 
electronically sign any document by 
clicking “Decline” instead of signing.

At any time, I may contact my adviser and 
request a paper copy of any document 
signed electronically through the System, at 
no cost.
By agreeing to this process, I understand 
that:

(i)  electronically signing and submitting 
any document(s) legally binds me in the 
same manner as if I had signed in a 
non-electronic form, and

(ii)   the electronically stored copy of my 
signature, any written instruction or 
authorization and any other document 
provided to me is considered to be the true, 
accurate and complete record, legally 
enforceable in any proceeding to the same 
extent as if such documents were originally 
generated and maintained in printed form.

We agree not to contest the admissibility or 
enforceability of any electronically stored 
copy of this Consent and any other 
documents. By using the System to 
electronically sign and submit any 
document, I agree to the terms and 
conditions of this Consent.



Information Required from 
you when receiving 
Credit Sevices

Under the Act, we are obliged to make sure that any loan, or 
principal increase to a loan, or lease that we suggest to you 
or assist you to obtain is ‘not unsuitable’ for you. We will need 
to ask you a series of questions to make this assessment. The 
law requires us to:
• Make reasonable enquiries about your borrowing 
 objectives and requirements;
• Make reasonable enquiries about your �nancial  
 situation; and 
• Take reasonable steps to verify the details of your 
 �nancial situation. 

If we provide you with credit assistance, we are required to provide 
you, upon your request, a copy of our preliminary assessment that 
details how we considered the product we suggested to be ‘not 
unsuitable’ for up to seven years after the date of the assistance.

A credit contract will be unsuitable if:
• The credit contract does not meet your 

requirements or objectives;
• It is likely that you will be unable to comply 

with your �nancial obligations under the credit 
contract; or 

• It is unlikely that you could only comply with 
your �nancial obligations under the credit 
contract with substantial hardship. 
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Advice Fees

Advice Fees
SoA preparation fee based on the complexity 
of your personal advice and the time it takes 
your Adviser to prepare your SoA. We will 
agree this fee with you prior to starting work.

 

One-Off Advice Fee
The cost of transactional services is based 
on the time it takes to us to provide you with 
personal advice or services. Our hourly rates 
start from $275 per hour and we will provide 
an estimate to you before we commence 
any services. 

Implementation Fee 
The implementation fee is based on the 
complexity of the personal advice being 
implemented and the time and resources 
necessary to properly execute your 
instructions. This fee may be a flat fee (from 
$1,100) or a percentage (up to 3.3%) of your 
portfolio’s value. We will clearly disclose this 
fee in your SoA or RoA.

Other Transactions
You may need assistance with transactions 
(outside your initial or ongoing personal 
advice services, or other transactions arising 
from your general advice). Generally, we’ll 
charge no more than $1,100 per transaction 
and we’ll disclose this fee, and require your 
agreement, prior to starting work.

Ongoing Advice Fee
It’s critical that, as your circumstances 
change, your arrangements are regularly 
reviewed to ensure they remain appropriate 
for your needs and circumstances. The fee 
we’ll charge to provide you with ongoing 
advice and support may be a flat fee (from 
$1,100 per year) or an asset-based fee 
calculated as a percentage (generally up to 
1.1%) of your investment portfolio’s value.

 
Product Fees
When you acquire an investment or 
insurance product, fees are payable to the 
product issuer. You’ll find details of these 
fees or benefits and how they are calculated 
in the relevant PDS. It’s essential that you 
don’t acquire any financial product that you 
don’t understand so please read the PDS 
carefully and ask us any questions you may 
have.
 

 

Credit Assistance Fee
We may charge you for our services if you 
apply for a home loan, an investment 
property loan, a personal loan or a lease. If a 
fee is to be charged, this will be disclosed to 
you in a Credit Quote which will be provided 
to you for your approval before applying for 
finance. 

You may need to pay fees to the finance 
provider as part of the application process. 
These will be detailed in a Credit Proposal 
Disclosure Document that we will provide to 
you before applying for finance.
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Remuneration and benefits

Remuneration and benefits of your adviser

All fees and commissions are paid directly to, and received by, Step Up. We retain a percentage 
(as a licensee fee) to cover our costs and the balance is passed on to our representatives. 
The percentage is determined annually, based on several factors, including our business 
revenue for the prior year. If the remuneration of benefits can be calculated at the time you 
receive personal advice, these amounts will be disclosed at the time, or as soon as practicable 
after that time, in the SoA or RoA.

Other Benefits we may receive

In addition to the payments we may receive for our advice and services, we may receive other 
support services from the licensee. We may also be eligible to receive financial and training 
assistance, prizes and awards or events in recognition of financial planning excellence and 
innovation. These benefits are paid at the licensee’s discretion.

We may also participate in business lunches or receive corporate promotional merchandise 
tickets to sporting or cultural events and other similar items (up to a value of $300). We 
maintain a register detailing any benefit that we receive and other benefits that relate to 
information technology software support provided by a product issuer or that relate to 
educational and training purposes. A copy of the register is available on request for a small 
charge. 

Personal and Professional Development

Step Up provides personal and professional development opportunities in the form of 
education and professional development programs to staff and Authorised Representatives. 
Step Up may subsidise the cost of our participation in approved education and professional 
development programs. The maximum amount of this subsidy is $12,000 per annum per 
practice. Advisers can allocate a percentage of their grant towards travel and 
accommodation to attend an approved course.

These are not additional costs paid by you. 
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Fees and Commissions

Referral Fees - Credit Services Only

Referrals from a broad range of sources are sourced by us and our representatives. 
For example, we or our representatives may pay commissions or fees to call centre companies, 
real estate agents, accountants, solicitors or other businesses for referring you to us. These are 
not fees payable by you. Any referral fee or commission paid in relation to your referral will be 
disclosed in the SOCA Document that will be given to you before applying for finance.

Commissions - Credit Services

We may receive commissions from the finance provider that provides your loan or lease. 
These are not fees payable by you. Further details of the commission earned by us will be 
provided in the SOCA Document that we will provide to you before applying for finance.

We may receive additional commissions or bonuses from finance providers relating to the 
volume of finance that we arrange. Such payments are dependent upon a number of factors 
and cannot be quantified at this point.

Commissions - Life Insurance

We may receive initial and ongoing commissions from insurance providers. These 
commissions are paid to Step Up by the company that issues the product that your adviser 
recommends to you and they are included in what you pay for the product. 

Commissions vary because the benefit paid to us is based on the policy cost which includes 
the premiums you pay and may include other fees related to the product. The initial 
commission is paid in the first year and ongoing commissions are paid in the years after the 
first year. 

If you initiate an increase to your cover, we may receive initial and ongoing commissions on 
the annual increase to your policy cost. The ongoing commission on a customer-initiated 
increase is only paid in the years after the first year of the increase. If the initial commission is 
equal to the ongoing commissions (as a percentage of your policy cost), we may receive up to 
38.5% (excl. GST) of your annual policy cost. If the initial commission is higher than the ongoing 
commissions, the maximum commission we may receive is set out in the table below. 

Inital Commission Ongoing CommissionDate a new product is issued

Before 1 January 2018 or before 1 April 
2018 when the application was 

received prprior to 1 Janaury 2018

1 January 2018 to 31 December 2018

1 January 2019 to 31 December 2019

From 1 January 2020

0 to 80.00%

0 to 70.00%

0 to 60.00%

0 to 80.00% 0 to 38.50%

0 to 20.00%

0 to 20.00%

0 to 20.00%
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Relationships and Associations
Our Supporting Parties

To help facilitate mortgage broking services, we utilise Finsure’s service offering. Details about 
Finsure and factors which may influence our advice are outlined below. Finsure:
 
• Finsure is an aggregator and it acts as a gateway or interface between mortgage 

brokers and lenders by providing an IT platform through which brokers submit loan 
applications and deal with lenders as well as providing some other ancillary services. 

• Lenders may offer incentives that are paid directly to the Accredited Mortgage 
Consultant. These may include indirect benefits for example business lunches, tickets to 
sporting or cultural events, corporate promotional merchandise and other minor 
benefits. 

• Accredited Mortgage Consultants may be invited to attend the Finsure National 
Conference. This is an annual event which offers Accredited Mortgage Consultants the 
opportunity for professional development and to hear industry updates and 
educational presentations by Finsure and lender sponsors. Finsure subsidises some 
costs of attendance, which may include meals and accommodation. The value will 
depend upon a range of factors, including the nature of the courses and events 
planned. 

• Any benefits that we may receive that are related to a loan recommended to you which 
is regulated by the National Consumer Credit Protection Act, will be disclosed in our 
advice to you prior to application.



What to do if you have any concerns about our 
services. 

We endeavour to provide you with quality 
financial advice. If you have a complaint or 
concern about the service provided to you, we 
encourage you to take the following steps: 

1. Contact your adviser or mortgage 
 consultant
2. If your Adviser can’t resolve your 

concern, contact Advice Complaints

Write to: National Manager Advice Complaints 
               PO Box 2449 
               ORANGE NSW 2800 

Phone:   02 6362 5445 

Email:    info@stepupgroup.com.au 

If after contacting the Step Up’s Advice 
Complaints team and you are still not satisfied, 
you can contact the Australian Financial 
Complaints Authority (AFCA). 

Write to: 
   Australian Financial Complaints 
Authority 
              GPO Box 3 
              MELBOURNE VIC 3001 

Email:    info@afca.org.au 

Visit:       afca.org.au 

Phone:   1800 931 678

Privacy
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How We Handle Complaints
At Step Up, the privacy of your personal 
information is important to us. Any personal 
information collected will be handled in 
accordance with our Privacy Policy. 

To provide you with our services, we 
maintain a record of the information you 
provide to us, including your personal profile 
and details of your objectives, financial 
situation and needs, as applicable. We will 
also maintain records of any 
recommendations made to you, as 
applicable. 

Our Privacy Policy details how we handle 
your personal information. A copy of that 
policy, as amended from time to time can 
be obtained by visiting the Step Up website:

https://stepupgroup.com.au/privacy-policy/

Compensation Arrangements

We maintain professional indemnity 
insurance to cover our advice and the 
recommendations provided by your adviser. 
Step Up is also covered by professional 
indemnity insurance and this satisfies the 
requirements imposed by the Corporations 
Act 2001 and National Consumer Credit 
Protection Act. The insurance covers claims 
arising from the actions of former employees 
or representatives of Step Up, even where 
subsequent to these actions they have 
ceased to be employed by, or act for Step Up.
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