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SUPPORTING
VULNERABLE 
CUSTOMERS
Helping brokers respond to customers in situations

of financial abuse.



Financial abuse is common in many instances of domestic and family violence. It’s a tactic that abusers use for control, 
and it typically involves preventing access to money or other financial resources. 

What signs can brokers look out for? 
Financial abuse often begins subtly and progresses over time, with the abuser gradually taking control over bank 
accounts and financial transactions and any decisions relating to money.

Care. Not carry. 
While there is no expectation that you should be an expert or counsellor, there is a range of support available to help you 
and your client with their financial needs. It’s also equally important to look after yourself and your colleagues who may 
be exposed to difficult customer interactions. It’s okay to speak out to a professional counsellor, friend or family member 
for support.

What can you do as a broker?

1
Familiarise yourself with the range of vulnerable circumstances your clients may face, so that, if the situation 
arises you can feel more confident to help in that moment. To do this, view Westpac’s Training module on 
vulnerable customers:

• Log into BrokerHub, brokerhub.westpac.com.au.

• Search for ‘vulnerable customers’ on the home page.

• Select the ‘Banking Code of Practice – Vulnerable Customers Training Pack’.

2
Should a client tell you they’re in a vulnerable, financially abusive or violent relationship it’s important to act 
with sensitivity, compassion and respect. There are a number of expert support services that you can connect 
your clients to such as 1800RESPECT and Lifeline.

•  1800RESPECT provides access to telephone or online counselling, information on safety planning, and tips 
on how to support someone who is experiencing domestic and family violence. Call 1800 737 732.

•   Lifeline provides Australians experiencing a personal crisis with 24-hour crisis support and  
suicide-prevention services. Call 13 11 14.

3
If your client tells you they’re experiencing vulnerable circumstances and need help, please contact your 
Broker Hotline who will escalate your client to ensure they receive the appropriate level of care. Westpac can 
help customers implement privacy and security measures for their finances. Call 1300 130 928.

4
Remember, reaching out for help can feel even harder for those experiencing financial abuse or domestic 
violence. Follow up with your client with a friendly phone call to check in.

We’re here to help.

 Talk to your BDM today

  1300 130 928 (8:30am – 7:00pm (AEST), Monday – Friday)

 westpac.com.au/brokers
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