Position Purpose

The Client Experience and Retention Officer is responsible for maintaining long-term
relationships with existing clients, providing ongoing support and guidance in a compliant,
professional manner. This role ensures clients feel valued, informed, and supported without
giving product advice, in line with AFG compliance standards. The focus is on client care,
engagement, and retention, reinforcing the boutique, family-style culture of the brokerage.

Key Responsibilities
Client Relationship Management

e Be the primary contact for post-settlement clients, delivering warm and professional
communication

e Maintain and strengthen long-term relationships, understanding clients’ history and
milestones

e Provide guidance and support in a manner that is fully compliant with AFG and NCCP
regulations

o Escalate any client enquiries requiring advice from a qualified mortgage broker or
authorised staff

After-Care & Ongoing Support

e Conduct regular check-ins with clients to ensure satisfaction and engagement

e Remind clients of key loan milestones such as anniversaries or reviews without
offering product advice

e Coordinate any administrative follow-ups or documentation requests with the
broker

e Provide reassurance, guidance, and a positive client experience while remaining
compliant

Client Advocacy & Retention

e Maintain a client-first approach to encourage loyalty and repeat engagement

e Support referral programs in line with AFG compliance

e Collect client feedback and communicate insights to brokers to improve overall
service

Broker & Team Support
e Maintain accurate client records in CRM systems

o Keep brokers informed of client needs and follow-ups
e Support light administrative tasks related to client care and retention



Retention-Focused KPIs

KPI Description

Percentage of clients remaining engaged with the brokerage

Client Retention Rate
annually

Client Touchpoints Number of regular, compliant check-ins per client per year

Feedback &

R R Measured via surveys, testimonials, or client comments
Satisfaction

Number of new clients referred by existing clients (compliance-

Referrals
approved)

Broker satisfaction with after-care support and relationship
management

Broker Feedback

Key Compliance Notes:

o This role does not provide financial advice or discuss specific products

e All enquiries that require advice must be referred to an authorised mortgage broker

e Activities must comply with AFG’s regulatory, privacy, and client engagement
guidelines

AFG Regulatory, Privacy & Client Engagement Guidelines (for this Role)

In a brokerage operating under AFG (Australian Finance Group), there are key regulatory
and compliance expectations that support client protection and information handling — and
this role contributes to maintaining those standards, even though it doesn’t provide credit
advice:

Regulatory & Client Engagement Standards

e As part of an AFG-affiliated brokerage, the business must meet its National
Consumer Credit Protection (NCCP) compliance obligations, including Responsible
Lending requirements and documentation management. AFG provides technology,
training, and compliance support to help meet these obligations. AFG

o All client interactions must align with AFG’s compliance framework, ensuring that
clients’ enquiries requiring credit advice are referred to authorised brokers, and that
communication and documentation meet regulatory expectations. AFG



Privacy & Information Handling

o Client personal information must be managed in accordance with Australian privacy
laws, including the Privacy Act 1988 and associated credit reporting rules, which
govern how information is collected, used, stored and disclosed. Appropriate
safeguards must be applied to protect client privacy. AFG Home Loans

e AFG’s own privacy policies reinforce strict privacy commitments, meaning personal
information is only used for its intended purposes and clients are entitled to
understand and control how their information is handled.
guidancemortgagebrokers.com.au+1

Client Consent & Communication

e Compliance includes obtaining and recording necessary client consents (e.g., privacy
consents and disclosures such as the Credit Guide & Privacy Consent) as part of
engagement processes. This role should support the maintenance of accurate client
records and ensure that consent and communication statuses are up to date, even
though it does not deliver regulated advice. help.brokerengine.com.au

Complaints & Feedback

e Olleh Lending emphasises effective handling of complaints and client feedback to
ensure fairness, transparency, and accountability. While the Client Experience and
Retention Officer won’t manage formal dispute resolution processes, they should
ensure that clients are aware of how to raise concerns, and refer any complaints
appropriately. AFG

How This Role Supports Olleh Lending and AFG Compliance (Without Advising on
Products)

This position contributes to compliance by:

e Respecting the boundaries of advice — refraining from product recommendations
and ensuring clients are referred to authorised brokers for any advice.

e Supporting the management of client information with confidentiality and privacy
safeguards.

e Ensuring that client interactions and consent records (e.g., privacy
acknowledgements) are accurately logged and maintained.

e« Communicating with clients in a way that reinforces trust, fairness, and clarity —
core expectations under AFG’s compliance and client engagement culture.



Compliance Statement:

This role operates in accordance with Olleh Lending and AFG’s regulatory, privacy, and client
engagement guidelines. It does not provide credit or product advice. All client interactions
must respect privacy, confidentiality, and compliance obligations, and any enquiries
requiring advice must be referred to an authorised mortgage broker. The role supports
accurate client record-keeping, consent management, and the delivery of a professional,
compliant client experience.




