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Standards 
International 

Our chosen  partner 
in excellence

Founded in June 2007 and privately owned

Certified by BSI to ISO 9001 Quality management systemsunder certificate 
number FS 663413.

Conform to ISO/IEC 17024: Conformity assessment - General requirements 
for bodies operating certification of persons

Working with the profession’s leading advisers and firms

Pioneering “Excellence” in the UK and overseas

Trademarks Standards International® and WOWW!®

Lead on the creation of BS 8577 Framework for the provision of 
financial advice and planning services

Creators of The Paraplanner Standard™ - Certification 

Creators of Financial Abuse Specialist™ - Certification

Campion of a number of Consumer campaigns

Articles, presentations and Michelle Hoskin’s books!

Partnerships — UK profession and worldwide

The WOWW! by Design Development Programme™.



What makes them special?

Standards International is the powerhouse behind professionalism and 
operational excellence in financial services and beyond.

As the leading dedicated certification body in the UK for BS 8577, BS 8453, 
ISO 45003, ISO 22458, ISO 22222, The Paraplanner Standard™, and 
Financial Abuse Specialist™ certification, we are pioneering best practice 
among personal financial planners in the UK and overseas.

We believe there is always a better, more efficient, more effective way of 
doing something – which is why we will continue to push the boundaries 
until we find it.

We strive to achieve excellence in everything that we do. We set the standards, 

we live the standards,

we are the standards!



What they stand for!

Do the right thing

We are committed to doing the right thing and for that we are admired 
and respected. We enjoy working with those who are thought leaders and 
have a real vision for future change. We do the right thing — even when 
no one is watching.

Stronger united

Our business was built on honest and meaningful relationships.
We celebrate and embrace our position and we strive to understand 
and grow with our team, clients and partners after all, alone we can 

do so little; together we can do so much.

Action is our first instinct

We are passionate about our core purpose, and we are 
courageous. With our determined nature to create positive 
change - action is our first instinct!



What are 
standards?

An agreed way of doing things

British Standards Institute

International Standards 
Organisation

The 
Purpose

Demonstrate their ability to 
consistently provide a service 

that meets ‘customer’ 
requirements in line with 
regulatory requirements

Address ‘customer’ satisfaction by 
the development of replicable 

processes for continual 
improvement and the prevention 

of errors and mistakes.



The Financial 
Abuse 
Specialist™

Time to not just change a life but to potentially save one!



Purpose What does the Standard cover?

A shared understanding of the topic and how to spot the sign, 

support and signpost victim survivors.

The essential skills needed to handle a case of suspected 

financial abuse .

Resources, guides and recommended actions to help you 

build your own supportive toolkit.

An opportunity for the learner to share their key learning 
outcomes and applicable knowledge.

The Financial Abuse Specialist™

Plan

Policies

Process





Course Outline
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Refuge saw a 61% increase in calls from Feb 2020 – April 2021
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AFCA's Position +
FASEA Code of Ethics 
Standards & Values

AFCA provide guidance from the Australian Bankers' Association 
(ABA) on how to assist advisers to recognise financial abuse:
- Developing internal guidelines and procedures to assist 

financial firm employees to respond when 'red flag's' or 
warning signs appear

- -ensuring employees are aware of the guidelines and 
procedures by providing training that is relevant to the 
employee's roles

- Making t easier for customers to communicate with the 
financial firm

- Giving frontline employees specific instructions regarding the 
procedures and their escalation protcols

- Referring financial firm customers to external support agencies 
where appropriate

- Understanding and recognising that financial abuse can result 
in or significantly contribute to financial hardship

- Promoting financial abuse policies and financial hardship 
assistance so that customers feel more comfortable disclosing 
any financial abuse they may be experiencing (AFCA n.d., p7)



AFCA's Approach



AFCA's 13 point Steps
❖Talk to the elderly person separately and in private. More than 1 question.

❖Follow internal policies and procedures - or explain why there are none!

❖A referral to a relevant support service if appropriate

❖Ask if there's another family member or friend to contact before 
proceeding

❖Consider declining or delaying the transaction

❖Escalate concerns to senior persons before going ahead with transactions

❖Has a guardian been appointed? Contac the guardian for clarification

❖Check the POA to see if there is another Attorney who can verify the 
transaction is appropriate

❖Check account records, operating instructions and see who is 
authorised. Contact other account holders where appropriate.

❖Discretely discuss the transaction to test the credibility of the explanation

❖Listen carefully to the customer

❖Ask the reason for the transaction

❖A third party should NOT be present during this conversation!



What's on file?

AFCA Expect advisers to provide:

1. Contemporaneous customer notes about transactions where 
elder abuse was of concern including circumstances and steps 
taken to delay the transaction or take preventative action

2. Details of conversations with the customer

3. If no discussions were held separately and in private – why not?

4. Details of specific preventative action taken

5. Recollections of events from employee's involved in the 
transaction

6. Copies of internal policy and procedures and compliance with 
them

7. Notes or relevant documents showing customer received a 
benefit from the transaction

AFCA n.d., p 9



Their work so far!



Their Clients!



26th

November 
2023

Watch this space! 





Let’s do this together! 

e n q u i r i e s @ s t a n d a r d s i n t e r n a t i o n a l . c o . u k
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