
For many victim-survivors, abuse doesn’t end when they leave a relationship. It can follow them for years, 
in the form of debt they never agreed to, a damaged credit report, or a loan taken out in their name with-
out their knowledge. Financial recovery can depend on accurate credit reporting.

The Principles set out Arca’s view of best practice and complete a December 2024 Parliamentary 
Joint Committee recommendation that Arca develop best practice guidance for the credit industry. 
The Principles provide a consistent, industry-led framework that set a benchmark for best practice 
across the credit industry. They are voluntary, and Arca encourages all credit organisations to adopt 
them.

Credit organisations are often among the first places a customer discloses abuse. Their response can help 
victim-survivors recover or, if financial abuse is not recognised, allow perpetrators to continue causing 
harm through:

•	 Fraudulent credit – credit taken out without the victim-survivor’s knowledge or permission.

•	 Coerced credit – the victim-survivor is pressured into taking on credit. 

•	 Financial hardship – abuse making it hard to manage repayments or communicate with their lender.  

•	 Damage to credit reports – inaccurate or deliberately damaged credit histories.

These actions can have serious and lasting impacts on victim-survivors. The right support, 
access to affordable credit in their own name, and correcting fraudulent or coerced debt can help 

a victim-survivor to recover.

Principles of Best Practice: Domestic Abuse and Credit



A victim-survivor’s credit 
report should reflect their 
creditworthiness 
– not their abuse.

Summary of the Principles
Overarching Principle — Safety is paramount

•	 Prioritise customer safety before requesting        
information or documentation.

•	 Believe and listen to victim-survivors 

•	 Protect confidential information 

•	 Support staff experiencing vicarious trauma.

TERMINOLOGY

Domestic abuse - may or may not be violent, and can 
include physical or sexual violence, financial, psycho-
logical or emotional abuse, and threatening or coercive 
behaviour. It can occur in any relationship involving 
an expectation of care or trust — including partners, 
ex-partners, family members, kinship groups, guardians, 
carers, support workers or friends. It applies equally to 
the abuse of older people, though capacity consider-
ations may also arise in those cases.

Victim-survivor - a person experiencing abuse, or dealing
 with its after-effects. Some people prefer the term 
“victim”, or to be described simply as a person affected 
by domestic abuse.

Perpetrator - a person who chooses to be abusive, 
violent, or to engage in conduct amounting to domestic 
abuse.

PRINCIPLE 1 - 
Ensuring an accurate credit report
•	 Consider all available credit report corrections 

– don’t just offer hardship assistance.

•	 Assess whether credit may be fraudulent, coerced 
and what the victim-survivor’s liability is.

•	 Explain options and their impact, including 
suppression.

•	 Record disclosures, if possible, to support later 
corrections (including backdating).

•	 Explain implications for joint accounts.

PRINCIPLE 3 - 
Embed Safety by Design principles

•	 Design products and systems to detect and 
reduce abuse; 

•	 Improve the corrections process.

•	 Provide culturally safe and inclusive services.

PRINCIPLE 4 - 
Identify and support victim-survivors
•	 Train staff to recognise signs of abuse, have       

sensitive conversations, and know referral 
pathways.

•	 Explore how technology and AI can help detect 
and prevent abuse.

•	 Allow time and flexibility - recovery is not linear.

•	 Take a thoughtful approach to debt collection.

PRINCIPLE 2 - 
Believe victim-survivors and make 
systems accessible
•	 “Tell us once” - avoid repetition; accept alter-

native forms of ID.

•	 Minimise evidence requirements.

•	 Make it easy to nominate a financial counsellor 
or legal representative; but watch for repre-
sentatives not acting in the customer’s best 
interest.

•	 Recognise diversity and use feedback to drive 
improvement.



CREDIT REPORTING TREATMENT
Credit reporting treatment should reflect the underlying assessment 

of the credit account:

It is not usually possible to apply different treatment to the two parties of jointly-held credit. 
Where the type of credit prevents a full and accurate correction, credit organisations should still 
identify the available options (including suppression) and explain them clearly.

The victim-survivor is liable only 
for the portion of credit from 

which they benefited.

Underlying liability may be 
unaffected, but reporting may

 reflect the impact on 
meeting payment obligations.

The victim-survivor is not 
liable for that credit.

DOMESTIC ABUSE –
IMPACTED CREDIT FRAUDULENT CREDIT COERCED CREDIT 



Disclaimer: Australian Retail Credit Association Ltd. This document is 
information only and should not be relied upon as legal advice.

About Arca
Arca is the only industry association dedicated solely to consumer credit, bringing together Australia’s 
leading credit providers and reporting bodies to improve data protection and make credit more visible, 
accessible and easily understood. Arca’s Members include 14 of Australia’s largest banks, mutual banks, 
consumer finance companies, fintechs and credit reporting bodies, accounting for 95% of all consumer 
lending in Australia.

“Through advocacy, governance, education and engagement, 
we shape best practice and ensure Australia’s credit system is robust, 
respected and trusted.”

Where to get more information?
Scan the QR code to read the full Principles of Best Practice: Domestic Abuse 

and Credit or visit Arca’s website www.arca.asn.au.

If you would like more information on credit, credit reporting and domestic abuse support visit 
www.creditsmart.org.au.


