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CATEGORY:                          ALL SERVICES 
  
TOPIC:                                   CONFLICT OF INTEREST 
  
POLICY 
  
South Burnett CTC Inc (CTC) is committed to transparent and accountable practices that promote public 
confidence in the integrity of the organisation. CTC will act in an impartial, effective and fair manner by ensuring 
personal and financial interests of its employees, board members, contractors and volunteers do not conflict, nor 
appear to conflict, with their official responsibilities. 
 
The purpose of this policy is to assist employees, contractors, board members and volunteers of CTC to effectively 
identify, disclose and manage any actual, potential or perceived conflicts of interest in order to protect the 
integrity of CTC and manage risk. 
 
This policy will ensure that our clients/participants are provided support from staff who act in their best interests 
at all times and are empowered and able to maximise their choice and control. 
 
CTC aims to ensure that all parties (including board members and employees) are aware of their obligation to 
disclose any conflicts of interest that they may have, and to comply with this policy to ensure they effectively 
manage those conflicts of interest as representatives of CTC. 
 
This policy applies to all employees, board members, contractors and volunteers of CTC. 
 
A conflict of interest occurs when a person’s personal or external interests may conflict with their responsibility to 
act in the best interests of CTC. Personal or external interests include direct interests, as well as those of family, 
friends, or other organisations a person may be involved with or have an interest in (for example, as a 
shareholder).  It also includes a conflict between a board member’s duty to CTC and another duty that the board 
member has (for example, to another charity). A conflict of interest may be actual, potential or perceived and 
may be financial or non-financial.  
 
These situations present the risk that a person will make a decision based on, or affected by, these external 
influences, rather than in the direct best interests of CTC.  Therefore, conflict of interest situations must be 
managed accordingly. 
 
This policy supports CTC in meeting all Industry Practice Standards (e.g. NDIS Practice Standards and the Human 
Services Quality Standards) and obligations under the QLD Human Rights Act and other relevant Acts. 
 
Types of Conflicts 
 
There are three types of conflicts of interest: actual, potential, and perceived. 
 

• Actual: where you are being influenced by a conflicting interest 
• Potential: where you could be influenced by a conflicting interest 
• Perceived: where you could appear to be influenced by a conflicting interest 

 
Actual Conflict of Interest: 
 
An actual conflict of interest shall occur when there is a direct and identifiable conflict between an employee or 
board member's responsibilities to CTC and their personal interests. In this situation, the personal interests (or 
interests that a CTC employee/board member may have to another external person or organisation) either 
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influence or have bearing on their work at CTC. Actual conflicts of interest must be immediately and openly 
disclosed as soon as they are identified. Actual conflicts of interest must be avoided by the implementation of 
considered management practices, typically characterised by a desire to avoid the ongoing occurrence of the 
conflict. 
 
Examples of Actual Conflicts of Interest 

1. CTC is tendering for a contract to deliver services, requiring members of the board and staff to work 
collaboratively on the tender. A board member becomes aware that another organisation that they sit on 
the board for is also tendering for the same contract. In this instance, the board member must declare a 
conflict of interest in relation to the tender and remove themselves from working on, or receiving 
information about, the tender until after the outcome is known. 

2. CTC staff are providing financial counselling to a family-owned business that commences 
intergenerational succession planning discussions. Different CTC Counsellors are appointed to support 
different members of the family group. CTC Counsellors must not independently discuss or access any file 
information relating to the other family members/work of other counsellors without the express written 
permission of both clients, and preferably only to occur in the presence of the clients. Each client group is 
to be treated as independent and at arms length. 

3. CTC is administering a grant fund enabling clients to access funding for professional advice. A family 
member of a CTC employee operates a commercial enterprise providing advice to clients. The CTC 
employee in question cannot obtain quotes from their family member to support clients. 

4. A CTC employee operates as a financial counsellor and also maintains external income from providing 
bookkeeping services to businesses. A financial counselling client of the CTC employee would benefit from 
engaging a bookkeeper to support them in their business. The CTC employee must not engage this 
business as a client for personal gain outside of CTC. The opposite also applies where a bookkeeping client 
of the employee cannot engage the individual as a CTC employee for financial counselling (if eligible, the 
business must be supported by another independent employee). 

5. CTC is recruiting for a vacant position. A member of the recruitment panel identified that a suitably 
qualified member of their family has applied for the position. The recruitment panel member must 
immediately declare a conflict of interest and recuse themselves from the recruitment panel. 

 
Potential Conflicts of Interest 
 
Potential conflicts of interest exist where an actual conflict of interest is not currently present, however it is 
foreseeable that a conflict may arise in the future. In this situation, the potential conflict of interest must be 
disclosed by the CTC employee or board member and it is the role of the board, board chair or CTC management 
to determine the appropriate management approach to minimise the potential impact upon CTC. CTC shall 
typically employ a conservative approach to clearly identified potential conflicts of interest and follow similar 
steps to treatment in line with an actual conflict. Potential conflicts of interest must be mitigated by CTC via the 
implementation of consistent management practices. 
 
Examples of Potential Conflicts of Interest 

1. CTC has engaged a service provider to deliver work throughout the year/s (e.g. legal, motor vehicles, IT 
etc.). The service provider expresses their gratitude and value of CTC as a client by gifting the CEO an 
expensive bottle of wine. The value of the gift is minimal compared to the value of the work CTC provided 
to the service provider and the provision of such a gift is considered normal by the service provider. The 
gift should be returned to the service provider. If this is not possible then the CEO must take steps to not 
personally benefit from the gift and this must be shared with other CTC employees/board. This item must 
be recorded on the CTC gift register. 

2. A CTC employee commences work with a client. Throughout building rapport with the client, it is 
discovered that whilst the employee has not previously met the client, they have a close mutual friend. If 
it is considered likely that the mutual friendship may exercise influence on either the CTC employee or the 
client, then the client must be transitioned to an alternate independent CTC employee for support. 

3. A CTC employee owns a farm/small business outside of their CTC employment. The CTC employee is 
approached by a nearby landholder/fellow small business owner in town for financial counselling support 
as they are at risk of needing to sell their farm/business due to financial challenges. As the CTC employee 
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could potentially benefit from a nearby landholder selling, or a small business sale in town, the client 
should be transitioned to an independent financial counsellor for support. 

4. CTC is recruiting for a vacant position. A member of the recruitment panel identifies that a member of 
their team (or a direct colleague) from a former role/organisation has applied. The member of the 
recruitment panel should recuse themselves from the recruitment process so that all applicants are 
provided equal opportunity to demonstrate their suitability for the role. 

5. A CTC employee undertakes a voluntary role with a community-based committee or board. The 
requirements of this role increase substantially as the community organisation grows, to the point where 
it is requiring frequent time investment from the CTC employee during business hours (impacting their 
ability to commit fully to their CTC role). The CTC employee must consider their capacity and ability to 
maintain their CTC commitments in a professional manner and whether the voluntary commitment is 
able to be sustained. 

 
Perceived Conflicts of Interest: 
 
A perceived conflict of interest exists where circumstances are apparent to someone external to the organisation 
that could indicate that a CTC employee/board member may not be acting impartially. Perceived conflicts of 
interest may be known colloquially as ‘The Pub Test’ or ‘The Front Page of the Courier Mail’ test. In essence, a 
perceived conflict of interest is a measure of social acceptability whereby someone who knows nothing about the 
situation, may feel that something inappropriate may have occurred. Perceived conflicts of interest are inherent 
in all dealings and are largely perspective based. Most frequently, perceived conflicts are overcome by healthy 
discussion and record keeping as opposed to cloaking the matter. Perceived conflicts of interest are typically 
managed through accurate note taking and recordkeeping, however, may escalate to potential or actual conflicts 
if left unaddressed.  
 
Examples of Perceived Conflicts of Interest 

1. CTC shall typically procure new motor vehicles each year as part of a standard approach to fleet 
renewal/fleet management. Over time, CTC may purchase new vehicles in successive years from the same 
dealership. This could appear to an external party that this dealership is being favoured by CTC for the 
business. Provided that CTC is sourcing new quotes from a range of dealerships each year, and the same 
approach to selecting the winning quote is consistently applied (such as cheapest/lowest cost) and these 
quotes are recorded in writing, the perceived conflict is overcome, and CTC can easily demonstrate that 
no conflict exists. 

2. CTC is experiencing extended wait times for new clients to access a particular service being delivered and 
has implemented a triage framework to ensure that client needs are being met within the appropriate 
timeframes (such as clients facing legal action are triaged ahead of clients seeking support to apply for a 
general refinance of debts). A new client reaches out to the service with desperate needs and is triaged to 
receive immediate support from an CTC employee. An independent person may consider that this client 
has been favoured by CTC to receive immediate support above other clients who may have been waiting 
longer. However, provided that CTC has applied a consistent and uniform approach to triaging and 
prioritising new clients, the perceived conflict is known not to exist. 

 
CTC will manage conflicts of interest by requiring all employees and board members to:  

• avoid conflicts of interest where possible  
• identify and disclose any conflicts of interest  
• carefully manage any conflicts of interest, and  
• follow this policy and respond to any breaches. 

  
PROCEDURE 
  
This policy and procedure compliments and should be read in conjunction with CTC’s Code of Conduct, NDIS Code 
of Conduct and Code of Conduct for Working with Children and Young People Policy and Procedures, along with 
Industry Practice Standards including but not limited to the NDIS Practice Standards and Human Services Quality 
Standards, along with the QLD Human Rights Act. 
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Identifying, Reporting and Recording Conflicts of Interest 
 
The onus to declare a conflict of interest rests with the individual who has the conflict. It is the responsibility of all 
CTC employees and board members to be vigilant at all times to identify conflicts of interest, whether they be 
actual, potential or perceived. It is required that all CTC employees and board members maintain complete 
transparency regarding conflicts of interest as soon as the conflict is identified.  
 
INCENTIVES 
 
Board Members 
 
Once an actual, potential or perceived conflict of interest is identified, a Conflict of Interest Declaration Form must 
be completed and then entered into CTC’s register of interests.  This form will be provided to all new board 
members for completion and re-issued on a 12-monthly basis for review and renewal. 
 
Any conflicts of interests that arise within a board meeting need to be declared as soon as they are known to all 
board members.  The board may debate the matter and/or consider whether a vote is appropriate to determine 
the appropriate action to managing the conflict. Actions may include the conflict being documented in the 
minutes, the board member removing themselves for the discussion and vote on a particular matter, and the 
board member being part of the discussion but removing themselves from voting on the matter, to name a few. 
Board resignation should be considered a last resort and consideration reserved for the most serious of matters. 
 
Board members must always consider the possibility of creating an appearance of improper conduct that might 
impair confidence in, or the reputation of, CTC. 
 
Potential board members should consider any known conflicts of interests as part of assessing their suitability for 
a board position.  Potential board members with a range of know conflicts may not be suitable. 
 
Employees 
 
Once an actual, potential or perceived conflict of interest is identified, a Conflict of Interest Declaration Form must 
be completed and then entered into CTC’s register of interests. This form will be provided to all new employees 
for completion and re-issued on a 12-monthly basis for review and renewal. 
 
Staff should declare any actual, potential or perceived conflict with their Team Leader or Service Manager 
immediately as they arise during their employment and work with them on how best to manage the conflict.  This 
should be done alongside declaring it via the Conflict of Interest Declaration Form.  Staff should also advise at any 
time when a conflict of interest no longer exists.  Conflicts will be reviewed and monitored through regular 
support and supervision. 
 
The HR Team, alongside the relevant operational team, will screen potential staff for conflicts of interest and 
discuss at the interview stage with the potential staff member. 
 
Where staff have conflicts, especially with clients or participants of the services that they deliver, conflicts may be 
managed by (non-exhaustive): 

• Documenting the conflict, but the employee is able to manage this and continue in their usual duties 
• Some duties of the staff member being delegated to another staff member or swapped with the 

duties of another staff member 
• The staff member being directed to separate themselves from the interest within a specific timeframe 

 
Failure to declare a conflict of interest could lead to disciplinary action. 
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Organisation 
 
Due to the broad, complex and interrelated nature of the services that CTC provides, at times an organisational 
conflict may arise.  We will address general conflicts by: 
 

• Screening suppliers and contractors for conflicts of interests and managing as part of our business 
processes. 

 
 
Program Funding Conflicts 
 
Where a funded program may cross over to fund income to CTC (e.g. a funded program pays CTC rent for a tenant 
in a CTC owned or rented house), we will address these conflicts by: 
 

• Complying with contractual arrangements 
• Notifying related parties when an actual, potential or perceived conflict arises 
• Only charging what monies are due with no mark-up costs 
• Having clear divisions of tasks and responsibilities across CTC departments 
• Having robust frameworks and models of service that separate tasks and responsibilities 
• Ensuring clients/participants have full choice and control and that alternate options not delivered by 

CTC are provided to ensure fair and equitable processes 
 
Dual Service Offering Conflicts (Residential Care and NDIS) 
 
Where a funded program may cross over to fund income to CTC, we will address these conflicts by: 
 

• Complying with contractual arrangements 
• Notifying related parties when an actual, potential or perceived conflict arises 
• Only charging what monies are due with no mark-up costs 
• Having clear divisions of tasks and responsibilities across CTC departments 
• Having robust frameworks and models of service that separate tasks and responsibilities 
• Ensuring clients/participants have full choice and control and that alternate options not delivered by 

CTC are provided to ensure fair and equitable processes 
 
NDIS Conflicts 
 
Potential conflicts of interest arise with the delivery of NDIS services across frontline supports, support 
coordination and plan management.  CTC address these conflicts by: 
 

• Plan Management operations sit separate to the Disability Services Team who is responsible for 
delivering frontline supports and support coordination.  The Plan Management Team sits within the 
Finance Team 

• Separate areas of the MYP system are used to store participant information for support coordination 
from frontline service delivery participants 

• Participants and their nominees are always provided a transparent choice to use other service 
providers in line with CTC’s Access to Services and Supports and Transitioning to or from Another 
Provider Policy and Procedures and in line with choice and control standards 

• Ensure where CTC operates as a financial intermediary, that systems are in place to ensure funds that 
are allocated to participants remain independent and allocated to the participant 

• Ensure clear guidelines are in place regarding the allocation of NDIS funds, the independence of these 
funds and the process of managing a client’s funds as stipulated in the client’s plan 

• The Support Coordination Team supports clients to make choices about what is best for them, 
without bias or receiving incentives  

• Support Coordinators are not rewarded for internal referrals to other services offered by CTC 
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