
CCR009 Data Flow Diagram

Debt Adjusting and/or Debt 
Counselling

This document has been prepared as an aid to understand the rules set 
out in SUP 16 Annex 38CR for CCR009. It is a visual representation of 

those rules and branching logic.
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Start

201A:
Our systems show that you have the debt 

adjusting and/or debt counselling permission(s). 
Which of the following activities have you 

undertaken in relation to debts due under a 
credit agreement or a consumer hire 

agreement?

201A

202A:
Why do you hold debt adjusting and/

or debt counselling permission?

Answered: X – None of the above

202A

Answered W – Other reason

203A:
If you have selected ‘'W - Other 

reason'’, then please specify why have 
you not used your permission?

EndAnswered A

204A:
Are you a firm that offers money/debt 

advice and/or provides debt 
solutions?

Answered: A-D or G

204A

205A:
What are the different types of 

money/debt advice that your firm 
offers?

Answered: A-D

206A:
Are individuals charged a fee for 

money/debt advice that your firm 
offers?

206A

207A:
Do you charge a standalone fee for 

money/debt advice?

Answered: Yes

208A:
Do you charge a subscription fee for 

money/debt advice?

209A-W:
Total revenue of fees and commission 
per money/debt advice type for your 

firm (excluding activity of your 
appointed representatives, if you have 

any)

211A:
Total number of your firm’s customers 
(including new and existing) (excluding 

activity of your appointed 
representatives, if you have any)

213A:
Total number of your firm’s customers 
(excluding activity of your appointed 
representatives, if you have any) who 
received money/debt advice and did 

not take up a debt solution

215A:
Total number of your firm’s customers 
(excluding activity of your appointed 
representatives, if you have any) who 
received money/debt advice and took 

up a debt solution

217A:
Total number of your firm’s customers 
(excluding activity of your appointed 
representatives, if you have any) who 
received money/debt advice and were 

not offered a debt solution

219A:
Total number of your firm’s customers 
(excluding activity of your appointed 

representatives, if you have any) who received 
money/debt advice and were referred to a debt 

solution that was offered by another firm

Answered: No

204A

Answered B,C or D

Answered: A

221A:
What are the different types of debt 

solutions that your firm offers, in 
which the debt solution is 

administered by your firm?

222A-M:
Total revenue for your firm (excluding 

activity of your appointed 
representatives, if you have any) of 

commission per debt solution 

223A-M:
Total up-front fees for your firm 

(excluding activity of your appointed 
representatives, if you have any) per 

debt solution

224A-M:
Total ongoing fees for your firm 

(excluding activity of your appointed 
representatives, if you have any) per 

debt solution

225A-M:
Total number of debt solutions 

(excluding activity of your appointed 
representatives, if you have any) per 

solution type

229A-M:
Total number of debt solutions 
(generated by activity of your 

appointed representatives) per 
solution type

230A:
What are the different types of debt 

solutions that your firm offers, in 
which the debt solution is 

administered by another firm?

204A

Answered: C or D

Answered: B

231A-M:
Total revenue for your firm (excluding 

activity of your appointed 
representatives, if you have any) of 

fees or commission per debt solution

232A-M:
Total number of debt solutions 

(excluding activity of your appointed 
representatives, if you have any) per 

solution type

221A

235A:
Total number of debt management plans  

(excluding plans entered into through 
activity of your firm’s appointed 

representatives, if you have any) broken 
within 6 months of being entered into.

Answered: A – Debt management plans

Answered: B – M

236A:
Total number of debt management plans 

(excluding plans entered into through activity of 
your firm’s appointed representatives, if you 

have any) broken between 6 and 12 months of 
being entered into.

237A:
Total number of debt management plans 

(excluding plans entered into through activity of 
your firm’s appointed representatives, if you 

have any) being administered at the end of the 
reporting period

241A:
Are you a charity or not-for-profit 

body?

241A Yes

No

242A:
Where do you receive funding from? 

243A-W:
What is the amount of funding 

received per source?

244A:
Are you part of a network?

245A:
How do you engage with individuals?

246A:
Do you have a contact centre?

247A:
How many inbound calls are received?

248A:
How many inbound calls are dropped?

249A:
How many inbound calls are 

answered?

Answered: A246A

Answered: B or C

245A

250A:
What is the total wait time for 

inbound calls (seconds)

251A:
What is the average call waiting time? 

(seconds)

252A:
Number of web chat enquiries

253A:
Number of web chat enquires that 

have been resolved 

254A:
Number of webchat enquiries that 

have been abandoned

Answered: 
B – Live/web chat

255A:
Number of chatbot enquiries that 
went on to involve a human agent

256A:
Number of chatbot enquiries that 
have led to a resolution, without 

speaking to a human agent

257A:
Number of chatbot enquiries that 

were abandoned

Answered: C - Chatbot

258A:
How are individuals referred to your 

firm?

259A-Z:
Total referrals to your firm per referral 

source type

262A:
Do you have customer-facing 

advisors?

262A
263A:

What is the employment status of the 
customer-facing advisors in your firm?

263A

264A:
How many Full Time Equivalent 

("FTE") customer-facing advisors do 
you employ?

265A:
How are your customer-facing 

advisors remunerated?

265A

266A-B:
What is the average percentage split 

between your customer-facing 
advisors’ salaries and commission?

Answered: B – Salary plus commission

267A:
Do your customer-facing advisors earn 
commission when an individual enters 

a debt solution?

268A:
How many customer-facing advisors 

volunteer with your firm?

Yes

Answered: A or BAnswered: C - Volunteer

269A:
Total number of settlements made by 

your firm (excluding activity of your 
appointed representatives, if you have 

any) involving a part-exchange of a 
vehicle or goods on finance

No

Answered: E only

270A:
Total value of all settlements made by 

your firm (excluding activity of your 
appointed representatives, if you have 

any) involving a part-exchange of a 
vehicle or goods on finance

273A:
Total value of relevant debts under 
management that are outstanding

274A:
Total prudential resources 

requirement

275A:
Total prudential resources

No

276A:
Select the option which describes your 
firm’s regulated activity in relation to 

client money.

277A:
What was the balance of client money 

held as at the reporting period end? 

278A:
What was the highest total amount of 
client money held during the reporting 

period?

279A:
If the firm did not hold client money 
during the reporting period, please 

project what the firm will hold for the 
next calendar year.

280A:
What is your ‘CASS debt management 

firm type’ classification?

281A:
What was the highest number of 

clients for whom client money was 
held at any one time during the 

reporting period?

282A:
What was the balance of unallocated 
client money held as at the reporting 

period end which has remained 
unallocated for a period of 6 business 

days or more?

Yes

Yes

276A Answered: A or B

Not for profit 
debt advice

Hold client money

278A Value = 0.00

Value > 0.00

Answered: F only

No

End

Answered: C – Commission only

Answered: X – None of the above

If 201A
Answered: G

End

Other relevant 
ancillary credit firm 

permission

Answered: C, D, or E

Please refer to Credit Broking or 
Providing Credit Information Services 

flow to continue return

Please refer to General flow to 
continue return

Yes

No

245A

Answered: A, C – L 

Answered: A – B, D – L

Have you 
completed it?

No

Yes

204A

Answered:B or D

Answered: C

Answered: W – Other ONLY

Answered: A – Regular salary

204A: Are you a firm that offers 
money/debt advice and/or provides 

debt solutions?

204A: Are you a firm that offers 
money/debt advice and/or 
provides debt solutions?

221A: What are the different types of 
debt solutions that your firm offers, 

in which the debt solution is 
administered by your firm?

245A: How do you engage 
with individuals?

245A: How do you engage 
with individuals?

204A: Are you a firm that offers 
money/debt advice and/or provides 

debt solutions?
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1.0 Cam Wai Tuyen/Josh Ablett 
Initial data flow diagram for Debt adjusting and/or 
Debt counselling following  publication of PS25/3
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