Escalation Guide
When to pause, escalate, and protect both the client and the firm.
At AgilisCA, collaboration and professional judgement are critical.
If any of the below situations arise during client discussions, please do not attempt to “wing it” or provide advice outside your scope or authority.
Escalate early. Protect the client. Protect yourself. Protect the firm.

ESCALATE IMMEDIATELY IF:

Client Wants Restructuring Advice
Examples:
· “Should I shut down my trust?” 
· “Do I need a new company?” 
· “Should I move assets into another entity?” 
· “Should I change my structure because of the Budget?” 
What To Do:
✔ Acknowledge the concern
✔ Avoid giving restructuring recommendations
✔ Escalate to the Client Manager or Senior Adviser
✔ File note the discussion
Suggested Response:
“This is something we’ll need to review carefully based on your individual circumstances. I’ll escalate this internally so we can provide you with the appropriate strategic advice.”

Client Asks for Investment Advice
Examples:
· “Should I invest in property/shares?” 
· “What should I do with my super?” 
· “Should I sell my investments?” 
· “Where should I put my money?” 
Important:
This may constitute financial product advice and falls outside standard accounting advice unless appropriately licensed.
What To Do:
✔ Stick to taxation implications only
✔ Do not recommend products or investments
✔ Refer client to licensed financial adviser if required
✔ Escalate internally if unsure
Suggested Response:
“I can explain the taxation implications, however we’re unable to provide financial product or investment advice. We recommend discussing the investment decision itself with a licensed financial adviser.”

Client Wants Super Contribution Guidance
Examples:
· “Should I contribute more into super?” 
· “How much should I put in?” 
· “Should I use carry-forward contributions?” 
What To Do:
✔ Explain contribution caps and tax implications only
✔ Confirm balances directly with the super fund
✔ Avoid instructing clients to contribute
✔ Escalate if uncertain
Suggested Response:
“Based on the available information, you may have contribution capacity available. However, the decision to contribute is something you should discuss with your financial adviser or super fund.”



Client Plans to Sell Assets Urgently
Examples:
· Selling business assets 
· Selling investments 
· Selling property quickly due to media headlines 
· Liquidating structures urgently 
Risk:
Clients may make emotional decisions based on incomplete information or panic.
What To Do:
✔ Slow the conversation down
✔ Avoid reactive guidance
✔ Escalate immediately
✔ Encourage strategic review first
Suggested Response:
“Before making any major decisions, it’s important we properly review the tax, commercial, and long-term implications. Let’s escalate this internally and assess everything carefully first.”

Client Is Distressed or Panicked
Examples:
· Emotional reactions to media headlines 
· Fear around Budget changes 
· Financial stress conversations 
· Angry or highly anxious communication 
What To Do:
✔ Stay calm and reassuring
✔ Avoid technical overload
✔ Reassure the client no immediate panic action is required
✔ Escalate to manager if needed
Suggested Response:
“I understand there’s been a lot of media attention around these announcements. Please don’t feel you need to make immediate decisions today — we’ll work through this carefully with you.”

You Are Unsure Technically
Golden Rule:
If you are unsure — escalate.
What To Do:
✔ Pause before responding
✔ Seek assistance internally
✔ Use team chats appropriately
✔ Escalate to Senior Team / Manager / Technical Support
Suggested Response:
“I’d like to confirm the technical position before giving you guidance. Let me review this internally and come back to you shortly.”

KEY RISK MANAGEMENT REMINDERS
Always:
✔ File note significant conversations
✔ Use approved wording/templates
✔ Escalate early rather than late
✔ Stay within your competency level
✔ Remain calm and factual

