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Incorrect Payment Identification, Prevention, Management and Rectification Procedure
Centrepay Compliance – Sections 13.1 & 13.2 Terms of Use
Next Step Recovery Australia maintains and implements a written process to identify, prevent, manage, rectify, and report incorrect Centrepay payments in accordance with the Centrepay Terms of Use. This procedure ensures incorrect payments are addressed promptly, customers are protected, Services Australia is notified where required, and all compliance obligations are met.
1. Identification and Monitoring of Incorrect Payments
Next Step Recovery Australia regularly monitors customer accounts, deduction activity, and payment records to identify any incorrect Centrepay payments or irregular account balances. Reviews are conducted to ensure positive account balances are not the result of overpayments, duplicate deductions, or unauthorised transactions.
This includes monitoring for:
· payments not covered by a valid deduction authority; 
· duplicate deductions; 
· overpayments or underpayments; 
· payments made in error; 
· deductions processed after cancellation; 
· significant incorrect payments; 
· repeated patterns of incorrect payments; and 
· positive account balances resulting from incorrect payments. 
Monitoring activities include:
· routine reconciliation of customer accounts; 
· internal account reviews and audits; 
· review of active deduction authorities; 
· client complaints or feedback; and 
· management oversight of payment activity. 
2. Prevention Measures
Next Step Recovery Australia implements preventative controls to minimise the risk of incorrect Centrepay payments occurring. Staff are trained in Centrepay compliance obligations and are required to follow internal verification and approval procedures before deductions are processed.
Preventative measures include:
· obtaining valid written or authorised deduction consent before deductions commence; 
· verifying customer details, deduction amounts, and service information prior to processing; 
· restricting Centrepay system access to authorised personnel only; 
· conducting regular reviews of active deductions and customer accounts; and 
· maintaining secure and accurate client record management systems. 
3. Management of Incorrect Payments
Where an incorrect payment is identified or reported, Next Step Recovery Australia will promptly investigate the issue, document the matter, and take immediate action to prevent further incorrect deductions. Management oversight is applied to ensure the issue is resolved appropriately and in accordance with Centrepay requirements.
Management actions include:
· documenting the incorrect payment immediately; 
· notifying management and commencing an investigation; 
· making reasonable efforts to contact the affected customer; 
· stopping or amending deductions where required; and 
· implementing corrective actions to prevent recurrence. 
Next Step Recovery Australia acknowledges that:
· exchanging goods, 
· providing additional goods or services, or 
· crediting a customer account 
does not constitute rectification of an incorrect payment.
4. Rectification Process
Next Step Recovery Australia takes all reasonable steps to rectify incorrect Centrepay payments promptly and fairly. Where an overpayment or incorrect deduction has occurred, affected customers will be reimbursed or repayments corrected within the required timeframes.
Rectification actions may include:
· stopping, suspending, amending, or cancelling deductions; 
· refunding or repaying incorrect payment amounts to customers; 
· correcting account balances and payment records; 
· repaying amounts within ten (10) business days where required; and 
· implementing corrective measures to prevent recurrence. 
5. Notification to Services Australia
Next Step Recovery Australia will notify Services Australia as soon as practicable where required under Sections 13.1 and 13.2 of the Centrepay Terms of Use. Notifications will occur where incorrect payments are significant, repeated, unauthorised, made in error, unable to be resolved directly with the customer, or may adversely impact the reputation of Centrepay or the organisation.
Notification obligations include:
· payments not covered by a valid deduction authority; 
· significant incorrect payments or repeated patterns of incorrect payments; 
· payments made in error; 
· matters that may adversely affect the reputation of Centrepay or the organisation; 
· circumstances where the customer cannot be identified or contacted; and 
· situations where reasonable efforts to resolve the matter with the customer have been unsuccessful. 
Next Step Recovery Australia will cooperate fully with Services Australia and comply with all directions and corrective requirements.
6. Record Keeping
Next Step Recovery Australia maintains accurate, secure, and confidential written records relating to all incorrect Centrepay payments, investigations, corrective actions, and communications. Record keeping supports accountability, compliance monitoring, and continuous improvement of internal financial management practices.
Records maintained include:
· details of incorrect payments; 
· investigation findings; 
· customer communications; 
· notifications to Services Australia; 
· corrective actions taken; and 
· final outcomes and resolutions. 
All records are:
· securely stored; 
· accessible only to authorised personnel; and 
· retained on file for a minimum period of seven (7) years in accordance with privacy, compliance, and record-keeping obligations.

image1.png
NEXT STEP, @ 1800194929 () www.NextStepRecovery Australia.com

RECOVERY AUSTRALIA




