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While financial counselling is still an emerging profession 

with a relatively small number of practitioners, financial 

Counsellors are also accredited professionals.  

 

In the past, training for NSW financial counsellors was 

conducted face to face by FCAN. Upon graduating, 

the newly qualified financial counsellor generally had a 

position in an employing agency either in a paid or    

volunteer capacity. At the very least the student had a 

sponsoring agency with an experienced financial 

counsellor who would ensure that the student was able 

to complete 3 ‘sit ins’ and 3 ‘talk ins’ with real clients. 

They would often have a professional supervisor       

assigned to them if they stayed to work at the         

sponsoring agency. This supervisor, an experienced 

financial counsellor themselves guided and advised 

the new financial counsellor. According to the Collins 

Australian Dictionary (2009) definition, this supervisor 

could thus be considered a ‘mentor’ (a person who 

gives another help and advice over a period of time, 

especially help and advice related to their job).       

Experienced financial counsellors seemed to accept 

that professional supervision was simply part of their 

role, so mentoring a new financial counsellor was rarely 

if ever an issue. 

 

FCAN no longer delivers the face to face training for 

the financial counselling diploma, and students do not 

necessarily have a sponsoring employing agency to go 

to upon completion of their academic training. The 

diploma course now requires 220 work placement 

hours before completion. Students are thus required to 

find an agency which is prepared to accept them for a 

work placement of 220 hours. This is not always an easy 

task. The agency has to have an experienced financial 

counsellor  employed, and that person has to be      

prepared to act as the student’s mentor for the        

duration of the work placement. Some financial     

counsellors see this as an additional activity to the very 

busy workload they already perform, and so are       

reluctant to accept a mentoring role for a student. 

 

And let’s be clear - it is an additional responsibility!  

 

However, if a potential financial counsellor needs a 

mentor and an experienced financial counsellor at the 

placement workplace does not agree to help, then 

Gabrielle Locke 
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Mentoring:  

A professional responsibility 

another experienced financial counsellor will have to 

step in and do so. Experienced financial counsellors 

deciding whether to mentor a trainee should            

remember that a more experienced financial         

counsellor was once their mentor/supervisor, and      

advised, guided and encouraged them in their        

development into the financial counselling role. For 

financial counsellors in this position, it is now time to 

‘pay it forward’! Newly qualified financial counsellors 

need guidance to put their academic learning into 

practice during their work placement. They need a 

mentor to help them gain confidence to grow into their 

financial counsellor role. 

 

Experienced financial counsellors should encourage 

their employing agency to embrace the idea of taking 

students for work placement and put up their own 

hand to act as a mentor for the student. 

 

Ex Prime Minister John Howard once noted “mentoring 

is an excellent way to give something back” and John 

Bertrand AM, Chairman of the Australian Sport Hall of 

Fame and Skipper of Australia II in 1983 adds “I have 

never met a successful person who hasn’t had mentors. 

Mentoring transfers wisdom, judgement, life’s hard-won 

lessons.” 

 

In his book Make mentoring work (2015) Peter Wilson 

points out that “today’s mentoring can be a significant 

contributor to tomorrow’s leaders.”  He also tells us that 

in the future, 30% of as person’s career learning will 

http://www.fcan.com.au
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come from mentoring. Mentoring is “an inter-

generational learning experience between two people 

in an environment that is private and trusting, and which 

engenders confidence for the big issues to be opened 

up, addressed and discussed”. Although there is         

generally a distinction made between mentoring and 

coaching, mentoring often incorporates a coaching 

element in the process. 

 

An agency which does take students for work          

placement has to step up to the mark and ensure that 

the student receives the practical experience that will      

ultimately set them up to become employable in the 

financial counselling world. This means not only providing 

the required number of ‘sit ins’ and ‘talk ins’, but also all 

of those associated duties of a financial counsellor. 

 

While, taking calls for client intake can be a useful       

experience for a student it most certainly should never 

be for the entire work placement. Likewise for those 

agencies which have a NILs program. Again, a short 

time within the NILs program can be useful to provide 

insight for the student, but never should it take up the 

entire work placement period. 

 

The scope of what a student may be allowed to do 

while on work placement will depend, in part, on what 

stage of the diploma they have already completed. 

Their mentor would need to judge their ability to perform 

various tasks, albeit under supervision.  

 

As the student progresses in learning to apply their      

academic knowledge to the work practice setting they 

can be given more responsibility and perform more    

financial counsellor  duties and tasks, again under the 

supervision of their mentor.  

 

The financial counsellor acting as mentor may indeed 

need to allocate time to supervise the student, but this is 

offset by having the student do some of the actual work 

of the financial counsellor to provide real life experience 

for the student. In addition, during the mentorship a    

relationship will develop and the student will have     

questions for their mentor, questions which may         

challenge the experienced financial counsellor and   

facilitate their own learning. Thus the experienced      

financial counsellor and the mentee will learn with and 

from each other. Potentially, it becomes a learning and 

development partnership in which both mentor and 

mentee benefit. 

 

The flow on effect is that the organisation or agency also 

benefits because their experienced financial counsellor 

is growing and developing in their role. 

 

The growing evidence from many organisations      

demonstrates the value of mentoring. Certainly, the 

mentee benefits, but so do the mentor and organisation. 

This is a great time for the Financial Counselling            

profession to step up and embrace this valuable        

opportunity to play an active role in the future of the 

Financial Counselling sector by introducing new         

Financial Counsellors to their role, and, by example, 

providing them with a solid foundation for their           

professional practice.  
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Although the Banking Royal Commission1 got all the 

media attention, the 2019 Senate Economics             

References Committee Report2 is more relevant to    

financial counselling. 
 

It comes as no surprise that both reports found poor 

lending practices, inadequate government regulation 

and a lack of enforcement of existing laws.  
 

While the Royal Commission was largely concerned 

with big banks, the main focus of the Senate Report 

was on payday lenders and consumer lease businesses 

that are “concentrated in areas of higher unemploy-

ment, large proportions of single-parent families, and 

low gross income.  These companies target areas of 

social and economic disadvantage”3.  
 

Payday loans 
 

Payday loans are a serious problem.  A leading         

financial counselling service noted that “Over the last 

10 years] the number of clients we had who accessed 

[payday loans] moved from 6 per cent to 13 percent – 

more than doubled over that period – and the amount 

of debt that was outstanding tripled over that same 

period.”4  
 

The Senate Committee was provided with hundreds of 

examples of illegal behaviour in payday lending and 

consumer leasing, suggesting widespread non-

compliance by bottom-dwelling lenders. They         

concluded that “it is difficult to escape the conclusion 

that many providers’ business models depend on     

vulnerable consumers who have limited awareness of 

other product options, limited negotiating power, and 

limited propensity to complain about improper or     

illegal behaviour.”5 

 

‘Blackmail securities’ involve securing a loan against an 

asset such as a car that is worth less than the value of 

the loan but is essential for the borrower.  This puts   

pressure on the borrower to pay it, because without it 

they don’t get to work and don’t keep their job.6 

 

Evidence was presented of lenders pushing medium 

amount credit contracts ($2001-$5000), which have 

lower levels of regulation than small amount credit 

contracts, or offering ongoing lines of credit, “so they 

can get someone on the drip, basically, and they’re 

just continually earning money that way.”7 

The Law Matters

Richard Brading                            

Solicitor 

Credit and Financial Services Targeted at 

Australians at Risk of Financial Hardship 

Why do consumers turn to these products? “These   

vulnerable consumers tend to develop relationships 

with payday lenders and develop a reliance on this 

type of credit usually to their detriment.  While payday 

loans result in a short-term increase in funds, in the   

following months the person’s financial position      

worsens.”8 

 

For example, Cigno Loans exploits a legal loophole to 

avoid regulation.  “Gold Silver Finance Pty Ltd is the 

lender while Cigno is the service provider that 

‘manages’ the account.  Therefore, there are two lots 

of fees from both the lender and the service provider.  

This means that Cigno can charge their customers fees 

that well exceed the legal fee cap on small amount 

credit contract products… examples show consumers 

paying back almost 3 times the amount borrowed.”9 

 

The Senate Committee recommended that the law be 

amended to contain strong anti-avoidance provisions 

that are capable of capturing both new, emergent 

credit-like products, and attempts to disguise the    

nature of existing credit products. 

 

Consumer Leases 

 

Consumer leases were extensively criticized for their 

high cost and irresponsible marketing to the poor and 

vulnerable.  It is shocking to consider that “the         

provisions of consumer leases are not subject to any 

restrictions or controls on prices, and that does mean 

that they can often charge much more than would 

ever be permitted under a loan to buy the goods.”10 

 

Consumer leases are a serious debt trap “because the 

product is not a loan, it is not subject to provisions    

restricting repeated loans, and it may not be included 

in insolvency arrangements, so that collection activity 

can continue even after a customer files for           

bankruptcy.”11 

 

The Senate Committee supported previous proposals 

to restrict consumer lease payments to 10% of a      

person’s income, require lessors to genuinely consider 

the financial position of the lessee, prohibit door-to-

door selling of consumer lease products and            

require price disclosure.12 

 

 

http://www.fcan.com.au
https://financialservices.royalcommission.gov.au/Pages/default.aspx
https://www.aph.gov.au/Parliamentary_Business/Committees/Senate/Economics/Creditfinancialservices/Report
https://www.aph.gov.au/Parliamentary_Business/Committees/Senate/Economics/Creditfinancialservices/Report
https://cignoloans.com.au/
https://cignoloans.com.au/gssf-option/
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Today, nearly 10 per cent of Centrepay goes to        

consumer lease payments. For example, 52% of Thorn 

Group (Radio Rentals) consumer leasing customers 

paid via Centrepay. 

 

This is a great concern for financial counsellors and   

other community groups.  Even AFCA was concerned 

about these direct payments to lessors taking priority 

over commitments which are more important to the 

livelihood and wellbeing of the family.17 

 

The committee recommended that Centrepay should 

only be available to law-abiding entities that provide 

products at a fair price and a fair manner.18 

 

Debt Management 

 

Businesses that offer debt negotiation, personal        

budgeting or credit repair are unregulated and        

unsurprisingly, the Senate Committee recommended 

that the government regulate them and apply price 

controls, including a prohibition of upfront fees for    

service and a prescribed scale of costs.19 Some of the 

charges quoted were very large.  Debt negotiators 

may charge “a percentage of the amount saved.  If 

you have $150,000 in credit cards and they reduce it to 

$70,000, they’ll take 50 per cent, 40 per cent or 80 per 

cent of the saving or whatever it is…”20  
 

ASIC’s view is that the business models of debt         

management firms create a risk of abuse or exploitative 

conduct, particularly where consumers are charged 

fees irrespective of the quality of the services provided 

by the debt management firm, and consumers do not 

need these services because of the availability of free 

alternatives.21   

 

Credit repair businesses challenge default listings and 

make complaints on behalf of consumers to external 

dispute resolution schemes, something the consumers 

could do themselves for nothing. 

 

Debt agreement administrators, although regulated by 

AFSA, were criticized for their advertising, provision of 

inadequate advice and high fees.  AFSA monitors the 

advertising of debt agreement administrators and     

observes that they offer a form of welcome relief to 

people in financial difficulty.22  

 

The Law Matters 

Credit and Financial Services Targeted at 

Australians at Risk of Financial Hardship  

Point of Sale Exemption 

 

Another loophole is the exemption of retail frontline staff 

from responsible lending requirements when signing up 

customers for credit.  The Senate Committee agreed with 

the Banking Royal Commission that the government 

should remove these point of sale exemptions.13 

 

Buy Now, Pay Later 

 

This market has grown rapidly, with over 2 million           

consumers using buy now pay later products in 2018.  

Consumers pay no interest, as the cost is funded by the 

merchant.  Account keeping fees and late fees add to 

the profit.  60 per cent of users are between 18 and 34 

years old and many use these loans instead of a credit 

card. 

 

Companies such as Afterpay claim to have algorithms to 

ensure they are responsible lenders so don’t need to be 

regulated by credit law.  This is contradicted by the fact 

that buy now pay later debt appears in 20 percent of   

insolvencies.  They are unregulated so they are not       

required to comply with responsible lending laws or offer 

hardship arrangements. 

 

The Senate Committee recommended introducing       

regulation to ensure that before credit is extended,      

providers consider each consumer’s personal financial 

situation, and offer hardship arrangements for those in 

financial difficulty.14 

 

“Many Australians can use buy now pay later products 

with limited financial risk.  It seems likely that many people 

use their products as a budgeting tool.  It is less likely,    

however, that the 23 per cent of people paying their buy 

now pay later account with a credit card are using the 

service for budgeting.  It is almost certainly not the case 

that individuals with multiple payday loans are using buy 

now pay later products to budget.”15 

 

Centrepay 

 

“Centrepay’s original purpose was to ensure that essential 

costs such as rent, electricity and water were paid and 

not to provide a payment collection service for non-

essential, profit driven goods and services.”16 

 

http://www.thorn.com.au/IRM/content/default.aspx
http://www.thorn.com.au/IRM/content/default.aspx
https://www.radio-rentals.com.au/
https://www.afca.org.au/
https://asic.gov.au/
https://www.afsa.gov.au/
https://www.afterpay.com/en-AU/index
https://www.humanservices.gov.au/individuals/services/centrelink/centrepay
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The Senate Committee noted that legislative reforms to 

debt agreement administration will commence in 

June23, and these are intended to resolve those issues. 

 

Financial Counselling 

 

The Senate Committee received considerable evidence 

regarding the effectiveness of financial counselling and 

unmet demand.  FCAN estimated that there are 950 

financial counsellors in Australia, and 2.5 million people 

living in households of high financial stress24. 

 

The Senate Committee recommended expanding     

funding for financial counsellors and financial rights legal 

centres.25 

 

NILS and Step-Up 

 

In the 2017-2018 financial year, 27,392 NILS loans were 

written from 178 community organisations across        

Australia for things such as fridges, washing machines, 

furniture, education and medical expenses.26 

 

The Senate Committee recommended that NILS and 

Step-UP grant programs should be expanded, with    

longer funding cycles.27 

 

Why is effective regulation and enforcement urgently 

needed? 

 

The Banking Royal Commission revealed widespread 

ethical failures at the most senior levels of our leading 

banks. The claims of corporate and financial               

responsibility made by many providers of financial    

products are frequently contradicted by the case     

studies presented to the Senate Committee.   

 

Progress in regulatory reform of financial services for 

the poor seems to have stalled in recent years,       

allowing the proliferation of harmful lending practices.    

Enforcement has been woefully inadequate.  The   

government needs to act now on the recommenda-

tions in the Senate Committee report. 

 

In particular, the Senate Committee recommended 

that the government provide additional funding to     

strengthen the capability of ASIC to police the small 

and medium credit contract and consumer leasing 

sectors.28 

 

The Senate Enquiry offered a rare opportunity for        

financial counsellors to talk about the heavy social 

and personal costs of financial stress.  In one example, 

Tony Devlin, of the Salvation Army’s Moneycare       

Program said:   

 

“He was talking about suiciding.  I don’t know 

the numbers, but, sadly, a reasonably high    

proportion of the people we work with have 

suicidal ideation.  A large number of people 

have serious mental health issues.  Financial 

hardship causes great stress, anxiety and    

sometimes suicidality for people.  I think it’s the 

number one reason for relationship breakdown 

in Australia.”29  
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A Bankruptcy Trustee’s remuneration frequently comes 

under scrutiny when the practitioner’s costs appear to 

be exorbitant. There are new laws in place to enforce 

transparency and to help bankrupts access information 

relating to their bankrupt estate, and in particular the 

fees being charged. When reviewing a trustee’s        

remuneration, the fees on face value can appear to 

be excessive and it might be appropriate to seek a         

professional opinion to help clarify any concerns.  

 

When do Trustees breach their obligations and charge 

excessive fees?  

 

At Shaw Gidley, we have assisted bankrupts in           

requesting a review of their bankruptcy trustee’s fees. 

There are a number of factors which we consider when 

assessing the remuneration being charged to a      

bankrupt estate. These include:  

 

 The appropriateness of the tasks being performed; 

 Whether the work is likely to provide a return to the 

creditors;  

 The complexity of the administration;  

 The value of the property or other assets in the    

administration;  

 The work performed is by staff of the appropriate 

level, experience and charge rate; and  

 The work done and remuneration charged is       

reasonable. 

 

The underlying principle is that a bankruptcy trustee 

can be paid for time reasonably spent (by the trustee 

and their staff) after approval of their remuneration has 

been provided by either creditors or the Inspector-

General in Bankruptcy.  

 

To maintain some control of the fees being charged to 

an administration, a bankrupt should always ensure 

they comply with the requests of the trustee and      

provide full co-operation, otherwise the trustee’s costs 

may justifiably increase.  

 

What to do if a trustee’s fees appear excessive? 

 

When there is a perception that the trustee’s fees are 

unreasonable, it may assist in the first instance to review 

all of the communications received from the trustee 

and call the trustee to seek an explanation of the costs 

and charges in the administration. In addition, a     

bankrupt could: 

 

 

 

Clare Corrigan, B.Bus  
Personal Insolvency Team Manager - Shaw Gidley  

1. Request for information surrounding the fees:  

 

A bankrupt is able to request a trustee provide            

information. A trustee must comply with this request if the 

request is relevant; would not breach their duties; and 

has been deemed to be reasonable. The Insolvency 

Practice Rules (Bankruptcy) 2016 section 70-17 sets out 

the relevant factors to consider.  

 

Practically, the following documents would be useful to 

determine if the trustee’s fees are reasonable:  

 A report showing a full breakdown of the work in    

progress and disbursements;  

 A summary of the receipts and payments; 

 Any reports issued to creditors; and  

 The Initial Remuneration Notice and any Remunera-

tion Approval Reports issued by the bankruptcy     

trustee which sets out the limit estimated and being 

sought for approval by creditors.  

 

2. Attempt to resolve the issue with the Trustee 

 

Given the complexities involved in determining these 

issues, it would be prudent to have an independent third-

party review the documents. This could be a bankruptcy 

trustee or a solicitor familiar with personal insolvency. The 

most efficient way to deal with the matter would be to 

raise any concerns directly with the trustee. 

 

3. Request a review of the Trustee’s remuneration  

 

If a resolution is not reached with the trustee, a bankrupt 

could submit an application for the review of a trustee’s 

remuneration. The application must be made within 20 

business days after the bankrupt received a remunera-

tion claim notice from the trustee; or otherwise at the 

end of the administration of the estate.  

 

4. Lodge a complaint with AFSA 

 

If the matter is not resolved with the bankruptcy trustee 

directly, a bankrupt could submit a complaint with AFSA. 

This is a last resort and attempts should be made with the 

trustee directly before lodging a complaint.  

Insights into a Bankruptcy Trustee’s Costs 

and Remuneration 

Clare Corrigan is the Personal Insolvency Team Manager 

at Shaw Gidley. Clare specialises in providing tailored 

personal insolvency advice to individuals and profession-

als alike. Clare enjoys working with and supporting       

individuals in all areas of personal insolvency and has 

been providing this assistance locally and Australia-wide 

for almost a decade.   

If you have any questions regarding this article or regard-

ing bankruptcy in general, you can contact Clare Corri-

gan on 02 4908 4444, ccorrigan@shawgidley.com.au or 

visit the website www.shawgidley.com.au.  

http://www.shawgidley.com.au
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Paying tolls can be problematic for people in financial 

hardship. Indeed, it can appear that the tolling system 

has been designed to discriminate against such        

people.   

Firstly, they want you to pay before using the service – 

this can cost up to $80 just to establish an account so 

you can pay a $3 toll.  Then, if you can’t afford this, but 

proceed to use the tollway, they charge you an        

exorbitant penalty of $201, which you also can’t afford. 

In the chaos of a life in financial hardship, pre-paying to 

use tollways is not a high priority issue. So the debt builds 

up to several hundred dollars before you know what 

has happened. Now the trap is set!  

The only way to avoid paying all the $20 penalties is to 

get an active account – but if you try to do that they 

will “sweep” all your debts into your active account, 

and then in the middle of the night they will try to grab 

funds out of your bank account in $40 chunks.  If you do 

not have enough funds in your bank account then your 

toll account immediately becomes inactive, and, to 

add insult to injury, they will charge you a default fee of 

$11 for every chunk of $40 that they didn’t get. This is 

the tolling reality for many of our clients, who often 

have tolling debts of several thousand dollars before 

they come to see us. 

Tolling Issues 

There are many factors that differentiate the tolling   

procedures from other utility billing systems: 

1. The tolling companies insist on prepayment and do 

not provide any viable post-payment option. 

2. Clients in financial hardship find it difficult to commit 

$80 to open up a toll tag account, especially if they 

are not frequent users of tollroads. There are some 

cheaper toll account options but these typically 

have additional charges, either as a monthly fee or 

an additional fee per use. 

3. The “random” topping up of tags via the direct   

debit system is problematic.  Our clients need to 

have control of any payments so that they can be 

timed when funds are available and not needed for 

higher priority expenses. A top-up failure results in the 

account being deactivated and charged a default 

fee. 

4. The $20 administration fee added to each unpaid 

toll notice is a major issue. To the client in financial 

stress this is grossly unfair and results in the notice 

being consigned to the too-hard basket. 

5. The fact that the $20 admin fee can only be waived 

by activating a tag discriminates against those who 

find it difficult to open an account – see 2, 3 above. 

6. The fact that unpaid tolls are immediately swept into 

a re-activated tag can often result in the tag being 

immediately deactivated again – thus discouraging 

clients with debts from activating an account. 

Sandy Logie 

Toll factors that lead to financial 

hardship 

7. The flood of toll notices is totally confusing – one for 

each item of service, rather than a monthly bill. Clients 

typically bring bundles of these to their Financial Coun-

sellor, often unopened. 

8. Many people don’t understand that there are many 

toll companies.  When a tag becomes inactive all the 

toll notices are very similar, and many people do not 

understand that they now have to deal with debts at 

multiple tolling companies. 

 

Tolling Solutions. 

At one level tolling companies seem to acknowledge that 

they cannot stop people using their tollways, but at       

another level I have been told by one toll hardship        

contact that clients should stop using tolls until all their toll 

debts are paid. 

1. Quarantining Debts. This is now standard practice with 

most utility providers for clients in financial hardship. This 

is the most urgent requirement for Financial Counsel-

lors; without this there is very little we can do to help 

our clients. This would require that no past toll debts 

from any provider be swept into an active account, 

and would provide a mechanism for our clients to 

move forward without incurring further debts and    

penalties. (Resolves  Issue 6.) 

2. Payment Plans for Debts. These would pay off         

quarantined past debts, and it is essential that it       

include the removal of the discriminatory penalty fees.  

Ideally any new unpaid tolls could be added to this 

account. There is the potential for debts with multiple 

tolling companies and so payments would be pro-

rated accordingly. (Resolves Issue 5.) 

3. Debt Waivers. On a case by case basis quarantined 

past debts could be waived. Ideally there would be 

incentives based on maintenance of an active toll   

account. (Avoids bankruptcy for some clients.) 

4. Bill Smoothing. Active accounts could be paid on a bill 

smoothing basis.  This would keep the account active 

even if it became temporarily negative.  The payment 

plan could be based on historic usage details, but 

many clients might be able to predict their usage. The 

key benefit is that the bill smoothing payments would 

be made at the time of the client’s choosing. (Resolves 

Issues 1,2 and 3.) 

5. Remove the $20 Admin Fee. Remove or greatly reduce 

the administrative fee.  This could encourage some of 

our clients to be more pro-active in getting an active 

toll account. (Removes Issue 4.) 

 

I believe that the Financial Counselling profession needs to 

advocate to tolling companies that they introduce such 

measures, so that we can effectively help our vulnerable 

clients with toll debts.  

And even so, we have not tackled Issues 7 and 8 yet! 

Much of this comes about because we are trying to help 

the horse after he has bolted; in other words, after our   

clients have incurred toll debts. Wouldn’t it be good if we 

could actually stop the horse bolting; that is, stop our    

http://www.fcan.com.au
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Jo Parker, FCAN Executive Officer 

 

Newsflash! In this edition we’re forgoing our regular 

Around the traps articles and instead highlighting the 

exciting developments happening in our sector. 

 

Firstly, in the Banking Royal Commission Final Report 

handed down in early February, Justice Hayne outlined 

in his concluding comments that “I offer no views 

about the most appropriate sources, level or mix of 

funding. However, the desirability of predictable and 

stable funding for the legal assistance sector and     

financial counselling services is clear, and how this may 

be delivered is worthy of careful consideration”. 

 

This was followed by the welcome announcement from 

the ALP promising to fund a doubling in the size of the 

financial counselling sector, and the Federal            

Government announcement that “the Government 

recognises that financial counselling is a vital service 

used by thousands of Australians every year. For this 

reason, we are commencing an immediate review that 

will focus on the coordination and funding of financial 

counselling services. It will consider gaps and overlaps 

in current services and the adequacy of appropriate 

delivery models for future funding.” The review is       

underway and the findings are due in April. 

 

The Senate Inquiry into credit and financial services 

targeted at Australians at risk of financial hardship 

handed down their report on 22 February (see also 

Richard Brading’s report in The Law Matters). The          

recommendations included: 

 that the long-awaited reforms to payday lending 

and consumer leases be introduced; 

Around the Traps 
 implement a regulatory framework for all credit and 

debt management, repair and negotiation          

activities; 

 remove high cost credit products from Centrepay; 

 increase funding for financial counselling to increase 

the number of full time employed financial          

counsellors; 

 increase funding to community and financial rights 

legal centres; 

 review the tendering process for financial           

counselling;  

 encourage main stream credit providers to offer low 

rate interest products to vulnerable Australians; 

 expand NILS and StepUP programs, have longer 

funding cycles, and actively promote the schemes. 

 

I think you will agree that these are excellent              

developments for our sector, that continues to work 

tirelessly for recognition, increased stable funding and 

industry reform. 
 

 

ICAN Learn & EnergyAustralia Diploma scholarships 

 

ICAN Learn and EnergyAustralia have partnered to  

deliver a Diploma of Financial Counselling Scholarship 

Program in NSW, QLD, SA and VIC in 2019. Expressions of 

Interest for the Scholarship Program will be open until 31 

May, 2019. If you know anyone who may be interested 

in studying to become a financial counsellor they can 

find information and contact details on the ICAN Learn 

website or on this Diploma Scholarship Program Flyer. 

Click here to download the Diploma Scholarship        

program flyer. 
 

 

Financial Counselling Australia Melbourne May 2019 – 

Curiosity Conference 

 

Pre conference workshops are on 20–21 May followed 

by the Conference on 22–23 May. View the Conference 

Website for more details and to register. 

 

Be sure to book your accommodation early through the 

conference website. 

 

Working together - FCAN Conference 10-12 September 

 

This year the FCAN Conference is heading to Tamworth 

which is one of the highest drought affected areas in 

NSW. The conference kick starts on the afternoon of 9 

September with a “bring your bills” event where we’ll be 

inviting the people of Tamworth to come along and get 

financial counselling and hardship guidance from   

members, community lawyers and sponsors.   

 

More details about the “Working together” program for 

10-12 September, pre and post conference events and 

how to register are on our website www.fcan.com.au. 

clients incurring toll debts.  This would require a change 

to the way that penalty notices are issued. Maybe they 

could be more user friendly? Maybe there could be less 

of them?  Maybe they could simply be sent once per 

month, showing the monthly usage charges?  Maybe 

they could be more encouraging in inviting the        

recipient to call a hardship contact to discuss the  

available hardship solutions?  

The good news is that one of the Sydney tollroad pro-

viders, Transurban, operating under the banner of Linkt, 

have established a hardship department, see: https://

www.linkt.com.au/assist. They also provide a dedicated 

telephone number for community workers, 1300 110 

129. But many of the above proposed solutions require 

a united approach from all tollroad providers, It is to be 

hoped that the other providers will follow Transurban’s 

lead and provide coordinated solutions for our          

vulnerable clients.  
 

 

1 These are typical costings at the time of print, but costs may 

vary across time and across providers  

Around the Traps 
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Background:  
 

Born in Balmain, Sydney. At 3 years went with my      

parents and 3 siblings back to England due to male 

nurses (which my Dad was) not being recognised in 

Australia. 11 years later they brought the family back. I 

spent my teenage years in the Blue Mountains and 

graduated from Mitchell College of Advanced       

Education (now Charles Sturt University) with a degree 

in Communications – Public Relations. 
 

Employed at a variety of non- profit organisations. I 

realised that I wanted to work not promoting them but 

doing the work they did. My first job was managing a 

busy Volunteer Centre in Penrith after which my      

husband and I moved to the Mid North Coast of NSW 

and I enjoyed a few years of “leisure”, raising my son.  
 

In order to get insurance coverage for a playgroup I 

ran, I sat on the Management Committee of the local 

Neighbourhood Centre and it was through this I was 

asked to train as a financial counsellor. That was in 

1999.   
 

Specific challenges at my service  
 

On the Mid North Coast I think there are many         

challenges, not the least being distance from Sydney, 

from my other team members up and down the coast, 

and from my own management. There are times when 

it would be great to have the luxury of another        

financial counsellor to chat to over a cuppa. 
 

Another challenge is living and working in a small town 

where anonymity is difficult and you know the back 

stories of many people you interact with in other areas 

of life. 
 

Laws I would like to see passed 

 

There have been many over the years but right now it 

would be either to have cigarettes made illegal and 

users put on government funded programmes to help 

them quit, or that cigarettes be made more affordable 

by government taxes being removed. 
 

Interests outside of Financial Counselling 
 

My family; husband, son and little dog are my main      

interests. I attend dance classes in ballet and tap and 

belong to a book club, and am active in my local Uniting 

church. I also love to travel and go to the theatre.   
 

I am reading and listening to: 
 

I have just finished reading “The Silent Patient” – Alex 

Michaelides, “Next Year in Havana” – Chantal Cleeton, 

and for book club am reading  - ” People of the Book” by 

Geraldine Brooks. 
 

I love the Bee Gees and could listen to them constantly 

but I also listen to Queen, Coldplay, Katie Melua, Bette 

Midler, Jett, musical soundtracks and many and varied 

others.  On the way home I listen to MMM Kennedy and 

Molloy and usually get a laugh.  
 

Favourite meal and where I would like to be eating it 
 

I love fresh, local prawns on fresh bread buns, with a 

chilled bottle of white, overlooking the ocean at Crowdy 

Bay, with my husband.  

Pauline Smith 

Profile 

Crowdy Bay 

mailto:admin@fcan.com.au
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