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Energy and Water Ombudsman NSW, Janine Young, 

talks about the Australian Energy Regulator’s new   

Hardship Guideline and the retailer affordability support 

financial counsellors can expect as a result. 

All energy retailers are required to assist customers who 

experience affordability challenges. In reality there is 

widespread variation in the support offered by retailers 

and many customers face barriers to entering what 

most retailers refer to as ‘hardship’ programs. 

In our submissions to the Australian Energy Market   

Commission and the Australian Energy Regulator (AER) 

on the Guideline’s development, EWON identified key 

areas that need improvement for the protection of  

customers experiencing energy affordability            

challenges. These include: 

 improve identification of customers experiencing 

affordability issues; 

 consistency in determining eligibility and or referral 

to affordability/hardship programs; 

 retailer frontline staff more proactively referring    

customers to affordability teams; 

 retailers ceasing to view disconnection as an end of 

their responsibilities to provide affordability support; 

 retailer replacement of the word ‘hardship’ with 

‘affordability’.  

 

The AER’s Guideline was released in March 2019 in a 

response to ongoing issues with the level and consisten-

cy of support for customers experiencing affordability 

issues. The Guideline requires retailers to:  

 have steps in place to help customers prevent and 

manage debt; 

 actively engage customers throughout their         

affordability program experience; 

 provide customers with clear, consistent and      

transparent information about their rights and      

retailers’ responsibilities.  

Retailers are due to release their new affordability     

policies by 3 October 2019 in response to the Guideline.  

What’s changed 

The Guideline has standard statements which require 

specific and actionable commitments by retailers. 

These statements make it clear that retailers should 

Janine Young, NSW Energy and Water               

Ombudsman 
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What you can expect when assisting customers 

The Guideline contains the following mandatory     

provisions to ensure customers receive better         

affordability support going forward. 

Clear reasons for being denied affordability support  

When customers are denied access to an affordabil-

ity program or are being removed from a program.  

 

Referral to an Ombudsman service 

When customers are denied access to an affordabil-

ity program or are removed from a program. 

 

No unreasonable barriers 

There should be no unreasonable entry conditions to 

affordability programs imposed by retailers - this     

includes requests for upfront payments before        

offering affordability support.  

 

Expanded hardship indictors 

History, such as a broken payment plan, reduced    

income or disconnection for non-payment must now 

be considered as an indicator that a customer is    

experiencing affordability issues.  

 

Training for all contact centre staff 

To enable them to identify customers requiring       

affordability support and transfer them to the        

company’s specialist team for assistance.  

 

Use of non-stigmatising language 

The Guideline notes retailers may elect to use the 

EWON recommended term ‘affordability’ when   

communicating with customers.  

consider what a customer can afford to pay when        

discussing a payment plan with them. Specifically, retailers 

must discuss with customer requiring affordability            

assistance:  

 how much they can afford to pay  

 how much they currently owe 

 how much energy they will use in the next 12 months.  

The New Australian Energy Regulator 

Hardship Guideline 

These changes should be a positive step towards          

addressing the barriers many customers experiencing   

affordability challenges face. We will continue to monitor 

our complaints to identify any ongoing issues.  

http://www.fcan.com.au
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This year we headed to Tamworth and staged one of 

our biggest ever regional conferences. FCAN chose         

Tamworth because this major regional centre is        

struggling through the economic and social impacts of 

the drought and we wanted to do our bit to help.   

We needed a venue big enough for everyone and 

Tamworth Regional Council staff obliged by setting up 

the entertainment centre to suit our needs.  We        

engaged the services of the local business people, the 

aboriginal land council and charities to provide       

catering, transport, tours and entertainment.  

Conference delegates, presenters and sponsors 

brought much needed patronage to local businesses, 

motels, hotels, cafes, restaurants, shops, taxis and     

tourist attractions. 

The pre-conference events included: the FCAN ATSI 

Training Day and tour visiting local cultural sites; and a 

‘bring your bills’ afternoon for people of the region ex-

periencing financial hardship. 

The conference started with local Kamilaroi Elder Len 

Waters welcoming guests and performing a traditional 

smoking ceremony accompanied by didgeridoo. The 

Hon. Kevin Anderson Member for Tamworth and NSW 

Minister for Better Regulation and Innovation then 

opened the conference.  

At the FCAN AGM we thanked Graham Smith who 

completed his six year term of office on the FCAN 

FCAN Conference 2019 in Tamworth, the 

Country Music Capital of Australia 

Board as a Director, President and Chairperson. Later 

we welcomed Pauline Smith as the incoming Chair-

person and Kylie Holford as the Deputy Chairperson. 

You can read all about FCANs work during 2018-2019, 

director profiles and Financials in the FCAN Annual    

Report.  

As well as the two and a half day conference program 

and post conference workshop, delegates were       

treated to country music, line dancing lessons,          

pampering sessions, and on the first night Melody       

Pascoe (Moneycare financial counsellor) sang         

beautifully for everyone at the networking event. 

It was a truly memorable and worthwhile conference. 

Thank you to all our conference sponsors, presenters 

and members who made the journey to Tamworth.   

Kamilaroi Elder Len Waters starts the smoking ceremony 

Line dancing: Still alive and well (and fun) in Tamworth 

↑ The 2019 speakers, were engaging and informative 

↓ Hamming it up at the ’little’ golden guitar …. 

Jo Parker, FCAN Executive Officer  

http://www.fcan.com.au/uploads/68231/ufiles/Governance/FCAN_Annual_Report_2018-2019.pdf
http://www.fcan.com.au/uploads/68231/ufiles/Governance/FCAN_Annual_Report_2018-2019.pdf
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Data matching is the comparison of data sets with the 

intention of producing a match.  Government agencies 

are increasingly comparing their data sets for a variety of 

purposes.  The bureaucratic assumption that the public 

trusts government with our personal information is     

countered by growing fears of misuse and privacy 

breaches.  Nearly 1 in 10 Australians opted out of My 

Health Record. Public trust in government will continue to 

erode while the government fails to address the serious 

flaws in Robodebt. 

 

In 2016 Centrelink quietly introduced its Online           

Compliance Program, better known as Robodebt. Since 

then over 500,000 people have received letters saying 

they owed Centrelink significant debts.  These letters are 

computer-generated, based on an algorithm that   

crudely compares Centrelink payments with tax records.  

The government has conceded that 20%, or 100,000 of 

these letters were incorrect.  The   actual number of errors 

will never be known, as many people do not understand, 

or are unable to challenge the flawed assessments.   
 

Many Centrelink recipients have fluctuating incomes.  

They report income on a fortnightly basis and their       

payment is determined fortnightly. Robodebt compares 

ATO tax records of income earned over 6 months or a 

year with the Centrelink total of fortnightly payments. If 

there is a discrepancy, a Robodebt is automatically cre-

ated.  The onus is on the recipient to prove that they are 

not rorting the system.  Robodebt presumes these people 

are committing a fraud, based on its flawed algorithm. 
 

A financial counsellor explained some of the problems in 

his submission to the first Senate inquiry: 
 

“This client received a bill for overpayment of family tax 

benefit.  Again there was no explanation of how the bill 

had been calculated.  The bill was for benefits received 9 

and 10 years ago.  The client complained and the bill 

was reduced somewhat, but the single mother of two 

who has mental health issues had her current benefits 

reduced by a heavy repayment amount that gave her 

not enough money to live on. (The Department            

calculates repayment amounts and takes them           

automatically from the client’s regular welfare payment.  

These automatic deductions can be changed, but only 

by contacting the Department on the phone which     

usually means a wait of up to two hours for someone to 

answer.  If you do negotiate a reduction in the             

repayment amount it automatically reverts to the original 

The Law Matters

Richard Brading                            

Solicitor 

Robodebt

repayment amount after 3 months regardless of the      

client’s financial position and you have to renegotiate 

another reduction going through the same difficult       

process because it is so hard to reach the appropriate 

people on the phone).  If a client is solely living on welfare 

payments they can usually only afford a minimal deduc-

tion from their fortnightly payment, but the automatic   

reduction imposed by the Department is way above what 

a client can usually afford without compromising their  

ability to buy the basic necessities to survive. You cannot 

get changes in repayments negotiated at branches or 

through on-line facilities, it can only be done on the 

phone.  Any other debt as old as these would have been 

statute-barred (6 years in NSW) and thus uncollectible.”1  
 

A leading critic of Robodebt asserts that the government 

is breaking the law2 by reversing the onus of proof,        

because in 1984 the Full Federal Court held that Centrelink 

bears the onus of proving that a debt exists3.  Terry Carney 

says “Centrelink’s only justification is the elliptical one that 

debtors have adequate ‘opportunities’ to correct the   

record by lodging documents.  But that ignores that there 

is no debt at all until Centrelink establishes one at law.”  

 

Reform is needed 
 

There are two Senate inquiries into Robodebt. In June 

2017, the Community Affairs References Committee       

recommended that Robodebt be put on hold until all   

procedural fairness flaws were fixed.4 The government   

ignored that recommendation and expanded the        

Robodebt operation to include Medicare data, which the 

computer compares with Centrelink records.5  There is   

potential to cross-reference Centrelink records with other 

government or even private sector data in the future.  

 

Senate Inquiries 

 

The 2017 Senate Committee concluded that ‘the system 

was so flawed it was set up to fail’, with an absence of 

procedural fairness at all stages of its rollout.6 The current 

inquiry into Centrelink’s compliance program by the      

Senate Standing Committee on Community Affairs will 

soon be in the news. FCAN lodged a 6-page submission 

with 3 detailed case studies.  FCAN says “The case studies 

below cover clients who saw a financial counsellor for 

help to dispute the debt. It does not cover the many    

people who were so vulnerable and/or disadvantaged 

they were unable to seek help to dispute the debt 

claimed. We remain concerned that people are paying 

http://www.fcan.com.au
https://www.humanservices.gov.au/individuals/centrelink
https://www.humanservices.gov.au/individuals/subjects/compliance-program
https://www.humanservices.gov.au/individuals/subjects/compliance-program
http://www.fcan.com.au/uploads/68231/ufiles/Governance/FCAN_Annual_Report_2018-2019.pdf
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employers, they can use bank statements.  There is usual-

ly a cost involved in obtaining old statements.  If the    

client cannot provide their actual earnings (such as 

payslips or bank statements) then the Centrelink comput-

er will determine that the client has been overpaid. This is 

because the system will assume that the client earned 

exactly the same amount each fortnight during the peri-

od recorded by the ATO. This information is likely to be 

inaccurate if the client only worked for part of the year, 

or their income went up or down during this period.11  
 

3. Enter data on the system 

If the client can obtain the old payslips or bank state-

ments, then enter the fortnightly amounts into the       

Centrelink online system. If the information is not entered 

by the deadline, then the system will automatically     

create a Robodebt and deductions will commence.  

However, the information can still be provided. The       

system should recalculate the debt after the information 

is entered.  It may be necessary to call Centrelink to ex-

plain unusual things, such as a lump sum termination pay-

ment.  A manual recalculation can also be requested. 
 

4. Ask for the client’s ADEX debt schedule and MultiCal 

These set out, in spreadsheet format, the calculations 

used to arrive at the debt figure. Centrelink only provides 

these on request. 
 

5. Request a review by an Authorised Review Officer 

(ARO) 

An ARO is a senior Centrelink officer who has not          

previously dealt with the matter. The ARO must review all 

the information available. The ARO can increase,        

decrease or cancel the debt. The ARO will send the    

client a detailed letter explaining their decision.12  

 

However, the ARO cannot set the repayment rate on the 

Centrelink debt.  The client can ask Centrelink to suspend 

repayments while the review is taking place. Use the    

Victoria Legal Aid template letter here.  

 

6. Appeal to the Administrative Appeals Tribunal (AAT). 

A client who is dissatisfied with the decision of the ARO 

can appeal to the Administrative Appeals Tribunal (AAT).  

There is no fee and legal representation is not required. 

 

7. What about bankruptcy? 

A Robodebt is provable in bankruptcy.  However, it is not 

extinguished by bankruptcy, as Centrelink considers   

Robodebts to be fraud. 

The Law Matters 

Robodebt 

debts they do not owe.”7 The Australian Human Rights 

Commission has “real concerns that a number of human 

rights, including the right to social security, may have been 

impermissibly limited by the deployment of the Centrelink 

Debt Program.”8  
 

Centrelink has tried to prevent Robodebts being consid-

ered by a higher court.  Many people have successfully 

challenged debts in the Administrative Appeals Tribunal, 

but Centrelink never appealed. In February this year, Legal 

Aid Victoria started a test case but the government then 

waived the applicant’s debt.  A class action against the 

government was reported on 17 September, seeking both 

repayment of falsely claimed debts and compensation for 

victims.9 Hopefully this will pressure the government to     

reform Robodebt. 
 

How Robodebt works 
 

The client will receive a letter giving them 21 days to go 

online and review their income information.  If they don’t 

go online and provide the required information, a           

Robodebt is automatically created.  Centrelink will issue a 

debt notice and add a 10% “recovery fee”.  Centrelink will 

start making deductions from the person’s welfare          

payment or refer the debt to debt collectors. If a Robodebt 

is already in place by the time the client gets to the         

financial counsellor, it can still be challenged. Track down 

the payslips or bank statements while you contact         

Centrelink and request a review. If the debt has been 

passed on to a collection agency, request that it be sent 

back to Centrelink.  The Department of Human Services 

recently appointed a subsidiary of Panthera Finance to 

collect its debts.  At the same time, Panthera is being sued 

by the ACCC, which claims Panthera is coercing payments 

from people – including identity fraud victims – for bills they 

did not actually owe.10  
 

Responding to the letter 
 

1. Request an extension of time  

The client can call Centrelink on the dedicated 1800     

number in the letter and request an extension of time.  

Keep a diary of all interactions with Centrelink, including 

their receipt number for all calls.  Clients should not call 

Centrelink on mobile phones as there are always lengthy 

delays.   
 

2. Track down payslips or bank statements 

If the client cannot get copies of payslips from past         

http://www.legalaid.vic.gov.au/find-legal-answers/centrelink/get-help-with-centrelinks-automated-debts#how-to-get-a-review
https://www.aat.gov.au/
https://www.humanrights.gov.au/
https://www.humanrights.gov.au/
https://www.aat.gov.au/
https://www.legalaid.vic.gov.au/
https://www.legalaid.vic.gov.au/
https://www.humanservices.gov.au/individuals/subjects/compliance-program
https://pantherafinance.com.au/customers#login
https://www.accc.gov.au/media-release/debt-collection-company-in-court-over-alleged-harassment
https://www.accc.gov.au/


 

Sharkwatch The Financial Counselling Journal                                                                  www.fcan.com.au  

- 8 -  

Text box column 1 for article 

> 

> 

> 

> 

> 

> 

> 
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8. Mental health support 

The damaging impact of Robodebt on the mental 

health of a vulnerable population is obvious, although 

not quantified.13  The mental health of every client with a 

Robodebt should be considered, with appropriate        

referrals made to treatment services. 

 

Resources 

Welfare Rights Centre (NSW) 9211 5300  1800 226 028 

Victoria Legal Aid  
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Compensation in bankruptcy 

 Life insurance or endowment payments which the 

individual, or their partner receive after bankruptcy. 

For example, the individual receives a life insurance 

payment from a superannuation fund post-

bankruptcy.  
 

What types of compensation payments are not           

protected?  
 

 Life insurance or endowment payments which the 

individual or their partner receive before the date of 

bankruptcy. 

 Any compensation payments received which do not 

relate to personal injury or wrong done to the        

individual. This might include payments for an illness 

which is not a direct result of a personal injury, which 

might be a part of the total claim received.  
 

What role does the trustee in bankruptcy play in the   

litigation process?  
 

The trustee must decide whether they wish to continue 

with any proceedings commenced by the bankrupt. 

However, section 60(4) of the Bankruptcy Act 1966 says 

a bankrupt is able to continue proceedings in their own 

name if they relate to any personal injury or wrong done 

to the bankrupt, their partner, or a member of their  

family.  The bankrupt is also able to continue any       

proceedings in their own name if it relates to the death 

of their spouse or member of their family.  
 

What will happen to any compensation paid during 

bankruptcy?  

 

Any compensation proceeds which are a direct result 

from a personal injury and wrongful death claims for the 

In most cases personal injury or wrongful death         

compensation claims take a significant amount of time 

to be paid to the individual. As a direct result, the injured 

person or surviving spouse can find themselves in       

financial distress. It is not uncommon to see situations 

where the individual awaiting a compensation           

payment, find themselves unable to service existing   

liabilities while maintaining their costs of living, and as a 

result, bankruptcy could become likely.  

 

Given the importance receiving this money will have to 

the individual, we need to be aware of the impact of 

how compensation will be treated in bankruptcy, be 

open to cues, and ask questions about the possibility of 

a compensation payment being made in the past or in 

the future.  

 

Please understand this information is to be used as a 

guide only, as the legal treatment of the compensations 

can be quite complicated. While I have made every 

effort to provide valuable, useful information, this should 

be considered carefully within the individual               

circumstances. This information is intended only to be 

general and informative in nature.  

 

What types of compensation payments are protected in 

bankruptcy? 
 

 Compensation for personal injury. For example,    

payments for an injury due to a car accident 

 Compensation for personal injury for a wrong done 

to the individual or their family. For example, wrong-

ful imprisonment or defamation.  
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partner or family member of the bankrupt will not be a 

divisible asset available for the creditors, regardless of 

whether they were received prior to or during the     

period of bankruptcy; section 116(2)(g) of the         

Bankruptcy Act 1966.  

 

What if the compensation funds were used to buy a 

house or another asset?  

 

In cases where protected compensation funds are 

used to purchase assets, the protection will also extend 

to the asset. Section 116(3) of the Bankruptcy Act 1966 

states assets purchased with compensation proceeds 

providing that “…the whole, or substantially the whole, 

of the money paid for the purchase…” it retains its    

status as exempt from being included in the            

bankruptcy.  

 

For example, if a bankrupt was awarded $500,000 from 

a personal injury compensation claim and used the 

whole amount to purchase a house for $500,000; then 

the asset would be protected.  

 

In the alternative, if a bankrupt was awarded $200,000 

from a personal injury compensation claim and used 

this amount to purchase a house for $500,000, only a 

portion of the property would be protected and the 

remaining $300,000, subject to loans, would be        

available to the creditors of the estate. There are other 

influencing circumstances in this type of a transaction 

and it may not be as straight forward as my example. 

Further advice would be recommended.  

 

Looking closely at the client and the nature of         

compensation payments 

 

As compensation is not usually a common issue for our 

clients, it is very important to look at possible signs    

compensation could have been paid, which will have 

a dramatic effect on the client’s circumstances should 

they apply for bankruptcy. Below are some of the cues 

which might indicate compensation has been paid:  

 

 Unencumbered assets – How was the asset             

purchased? What was the source of the funds to 

buy this asset?  

 Large lump sum payments in the bank account – 

Where did these funds originate from? What is the 

nature of the payments received?  

 History of the client’s health, family or circumstanc-

es, which may indicate that a compensation has 

been paid, or will be paid in the future.  

 If the client advises the funds have been received, 

or will be received, from a personal injury or wrong 

done, it is important they detail each component 

paid, as this could be a mixed claim, meaning a    

portion might not be protected in bankruptcy.  

 

To understand the importance of asking questions 

about the nature of the compensation money re-

ceived, and identifying the nature and character of a 

compensation payment, the case Hess v Official Trus-

tee in Bankruptcy [2015] FCA 1400 is a good example.  

 

Below is a brief outline of the facts:  

 The bankruptcy started on 29 August 2011 and the 

Official Trustee (OT) was appointed as the Trustee in 

bankruptcy. 

 The bankrupt’s stepfather passed away during     

bankruptcy from asbestos related illnesses. 

 Workcover paid out a compensation claim for        

personal injury totalling $546,100 and $10,235 for     

future funeral benefits.  

 Workcover paid the compensation funds into the Trust 

account of the solicitor acting for the executors of the 

deceased estate, and distributed $256,775 to the 

bankrupt.  

 The bankrupt argued that the $256,775 was protect-

ed monies as it represented personal injury compen-

sation money paid for a member of her family. 

 The OT’s position was that the funds were paid to the 

bankrupt as a beneficiary of the deceased estate 

and therefore an asset of the bankrupt estate. 
 

Was the amount received by the bankrupt personal    

injury compensation, as it was paid to a family member; 

or was it inheritance?  
 

It was the Court’s decision that because the funds were 

paid to the solicitor’s trust account, and they were       

acting for the deceased estate; the funds were           

distributed to the bankrupt as a beneficiary of the       

deceased estate (emphasis added), and therefore     

inheritance and an asset of the bankrupt estate. The 

Court, however ruled that the funeral benefit paid was 

non-divisible property: section 116(2)(g)(ii).  
 

This case demonstrates it is important to know the       

circumstances surrounding the payment of the          

compensation and look at the individual components of        

compensation before it can be decided whether the 

compensation is protected.  
 

Conclusion 
 

Unfortunately, compensation payments in bankruptcy 

might not always be black and white in their treatment 

under the Bankruptcy Act 1966 because of things such 

as mixed claims and how the payment was made.    

However, it is important to remember the fundamental 

purpose of why compensation should be protected; that 

it is to recognise an individual has an innate right to be 

compensated for personal injury or wrong suffered. That 

it would be unjust to pay this type of compensation to 

any class of creditor because of the personal suffering 

endured by the individual and the moneys paid are to 

compensate for this loss. It is also to recognise that it 

would be unjust for a trustee acting on behalf of creditors 

to be able to prosecute wrongs suffered by an individual 

at a Court of Law because of the personal innate right to 

potential recoveries should be paid directly to the       

individual. 

Clare Corrigan is the Personal Insolvency Senior Manager 

at Shaw Gidley. Clare specialises in providing tailored 

personal insolvency advice to individuals and profession-

als alike. If you have any questions regarding this article 

or regarding bankruptcy in general, you can contact 

Clare Corrigan by phone on 02 4908 4444, or by email at: 

ccorrigan@shawgidley.com.au, or visit the Shaw Gidley 

website at www.shawgidley.com.au. 

mailto:ccorrigan@shawgidley.com.au
http://www.shawgidley.com.au
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I am a PhD researcher at Melbourne Law School, and a 

Senior Lecturer in the Law School at the Queensland 

University of Technology. I have an extensive           

background in consumer law, having been previously 

employed in policy and research positions in the       

consumer credit legal centres in NSW and Victoria (as 

they were then known), and before that, in the         

government sector (ASIC and ACCC). 
 

I am writing to ask whether FCAN members may be 

able to help promote my current PhD study to potential 

participants.  
 

In my PhD, I am looking at the impact of different      

responses to consumer over-indebtedness, including 

financial difficulty assistance, bankruptcy and debt 

agreements. I am exploring how the different options 

affect individuals, including the effect on their financial 

wellbeing. I am hoping to collect stories from consumers 

about their experiences with the different options,  

through online surveys, interviews and voice memos.  

You can read more about my PhD research here and 

about my other research on consumer credit, debt and 

related issues here.  
 

I am hoping that financial counsellors may be able to 

assist my project by letting relevant current or former 

clients know about the research and opportunity to 

participate in the study. The target groups for the       

surveys are: 
 

- people who have received financial difficulty          

assistance or a hardship variation from a consumer 

credit provider at least 6 months ago (and less than 5 

years ago); 

- people who have entered bankruptcy at least 12 

months ago (and less than 10 years ago), where the 

bankruptcy was a result of (mostly) consumer debts; 

and  

- people who have entered a debt agreement (as a 

debtor) at least 12 months ago (and less than 10 years 

ago), where the debt agreement involved (mostly) 

consumer debts.  
 

If you are interested in this project, can you help by 

sending information to relevant clients or former clients 

about the opportunity to participate in my study?  
 

I can assist by providing suggested text for an email or 

letter to relevant clients.  
 

If you would like to help, or would like to find out more, 

please get in touch (nhowell@student.unimelb.edu.au 

or (07) 3138 2006).  
 

Thank you for considering my request!  
 

Nicola Howell 

Nicola Howell 

Request for financial counsellors        

to participate in important study 

Ethics 

My study has been approved by The University of 

Melbourne’s Human Re-search Ethics Committee (ID 

1851074.5).  

The privacy of all participants will be protected 

throughout the project.  

 

Contact Nicola 

Email: nhowell@student.unimelb.edu.au  

Phone: (07) 3138 2006 

Twitter: @nicolahowell7 

knowmore legal service  
 

Knowmore is an independent service giving free and    

confidential legal help to survivors of child sexual abuse. 

They provide information and advice about the justice 

and redress options available, including under the        

National Redress Scheme. They have specialist            

counsellors/social workers, Aboriginal and Torres Strait    

Islander engagement advisors, and financial counsellors 

to help support survivors in accessing knowmore’s legal 

service.  
 

Financial counsellors at knowmore can work with people 

who are receiving legal advice from knowmore’s lawyers 

about the National Redress Scheme. They can also assist 

survivors with getting a clear picture of their overall finan-

cial situation, including debts, and discuss possible plans 

for receiving a redress payment as a lump sum, including 

the potential impact on government benefits. In addition, 

they can advocate and negotiate with creditors, govern-

ment agencies and provide referrals to useful services. 
 

Knowmore and Financial Rights Legal Centre, have devel-

oped a guide for financial counsellors, community lawyers 

and caseworkers assisting clients in this unique situation.  
 

More about the National Redress Scheme 
 

Eligible survivors of institutional child sexual abuse can   

apply for redress where the responsible institution has 

joined the scheme. Australian citizens or permanent          

residents are eligible if they experienced the sexual abuse 

within an institution, when under 18 years old and this 

abuse occurred before 1 July 2018. 
 

Around the Traps 

http://www.fcan.com.au
https://law.unimelb.edu.au/students/grd/students/nicola-howell
https://eprints.qut.edu.au/view/person/Howell,_Nicola.html
https://knowmore.org.au/
https://knowmore.org.au/wp-content/uploads/2019/09/Helping-clients-receiving-a-National-Redress-Scheme-payment_Volume-2_knowmore-and-the-Financial-Rights-Legal-Centre.pdf
https://knowmore.org.au/wp-content/uploads/2019/09/Helping-clients-receiving-a-National-Redress-Scheme-payment_Volume-2_knowmore-and-the-Financial-Rights-Legal-Centre.pdf
https://www.nationalredress.gov.au/institutions/joined-scheme
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The National Redress Scheme will offer: 

 a payment up to $150,000 – noting the average 

payment will be around $76,000 and past payments 

for the abuse will be taken into account. 

 counselling and psychological support – noting   

access to these services will depend on where a 

survivor lives; and if there are no scheme services 

where they live, they receive a payment of up to 

$5000. 

 a direct personal response from the responsible   

institution/s, if a survivor would want this.  
 

 

“A Day in the Life” at Lifeline Central West  
 

Andrew Gee MP, Member for Calare NSW and          

Assistant Minister to the Deputy Prime Minister recently 

participated in "A Day in the Life" project at Lifeline 

Central West (LLCW) to observe financial counselling 

first-hand. Andrew was able to meet with financial 

counselling clients and hear how financial counsellors 

have been assisting them.  

 

“A Day in the Life” is a Financial Counselling Australia 

initiative that aims to give leaders in the community a 

better understanding of the services financial counsel-

lors provide, as well as insights into the challenges     

people in their electorate are facing when struggling 

with their debts and finances. See this link for more    

information. 
 

Andrew Gee MP and the LLCW Bathurst Team - Kylie 

Holford, Barbara Bard, Fiona Hutton & Jennifer Billington 
 

 

ATSI Connection Training and Cultural Awareness 

Day, 2019  
 

On Monday the 9th of September, the ATSI Connection 

held their training day at the Tamworth Regional       

Entertainment and Conference Centre. The day      

started with Meg Nheu from Equifax who provided 

training on how to obtain a credit report for clients and 

general advice on how the report is set out and how to 

explain it to our clients.  

 

There were lots of questions asked and even though 

there was only 2 hours of training with Meg, I felt that we 

could have sat and listened to her for longer. From the 

feedback from our ATSI Members and non-Members, I 

feel everyone took a lot away with them from the     

training. There was a real buzz in the room.   

 

Meg’s talk was followed by a fun-packed afternoon 

around cultural awareness. The group went on the most 

interesting tour with Local Elder Len Walters. Len spoke 

about Kamilaroi Cultural Traditions and showed us      

different areas around Tamworth that are very           

important to the Elders Past, Present and Arising. Wave 

Rock was one of the sites and the group got to see 

echidnas and kangaroos. Some of the group went to 

see the art work, and then before getting back on the 

bus Len performed a cleansing smoking ceremony.    

 

This was followed by a beautiful ATSI dinner at the     

Longyard Hotel with close to 30 people attending.    

 

The FCAN training and cultural days that we have are 

very important to the group. We plan for them for most 

of the year, talking every month via zoom for 2 hours or 

so about what we want to see happen for our training 

days and our cultural awareness activities. Earlier this 

year we travelled to Sydney for training on bankruptcy 

with Betty Weule, training at the Fox Symes office and 

then visited CBA.   

 

This group is getting bigger and as chair I would like to 

see it grow more and more. 

 

We welcome anyone who identifies that would like to 

join our FCAN ATSI Connection. Please feel free to     

contact me on my details below.  

 

Jennifer Daley  

Chair of the FCAN ATSI Connection  

Phone number 08 8087 3047 

Email jdaley@ccwf.org.au  

Smoking ceremony at the ATSI Connection training day 

https://www.lifeline.org.au/lifelinecentralwest-org-au/lifeline-central-west-nsw
https://www.lifeline.org.au/lifelinecentralwest-org-au/lifeline-central-west-nsw
https://www.financialcounsellingaustralia.org.au/our-work/a-day-in-the-life/
mailto:jdaley@ccwf.org.au
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Tell me a little about your background  

I enjoyed a career in corporate regulation, mainly 

working as a Senior Investigator and Analyst at ASIC. I 

was really motivated to protect consumers from      

economic harm and managed investigations and   

reviews into financial advisers, wealth creation        

seminars and dubious investment schemes. After      

leaving ASIC I worked as a Compliance Consultant for 

a large financial planning firm.  

What drew you into Financial Counselling?  

One of my roles was to give presentations on the work 

we did at ASIC. I gave a presentation to a group of 

Financial Counsellors and was struck by their genuine 

commitment to making a difference in people’s lives. I 

decided to get involved in financial counselling when I 

left ASIC. I took on the role as a volunteer Financial 

Counsellor which I have now done for around 12 

years. There is nothing more satisfying than to be able 

to see people turn their lives around after experiencing 

financial difficulties. 

Congratulations on your well-deserved Jan Pentland 

Award. What are some of the key issues you have 

seen across your financial counselling career?  

The fact that people who are working are increasingly 

becoming our clients as they deal with debt that is 

unmanageable. We are also seeing clients seeking our 

assistance to deal with social housing providers who 

have taken over from Housing NSW. They describe a 

lack of compassion and overcharging of rent by these 

providers. Housing is such a basic need, there should 

be more oversight of their activities as they have such 

an impact on vulnerable people. I am disappointed to 

see some of the banks are not carrying through on 

their promises to “put customers first” following the 

Royal Commission. I continue to advocate strongly for 

my clients to address this. 

 

If you could pass one law in Australia, what would it be 

(and why)?  

A change in the Newstart payment so that people have 

enough money to sustain themselves and give them a 

life with more dignity. 

One law I would not pass which is currently being        

discussed is to share hardship arrangement details with 

other creditors. This would have a significant impact on 

our clients and perhaps result in clients not seeking help 

to deal with their debts. 

What are your interests outside financial counselling?  

My Mother is 102 and still lives in her own home, so I 

spend time helping her. Google “102 year old zumba 

dancer”, if you want to be inspired by her activities. I 

have 2 dogs, one who is 18. Long life runs in our family. In 

summer I like to swim at a harbour baths close to my 

home. 

What are you currently reading and listening to?  

I love a good murder mystery; PD James is a favourite. To 

stay up to date with current affairs, I read the Herald and 

Saturday Paper.  70’s music is my thing, I love the Beatles. 

What is your favourite meal and where would you like to 

eat it?  

I enjoy a range of foods and particularly like visiting 

Deckhouse at Woolwich, it has great views of the         

harbour and a relaxed atmosphere. 

Maria Good, Christian Community Aid, Sydney 

Profile 

Maria and her 102 year old 

zumba dancing mum 

mailto:admin@fcan.com.au
http://www.fcan.com.au

