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VISION

MISSION
Financial fairness for all.

We support, educate, and advocate to achieve financial fairness for all.

OUR VALUES
Equality

Inclusion

We believe that all people should have 
access to financial skills development, 
information and support.

Respect
We are respectful and work compassionately 
with people to understand their experience 
and provide support.

Change
We focus on achieving change for individuals 
and systems.

Culture
We value our people, foster a positive team 
culture and work with integrity across all that 
we do.

We value diversity and work to ensure 
that we reach people from across the 
community.

Empowerment
We empower people to better 
understand and take control of their 
financial situation.

OUR
PURPOSE
Care Strategic Plan 
2018-2023 
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STRATEGIC PRIORITIES
Support

Advocate

We support people who are 
experiencing financial hardship or 
impacted by exploitative practices.

Educate
We educate the community to understand 
their rights and options to make informed 
financial decisions.

Innovate
We innovate to achieve outcomes by 
focusing on our people and working in 
partnership.

We advocate to change systems that 
contribute to financial hardship and 
exploitative practices.

Evaluate
We evaluate to ensure services meet 
individual and community needs.
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Like almost everyone else, Care has experienced 
dramatic changes to the way in which we work as a 
result of Covid-19.  Thankfully, Care began to prepare for 
hard lockdowns some weeks before they began.  Care 
staff were able to be forewarned about what was to 
come and how we would prepare for it.  While difficult, 
the preparations allowed for a relatively smooth 
transition to working from home. 

To give a sense of how the changes to our mode of 
operation have impacted at the coal face, I sought a 
first-hand description from Zyl, our Operations/Human 
Resources Manager.  I thank Zyl for his response and I 
draw on it here. 

Throughout the Canberra Covid-19 lockdown Care's 
staff were all working remotely. This required 
comprehensive changes to the systems we use, the 
policies we adhere to, and the very ways that we work. 
Staff meetings were all conducted via Zoom, team 
meetings and discussion via Microsoft Teams, and 
phone appointments with clients via Rainbow.  A 
challenging aspect of the transition to working from 
home was maintaining and promoting individual 
wellbeing. Without in-person meetings, team morning 
teas, and ad-hoc office conversations many staff 
reported feeling isolated and felt a loss of motivation.  
These same challenges impacted the clients our 
organisation serves.

While we have still not returned to 'normal', we are now 
operating in a new 'Covid-normal'.  Approximately 50% 
of all staff time is now spent back in the office, while 50% 
is still from home, achieving a balance between 
operational health requirements and mental wellbeing.  
While Covid has been a tremendous challenge for Care 
to overcome, we have been able to continue to deliver 
on our support to the community.  We have been able 
to continue to empower people to better understand 
and take control of their financial situation. We have 

Andrew Freer
Chairperson, Care.

continued to support people who are experiencing 
financial hardship or who are being impacted by 
exploitative practices. 
A special thanks to our dedicated staff members who 
are always willing to invest in the goal of assisting clients 
to work through their financial challenges, especially in 
the climate we have experienced during 2020.

I again recognise the tireless commitment of our CEO, 
Carmel, our team leaders and all their team members 
that remain at the heart of the success of Care..

This is my thirteenth year as a member of the Care 
Board and my seventh year as the Chair.  This year we 
have welcomed Susan Helyar to the Board – Susan 
brings with her a wealth of community sector 
experience.  Otherwise, the Care Board remains 
focussed, efficient and well-functioning.  We are 
fortunate to have a good mix of board members 
with significant experience/tenure.  We recognise 
the value having a diverse mix of skills represented 
on our Board.
 
It continues to be a pleasure to fulfil a role within an 
organisation that acts with integrity, professionalism 
and respect.  
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Who could have predicted the year that’s been! 

We ended 2019 with our City shrouded in smoke 
from surrounding bushfires, and the environment 
having an eerie and uninviting feel. The bushfires 
grew worse and closer in early 2020 and have 
had a devastating impact on large parts of the 
country, including our close neighbours in the 
Queanbeyan-Palerang and Snowy regions.

Smoke and drought gave way to one very brief 
hailstorm in Canberra in February that wreaked 
havoc on our City, leaving thousands of cars and 
properties damaged.

Of course, all of this was soon eclipsed by the 
worldwide Coronavirus Pandemic. For Care the 
pandemic meant a rapid shift to working from home, 
something that our staff and clients managed 
extraordinarily well. Within a couple of weeks Care went 
from being a fully office based organisation to 
operating completely remotely. To support this all staff 
were provided with laptops, monitors and any other ICT 
equipment required. 

Whilst the move to remote working has not been 
without challenges, staff adjusted amazingly well and 
all services continued to operate, albeit with 
appointments by phone rather than face to face. We 
very quickly learnt to stay connected with each other, 
our clients and stakeholders via zoom, webex, rainbow, 
microsoft teams and email! Our clients too have been 
very accommodating, with only a few choosing to wait 
till a face to face option was available.

Our community education team were most affected 
as they were not able to offer group activities in the 
community. Instead we have been promoting services 
and providing information via e-newsletters, fact 
sheets and webinars.

Carmel Franklin
CEO, Care.

With all these external environmental factors, we have 
been very focused on the well being of our staff during 
this period. We have been living though much 
uncertainty. This coupled with more people losing 
employment, and an increase in the prevalence of 
domestic violence and of mental health, means it 
is essential for staff to look after themselves and 
each other.

The positive side of what is a truly devastating 
pandemic, with lasting health and economic impacts, 
is that Care, like so many businesses, has learnt to be 
adaptable and flexible in the way we provide services. 
Whilst we will be starting a gradual transition back to 
the office from July, we will continue to provide the 
option of working from home to support ongoing work 
life balance and assist staff members who are juggling 
work commitments and family responsibilities.

During the worst of the pandemic, demand for all 
services decreased. This was largely due to the 
introduction of Jobseeker and Jobkeeper payments, 
other targeted government stimulus packages, 
capacity to access early release of superannuation 
and willingness of industry to provide more flexible 
hardship arrangements.

Despite this we are gearing up for what is likely to be a 
steep increase in demand toward the end of 2020 
when these arrangements cease or reduce. Many 
people are facing tough times and our work will 
remain vital.

I am proud to work with a team who are dedicated, 
passionate and have shown so much resilience during 
this challenging period.
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Andrew Freer 
BEC LLB

Chairperson

Michael Miller 
BCom, CFPA
Secretary

Philippa Prothero
BPsych (Hons) (ANU), PhD (ANU), 

GAICD, MAHRI
Treasurer

Nick Seddon
LLB (MELB) B Phil (Oxon) 

PhD (ANU)

CARE’S PATRON

DIRECTORS

Elizabeth Grant
AM Hon LLD Monash, PhC 

MPS

Christian Mikula
BA, LLB (ANU)

Duncan Buchanan
BA (UniSA) GAICD

Susan Helyar 
BSW (USyd) GAICD

(Since February 2020)

Malise Arnstein 
PhD

(Resigned October 2019)

OUR
PEOPLE
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STAFF
ADMIN

FINANCIAL COUNSELLING TEAM

Carmel Franklin 
CEO

Zyl Hovenga-Wauchope
HR/Operations Manager
(Since November 2019)

Kate Luke 
Business Manager

Bob McNab 
Finance

Antoinette McCartney 
Reception/Admin support

Diane Hodge
Reception/Admin Support

Leasa Mayes 
Team Leader

Liisa Wallace 
Financial Counsellor

Lyndall Millburn
Financial Counsellor

Rachael Milfull 
Financial Counsellor

Rosie Fisk 
Financial Counsellor

Deb Shroot
Financial Counsellor 

Nicole Flaws
Financial Counsellor

Wendy Sandeman
Financial Counsellor

Jen Barnes 
Financial Counsellor

Fiona Laverty 
Financial Counsellor 
(Since November 2019)

John Gilmour 
Financial Counsellor 
(Since February 2020)

Eileen Newmarch 
Locum Financial 
Counsellor

Kerrie Williams 
Intake Officer

Di Moon 
Financial Counsellor 
(Resigned December 2019)

09



CONSUMER LAW CENTRE

MICROFINANCE TEAM

Angela Lauman
Principal Solicitor
(Since November 2019)

Adam Thompson 
Senior Solicitor

Agata Pukiewicz 
Senior Solicitor

Gayathri Hatharasinghe 
Paralegal

Carly Nelson 
Paralegal

William Scott 
Paralegal
(Since March 2020)

Natasha Gunther 
Team Coordinator

Tracey Zol 
Caseworker

Tanya Dunster 
Caseworker 
(Since November 2019)

Kandie Allen-Kelly Elizabeth Yuile Nasrin Lucas

COMMUNITY EDUCATION TEAM

AUDITOR

FC PROFESSIONAL SUPERVISORS

Vicki Wood 
Team Coordinator

Aoife Berenger 
Financial Capability Worker

Nailah Rokic 
Financial Capability Worker 
(Since March 2020)

Mrad El-Syoufi 
Stakeholder Engagement
Officer (Since July 2020)

Tina Dowse 
Gambling Community Liaison Worker
(Resigned December 2019)

David Perceval
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This year has seen a period of growth and we have 
welcomed several new staff to the team. It’s been 
particularly exciting to have four new male staff 
members join us to redress our somewhat lopsided 
gender balance! 

Having a staff that is diverse in age, gender, cultural 
background and many other aspects, yet united in 
their passion for the work, adds to the richness and 
positive staff culture at Care. We are currently 
reviewing our Equity and Diversity Policies, so it is timely 
that we have been able to attract new staff members 
from a range of different backgrounds.

We continue to also attract high calibre staff 
members who bring new energy along with a wealth 
of knowledge and skill to the organisation. We were 
delighted to welcome so many new employees to our 
team over the last 12 months.

Angela Lauman, our Principal Solicitor. Angela has 
extensive experience working in a community legal 
centre, have previously worked as a family law solicitor 
for Women’s Legal Centre. We worked with Angela on 
joint projects around women and debt so she comes 
to us as a new but familiar face! With experience also 
working in Government, Angela has the right mix of 
skills to take on the role as Principal solicitor of our 
Consumer Law Centre

Zyl Hovenga-Wauchope, our HR/Operations Manager. 
A recent external review of Care identified the need for 
a specialist human resources role within our 

WARM WELCOMES
expanding organisation. We found the perfect person in 
Zyl, who previously worked as the CEO of PARSA (ANU 
Postgraduate and Research Students’ Association). In 
his short time at Care Zyl has reviewed all of Care’s HR 
policies and is providing excellent support to our CEO 
and the team

Fiona Laverty, as a Financial Counsellor. Fiona undertook 
a student placement with us whist studying her Diploma 
of Financial Counselling. She had also undertaken a 
previous placement at Care whilst studying for her 
Graduate Diploma in Counselling. With qualifications in 
counselling, accounting and law, Fiona brings a wealth 
of relevant knowledge and skill to the team

John Gilmour, as a Financial Counsellor. John 
completed his Diploma of Financial Counselling several 
years ago but had not had the opportunity to work in 
the field. He approached Care for some work 
experience which soon led to him being offered a role 
withing the financial counselling team. It is great to have 
a male financial counsellor again!

Mrad El-Syoufi, our Stakeholder Engagement and 
Promotions Officer. Mrad is completing an International 
Security Degree at ANU and approached Care for 
admin experience. Whilst initially assisting with our 
reception team, it became clear that he would be a 
great candidate for our new stakeholder engagement 
role within the education team. With numerous skills and 
a positive attitude, he also assists the Microfinance 
Program and Admin Team
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Nailah Rokic, our Community Education and Financial 
Capability worker. The departure of Tina from our CDE 
team left a gap that has very ably been filled by Nailah, 
who has a passion for financial literacy and experience 
working in the community sector. Nailah commenced 
just prior to the onset of Coronavirus and was 
instrumental in assisting the education team to adjust to 
a new way of working.

Tanya Dunster, as a Microfinance Caseworker. Tanya 
came to Care as a placement student whilst undertaking 
her Diploma of Community Service, assisting in our 
microfinance program. Like so often happens, it soon 
became clear that she would add significant value to 
the team so when funding allowed us to expand, we 
offered her a role as caseworker which she has been 
very ably doing since. 

Whilst it is always exciting to welcome new staff it is 
disappointing to say goodbye to existing staff members, 
especially those who have been part of the fabric of 
Care for a long time. While it is always difficult to say 
goodbye, we reflect here on the wonderful contribution 
these members of our team.

Rachael Milfull, who has been part of our team for over 
16 years working as a financial counsellor and at times 
in our community education program. In January 
Rachael decided it was time to retire to focus on her 
passion for travel and spend more time with family. 
Whilst we were disappointed at the prospect of losing 
Rachael, we were pleased that she would be 
embarking on some exciting new adventures. As it 
turns out her exciting adventures came to a sudden 
halt with the onset of the Coronavirus Pandemic. As a 
result, Rachael has returned to Care as a locum and 
has been enormously helpful in this role. I think we have 
seen just as much of Rachael in the last few months as 
we did when she was an ongoing employee!

FOND FAREWELLS

William Scott, as a Paralegal in the CLC. Will is 
completing his final year of Law at ANU and was 
employed to assist the CLC after we successfully 
applied to operate the Defined Benefit Insurance 
Scheme. Will commenced about a week before Care 
started remote working due to the pandemic, so his 
initiation into the organisation was somewhat disrupted. 
Despite this he quickly picked up the skills needed and 
has become a valuable member of the CLC team.

Di Moon, who moved to Melbourne to be closer to 
family. Di undertook her financial counselling 
placement at Care and was then employed as a 
financial counsellor because she fit so well into the 
team. We were pleased to hear that Di has since 
joined the National Small Business Financial 
Counselling Helpline located in Melbourne

Tina Dowse, who worked with our Community Education 
team, focusing on promoting the ACT Gambling 
counselling Support Service and raising awareness of 
gambling harm in our community. Tina left to focus on 
her studies and look for opportunities in a more 
counselling focused role.

We wish the very best to all departing members of 
Care’s team in their future endeavours.
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During Covid, Care's staff have had to get used 
to holding staff meetings from home.

WORKING
FROM HOME
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Carol Flynn
Leslie Macdonald
Jemma Cavanagh
Kerin Callard 
Rosie Cham
Henry Chang
Rachael Ingleton
Nicole Jackson
Laura John
James Kwan
Doris Li
Meghan Malone
Andrew McIntyre

Olivia McKay
Aasish Ponna
Jen Raynor
Jonathon Savery
Jack Simpson
Andrew Tan
Desiree Thistlewaite
Subeta Vimalarajah
Joy Wang
Meg Wootten
Jan Wryell
Fleur Taylor-Lumb

VOLUNTEERS
Care continues to be supported by dedicated long 
term volunteers. Volunteers add significant value to our 
organisation and assist Care to achieve our mission. 

For many years we have had the benefit of our 
volunteer accountant, Leslie MacDonald. Leslie has 
assisted numerous clients with tax returns and profit 
and loss statements. We are enormously grateful for 
her generosity and ongoing support. 

For several years, we have been privileged to partner 
with the Australian Government Solicitors (AGS) who 
provide a secondment opportunity to their staff on a 
rotating basis, to support the work of the Consumer 
Law Centre.

In addition to our wonderful secondees, we also rely 
on volunteer lawyers to assist in our debt clinics.

Through our relationship with the ANU College of Law, 
we have continued throughout this reporting period 
to offer 12-week practical placements to ANU students 
enrolled in the course ‘Public Interest Clinic’.

We are also indebted to Carol Flynn for her ongoing 
support and mentoring of Care’s CEO.

We wish to thank the following for their support during 
the year:
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FINANCIAL COUNSELLING

OUR
PROGRAM

“Unprecedented”.  It is hard to find another word that 
captures the events in the first half of 2020.

At the beginning of the year, bushfires raged in NSW and 
Victoria, causing widespread devastation and loss.   
Then a coronavirus called Covid-19 was announced a 
global pandemic.  Social distancing and working from 
home became the norm.  There were toilet paper 
shortages and restrictions in how many people could 
congregate in a group.  People in industries such as 
hospitality, fitness and tourism were laid off.  People on 
temporary visas were stuck, often with no income and 
limited ability to get home.  Many people in our 
community were left to navigate a confusing array of 
entitlements and services, as well as deal with an 
uncertain future.

From the end of March, all financial counsellors were 
working from home.   We learnt how to use Team, 
Rainbow and Zoom to communicate with each other.   
Our drop-in assessment sessions and face to face 
appointments were replaced with phone appointments 
and all outreach services ceased.  Our team spent 
many hours learning new technology and 
understanding a whole new range of government 
assistance payments, financial and community service 
assistance.  

The ability to make conference calls, appointments by 
Zoom and do electronic signatures has made casework 
services easy and convenient for clients.   In this financial 
year, financial counsellors assisted their clients by 
negotiating debt waivers to the value of $1,307,599.67.  
This is an incredible achievement and outcomes like this 
can be life changing for clients.

When we started working from home in March we had 
no way of predicting demand, and surprisingly demand 
remained stable.   We spoke with many people who had 

never needed financial counselling or hardship 
assistance before, and an increase in people reporting 
family violence, people on temporary visas and people 
needing emergency relief. We had calls from people 
trying to understand the new government payments and 
asking about the covid early release of superannuation.  
Many people receiving government benefits received a 
significant increase in income, and some people applied 
for their superannuation tax free, so we suspect they were 
able to manage. Many financial service providers offered 
moratoriums on mortgage payments and credit 
contracts, and there were increased thresholds to 
prevent bankruptcy proceedings.  There was a 
moratorium on evictions for some tenants and new 
legislation to cover rent reductions if agreed by both 
tenant and landlord. We suspect there will be a steep 
increase in demand once this assistance comes to an 
end, which predicted to be around November to 
December.  Our focus for the next year will be on how to 
effectively manage increasing demand in a difficult 
economic climate. 

John Gilmour joined the financial counselling team after 
completing a period of work experience.   John had 
completed the Diploma before the mandatory 
placement was required and was looking for more 
experience. He commenced at 3 days per week and 
picked up the St Vincent de Paul client referrals. 

Fiona Laverty and Jen Barnes also commenced work in 
the financial counselling team.  

Rachael Milfull and Eileen Newmarch continue to do 
locum work for Care and they are also involved in the 
Small Business Bushfire Financial Counselling service.
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FINANCIAL COUNSELLING DEMOGRAPHICS

HOUSING TYPE

GENDER

AGE GROUPS

Own House
Public Rent

Private Rent

No Fixed 
Address

Boarding
Not Stated
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24%

24%

18%
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3% 2%
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CULTURAL BACKGROUND

Not stated

Aboriginal and Torres 
Strait Islander

Neither

Culturally & 
Linguistically Diverse

INCOME SOURCE

REGION

Not Stated

Employee
Wages

Government
Pensions &
Allowances

Self-Employed/
Small Business

Nil Income

Other Income

43%

33%

9%

8%
4% 3%

Tuggeranong
Belconnen

Others/
Not Stated

Gungahlin

Woden/Weston
 Creek

Inner North

NSW
Inner South
Interstate

38%

14%
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11%

9%

7%

6%
3%
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CONSUMER LAW CENTRE
The Consumer Law Centre (CLC) provides critical legal 
services to low income and vulnerable ACT consumers 
in the areas of consumer credit and debt, 
telecommunications, utilities and general fair trading & 
consumer protection.

As well as working with consumers directly, the CLC works 
closely with Care’s financial counsellors to identify and 
respond to consumer problems by providing secondary 
consultations and training.

The CLC is committed to identifying emerging systemic 
issues and seeks to effect change through law reform, 
systemic advocacy and lobbying of government.

2019/20 has been a busy year for the CLC. A new 
Principal Lawyer, Angela Lauman, commenced in 
November 2019, and the CLC grew to three lawyers (2FTE) 
and three paralegals (1.5 FTE). The CLC continued to 
deliver new services during this period, including the 
Reachout Pilot Program, providing holistic support to 
people affected by family violence and financial stress 
arising from family violence. Initial funding for Reachout 
ended at the end of 2019, however the CLC received 
further 12 months of funding for Reachout from the 
Justice and Community Safety Directorate in early 2020 
as part of their COVID-19 response. The CLC also took on 
a new service, the Defined Benefits Information Service, 
which it will pilot until mid-2021. This is an information and 
advice service about the ACT Government’s new Motor 
Accident Injury Scheme, which commenced on 1 
February 2020.

During this period the CLC also partnered with Care’s 
community education team to develop training to three 
community organisations, Domestic Violence Crisis 

Service, Toora and Woden Community Services, on 
recognising and responding to financial abuse. Delivery 
of this training was delayed due to the COVID-19 
pandemic however it is expected to be delivered in early 
2020/21. This training project was funded through the ACT 
Government’s Family Safety Hub.

Whilst some of the CLC’s face-to-face and volunteer 
services were impacted by COVID-19, the CLC continued 
to provide high quality services via telephone, and has 
commenced transitioning back to face-to-face 
appointments in some circumstances. It is anticipated 
that volunteer clinics and placements will recommence 
early in the 2020/21 year, health and safety permitting.

The CLC continues to receive contribution from 
dedicated long-term volunteers to run its Wednesday 
Night Advice Clinic, long-standing day-time volunteers, 
and seconded staff from the Australian Government 
Solicitor. Although our Wednesday Night Clinic was 
closed in early 2020, we hope that it, and other on-site 
volunteer activities, will re-commence in the 2nd half of 
2020 health and safety permitting.

Even during the lockdown period, the CLC continued to 
benefit from volunteer support remotely, including 
assistance from two ANU students, Nicole Jackson and 
Meghan Malone, who contributed to the Recognising 
and Responding to Financial Abuse training project. A 
new volunteer partnership with Clayton Utz was also 
initiated during this period facilitating the development 
of a suite of fact sheets relating to the impact of 
COVID-19 on consumer rights. CLC staff remain very 
grateful for the CLC staff remain very grateful for the 
support of our volunteers.
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Other highlights from the year include:

Assisting 430 clients and providing 362 client 
legal advices, 82 casework matters, 89 
information and 28 referral only services.

Achieving over $240,000 in debt waivers, debt 
reduction and settlement outcomes for clients 
across our consumer credit and consumer law 
practices. This includes

$75,000 for clients experiencing financial abuse 
through our specialist program Reachout.

The CLC contributed to a range of policy and law 
reform submissions, in collaboration with care 
and national consumer rights networks including 
submissions to 

The CLC’s Managing Solicitor Agata Pukiewicz 
attended the ASIC roundtable discussion in 
Melbourne in October 2019 to share further 
information in relation to our submission on 
ASIC’s consultation about responsible lending 
practices.

The CLC delivered, or participated in, the 
following community education and awareness 
raising events during the reporting period:

ASIC consultations on guidelines on 
responsible lending, unsolicited telephone 
sales of insurance and internal dispute 
resolution;

Australian Finance Industry Association (AFIA) 
Buy Now Pay Later Code of Practice and AFIA 
Terms of Reference for the BNPL Code 
Compliance Committee.

The Senate Standing Committee on 
Economics’ Inquiry into the National Consumer 
Credit Protection Amendment (Small Amount 
Credit Contract and Consumer Lease 
Reforms) Bill 2019(2)

JACS Discussion Paper on Proposed 
Responses to Elder Abuse in the ACT

Elder Abuse Awareness Week event organised 
by Legal Aid ACT

Bring Your Bills events held at St John’s Church 
and Woden Library

Australian Consumer Law training for students 
at Australian Catholic University

Financial abuse training for staff at Legal Aid 
ACT General Practice, Victims Support ACT, 
YWCA of Canberra and Beryl Women’s Refuge

Financial Abuse debt clinic at Beryl Women’s 
Refuge

ReachOut Financial Abuse training workshop 
attended by approximately 50 participants 
from across government and the community 
sector

ReachOut Booklet Launch at ACT Legislative 
Assembly
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Age Groups

Grand Total

No of Client Percent

4

34

95

123

80

65

1%

8%

22%

29%

19%

15%

430

0-17

18-24

25-34

35-49

50-64

65 & Over

Country of Birth

No of Client

175

91

164

430

Australia

Overseas

Unknown/not stated

Aboriginal &Torres Strait Islander Status

202

1

11

216

Unknown/not stated

Both Aboriginal and
Torres Strait Islander

Aboriginal

Not Indigenous

CONSUMER LAW 
CENTRE DEMOGRAPHICS

Gender

252

143

35

Female

Male

Unknown/Not stated

Income source

89

62

20

10

249

Waged

Centrelink payment

Other

No income

Not stated
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COMMUNITY EDUCATION
This has been a period of change and growth for Care’s 
Community Education team both in terms of staff and 
activities.

 At the end of 2019 we said farewell to Tina Dowse who 
assisted in our gambling community liaison role. Tina also 
provided financial capability appointments and 
developed excellent rapport with our participants in both 
an individual and group setting.

In early 2020 we were pleased to expand the team with 
the external recruitment of Nailah Rokic as a financial 
capability worker, and the internal appointment of Mrad 
El-Syoufi in our newly created communications and 
stakeholder engagement role. We were also very grateful 
for the ongoing assistance provided by our wonderful 
volunteer, Fleur Taylor-Lumb.

The focus of the community education team is on 
actively engaging with our community partners to 
promote Care services and to provide a range of 
activities to individuals and groups in the community to 
build financial capability and resilience. Our emphasis 
has always been on supporting people on modest 
incomes and those that are disadvantaged in our 
community. Having a physical presence in the local 
community has been integral to the success of our 
program. It allows us to reach a diverse range of 
consumers and actively break down some of the barriers 
to accessing services.

The Coronavirus Pandemic therefore impacted 
significantly on the work of our team with so many of our 

usual community-based activities such as workshops, 
expos, and outreach all coming to an abrupt halt in 
March, as the world grappled with how to deal with the 
health and economic fallout from the pandemic.

With a wonderfully creative and agile team we have used 
this period as a time to reflect and innovate and to 
develop other communication strategies and education 
initiatives. We now provide a bi-monthly e-newsletter with 
a different focus for each edition. We also used the time 
in ‘lockdown’ to develop some webinars, upgrade our 
website and work on our social media strategy.

A significant part of our work in 2020 has focused on 
working with our CLC colleagues to develop financial abuse 
training for front line workers. We received a small grant 
from the ACT Family Safety Hub to upskill community sector 
workers from three partner organisations around 
recognising and responding to financial abuse, and 
understanding the work of financial counsellors and 
consumer lawyers and effective referral pathways for 
people experiencing financial abuse. The pandemic has 
delayed the delivery of the workshops, but work has 
continued on preparing videos, worksheets and other 
content to ensure the sessions are beneficial to 
participants.

As restrictions slowly ease, we have recommenced some 
of our vital community activities but will continue to offer 
a range of services to meet community need. 
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A few highlights for this year have been:

Our continued partnership with ActewAGL to distribute 
energy support vouchers and provide information and 
education around energy use, payment plans and 
hardship options. 710 vouchers were provided and 
over $34,000 credited to customers’ accounts 
through backdating of concessions. This partnership 
has also strengthened connections between 
customers experiencing energy stress and 
ActewAGL’s hardship team.

Bring your Bills Events: The aim is to bring together a 
range of services that have an energy or financial focus 
so that members of the local community experiencing 
energy hardship can speak face to face with a range of 
services taking part in the event, including ActewAGL, 
Evoenergy, Street Law, Services Australia, Housing ACT 
and ACT Government Actsmart team. This facilitates 
access to assistance for families and individuals who 
might have multiple barriers to accessing services 
outside of their geographical location. 

Ongoing partnership with ACTCOSS in the ACT Energy 
Consortium to make sure the needs of low income and 
disadvantaged consumers are considered in the 
energy policy arena
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Increased budget coaching appointments where 
we prepare a budget, assist clients to negotiate 
manageable payment plans with their utility 
provider, check appropriate energy rebates and 
concessions are applied, discuss best market retail 
offers and make internal and external referrals for 
additional supports.  

Work with refugee and asylum seekers: Care has 
long had a strong relationship with MARSS receiving 
regular referrals to our financial counselling, 
microfinance and financial capability programs. 
Sessions are provided to individuals/families and 
include information on banking, budgeting and bill 
paying systems in Australia as well as 
understanding consumer rights and strategies for 
dealing with debt.

Regular information sessions for people impacted 
by mental health, drug and alcohol addiction or 
financial abuse. These include our ongoing work at 
the Canberra Hospital Withdrawal Unit, Karralika’s 
Therapeutic Program, Toora Women’s Inc. AOD Day 
Program and the Adult and Youth Step Up Step 
Down Programs.



MICROFINANCE

*2 loans have since been funded and 4 were withdrawn*2 loans have since been funded and 4 were withdrawn

Loans in Numbers

Total Approved Loans Funded

Enquiries/Referrals 533

191

144

32

15

138

Total Applications Received

Approved*

Withdrawn/Did not Proceed

Declined

We continue to operate several microfinance programs 
all of which provide people on moderate incomes with 
access to safe and affordable credit to purchase 
household goods and services. Our original program, NILS, 
operates under the auspices of Good Shepherd 
Microfinance and is now in its 23rd year. More recently we 
established a similar program, TLC, to expand coverage 
into Queanbeyan and surrounding NSW. Finally, ABC was 
set up to specifically support people who have 
experienced and left a domestic violence situation.

During this reporting period we welcomed a new 
caseworker, Tanya Dunster to the microfinance team. Tanya 
commenced at Care as a placement student undertaking 
her Diploma of Community Services. With a background in 
financial planning she is a good fit within our team. Some 
internal staff restructuring has led to increased admin 
support and this is being ably provided by Antoinette 
McCartney and Mrad El-Syoufi.

Like all of Care’s services, our no interest loan program 
was impacted by the coronavirus pandemic with a 
marked decrease in loan enquiries from April to June 
2020. The introduction of Jobseeker and Jobkeeper and 
easier access early release of superannuation means 
that some of our target client group are temporarily in a 
better financial position. 

As these support packages are reduced or discontinued, 
we are anticipating a corresponding rise in requests for no 
interest loans and look forward to being able to support 
people in the local community to access essential 

household goods and services during what is going to be a 
difficult economic period.

During the pandemic, our team successfully transitioned to 
working from home with appointments being offered by 
telephone and documents being posted or emailed. There 
were inevitably some challenges for staff and clients in 
relation to accessing and submitting the required 
paperwork, organising assessments and arranging quotes 
for goods and services. As a result, there were a high 
number of applications withdrawn during 2020.

The most popular use for the loans continues to be car repairs, 
laptops and household appliances. Most of our clients live in 
public housing and a higher proportion are female.

The Assistance Beyond Crisis Program, offering loans to 
people who have experienced and left a domestic violence 
situation has now been in operation for 3 years. During that 
time 48 loans have been provided assisting 126 women and 
children in the ACT and surrounding region. In August 2019 
we held an event to mark the 2nd anniversary of the 
program. There were several guest speakers but most 
poignant was the presentation from a loan recipient whose 
story was powerful and moving. We are very grateful that 
she chose to share her story. She has acknowledged that 
this was a tough but positive decision
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AGE GROUPS

45-54
25-34

35-44

NOT STATED

65+

55-64

18-24

Group  Housing
Single + Children

Single No Children

Partnered No Children
Partnered + Children

HOUSEHOLD STATUS

30%

22%
19%

18%

4%
4% 3%

46%

37%

6%

6%
7%

CULTURAL BACKGROUND

NEITHER
72% CULTURALLY &

LINGUISTICALLY
DIVERSE

ABORIGINAL &
TORRES STRAIT

ISLANDER

14% 14%

25

MICROFINANCE DEMOGRAPHICS



NILS
TLC
ABC

26%

7%
67%

MICROFINANCE PROGRAMS

Electrical Appliances 
& Devices

White Goods

Vehicle Related 
Expenses

Medical/Dental
Rental
Household Furniture

Other

LOAN PURPOSE

32%

20%
20%

13%

5%
5%

5%

GENDER

7%

FEMALE

61%
MALE

39%
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HOUSING TYPE

Relatives

Private Rent

Public Rent

Refuge

Own House

SOURCE OF REFERRAL

Non-Government
Agency

Family/Friend

Previous 
Browser

Government
Agency

Internal (Care)

Internet

Pamphlett
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72%

16%

7%
4%

1%

59%
16%

16%

4%
2%

2%
1%

MICROFINANCE DEMOGRAPHICS



Jane* is a female in her thirties with primary care of one 
young child and a survivor of domestic violence. She has 
on-going medical and mental health issues resulting from 
the domestic violence. She receives Parenting Payment 
(single) and Family Tax A&B benefits. She was working 
part-time however has been stood down due to the 
COVID19 pandemic. 

Jane presented with approx. $18,000 in debts with four 
creditors and limited ability to repay these given her 
reduced income. The debts resulted from the relationship 
and for the most part the funds were used for the benefit of 
the perpetrator.

After undertaking an assessment of Jane’s financial 
situation, the financial counsellor advocated on her behalf 

Jim* is in his forties with occasional care of his young child. 
He lived in private rental and had a credit card that was 
almost at the limit. He had an ongoing medical condition 
that required expensive medication.

Jim had been in casual but stable employment for over 
eighteen months when Covid-19 started, but unfortunately 
his employer was unable to keep the business going and he 
lost his job. 

Apart from a small amount of savings, he had no income 
and was unsure of any eligibility for Centrelink payments. 
The financial counsellor discussed how he could access 
Jobseeker payment and emailed him a copy of the 
information and online form link. Jim had a look at the 
information during the phone call and felt he could 
complete it himself.

Jim was also interested in accessing his superannuation 

DOMESTIC AND FAMILY VIOLENCE
Jane’s story

Jim’s story
IMPACT OF COVID-19

Our Clients

to have two debts waived and a moratorium placed on 
another with the view of applying for a debt waiver as well. It 
was revealed following enquiry that the final debt had 
already been written off. Care’s involvement meant the 
possible stress on Jane regarding this process was 
alleviated and the client expressed that she was now more 
able to move on with her life. 

A $100 energy support voucher was processed and an 
analysis of Jane’s income and expenses highlighted the 
need for additional supports.

Jane was also assisted with an Assistance Beyond Crisis 
(ABC) no interest loan to transport belongings left interstate 
following fleeing the domestic violence situation with her 
previous partner. 

and a link and information were emailed to him by the 
financial counsellor. The pros and cons for him of dipping 
into his superannuation were discussed and he decided he 
would withdraw a small amount as a backup. He was keen 
to try and look for a new job but felt it might take him some 
time to find one.

Jim was unaware that he was able to ask his landlord for a 
rent reduction and he completed a budget online with the 
financial counsellor to use as a tool to negotiate a decrease 
if the landlord asked for evidence. Financial hardship was 
also discussed including options for dealing with his credit 
card. After discussion he felt he could approach his credit 
card provider to see if they would be prepared to freeze 
interest and accept small payments going forward.

He was also referred to an emergency relief provider for 
help in purchasing his medication until his payment from 
Centrelink came through.
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Grant’s story

Vera’s story

Grant* is a male, married with a young child and working two 
jobs. He and his wife are separated, but still living in the same 
house. He has a joint mortgage with his wife, four credit cards, 
an old mobile phone debt and a loan to his previous employer

For several years Grant has been gambling on pokies, at the 
TAB and online. He grew up in a family where gambling was 
prevalent. His gambling increased after his child was born. 

The client approached Care seeking assistance to work 
through his financial situation. His priority was to pay money 
back to his previous employer, but he was also seeking 
information on his options to deal with his credit cards and 
mobile phone debt.  Another issue for the client was 
knowing what could be done to protect the property, so his 
wife did not lose the house, which was purchased with the 
assistance of her family.

The financial counsellor:

GAMBLING

BUDGETING AND MICROFINANCE
Vera* first contacted our service a number of years ago. 
She is a single parent with 2 daughters both of whom 
require additional support due to past experiences and 
being diagnosed with Autism. The client has also been 
diagnosed with Autism and ADHD which can make things 
additionally challenging at times for the family. 

The first time Vera enquired about getting a loan was to 
purchase a refrigerator. She had chosen one that was 
above the maximum loan amount and was hoping that 
her family would be able to assist her in paying for the 
amount above $1,500. On checking the prices of the 
refrigerator we were able to find the refrigerator through 
The Good Guys at a reduced price compared to what the 
client and her family had been able to find. An additional 
benefit was that the refrigerator also had a high enough 
star rating and therefore qualified for a $300 energy 
subsidy, which bought the total amount for the refrigera-
tor to below the $1,500 maximum for the loan. Vera was 
extremely happy that she would not have to ask her 
family for assistance with paying for the item and very 
grateful that we were able to approve the loan in a timely 
manner which also saved them some money. Over the 
following 18 months the client repaid the loan in full. 

Undertook a thorough assessment of the Grant’s 
financial situation, including completing an Income 
and Expenditure statement

Provided information on debt options including 
advantages and disadvantages of each

Assisted him request in writing, the financial hardship 
option he chose with his creditors. The client’s 
request for financial hardship was approved by his 
creditors and he was able to repay the accounts at 
a rate he could afford whilst also continuing to 
repay his previous employer.

Provided information about strategies he can put in 
place to take and keep control of his money

Made a warm referral to Relationships Australia for 
the client to receive gambling counselling. After 
several appointments Grant has ceased gambling

Referred the client and his wife to the Public Trustee 
for advice around protecting the family home. He 
has now changed ownership of the property, so he 
is unable to access any equity for gambling 
purposes

Referred the client to a free legal service for legal 
advice regarding a property settlement 

This year Vera contacted Care again in need of assis-
tance to purchase some bedroom furniture and under-
take car repairs. The client recently had to relocate due to 
domestic violence. The lack of bedroom furniture for one 
of her daughters and the damage to the car was causing 
additional stress on Vera, at a period that was already 
very traumatic for the family. We were able to assist the 
client throughout the process again. An income and 
expenditure statement was undertaken to ensure she was 
eligible for another loan. We were also able to suggest 
options for her to proceed with getting her car repaired 
as she did not have the knowledge, contacts or confi-
dence to be able to get a quote. Once the loan was 
finalised, the car was fixed, the furniture delivered and put 
together, the appreciation and emotion from not only 
Vera, but from her children as well was heart warming. 
She had struggled for a while and was not sure whether 
to apply for a loan again. She expressed that she is so 
glad that she did. 

The ability to assist people in situations like these is why 
our program is so valuable and the benefits and differ-
ences it can make to peoples lives is immeasurable.
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Margie and Sheila’s stories

Margie* was referred to the CLC after she found out 
from her bank that an account she had previously held 
with her ex-partner had been re-drawn. Margie thought 
the account had been closed 20 years ago following 
their separation and family law property settlement. 
Instead her partner had re-drawn over $30,000 without 
her knowledge or consent. The CLC wrote to the bank 
and provided evidence that the client did not benefit 
from the advance, and brought to the lender’s 
attention that it failed in its duty of care by advancing 
monies on an account which was not used for about 
two decades without having contacted our client prior 
to agreeing to lend money. The matter was 
complicated as most documents have been destroyed 
by both parties. The bank agreed to waive the liability 
against our client and also offered compensation of 
$1200 as a good will gesture.

The CLC also assisted Sheila* in an unrelated but similar 
complaint against another lender who failed to close a 
joint account following a property settlement a decade 
earlier. Sheila’s ex-husband did not pay out the amount in 
full as per the family law order following sale of the house, 
and for over a decade Sheila was unaware that he kept 
re-drawing against this joint account for business 
expenses. The husband left Australia and set up a 

FINANCIAL ABUSE

business overseas. When his business deteriorated due to 
COVID and he stopped making payments, Sheila was 
contacted by the lender and informed that about $78,000 
was jointly owed under the account. While this outcome 
has not been reported in this reporting period, the bank 
agreed to waive the liability as against the client.

The cases highlight issues that arise following family law 
settlements. CLC intends to engage with Legal Aid and 
other service providers and consider offering input or 
training to ensure these scenarios are avoided in future 
by careful drafting of family law documents and ensuring 
lenders are properly informed where financial affairs of 
separating spouses are split and finalised.
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*clients’ names and details of the matter have been 
changed to protect confidentiality 



OUR
IMPACT
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In a difficult part of my life 
this service has really made 
a difference.

I arrived already overwhelmed and 
traumatized by my financial and 
other issues and the help was 
unbelievable - a lifeline.

“

“

It felt a caring and safe 
environment with the 
organisation providing clear and 
straightforward information and 
assistance.

“ “

It was exactly the help I 
needed, and I felt stronger 
after my appointment to 
make the  decisions I needed 
to make.

“ “

“

“

What you have done for me 
has giving me a new life.“ “

$34,029 was applied 
to client’s energy 
accounts as a result 
of backdating 
concessions that 
they were eligible for 
but not receiving 
(Oct – June)

$1,503,438 in debt 
waivers with the 
assistance of the 
financial counselling 
team.

Care assisted 710 people 
receive $100 energy 
vouchers from ActewAGL 
to reduce the cost of 
their energy.
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Without coming to you I would 
never have peace in my life.

Having someone represent 
me with the banks made this 
whole experience less scary

It is great to have this service – it 
helped me more than words can say, I 
felt enabled to keep going and that 
there is still some good in this world.

NILS really is a great benefit

I am so grateful for your mammoth 
support, tolerance, patience and 
speed with my application

Your Solicitor was very 
professional and 
negotiated the best 
outcome possible

Over $240,773 in debt 
waivers, debt reduction 
and settlement 
outcomes for clients 
across our consumer 
credit and consumer 
law practices.

138 no interest loans 
provided including 10 
to women who had 
experience and left a 
domestic violence 
situation through our 
Assistance Beyond 
Crisis Program.

“
“

“

“

“

“
“

“

The Solicitor was 
extremely helpful in 
providing advice and 
support in a very stressful 
situation

“ “

“
“

“
“

20% of debt waivers were 
for clients impacted by 
Domestic and Family 
Violence. There were 24 
separate clients with an 
average of $12,349/client 
of debt waived.

ABC

This includes $75,000 for 
clients experiencing 
financial abuse through 
our specialist program 
ReachOut.


