| €
Financial Rights

LEGALT CENTRE




FINANCIAL RIGHTS LEGAL CENTRE | ANNUAL REPORT

FINANCIAL RIGHTS LEGAL CENTRE ACKNOWLEDGES THE
TRADITIONAL OWNERS, CUSTODIANS AND ELDERS OF THE
LANDS ACROSS AUSTRALIA AND PARTICULARLY THE GADIGAL
PEOPLE OF THE EORA NATION, PAST AND PRESENT, ON WHOSE
TRADITIONAL LAND THE FINANCIAL RIGHTS LEGAL CENTRE'S
OFFICE IS SITUATED.

FINANCIAL RIGHTS LEGAL CENTRE

Level 1, 80 Cooper St. Surry Hills NSW
PO Box 538 Surry Hills NSW 2010

National Debt Helpline: 1800 007 007
Insurance Law Service: 1300 663 464
Aboriginal Advice Service: 1800 808 488

Advice Hours: (EST) 9:30am - 4:30pm weekdays

Email: info@financialrights.org.au
Websites: financialrights.org.au insurancelaw.org.au mva.financialrights.org.au

Office Hours: 9:30am - 5:00pm weekdays
Administration: (02) 9212 4216
Fax: (02) 9212 4711

ABN: 40 506 635 273

Financial Rights acknowledges the financial support for our core services provided by the Financial
Counselling Services Program administered by the NSW Department of Finance and Services (Fair
Trading), the Financial Capability and Wellbeing Program administered by the Commonwealth
Department of Social Services, and the Community Legal Services Program of the State Department of
Justice and the Federal Attorney-General’s Department.

We have also been fortunate enough to be the beneficiary of significant funds provided by financial
services providers as Community Benefit Payments as a result of enforcement action and market
surveillance activity undertaken by ASIC.
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ABOUT US

ADVICE & ADVOCACY FOR CONSUMERS IN
FINANCIAL STRESS.

Financial Rights Legal Centre is a community legal centre that specialises in helping
consumers understand and enforce their financial rights in relation to consumer credit,
banking, insurance, debt recovery and related issues. It is the only such centre in
NSW, and it has a particular focus on issues that affect low income and disadvantaged
consumers. We provide free and independent financial counselling, referral, legal advice
and casework to individuals about a broad range of financial services and we advocate
for law reform and regulation that benefits consumers in these areas.

As a community legal centre, Financial Rights is largely government funded and independently
managed by a voluntary management committee. We maintain a particular focus on issues that
affect vulnerable and disadvantaged consumers. We provide a well-integrated combination of
information, advice, casework, and education to assist consumers in financial stress. We also
conduct research and collect data to campaign for changes to law and industry practice for the
benefit of consumers. We employ both financial counsellors and solicitors to provide the best
service for our clients.

PURPOSE & OBJECTIVES

To help alleviate poverty, disadvantage, and financial exclusion by:

1. Assisting consumers of financial services (including but not limited to consumer credit,
banking, insurance and debtor advisory services), particularly disadvantaged consumers, to
effectively assert their legal rights and protect their legitimate interests;

2. Educating, counselling and advocating for members of the public, particularly people facing
economic disadvantage and financial exclusion, in relation to managing their personal
finances and asserting their rights in relation to income and access to affordable essential
services;

3. Achieving positive financial outcomes and, where appropriate, redress for individual clients
of the Centre through, financial counselling, legal advice, legal representation and other
complementary activities;

4. Promoting better consumer understanding of financial system laws, regulation, policies and
industry practices and informing public debate in relation to consumer protection policy;
and

5. Promoting reforms in law, regulation, government policy and industry practice that will
help create a fairer and safer marketplace for consumers of financial services, particularly
disadvantaged consumers, and promote financial inclusion.
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Anne Bissaker
Finance Officer

Michelle Burge
Solicitor

Karen Cox
Coordinator

Tracy Cusack
Financial Counsellor

Julia Davis
Policy & Communications Officer

Marie Druon
Financial Counsellor

Jane Foley
Senior Solicitor

Trevor James
Aboriginal Paralegal Caseworker
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Solicitor

Miriam Jay
Financial Counsellor

Lynda Johns
Senior Financial Counsellor

Anjuma Kammanankada
Solicitor

Alexandra Kelly
Principal Solicitor
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30 YEARS OF FINANCIAL RIGHTS
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In 2017, the Financial Rights Legal Centre celebrated 30 years of independent operation. Financial Rights started life as the
Consumer Credit Legal Centre way back in 1987 and has worked tirelessly ever since empowering low income consumers
with credit, debt and insurance problems.

We are proud that over 30 years our committed and ever evolving team of financial counsellors and solicitors have built a
centre that works tirelessly every day to make the lives of the most vulnerable Australians just that little bit easier.

In July 2017 we celebrated our anniversary with nearly 100 friends, ex-staff, and supporters from government, industry and
the community sector attend our party in Woolloomooloo. The event featured speeches from Senator Katy Gallagher, Uncle
Charles (Chicka) Madden, former Financial Rights lawyers Greg Kirk, Gig Moon, current board member and Choice Policy

Manager Erin Turner and Minister Kelly O’'Dwyer with a heart-felt video message. | 1 B - N (TP
= - 1N > g eaANd—F—

We are also grateful to all our funders over the years who have supported the work we have taken. And despite the perennial _
fragility of CLC funding and the fact that we still don’t come close to meeting the ever-increasing demanded for our service | - o a ANNIVERSARY =
we very much look forward to continuing Financial Rights work beyond our 30th year and into the future. : ' o

Save the LEGnLgEENTHE
Datel  Frar s, i
30th Anniversary ‘ - 2,
Hsiesa QO T
e (N R
o ro =
e vdney er| IS | @ Woolloomooloo Bay Hotel
Sl Gawrst : 'I .i_z__:":._l_']-_'_ b --—w—l _ii:l"*-:‘ Th UTSday 2? Jul}f 2D1 ?
..“".\|'u§.::-'lr-P.\|J|'l' Gallnghsr . o 3-5pm event
e followed by a celebration and eoan A ——
refreshments until late \_/

Special Guest Senator Katy Gallagher . 5
Shadow Minister for Financial Services — ) ANNIVERSARY

RSV by T July
evenis@financialright=org.au
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President Ordinary Member
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Treasurer Coordinator

Paul Baker

Secretary

PRESIDENT'S REPORT

Financial Rights celebrated its 30th Anniversary in
July 2017 at an event in Woolloomooloo. Attended by
stakeholders and staff from over the full span of its
existence, speakers drew attention to the incredible
growth of the Centre, from one lonely staff member in
1987 to its present team of 25 or more.

At the 30th Anniversary we unveiled a lovely original
artwork commissioned for Financial Rights by Aboriginal
Artist, Pauline Coxon, along with flyers and web-based
information for indigenous Australians using various
components of the artwork. | am very pleased to report
that Aboriginal clients made up 17% of the centre’s
casework clients this financial year.

Once again Financial Rights has achieved great results
for individual clients, at the same time as developing
innovative online resources like the Sample Letter
Generator and Motor Vehicle Accident Problem Solver,
and maintaining an influential policy presence. Policy
work included 38 written policy submissions, some very
significant in size such as the joint consumer submission
to the Review of the Banking Code of Practice, and
many other contributions in the form of attendance
at meetings, presentations at conferences, evidence
before senate inquiries and media coverage. The
continuing impact of the insurance investigations report
released by Financial Rights in 2016, and now resulting
in substantial changes in industry codes of practice is a
testament to the centre's tireless advocacy on behalf of
disadvantaged consumers.

We sincerely thank our funding sources: Commonwealth
and State Attorneys General; the NSW Department
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‘Once again Financial Rights
has achieved great results for
individual clients, at the same time
as developing innovative online
resources.”

of Finance and Services and the Department of Social
Services, as well as the wonderful staff members whose
commitment to service provision never wavers. In
addition, the organisation’s continuous improvement
ethic ensures that we give exceptional value for all
dollars invested by funders. Financial Rights continues
to be very ably led by joint Principal Solicitors Kat Lane
and Alexandra Kelly, and Coordinator Karen Cox and the
Management Committee recognises their essential role
in the success of the organisation.

Margaret Raffan
- President

11
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COORDINATOR'S REPORT

This year has seen some fabulous results
for our clients, examples of which are
found throughout this report, and some
new challenges for staff.

In April 2017 we moved to a new
database, after the Attorney General’s
Department  decommissioned  the
aging database previously supplied
and supported by the government. As
a centre which takes 80-100 calls per
day and enters all client data “live”, our
database is a key tool. The transition
was quite difficult and | congratulate
all staff on making the adjustment with
minimal impact on our client services.
Unfortunately the impact on our
reporting ability has been significant
and repeat readers may notice a lack
of detail compared to previous Annual
Reports. We are still waiting for some
of the functionality of the new system
to be delivered, and we hope that next
year we will be able to provide the full
range of statistical information about
our services as reported previously.

Financial Rights has recently been the
fortunate recipient of significant funds
from industry by way of Community
Benefit Payments directed by ASIC in
the course of their enforcement work.
Only last year we were concerned about
the ongoing viability of the Insurance
Law Service and now we have more
funds for the service than ever in its 10

year history, our government funding
also having been continued for the next
3 years. To deal with this feast or famine
situation we have negotiated to spend
the Community Benefit Funds over the
next 3 years or so also, allowing us to
invest in new staff and offer a consistent
service over a more prolonged period.
We have also discovered that having
insufficient funds is not the only
problem a service can face, with the
need to provide additional office
space and recruit and train new staff
demanding in entirely different ways.
With the national Insurance Law
Service advice line ringing relentlessly,
these are problems we are very happy
to have!

| sincerely thank our voluntary
Management Committee for their
continued commitment. Finally, | want
to thank all of the staff at Financial
Rights for their fabulous work and
patience in times of change.

Karen Cox
- Coordinator

KATHERINE LANE

ALEXANDRA KELLY
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PRINCIPAL SOLICITORS REPORT

What another amazing, busy, dynamic year for
Financial Rights!

We launched our first ever class action against
MyBudget in the Federal Court of Australia.

Our lawyers kept themselves busy advocating
for consumers in matters in the NSW Civil and
Administrative Tribunal, Local Court, Supreme
Court and Federal Court as well as running many
matters in the Financial Ombudsman Service,
Credit and Investments Ombudsman amongst
other external dispute resolution schemes.

Our financial counsellors and lawyers visited
regional areas and engaged with consumers and
other community workers.

We complained a lot to regulators and code
compliance bodies on behalf of our clients to see
systemic changes in the financial system.

Our staff represented the Centre in everything
from government lobbying at Parliament
House to local community legal presentations;
advocating constantly for the reform of financial
services and fairness in financial products.

Closer to home we saw the introduction of a
new database, CLASS, and the staff transitioned
from the old system to the new system with only
minor impact on our delivery of effective, quick,
thorough plain English financial counselling and
legal advice for consumers. Unfortunately there
was a fairly substantial impact on staff, and we

are working with others in the sector to secure
improvement to the system.

We launched our digital tools including the
Debt Dating website www.yourfinancialrights.
org.au in our never ending quest to raise the
profile of financial counselling and highlight the
differentiation from the growing number of for-
profit debt management firms and our sample
letter generator to improve our online tools for
consumers.

This year we have seen long serving staff
members bid us farewell, and the joining of new
staff in an ever growing team.

As always, we want to thank all the staff at
Financial Rights for their ongoing support and
amazing work and we look forward to the new
challenges of a bigger team, and representing
more consumers in asserting and enforcing their
Financial Rights.

Katherine Lane & Alexandra Kelly
- Principal Solicitors

13
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SERVICE AT A GLANCE ACCESS & DEMOGRAPHICS
24,957 CONTACTS FOR FREE LEGAL ADVICE OR FINANCIAL COUNSELLING (INCLUDING GENDER - ADVICE AGE - ADVICE
; INFORMATION & REFERRAL)
1% - Not spec.
17,363 CONTACTS ANSWERED THROUGH NATIONAL DEBT HELPLINE (PHONE & EMAIL) - S v [ 655 v
w ? 26% - 50-64
7.594 CONTACTS ANSWERED THROUGH INSURANCE LAW SERVICE (PHONE & EMAIL) .
50.5% 49.5%
19% 25-34
1077 -
6% - 18-24
405 CASES OPENED INDIGENOUS STATUS LANGUAGE

69 LEGAL TASKS ENGLISH NOT
CASEWORK 17% INCOME LEVEL - ADVICE TQLNGIJ%IEE

22 CLE SESSIONS LED BY SOLICITORS & FINANCIAL COUNSELLORS TO COMMUNITY
SOLICITORS, FINANCIAL COUNSELLORS & THE GENERAL PUBLIC. a0

35%

129 MEDIA MENTIONS INCLUDING INTERVIEWS BY PRINCIPAL SOLICITORS & 30%
COORDINATOR 25%

20%

38 POLICY SUBMISSIONS GIVEN TO FEDERAL & STATE GOVERNMENT ENQUIRIES, e
INDUSTRY CONSULTATIONS, NATIONAL REGULATORS & OMBUDSMAN SERVICES. 10%

5%

ADVICE 8%
CASEWORK 11%

0%
0 Low MEDIUM HIGH NO INCOME  NOT STATED

33 COMPLAINTS TO REGULATORS AND AUTHORITIES

40% 30% 8% 16% 6%
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ADVICE & INFORMATION

Financial Rights Legal Centre operates three telephone advice lines. The first is the National Debt Helpline (NDH) which is
answered by both solicitors and financial counsellors. The second is the Insurance Law Service (ILS), a national legal advice
line answered by solicitors. Both NDH and ILS queries also come in by web-enquiry. Web-enquiries may result in a return
e-mail or a return phone call depending on the nature and complexity of the question. The Aboriginal Advice Service (AAS) is
for Aboriginal or Torres Strait Islanders seeking legal advice on credit, debt and insurance matters or financial counselling and
is also national. Calls to the AAS are included in the NDH or ILS statistics depending on the nature of the call.

S

TOTAL
CONTACTS

y &

7,594 - INSURANCE LAW SERVICE

17,363 - NATIONAL DEBT HELPLINE

11,334 ADVICE

13,623 - INFORMATION

NATIONAL DEBT HELPLINE

In December 2016, the Credit and Debt Hotline was
rebranded along with services in every State and Territory
in Australia, as the National Debt Helpline. The National
Debt Helpline also has a dedicated website www.ndh.org.
au maintained by Financial Counselling Australia.

The 1800 007 007 telephone service is the central point
of contact for people requesting assistance in relation

to credit, debt and financial hardship across Australia.
Financial Rights operates the service in NSW only.

Itisagoal of the NDH to assist as many consumers as possible
to self-advocate. This can include one off discrete advice,
or ongoing conversations as matters progress including
updating advice and strategies as consumers navigate their
problem. Many consumers who are able to self-advocate are

CASE STUDY

oug called the National Debt Helpline from a remote

NSW town. He is a 65 year old man on the aged
pension. He was struggling to live on the pension, let alone
pay off a credit card debt of just under $4000 and rang to
enquire about bankruptcy. Our financial counsellor asked
a few probing questions and discovered he owned an old
caravan, which he lived in. The caravan was worth very
little but it was the client’s only accommodation and it
would not be protected in bankruptcy.

FINANCIAL RIGHTS LEGAL CENTRE | ANNUAL REPORT

referred to our online resources and provided advice over
the phone. For consumers who are unable to self-advocate,
either because of the complexity of their problem, or their
level of disadvantage, assistance may be provided in-house,
by solicitors, financial counsellors, or both. Many callers to
the NDH are referred on for further assistance by face-to-
face financial counsellors in the community.

The NDH cultivates support networks and contacts
with financial counsellors by visiting regional and remote
regions, providing training both in Sydney and in regional
and remote areas on relevant issues, and attending financial
counselling meetings and conferences. We also have a
dedicated telephone number for financial counsellors to
access our service as a priority for when they have clients
present.

The caller lived hundreds of kilometres from the nearest
face to face financial counselling service so our financial
counsellor explained how to contact the right people at the
bank and how to explain his situation. Doug called back the
very next day to say that the bank had agreed to waive the
debt. He was very relieved and grateful for the assistance.

17
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INSURANCE LAW SERVICE

The Insurance Law Service (ILS) is a national specialist
service offered by the Financial Rights Legal Centre. Legal
advice is available nationally via 1300 663 464 and this
year calls were received from every State and Territory in
Australia.

Calls relating to motor vehicle insurance, home building
insurance and debts arising from motor vehicle accidents
(in which the driver was uninsured) still dominate the advice
line. Other calls relate to travel insurance, life insurance,
total and permanent disability, consumer credit, accident,
funeral and pet insurance.

The ILS is funded by the Commonwealth and State
Attorney General's Department on an ongoing basis. In
2016/17 we were fortunate enough to be the beneficiary
of Community Benefit payments directed by ASIC as part
of their enforcement role. These funds will put us in good
stead to try to meet the sustained demain for advice by
consumers nationally on insurance issues.

Whenever possible our solicitors try to give people sufficient
guidance and assistance to run their own dispute with the
relevant insurance company, often with great success as
the following feedback attests:

“In January 2016 the Financial Services
Ombudsman advised me to ring you
with some questions | had about a travel
insurance claim dispute.

| spoke with [solicitor] who picked the
relevant information from my story. For
example, she said in this case it all came
down to the wording of the policy; and
that | should ask for the document upon
V\Ilh.iCh they decided not to accept my
claim.

Within a few days the travel insurance
company conducted a review, and did
not supply the document because the
reviewer did not agree with the original
assessment. The settlement was for more
than | expected when | first made the
claim.”

CASE STUDY

arly contacted the Insurance Law Service in late

November 2016, after being notified of the rejection
of a travel insurance claim lodged by herself and her
husband. Her husband suffered from diabetes and they
had been forced to cancel a trip to the US because of
a condition which is often a complication of diabetes.
Later the same week our solicitor, having reviewed the
policy documents and the insurer’s rejection letter,
e-mailed the client with her advice and a draft letter
to send back to the insurer pointing out why the claim
should have been paid.

Early in 2017 our solicitor received the following reply
from Carly:
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“Thank you for all your help with our
[insurer’'s name] travel insurance claim,
which has now been settled in our favour.

| am sure that without your help we still
would have been pursuing [insurer’s
name], but after rejecting our claim twice
on the basis of very thin reasoning we sent
the letter you drafted, and upon the threat
of referring the claim to the Ombudsman,
they suddenly had a change of heart in
January and settled the claim for the full
amount claimed.”

19
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IMPROVING OUR SERVICES FOR ABORIGINAL & TORRES

STRAIT ISLANDER PEOPLE

ABORIGINAL ADVICE SERVICE

The Aboriginal Advice Service (AAS) is a national specialist advice line offered by the Financial Rights Legal Centre. Legal
advice and financial counselling assistance is available nationally via 1800 808 488.

The AAS is one of the ways Financial Rights gives priority to Aboriginal and Torres Strait Islanders clients. We have also
developed new targeted promotional materials, with more substantive targeted resources in the pipeline. We have seen
a substantial increase in Indigenous clients since launching the AAS with 3% of overall clients and 17% of substantive
casework clients identifying as Aboriginal or Torres Strait Islander.

CASE STUDY

Dorothy, an Aboriginal client on the aged pension,
contacted us last year when her life insurance
premiums  reached  $115.20/fortnight  (having
commenced at $40/fortnight when the policy was
taken out in 2010). The premiums had been rising each
year, and she had tried in 2015 and 2016 to dispute
the price hikes, to no avail.

The policy was incepted during a telephone call
(contact having been initiated by the insurer after
our client supposedly filled in Readers Digest survey).
Dorothy told the insurer she was a pensioner with no
dependents, and that her only concern was not to leave
her children out of pocket for her funeral expenses. The
insurer sold her a $100,000 life insurance policy with
stepped premiums. At no stage did anyone explain to
Dorothy that the premiums payable under the policy

would increase each year, as she got older.

We raised a dispute with the insurer, alleging that the
policy was wholly unsuitable and that, as a result, the
mannerinwhichthepolicywassoldbreachedtheinsurer’s
duty of utmost good faith, constituted misleading and
deceptive conduct, and was unconscionable in all the
circumstances. We also pointed out that, while the
Life Insurance Code of Practice was not in force at the
time, it nonetheless represented best practice, and the
conduct of the insurer failed comprehensively to meet
those best practice standards.

The insurer denied any wrongdoing, but agreed to settle
the matter confidentially by refunding a substantial
proportion of the premiums Dorothy had paid over the
life of the policy.

FINANCIAL RIGHTS LEGAL CENTRE

ANNUAL REPORT
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CASE STUDY

inancial Rights received a referral from Wirringa
Baya Aboriginal Women'’s Legal Centre.

Marta is an Aboriginal woman who was served with
a Statement of Claim ("SOC") for repossession of her
property whilst she was on remand for various drug
related charges. She was convicted and sentenced to a
term of imprisonment.

She had been a victim of long term domestic violence
and had separated from her husband (co-borrower and
first defendant in the SOC), after a domestic violence
incident where one of her children was the victim. She
obtained an ADVO against her ex and he moved out of
the property. Her ex had been in charge of paying the
mortgage and was telling Marta that he was paying it
as part of child support. He wasn't. There were also
a lot of problems with the house related to the family
violence.

The mortgage was taken out in 2014 for $60,000. The
current value of the property is upwards of $500,000.
Marta had previously requested hardship assistance
but failed to keep up with the arrangement terms.
The last time she made a hardship application, part of
the conditions was that she had to set up a different
account for direct debits to come out of and she had to
arrange for a Financial Counsellor to assist her - it was
when she went into town to organise all of this that the
police arrested her and she yet again failed to meet an
agreement.

Financial Rights tried without success to negotiate
directly with the lender on Marta's behalf. We then
lodged in the Credit and Investments Ombudsman.

Financial Rights argued that Marta was entitled to
make a financial hardship application on more than one
occasion and due regard must be given to her current
situation. Even though she made several applications
in the past that she did not keep, it was during a
very difficult time where she was heavily affected by
substance addiction. She is now in a position where
she has a reasonable expectation that she would be
able to meet her obligations moving forward.

The lender ultimately agreed to our requested hardship
variation which was:

1. A 6 month moratorium on payments while she
was in gaol;

2. Normal minimum repayments to commence
on a specified date;

3. No default fees or charges for the duration of
the moratorium;

4. The term of the loan be extended and the
arrears capitalised;

5. No default listing on Marta'’s credit report; and
6. The SOC be discontinued.

An added win is that Marta’s good behaviour and hard
work whilst in gaol earned her an early release date
and she headed home a full month earlier than her
original release date.
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NEW ARTWORK & PROMOTIONAL MATERIALS

ARTWORK BY ABORIGINAL ARTIST PAULINE COXON

Aboriginal Artist Pauline Coxon used to be a Tenant
Advocate, and in 2016 she created this brilliant painting
about consumer and financial rights issues.

The Financial Rights Legal Centre commissioned her to
paint the story of our services.

We're so happy with the painting and the powerful messages
it contains! Thanks Pauline. If you would like to learn more
about Pauline, please visit her website: paulinecoxon.com.

THE STORY BEHIND THE PAINTING

The use of Meeting Circles, natural Earth Ochre colours
and message sticks/clap sticks are an important theme for
the message of the Financial Rights Legal Centre.

The Financial Rights Legal Centre connects with the
Aboriginal Community, with a visual presentation that tells
the story.

The inner circle is the logo Financial Rights $ Legal Centre

designed in yellow ochre and red ochre dot art. A clear
simple design that is easy to read.

A design of six meeting circle’s orbits the inner logo.

Each circle represents the diversity in the people/clients
accessing the Financial Rights Legal Centre service.

From single mum and child, to a same sex couple, an
average family, a single person, a small family and people
with a disability.

Each meeting circle is connected to the inner circle. This
represents communication and connection to Financial
Rights Legal Centre.

The flow of the circles goes in and flow out. The message
sticks surrounding the meeting circles also represent
communication. The design of the waves represents
sound waves, communication waves. The message and
information of the Financial Rights Legal Centre reaching
out to the Aboriginal Community.
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THE STORY BEHIND THE PAINTING (conTiNuED)

Another 6 meeting circles continue out, going clockwise
from the first image:

CONTRACT

This is an important image as most people
in financial difficulty are bound with a
contract. Understanding a contract is
very important and often in Aboriginal
communities where English is not the 1st
language Contracts are not understood.

COMPUTER/TECHNOLOGY

This image represents our society today
even in remote Aboriginal Communities.
We have in some capacity access to digital
Technology. A good online information
system is crucial for cultural understanding.
Financial Rights Legal Centre can
reach everyone in the community with
information, and can be utilised as one
form of getting the message out.

HAND

The symbol of the hand to Aboriginal
people goes back to our ancestors leaving
their hand prints in Ochre on our cave
walls. This was our signature of who we
are. The symbol of the hand is many things.
Financial Rights Legal Centre also lends a
hand to people in need of assistance.

PHONE/CALCULATOR

This image represents a mobile phone and
can also be interpreted as a calculator.
Today we can use APPS on our mobile
phones to access information. The use
of the calculator is an important tool as
Aboriginal people become familiar with
using these tools to manage our money.
Like learning a new language, the language
of money is still a new skill that a lot of
Aboriginal people need to know. Financial
knowledge is not part of our oral or spiritual
history. This is a new path for us all to learn.
Financial Rights Legal Centre can assist in
information about your financial rights.

KEY

Financial Rights Legal Centre is the key to
unlocking your financial questions.

FEET

Financial Rights Legal Centre will help
you get your feet back on the ground.
Sound financial legal advice will keep you
grounded.
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GRAPHIC DESIGN BY NGAKKAN NYAAGY

Ngakkan Nyaagy (NGNY) is a 100% Aboriginal owned
and operated Digital Agency. NGNY digitally designed all
the artwork on the Aboriginal Advice Service webpage

NV

CASE STUDY

ave was referred from an Aboriginal service in
Tasmania.

He was being pursued for a debt of over $60,000 by
an insurer and their solicitors. The debt arose from a
car accident where he crashed into council property
and wrote off his car. Dave disputed that he owed
the amount claimed and believed he had caused
less damage than alleged. He had a low paying but
permanent job.

The Tasmanian service had tried to make a repayment
arrangement but this was difficult given the client
disputed the debt.

(financialrights.org.au/aboriginal-advice-service) based
on Pauline’s painting. Find out more about this amazing
company at ngny.com.au

Financial Rights took over the matter and started by
convincing Dave to enter into repayment arrangement
negotiations while we requested relevant documents
about the accident (on the basis that he admitted he
owed at least some of the debt). Dave finally filled out
a statement of financial position which showed he
could only afford around $100 a month in repayments.

After receiving this information the insurer then offered
to settle the dispute in full and final settlement for a
few thousand dollars. Our client managed to raise the
funds, accepted the offer and the matter was settled.
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CASEWORK

CASES BY SUBJECT

249 - CREDIT & DEBT LEGAL

103 - INSURANCE

53 - FINANCIAL COUNSELLING

TOTAL CASES OPENED - 405

COMPLAINTS

ASIC

CODE
COMPLIANCE

TOTAL - 33

AFSA

OAIC

219 - CREDIT & DEBT LEGAL
102 - INSURANCE
s [

FINANCIAL COUNSELLING

TOTAL CASES CLOSED - 374

CLOSED CASES IN EDR

1 TELECOMMUNICATIONS
INDUSTRY OMBUDSMAN
2 ENERGY & WATER
OMBUDSMAN NSW
19 CREDIT & INVESTMENTS
OMBUDSMAN
37 - FINANCIAL OMBUDSMAN
SERVICE

Financial Rights may not have represented
clients all the way through the EDR
process. Some clients were assisted with

lodging their disputes or with submissions,
but were otherwise able to self-advocate.

TOTAL - 59
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CREDIT & DEBT LEGAL CASEWORK

Credit and Debt casework conducted by solicitors included
cases about home loans, credit cards, pay day loans (small
amount credit contracts), consumer leases, other personal
loans and motor vehicle loans.

A significant number of these disputes were conducted
through the Financial Ombudsman Service and the
Credit and Investments Ombudsman, with some matters
proceeding all the way to determination. Many also resulted
in complaints mainly to the Australian Securities and
Investments Commission (ASIC), but also other regulators.

REPRESENTATIVE COMPLAINT

series of complaints were lodged with the Privacy

Commissioner in late 2014 by the Financial Rights
Legal Centre, Consumer Action Law Centre, Financial
Counselling Australia and the Australian Privacy
Foundation on behalf of consumers generally in relation
to breaches of the Privacy Act by Veda Advantage
Information Services and Solutions Ltd (Veda).

In December 2016 the Privacy Commission decided
that Veda must refund thousands of consumers who
paid to obtain credit reports under Veda's expedited
delivery deal. The Commissioner found that Veda
breached a series of privacy rules when they:

e charged for “expedited delivery” of a credit report
where the consumer had not sought access to a
credit report in the previous 12 months;

e failed to prominently state on its websites that
consumers have a right to obtain their credit
reporting information free of charge;

e did not take reasonable steps on its websites and

CASES CASES

OPENED CLOSED

phone line to ensure that the option of free access
to a credit report was as available and easy to
identify as access to paid credit reports; and

e used personal information it held on consumers
for the purposes of direct marketing in breach of
privacy rules.

A small number of further allegations were not upheld
by the commissioner. These related to:

e Veda not including 'Vedascore' information in
free reports: the Commissioner found that the
Veda Score was not information ‘held” by Veda,
rather it is dynamically generated at the point of
application;

e \Veda not providing the credit report within 10
days: the Commissioner found that there was no
evidence of a systemic problem rather the incident
complained of was a singular breach;

e \Veda charging for credit reports when a consumer
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hadn't received a free report: The Commissioner
found that if a consumer has had the opportunity
to choose a free credit report but chooses a paid
report in the hope of additional value, then this is
not a breach; and

e \Veda excessively charging for credit reports after a
free report has been provided: The commissioner
found that there was not enough information to

CASE STUDY

BIII is 70+ years of age and his only source of income
is the aged/carer’s pension. In 2013, he purchased
solar panels to cover the roof of his home and paid for
them outright. They cost $5,000 after the solar panel
rebate.

In July 2016, a salesman approached Bill's house,
uninvited, selling solar panels. Bill advised he already
had solar panels but the salesman said you can always
use more. Two days later, the salesman returned with
an agreement and information on how Bill could fund
the purchase.

Bill was advised there was sufficient space on the roof
of his shed to put more panels and that the savings he
would make on his electricity bill would cover the cost
- $8,500. He was told:

1. instead of paying $120 a month to the
electricity company, pay $99 a fortnight for the
solar panels and you will save.

2. Company A will give you an interest free loan
to pay for the panels. They will direct debit the
money from your account.

After 3 months, Bill had saved only $30 on his
electricity bills. He also could not afford the fortnightly
repayments.

know whether $79.95 is excessive.

This decision upheld the central principles that
consumers are entitled to a free credit report and
credit reporting agencies can’'t manipulate the system
for their own commercial advantage.

We contacted Company A and alerted them to the
fact that, among other things:

1. the value of the solar panels was around $5,000
not $8,500 and as the cash price was less than
the amount our client had to repay, Company
A must be regulated by the National Consumer
Credit Protection Act 2009 (NCCP Act). To
date, Company A deny they are regulated by
the Act and do not carry out any affordability
assessments etc. prior to advancing funds.

2. our client was never told the company supplying
the solar panels was not a Clean Energy Council
Member which meant he would not get the
solar panel rebate.

3. they breached consumer law when they failed
to outline to our client his cooling off rights.

Company A agreed they breached consumer law by
failing to outline our client’s cooling off rights but denied
they are regulated by the NCCP Act and refused to
comment on the allegations made.

Company A released our client from the contract,
refunded the amounts he paid to date and allowed Bill
to retain the solar panels.

CASE STUDY

ln March 2014 Belinda, who lives in regional NSW, had
to flee with her 2 special needs children at gunpoint
from her violently abusive husband with the Police
in tow. She had to leave all her possessions behind
including her purse and handbag in the urgency to get
away to a refuge.

The next day she called the banks and cancelled her
credit cards. At the time she had a credit card with a
$4000 limit, and estimates the outstanding balance
was about $400. She was the only cardholder.

She had to change accommodation and move to
different areas several times in the intervening years
because her abusive husband always managed to track
her down, and she thought she had finally managed to
escape him in her new secure address.

So you can imagine her trauma when 2 vyears later
a debt collector managed to track her down to her
secure address and knocked on her door out of the blue
demanding she pay nearly $58,000. The debt collector
began ringing and harassing our client and her support
caseworker, sometimes several times a day.

After obtaining documents we discovered that despite
our client requesting the bank cancel her card, they
had subsequently increased her credit limit to $40,000
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and someone had been regularly paying small amounts
to the maxed out card.

Our client suspected her former husband was behind
it all.

We raised a dispute with the debt collector stating:

1. They accepted an assigned debt where the
original bank did not act on instructions to
cancel the card;

2. The increased limit was not asked for, was
unaffordable and the debt was incurred
fraudulently;

3. An investigation should be made into the
granting of the unauthorised increased limit
pursuant to the e-payments code; and

4. The debt collector had breached the debt
collection guidelines in contacting an
associate of our client multiple times daily.

The debt collector agreed to waive the debt. Belinda
was very happy with the outcome but angry her ex-
partner had “gotten away with it”".

29
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CASE STUDY

Leonie had a credit card, personal loan and
overdrawn account fees all with same bank totalling
approximately $16,000.  She contacted a Debt
Agreement Administrator (“DAA”) because she was
having difficulty in meeting the repayments as a result
of reduced employment. The DAA entered her into a
Part IX debt agreement (“DA”). Her only asset was a
car worth $3000. The DAA had included itself as a
creditor in the DA, listing their debt of approximately
$4000 as a liability.

She contacted Financial Rights after falling ill and failing
to meet repayments on her DA. We raised a dispute

CASE STUDY

llison went to a Debt Management Firm (“DMF”) in

2014 to remove a telco default listing. She agreed
to pay the DMF $2180, half of which was an admin fee
and the other half a success fee. The DMF negotiated
with the telco, who agreed to remove the listing if she
paid the full $1420 owing within a reasonable time,
but it was up to her to negotiate the exact repayments.
She was working at the time but had a lot of other
debt. When she contacted the telco, she was told the
debt had been sold to a debt collector who refused to
remove the listing even if she negotiated a repayment
arrangement. Allison stopped paying the DMF.

By March 2016, the debt to the DMF had grown from
$2180 to $6980. The DMF had continued to direct

with the DAA on the grounds that the agreement had
been inappropriate in the first place - she only had one
creditor, making a negotiated hardship arrangement
quite achievable. Even if she had gone bankrupt, her
only asset would have been protected. They agreed to
propose a variation on her DA, that $1300 (being the
total in fees the client had paid to the DAA) be offered
as the final dividend in payments to the bank. The
bank accepted the proposal, and upon acceptance, our
client was released from further liability to the DAA or
the bank.

debit her account unsuccessfully every 3-4 days for
around one and a half years, and was adding on a
$50 dishonour fee each time. She contacted us after
getting a letter from the DMF's solicitors

Finance Rights lodged a complaint in the Credit &
Investments Ombdusdman.  The phone recordings
from the DMF were very helpful, because she was
promised a full refund after 12 months if the listing
could not be removed.

The DMF agreed to waive the whole amount.

COURT & TRIBUNAL CASES
CASE STUDY

Ted, a disability pensioner, had a default judgment
and order for possession of his home entered against
him in the Supreme Court of NSW.

While Ted knew he had signed a mortgage over the
property, he had done so at the request of his (now
estranged) grandson, who told him it was to secure a
joint loan so he and his grandson could purchase an
investment property together. Ted was told the loan
would be secured by the investment property, and
that the mortgage over his house was just “back-up”.
In fact, there was no joint purchase of an investment
property and no other security for the loan, and our
client had transferred a 10% interest in his property
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to his grandson for no consideration. Our client had
no capacity to pay the loan, and thought his grandson
was taking care of it. He wasn't. The grandson had
drawn down on the loan and spent the money himself
(while pretending to our client they had purchased an
investment property), and then disappeared.

We went on the record in the Supreme Court, and
prepared a draft defence and application to set aside
the bank’s default judgment. We then entered into
negotiations with the bank and certain other parties
involved in setting up the loan transaction (including a
NSW solicitor). The bank has agreed to put enforcement
action on hold while those negotiations are on foot.

COURT/TRIBUNAL CASES

IN COURT | APPEARANCES
LOCAL 2 8
COURT
FEDERAL 1 3
COURT
SUPREME 4 12
COURT
TRIBUNAL 1 1
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CASE STUDY

anya is a young woman in her twenties. She has

had a difficult childhood, including substance abuse
and family relationship problems. Her highest level of
education is Year 10. She inherited an unencumbered
apartment not long after she turned 20. She obtained a
loan secured against the property for about $70,000,
which she struggled to manage. She also had a number
of smaller loans and debts totalling approximately
$22,000. Tanya started looking for a consolidation loan
to help her manage her debt, but matters deteriorated
even further when she lost her job in late 2013.

Tanya approached a mainstream lender for a
consolidation loan but they were unable to help her
because she was unemployed and had no way of
repaying a loan. They referred her to a broker who
arranged a loan with an unlicensed credit provider
(lenders do not need a credit license if they do not
provide loans for personal and domestic purposes, or
investment in residential property). The broker and
the lender seem to be related entities - they share the
same directors.

Tanya entered into a loan agreement in the belief that
it would act as a consolidation loan and pay out her
unsecured personal debts. She was required to sign a
Business Purpose Declaration, despite the broker and
lender being aware that she was unemployed at the
time and was in receipt of Centrelink while applying
to be accepted into the armed forces; the term would
be 4 months and it was secured against her property.
The interest rate was 15% per annum, with a default
rate of 25% per annum. There was a fee of $25,000
in addition to the loan of $40,000, to pay out her
outstanding unsecured personal debts, bringing the
total amount financed to $65,000. In fact the client
only ever received about $19,000, some paid directly
to her creditors and some in cash deposits.

Tanya defaulted on the loan and the lender filed a
statement of claim in the Supreme Court for possession
of her property to be sold to meet the outstanding
amounts, including the $19000 borrowed, the

$25,000 fee, and default interest on the total amount.

Financial Rights instructed counsel and a defence and
cross claim were filed in relation to breaches of the
National Consumer Credit Protection Act (the credit
law), in effect challenging the false business declaration
purposes and asserting breaches of the credit law and
an alternative argument under the Contracts Review
Act 1980. After a long protracted process, the lender
amended their statement of claim; they no longer
sought possession of the property or payment of the
$25,000 fee. They sought only the amount paid to
Tanya and her creditors and interest as set out in the
loan agreement. The lender also attempted to have
the matter transferred from the Supreme Court to the
Local Court. We were successful in defending that
motion as the Local Court did not have the jurisdiction
to consider our cross claim for civil penalties under the
itggg law or our claims under the Contract Review Act

While that matter was awaiting a hearing date in the
Supreme Court, the broker filed a statement of claim in
the Local Court to recover the $25,000 fee. They had
obtained a judgment against Tanya before the matter
was brought to our attention. We successfully appeared
for Tanya with an application to set aside the judgment
and also to have the matter transferred to the Supreme
Court to be dealt together with lender’s application as
they were related matters, the parties were already
in the Supreme Court, and it was appropriate for the
matters to be dealt with together.

The matter was eventually settled to our client’s
satisfaction on confidential terms on the first scheduled
day of hearing.
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FINANCIAL COUNSELLING CASEWORK

Financial counselling casework clients include:

e Clients who are also being assisted by Financial
Rights’ solicitors;

e Clients who have difficulty in obtaining an
appointment with their local financial counsellor,
because, for example, the client is unable to
travel; the local financial counselling agency can't
take additional appointments; the local financial
counselling agency has a conflict; or there is no
local financial counselling agency available in the
client’s locality;

e Clients who are in prison;

e Clients whose situation is urgent as legal action has commenced or is about to commence;

e Clients who may simply need minor (one-off) assistance with drafting a complaint to an
external dispute resolution scheme (EDR) or writing a letter to a creditor.

Many of the clients being assisted by our legal practice have benefitted enormously from
also having the services of a financial counsellor. In other cases our financial counsellors have
produced great results without any legal assistance being required.

CASE STUDY

ur client had credit card debts with four
banks totalling over $50,000.

He is in his late 60s and lives in a rental
property on the Far North Coast. He receives
the aged pension which is supplemented by
his allocated pension fund.

When he called us all of his credit facilities
were maxed out. He had been drawing down
additional income from his allocated pension

CASES
OPENED

CASES
CLOSED

fund, thereby depleting his fund in 6 months
from $99,000.00 to $55,000.00. Analysis
of his income and expenses showed a deficit
of $800 per fortnight, with a substantial
amount going to meet just the minimum
repayments on his credit card accounts. At
the rate he was going he would have nothing
but his pension in another 6 months or so
and he would have inevitably defaulted.

One card provider agreed to waive their debt
immediately. Getting arrangements in place with
the remainder took a lot more work. Eventually
arrangements were made with all creditors to accept
lump sums of between 10 and 12% of the amounts
outstanding. Our client met these payments with his
pension fund, thereby preserving the rest of it for living
expenses rather than just debt servicing. Bankruptcy
was never a realistic option for him for several reasons.

CASE STUDY

ur client is a 70 year old receiving the age pension

who lives in van in a holiday park on the Mid North
coast. He was struggling to service his 2 credit card
debts and an overdrawn deposit account with a bank.
One card had a balance owing of about $2,000 and
the other of roughly $16,000, and interest and late fees
were mounting up. The only way he could afford the
repayment arrangement he had entered into with the
bank was to borrow money from his daughter. He has
serious health issues including heart disease, requiring
an in-situ defibrillator, diabetes and kidney failure. He
also needs knee replacement surgery.

He used his super to buy a car and van after he retired.
The car is worth $5,500 and the van about $28,000.
He was worried that the bank would force him to sell
his van to pay his debts.

His money plan showed a substantial deficit.
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Our client is now thinking of relocating closer to town
and looking at different ways to reduce his living
expenses to stretch his pension fund further. We have
referred him to work with his local financial counsellor
towards gaining better money management skills.

After getting assurances from the bank that they would
not regard his van as a realisable asset, a Financial
Rights financial counsellor requested that they waive
all of his debts on compassionate grounds.

They agreed to waive all the debts except his smaller
credit card, and proposed a repayment plan for that
debt of $20 per fortnight, with all fees and interest
stopped.

The client was happy with this deal and relieved his van
was now safe from debt collection.

After making various changes, including a move to
a cheaper van site; giving up his funeral  insurance;
and reducing his alcohol intake with support from his
doctor, he was able to achieve a surplus in his budget
and afford the repayment arrangement.
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CASE STUDY

FINANCIAL COUNSELLORS & SOLICITORS
WORKING TOGETHER

hillip came to Financial Rights Legal Centre via the

NDH, wanting to get out of his personal budgeting
contract, as he could not afford their fees and was still
defaulting on his loans. His particular concern was his
secured car loan, as he lives remotely and does shift
work, and cannot get to work without the car. He had
spoken to the budgeting service about how to deal
with this but they just told him to “get more income”.

When he became a client of Financial Rights Legal
Centre, Phillip had three loans secured over his car, a
consumer lease, and two pay day loans. He was also in
arrears on his child support and his phone bill.

Our solicitor raised disputes with each lender regarding
failure to comply with responsible lending legislation
and sought waivers or reduced payment plans as a
fall back. She also assisted the client to terminate his
personal budgeting contract arrangement, and then
sought a refund of his fees on the basis that the firm
had failed to provide services which were fit for purpose
as required by the Australian Consumer Law.

Our financial counsellor prepared statements of
Phillip’s financial position at the time each loan was
taken out, and the time he entered into the personal
budgeting contract, to support the legal arguments.
Critically, he was able to help Phillip realistically assess
his actual living expenses far more accurately than any
of the lenders or the budgeting service had been able
to do (or had troubled to).

Phillip has now had his fees for the budgeting
service refunded in full, and his loans reduced to the
amounts borrowed (no interest or fees) and affordable
repayment arrangements. He has retained his car in
return for paying off a reasonable amount for usage
with no further interest or fees. Negotiations continue
with the consumer lease provider.

Our financial counsellor also worked with Phillip to help
him prioritise his payments and budget so that he was
able to make the best use of his fluctuating salary, and
to ensure he covered rent and food, child support and
the car, and got his phone back on the air.
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INSURANCE LEGAL CASEWORK

Files ranged from drafting letters disputing insurers
decisions, to cases which went all the way to determination
at the Financial Ombudsman Service in both the general
insurance and life space (including TPD and funeral
insurance). As in previous years a number of files were
opened to assist uninsured clients in hardship who were
being pursued for debts by insurance companies.

There are a wide variety of issues including disputes over
quantum or scope of works/repairs, delays in processing
claims, misleading representations, non-disclosure,
unsuitable products, allegations of fraud, excess disputes
and automatic renewals of premiums the most common.

CASE STUDY

Nathan lodged a claim under home contents
insurance policy for theft of jewellery and other
items in Nov 2012. The insurer refused to pay on
the basis that he had not disclosed his past criminal
convictions relating to fraud and dishonesty offences
when he took out the policy in Sept 2012.

The sales consultant had asked the client the question
‘Have you got any unspent criminal convictions in
relation to fraud, theft, dishonesty, arson or malicious
damage” and he had answered “No”.

Nathan did in fact have 4 ‘“unspent” criminal
convictions at the time he took out the policy and two
of these related to ‘fraud, theft or dishonesty’. These
convictions occurred in 1995 & 1998. We assisted the
client to dispute this decision in Financial Ombudsman
Service (“"FOS”).

We have continued to focus some of our casework attention
on consumer disputes about insurance investigations,
including fraud investigations. This has been a policy
priority area for the Centre this year and running a number
of cases assists us in determining what improvements have
been made since the release of our report "Guilty Until
Proven Innocent".

CASES CASES
OPENED CLOSED

FOS found the law relating to spent convictions is
complex and varied and that a reasonable person in the
circumstances would not be expected to understand
what was meant by the expression “unspent criminal
convictions” when used in isolation and without any
further explanation. Further, the sales consultant had
failed to ask the relevant question in line with the
insurer’s standard script, specifically the part which
stated “We do not need to know about criminal
offences or convictions that the law permits you not to
disclose. If you are unsure, you must seek legal advice”.

FOS found that it was reasonable for Nathan to believe
that he was not required to disclose the convictions in
response to the specific question asked by the sales
consultant and his claim was paid.

CASE STUDY

Jackie had an existing funeral insurance policy
covering herself and her husband. She took this out
as she was concerned her husband’s veteran’s benefits
would not be enough to cover his funeral expenses if
something happened.

In 2006 Jackie spoke to the insurer about taking out
life insurance as well, because they had an outstanding
loan that she would not be able to afford herself.
After speaking with family, she decided to put her
money into paying off the loan faster rather than on
life insurance premiums. The company then rang her
back to try and persuade her into the policy again.
The salesperson encouraged her to cancel her funeral
insurance and take out life insurance in its place for
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an amount to include both the loan and the original
funeral insurance. He said it would be “larger cover,
which is going to cover both the loan and also your
funerals”. He never mentioned the policy would end
at age 70, but did check she received the PDS (that
had a guarantee of renewal to age 70 hidden towards
the end of a badly worded policy). Eventually Jackie
agreed.

Jackie cancelled the policy last year after being told her
husband would no longer be covered as he had reached
aged /0. After Financial Rights raised a dispute, the
insurer agreed to refund all the premiums on the life

policy.
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CASE STUDY

Sonya’s car was stolen and she claimed on her
insurance. The insurer refused to pay the claim,
and accused our client of fraud. We represented her
in the Financial Ombudsman Service (‘FOS”). FOS
investigated the dispute, including interviewing our
client, and ultimately found in her favour.

FOS found that Sonya’s account of the theft was
plausible, and the police report did not indicate that
she was in any way suspected of being involved. There
was nothing in the evidence exchanged physically
linking our client to the theft. In those circumstances,
FOS found our client had established a loss covered by
the policy, and the onus to prove an exclusion applied
shifted to the insurer.

The insurer relied on a report from a forensic locksmith
which stated that the car could only have been driven
by a correctly coded key. However, FOS found the
report was incomplete because the insurer did not
provide the locksmith with our client’s keys. FOS
further noted that it was aware that “thieves are
becoming more sophisticated and it is difficult for the
security industry to keep up with or stay ahead of that

sophistication ... The fact that [the forensic locksmith]
was unaware of any electronic devices that could
bypass the immobiliser system at that time does not
necessarily mean that there are not electronic devices
available”.

Theinsurer also argued that Sonya had not done enough
to make her then boyfriend available to be interviewed.
She had provided a statutory declaration from the ex-
boyfriend, and given the insurer his phone number and
email address. The insurer made one attempt to phone
him; he did not answer and there was no voicemail
facility. FOS found that, in those circumstances, a
single attempt by the insurer to contact the witness
was insufficient to discharge the insurer’s onus, given it
was alleging fraud.

During the period it took the matter to get through
Internal Dispute Resolution and then FOS, our client
and her two young children became homeless. She
stuck the process out nonetheless, and is now in rental
accommodation. She has used the money from the
insurance claim to buy a cheap car outright.
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PUBLICATIONS

YOUR FINANCIAL RIGHTS:
‘DEBT DATING” VIDEO AND FINANCIAL LITERACY CAMPAIGN

“If you're in debt, who is best to help you?” This is the central question posed in Financial Rights’ “debt dating” video
launched in September 2016 at yourfinancialrights.org .The video follows the pitfalls many Australians face when looking
for help with their financial problems. The video and accompanying website are part of a new financial literacy campaign
aimed at steering consumers away from “Debt Management Firms,” otherwise known as Debt Vultures, towards free and

independent financial counselling services.

FINANCIAL RIGHTS LEGAL CENTRE | ANNUAL REPORT 43

NEW SAMPLE LETTER GENERATOR

Financial Rights launched an interactive letter generator that can help consumers, or com-
munity workers create professional and legal letters to send to financial service providers like
banks, creditors and insurance companies. The tool is designed for consumers to use without
assistance, and also for community workers to use with their clients. Letters about credit,
debt and banking are only applicable in NSW, but the insurance-related letters can be used all
over Australia. There are currently 14 sample letter generators including:

e Letter to Bank Cancelling Direct Debit Authority

e Letter Requesting Hardship Variation on a Consumer Loan or Lease
e Letter to Insurer Disputing Amount Claimed

e |Letter to Insurer Requesting Release from Debt

The Sample Letter Generator can be accessed from the home page of financialrights.org.au
or insurancelaw.org.au
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NEW FACTSHEETS

Financial Rights has over 70 factsheets on our websites providing Australians with useful legal and practical information
to help themselves in their dealing with credit, debt and insurance. Financial Rights is always adding to our library of re-
sources and this year launched factsheets on written off vehicles, tolling debts, insurance excess and pet insurance.
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COMMUNITY EDUCATION
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Community Legal Education (CLE) presentations and workshops continue to be a vital part of the Centre’s work. Our
solicitors and financial counsellors regularly present CLE to community workers, other financial counsellors, lawyers and
the general public. Our CLE strategy is geared toward spreading our specialist skills and knowledge in the most effective
means. The Financial Rights and ILS websites are particularly effective in helping our clients turn our advice into meaning-

ful self-representation.

Financial Rights provided CLE sessions on credit and debt, mortgages and insurance for financial counsellors, community
workers and the general public in NSW. Some highlights from this year’s community legal workshops include:

e A presentation on credit reporting, payday lending and mortgage stress to financial counsellors in Albury;

e A presentation to Central West Lifeline on payday loans, rent to buy schemes and Centrelink “robodebts”; and

e Various presentations, panel discussions and workshop contributions at the FCA Conference.

CREDIT & DEBT INSURANCE
&
CREDIT & DEBT

a VISITS TO
REGIONAL AREAS

PROMOTING OUR
TOTAL CLE SERVICES

COMMUNITY EDUCATION SESSIONS - AUDIENCE

10 - Financial Counsellors
[¢) - Community Workers
3 - Lawyers
2 - Public
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REGIONAL VISITS

Financial Rights conducts regular visits to regional areas of
NSW in order to reach a broader demographic of people
than we are likely to reach with our phone services and
online resources. Sometimes those people most in need
are often those who cannot make use of such services
and need face-to-face assistance. Our efforts of late
have concentrated on forming closer ties with financial
counsellors and other community workers in regional areas
to better assist them in their roles and increase referrals.

This year we have visited Lismore, Dubbo, Wagga Wagga,
Albury, Nowra, Griffith, and Tamworth. Where possible

TWITTER
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we open casework files for clients identified through our
regional visits and where necessary we work with an
agency in the client’s local area to stay in contact with
the client and assist us with obtaining instructions and
documentation.

Each of our solicitors and financial counsellors are
assigned a specific regional area in NSW so that we can
reach out to all corners of the state in a systematic and
consistent manner.

Financial Rights has been actively engaged on Twitter for three years now, with over 800 followers and 2000 tweets.

? FTaPTofsctTY m

Alexandra Kelly, principal lawyer from
@Fin_Reghts_CLT, speaks about keeping debt
al bay. #TheProgectTV

ER<BSETR.

* Fimancial Righas CLC
4.0 At the Fairness in Banking forum with
@Bowenchris @EnnLTurner and
{@Fin_Rights_CLC Alex Kelly #auspol
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WEBSITES

Financial Rights launched two new websites over 2016/17.

The first was yourfinancialrights.org.au with its accompanying Debt Dating video. YourFinancialRights is a financial literacy
campaign aimed at steering consumers away from “Debt Management Firms,” otherwise known as Debt Vultures, towards
free and independent financial counselling services. The video and website sought to explain in easy to understand language
the different forms of debt management firms out there and how to avoid falling into their trap.

The second website was the Motor Vehicle Accident Problem Solver at mva.financialrights.org.au, The Motor Vehicle Accident
Problem Solver can help people through the complications, pitfalls and hurdles of car insurance. Click on the Motor Vehicle
Accident Problem Solver button, answer a few simple questions and the Problem Solver will lead you to the actions you
should take and provide you with all advice, sample letters, detailed fact sheets you require. Available on your tablet, smart
phone or desktop at mva.financialrights.org.au, the Motor Vehicle Accident Problem Solver is accessible any time of the day
to help answer some of the most common questions people face when they have an accident and are navigating the tricky
insurance terrain. The tool is designed for consumers to use without assistance, and also for lawyers, community workers and

Financial Rights The other party admits partial fault

Motor Vehicle Accidents iR
W and advocacy for consumers in Motor
Vehicle ents

o

- EewEEs EeS———

MWA Problem Solver
Anigveer & liw smplé
i e 4 Eha e Ca
determine whal action you
should taki.
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community advocates to use with their clients.

Financial Rights of course also operates the two websites: financialrights.org.au and insurancelaw.org.au. Both contain a
wealth of resources designed to help consumers self-advocate and feel more confident about their rights when dealing
with debt collectors, negotiating with financial service providers, or even lodging disputes with an ombudsman service. The
websites contain over 80 legal information factsheets, sample letters, ‘Know Your Financial Rights’ checklists, a financial
counsellor search tool for consumers in NSW and much more. This year we also enhanced our web tools with the addition
of a sample letter generator.

Financial Rights also added web information for our new Aboriginal Advice Service (AAS). The AAS is providing legal advice
and assistance to Aboriginal and Torres Strait Islander people across Australia on credit, debt and insurance matters.

This financial year our websites were visited by over 29,000 unique users.

EDUCATIONAL CAMPAIGNS 2016-2017/

Debt Dating

Financial Rights launched the Your Financial Rights: Debt Dating video and website at yourfinancialrights.org -
a financial literacy campaign aimed at rebranding debt negotiators, credit repair services, debt admin brokers,
budgeting services and to raise awareness of the exploitative nature of these businesses.

Sample Letter Generator
Financial Rights launched a new, free interactive letter generator that can help consumers, or community workers
create professional and legal letters to send to financial service providers like banks, creditors and insurance

companies. The tool is designed for consumers to use without assistance, and also for community workers to use
with their clients.

Pay Day Lending

Financial Rights are currently collaborating with Consumer Action Law Centre on a financial literacy project on
pay day lending. With a dramatic increase in the number of Australians using pay day loans, a sharp rise in the
number of financially stressed households and a huge explosion in online lending avenues. The report was used
to inform the Small Amount Credit Contract review, an educational programs exploring the true costs of payday
loans is being developed.

49
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MEDIA

Financial Rights continues to be very active in various forms Our media presence included:

of media including print, radio, and television. Engaging _
with the media is a key opportunity for us to: e Kat Lane and Alexandra Kelly appearing on ABC'’s
The Checkout to warn about pay day loans and the

. . pitfalls of insurance disclosure
Increase awareness of our services with the general

public Karen Cox spoke out on the consumer lease trap
appearing on ABC News, Network Ten and other
news services

Educate consumers about their rights & warn about

potential pitfalls Alexandra Kelly appearing on Network Ten’s The

Project to discuss the do's and don'ts of travel
insurance.

Encourage & facilitate debate on law-reform issues

The majority of the media work has been undertaken by
co-Principal Solicitors, Katherine Lane and Alexandra
Kelly and Coordinator Karen Cox, with contributions from
other staff members at times. They have appeared on
ABC Radio National, ABC TV’s 7:30, the Sydney Morning
Herald, The Age, the Australian, SBS TV, The Guardian, and
many more. This year our main contributions to the news 4
in the financial rights space were to do with the new Life

Insurance Code of Practice, the government review into

the financial services complaints framework, the continuing

scourge of exploititive pay day loans, consumer leases and

debt management firms, and the need to lift claims handling

standards in general insurance.

MEDIA MENTIONS
3

Credit Cards

Misc

Financial Services
Life Insurance
Banking

General Insurance
Debt

TOTAL: 129

Credit Reporting

Debt Management Firms
& Payday Loans

EDR
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POLICY & LAW REFORM

Policy and law reform advocacy remains a vital part of Financial Rights’ work. Our large volume of advice and casework assists
us to identify systemic issues, and many examples are used as part of our submissions to government and industry inquiries.

TOP FIVE POLICY PRIORITIES 2016-2017/

2

Debt Management Firms

Our aim is to combat the detriment to consumers caused by largely unregulated businesses like credit repairers,
personal budgeting services, debt negotiators and debt agreement brokers through increasing consumer awareness
of the free alternatives, advocacy and law reform.

Insurance claims handling

Insurance claims handling practices and investigations continue to be a major source of consumer complaints.
We believe that both the life and general insurance industries must act to improve their standards of conduct in
claims handling and must inform their customers of their rights and responsibilities during the claims process. We
also support stronger regulation to ensure effective consumer protections are in place.

Insurance Product Suitability

We remain concerned with the large number of insurance products being sold to consumers that are unsuitable
for their needs. This is arising because of poor disclosure, exploitative sales practices, and a lack of genuine
dialogue with a consumer regarding their actual needs. We will work to improve industry practice whether
through legislated suitability requirements, enhanced codes of practice or other regulatory instruments to ensure
consumers are purchasing appropriate products to meet their needs and insurers are appropriately marketing,
selling and issuing products.

Payday Lending and consumer leases

Reducing the widespread use of expensive short term lending has long been a priority for Financial Rights. We
intend to encourage greater enforcement of responsible lending for pay day loans and consumer leases. We
also want to work towards greater public awareness of the financial hardship that relying on payday lenders and
consumer leasing arrangements can cause.

Motor vehicle dealership finance and sales practices

The sales driven culture of motor vehicle dealerships has led to systemic unfair and exploitative practices
including high interest loans, high broker fees and high pressure sales tactics particularly with respect to add-on
insurance products. Financial Rights will work to identify and promote effective law reform, promote greater
compliance with responsible lending laws and support improved consumer awareness of the pitfalls of motor
vehicle purchases.

e Financial Rights’ 2016 report Guilty Until Proven

Innocent: Insurance Investigations in Australia has led
to significant moves to industry reform. The newly
enacted Life Insurance Code of Practice includes industry
commitments to higher investigations standards and
practices. The report also led to the General Insurance
Code Compliance Committee undertaking an Own
Motion Inquiry into General Insurance Investigations of
Claims and Outsourced Services which recommended a
raft of changes to industry practice, in line with many of
our recommendations.

Financial Rights has led the charge to raise standards in
the financial services sector through improved Codes of
Practice and seeking a commitment from industry to gain
approval of their Codes from the Australian Securities
and Investment Commission in accordance with ASIC’s
regulatory guide. The Australian Bankers Association have
become the first sector association to publicly announce
their intention to do so, as a part of their current Code
Review. The Federal Government has also established

FINANCIAL RIGHTS LEGAL CENTRE | ANNUAL REPORT

HIGHLIGHTS IN POLICY AND LAW REFORM

an ASIC Enforcement Review including investigating the
establishment of a Co-Regulatory regime where Codes of
Practice will be mandatory.

Financial Rights has worked hard to raise awareness
on the continuing problem of debt management
firms including credit repairers, personal budgeting
services, debt agreement brokers and debt negotiators.
The Consumer Minister’'s Council has committed to
developing an education campaign to raise awareness
of the risks of DMFs and the Federal Government have
also committed to working on determining the merits and
feasibility of bringing DMFs within the financial services
regulatory framework. ASIC too announced a crackdown
on misleading advertising by DMFs in mid-2017.

Pay day lending continues to wreak havoc on financially
vulnerable Australians, with Financial Rights long arguing
the need for regulatory reform. Significant legislative
reform was announced in early 2017 with legislation
expected to be introduced by the end of the year.
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IMPORTANT POLICY SUBMISSIONS

Financial Rights has made significant contributions to a  Financial Rights has also worked tirelessly to ensure a
number of law reforms including: consumer voice is heard in the development of the credit

e Joint consumer submission to the independent review reporting regime.
of Code of Banking Practice;

e The Federal Government’'s move to improve
bankruptcy and insolvency laws;

Federal Government

FINANCIAL RIGHTS LEGAL CENTRE INC.

v [
o [ industry 40 506 635 273
s [0

National Regulator

e TheFederal Government’s plans to tighten responsible
lending obligations on credit card providers;

e The Australian Energy Regulator’s work to establish a

Sustainable Payment Plans Framework; 4 - NSW Government FINANCIAL REPORT FOR THE YEAR ENDED

e ASIC review of mortgage broker remuneration and 30 June 2017

modifications to the ePayments Code and; TOTAL POLICY

e The NSW government’s review of pawn-broking SUBMISSIONS

regulations. 38
CONSUMER GROUPS & STAKEHOLDER ENGAGEMENT

e Australian Bankers Association Consumer e Financial Services Council Life Insurance Code of
Stakeholder Forum Practice Steering Group

e Australian Bankers Association Financial Abuse e |AG Consumer Advisory Board
Forum e Insurance Council of Australia National Consumer

e ARCA Consumer Advisory Panel Reference Group

e Australian Securities and Investments Commission e Insurance Council of Australia’s Consumer Liaison
Consumer Advisory Panel Group

e Australian Securities and Investments Commission e [Insurance in Superannuation Working Group
Add-on Working Committee e NSWCLC Communications and Technology Network

e Commonwealth Bank Customer Advocate e NSW Attorney General’s Civil Justice Collaboration
Community Council Group

¢ Credit and Investments Ombudsman Consumer e NSW Law Council Consumer Committee

Liaison Committee e Office of the Australian Information Commissioner

e Financial Ombudsman Service Australia’s Consumer Consumer Privacy Network

Liaison Group e Possessions List Users Group Supreme Court
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Financiad Report for the Year Ended 30 June 2007
COMMITTEE'S REPORT

Youwr comimittes members submit the financial repont of the Financial Rights Legal Centre ing (tha Association) for the

financial year ended 30 June 2017,

Committes Members
The rdereies of committee members throughout the year and at the date of this report are:

Margaret Raffan, President
Danad MicMillan, Vice President
Danisl Mayrer, Treajurer

Paul Baker, Secretary

Eviin Tanner

Waren Cox

Mitola Suttan

Principal Activities
The principad activities of the Association during the financkal year were the provision of legal services and Fnancial
courselling services in prcordande with the Constitution,

Significant Changes
Mo significant charge in the neture of these sctivities otcurred during thee yes.

Operating Result
The astociation recarded an operating surplus of 53,780,134 for the financial year ended 30 June J017.

Sigred In aecordance with § resolution of the Members of the Committee:

Dated this 10™ day of October 2017

Page 2o 20
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ABN: 40 506 635 173

STATEMENT OF PROFIT OR LOSS AND OTHER COMPREHENSIVE INCOME

For the Year Ended 30 June 2007

IRCOME

Gramts

Project incoms
Interest recehved
Oaher income

EXPEMDITURE

Salaries.

Superanniation

On costs

Rent

Repairs and maintenance
Oaker Premises Costs

Staff Tralning

Staff Recruitment
Communications

Office Overheads
Irsiaranen

Finance, Audit & Accourting Fees
Library, Rescurces & Subscriptions
Trawel

Programming and Planning
Client Dishursements
Minor Equipmsent
Begreciatian

Other

TOTAL EXPENSES

Current year surplus (deficit]
Other comprehensive income

Total comprebensive surplusfdeficit)

The accomparrying notes form part of this finandial report.

Page 3 of 20

017 2016

-3 ¥
1,858,776 1,773,069
3,495,130 48,803
5,53 46858
10,394 16778
5,430,834 1,885,508
1,592 0OB5 1,567,182
148,423 145,626
13718 294,227
133,231 131,902
2,310 1377

44 8RS 40,982
6,362 6,492
602 1.347
64,581 52,053
31897 35972
5,826 5,604
B764 11,247
23,850 22,851
16,078 14,096
35,334 154,507
2,246 6,730
2097 1176
18,310 21,779

= 1,154
2,150,700 1.316,304
3,280,134 430,756)
3,280,134 (430, 796)

ANNUAL REPORT
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ABN: 40506635273 ABMN: 40 506 635 273
STATERMENT OF FINANCIAL POSITION STATEMENT OF CHANGES IN MEMBERS' FUNDS
As at 30 June 2017 As at 30 Jure 2017
MNete w17 2015 Retalned

. . Reseraes sarplus  Total Equity
CURRENT ASSETS $ $ %
Cash and cash equivalents 1,286,663 460,700
Financial Assets [ 3,609,050 973,080 Balance as at 1 July 2015 21,916 1,264,456 1,286,372
Trade and other receivables 7 31,353 21,458
Frepayments 14,307 9,057 Deficit for the year o [420,7395) [430,796)
GST recenvable ) 11,230 Other comprehensive income for the year = = -
TOTAL CURRENT ASSETS 5,031,373 1,475,545 Total comprehensive deficit for the year - [430,795) [230,798]
NOM-CURRENT ASSETS Transfer between réserves
Rental Bord 36,066 36,066
Finaricial assets & 10,052 10,052 Balance a2 at 30 June 2016 21,916 533,660 885,576
Property, plant and equipment 8 36,294 40,508 L ————
TOTAL NON-CURRENT ASSETS . gaAaz  BEEI6 Surplus for the year - 3280134 3,280,134

Other comprehansive income for the year . - B

TOTAL ASSETS 5,113,785 L362.171 Tatal compeehensie surplus for the year - 3,280,134 3,280,134
CURREMNT LIABILITIES Teansfer betwedn reserves
Employee Berefity b4 493,866 ART BG4
Granits received in advance 10 280,668 19,634 Balamce a5 at 30 Jure 2017 21,916 4,113,704 4,135,710
Oaher provisians 1 47,857 47,857
G5T liabilities 19,122 -
Emploryes liakitiey 82,550 84,583
Creditors & Atcrualy 29,666 51,885 The accompanying nates form part of this financlal report.
TOTAL CURRENT LIABALITIES 962,529 £92,073
NOM -CURRENT LIABILTIES
Employee Benelits 2 15,346 14,522
TOTAL HON-CURRENT LIABILITIES 15,246 14,512
TOTAL LIABILITIES 97075 T06,595
MET ASSETS 4,135,710 §55,576
MEMBERS' FUNDS
Resares 12 21,916 21,916
Retsned surplas 13 4,113,754 233,660
TOTAL MEMEBERS' FLINDS 4,135,710 855,576

Thie accomparying notes form part of this Rnancial report.

Page 4 of 20 Page 5 of 20
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FINANCIAL RIGHTS LEGAL CENTRE INC
ABN: 40506 635 273

STATEMENT OF CASH FLOWS

For the Year Ended 30 June 2007

Hote
CASH FLOWS FROM OPERATING ACTIVITIES
Receiats from grants and pr income
Interest recetved
Payrertd 1o suppliers and employees
1Hb}
CASH FLOWS FROM INVESTING ACTIVITIES
Payrnants for rental bards
Payments for financisl assets
Payments for property plant & equipment
CASH FLOAWS FROM FINANCING ACTPATIES
MET INCAEASE [DECREASE) IN CASH

CASH AT THE BEGIMNING OF THE YEAR

CASH AT THE END OF THE YEAR 17a)

Thi accompanying nates fonm part of this financial repon.

Page & of 20

7 006

% §
5,634,159 2,022,260
38,821 54,313
(21065811  {2.370.326)
3,566,020 {293,753)
(2,725,970 {573,080)
[14,096) 13.846)
2,740,066 {076,926)
85,563 {1.270,679)
450,700 1,731,379
1,286,663 460,700
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FINANCIAL RIGHTS LEGAL CENTRE INC
ABN: 40 506 635 173

NOTES TO THE FINANCIAL STATEMENTS FOR THE YEAR ENDED 30 JUNE 2017

WOTE 1: STATEMENT OF SIGNIFICANT ACCOUNTING POLICIES

This finantiad report is & special purpose fnencial repart peepared In order 1o satisfy the financial reporting requirements of
the Associations Incorporation Act 2009 ard the Austrsfian Charities snd Net-for-peofits Commission Act 2012, The
commities has determined that the Association is not a reporting entity and is 2 not-for-profit entity. The Assoclation is
intorporated and domiciled in Australfia.

‘The financial repodt has been prepared in accordance with the measurement and recognition requirements of all applicatie
Accounting Standands and the presentation and dischosure requinements of the follewing applicable Accounting Standards:

AASE LO0: Presentation of Financial Statements

AASE 107 Statement of Cash Flows

AASE 108 Accounting Policies, Changes In Accounting Fstimates and Errors
AASE 1045: Interpretation of Sandands

AASE 1054 Australan Additionad Disclosures

The financial repart haa been prepaced on an storuals basis and is based oa historc costs and does ot take IMo accownt
changing morey values or, except where specifically stated, current valuations of non-curment assets.

The following significant accourting policies, wiich are congistént with the previous period unless otherwise stated, have
been adapied In the preparation of this finandlal report.

& Encome Tax
Thee Association is exemgt from Income Tax in actordance with the provisions of the Income Tax Assessmaent At
1547,

b Proporty, Flant and Equipment [FPE)
Leasehald improvaments and abice dauipment ane carried at oot less, where applicabile, amy sccurmulated
deprecistian.

The depreciable smount of all PPE i deprecisted aver the useful fves of the assets 1o the Association
commancing froem the time the asset is held ready for use.

A Impakrmant of Assets
Az esch reparting date, the Assooiation reviews the carmying values of its tangible and intangible assets to
determine whether there is any indication thet those assets have been impained, I such an indication exises, the
recerverable amount of the asset, being the higher of the asset's fa'r value less costs to sell and value in e, i
compared to the asiet's carrying value. Any exvess of the asset's carrying value over i1 redooerable amdount i
wpanged,

4 Employee Benefits
Prowision s made for the lability for employee benefits arising from services rendered by employees 1o balance
date. Employes berehits hove been meisured #1 the amouns sxpected 10 b paid when the Eabiiny is settled
plus redated on-costs, or as at 30th June 2017,

& Provislons
Prowisions afe recognised when the Association has 3 legal or constructive cbiigathon, &5 a result of past events,
foe whith it is prabable that an cutfiow of econcmic benefins will result and that outflow can be refiably
measured. Provislons are measured af the bedt estimate of the amounts required o settle the obligation at

reporting date.

Page 7of 20
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FINANCIAL RIGHTS LEGAL CENTRE INC
ABN: 80 506 635 273

HOTES TO THE FINANCIAL STATEMENTS FOR THE YEAR ENDED 30 JUNE 2007

L Cash and Cash Equivalents
Cash and cash equivalents inchudes cash on hand, deposits held at call with banks, and othar short-term bighly
liquid investments which mature within thres manths of less frem the date of the end of inancisd year,

'3 Revenus
Grant incoeme, I recognised at revenue bn the year 1o which the assaciated expendiure and grast funding
agreement relates, Accoodingly, the income received Inthe curment year for expenditure in future years are
treated a5 grants in advance.

Unexpenced specific grant income a2 30 June each year is disciosed &8 a liabdity in the Bnancial statlements. The
amaunt Brought 1o sccount & income is equivalent to that amoeunt expensed by the Association during the
Financial year, Where surplus funds are required to be repald, they will remain as a liabiity in the financial
statemnents wntil repagment,

Community benefit payments 2re nan-reciprocal contribitions snd recognised 3 revenui wiven the Association
abrtains contral or the legal right to receive the congribution.

Is recognited using 1he effective interest rate method which for floating rave financial assets is

thie rate inherent in the enstrament,

Al rgwenue b5 staded net of the amount of Goods and Services Tax JG5T).

h. Leases
Leases of property plant and equipment, whiere substantially ail the risks and benedits incidental 1o the
ownserghan of the asset, but not the legal cwnership, are traraferred 1o the Adsociation, ane dassified as finsnce
beaso,

Firance leases are capitalsed by recording an asset and a llabiity at the lower of the amounts equal to the faie
walue of the leated praperty of the present value of the ranimum fease payments, inthuding any guaranteed
residual values. Lease payments are allocated between the reduction of the kesse RabEty and the lease Interest
expense for that period.

Leased assels are depreciated on a strasght-Bne basis over the shorter of their estimated wseful lves or the lease
term. Lease payments for aperating leates, where substantialy all the risks and benefits remain with the bessor,
@@ charged a5 expenses in the periods in which they ane incunned,

Lease payments for operating |eases are recognised a8 an expenie cver the leate ferm.

i, Goods and Services Tax [GST]
FEvenues, Bspensas and assets aoe recognised net of the amount of GST, except where the amount of GST
Incurred is not recoverable from the Tax Office. In these creumatances the G5T i recognised as part of the cost
of scguisition of tho asset or a3 part of an item of the expense.

i Financial Instruments
Classification
The company classifies ies financial assets in the fallowing categories: financial st 31 fair vadue through profit or
loss, loans and receivatiles. held to maturity investments, and available for sale financial 2ssets. The classification
depends on the natwne of the itemn and the purpose for whach th instruments were acquined. Managemant
determéinns the classification of its financial instruments at initial recognitian.

Held ta maturity investments

Held to maturity imveestments are non dechative finandlal assets thal have fived matunities and fixed or
ceterménnble payments, and the compary intends to hold the imeestments to maturity, They s subiequenthy
mensured at amostied cost using the effective interest rate mathod,

Page ol 20
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FINANCIAL RIGHTS LEGAL CENTRE INC
ABN: 40 506 635 273

NOTES TO THE FINANCIAL STATEMENTS FOR THE YEAR ENDED 30 JUNE 2017

Firnncial Eabilities b

Financial Kabilities include trade payabdes, paher creditons #nd kaans from third parties including inter campany
bulances ard loans from or other amaunts due to director related entities.

Financisl abiities are ¢lassified as current liabilites unless the group has an ungonditional right to defer
settlement of the liability for at least bwelve morths after the repaning period,

Critical Accounting Extimates and Judgements

Management evaluate estimates and judgements incorparated into the financial statements based on historical knowledge
and best available curment infarmation. Extimates aswsme a reascnabile expectation of future events and are based en current
trends and ecanomic data, cbtained bath extemally and within the Associston.

Key estimates
{I} Provision for Make Good

Inchuded in provitions ar the end of the repoeing period ks 2 amolnt for making geod the office premises. This js
on the Committes’s assessment of possible lishilites that the Association may inour in future periods.

New Accounting Standards for Apphication in Future Periods

Actounting Standards and Interpretations isswed by the AASE that are not yit mandatordy applicable 10 the Association,
together with an assessment of the potential impact of such pronourements an the Assotiation when adagted i future
periods, are disoussed bebow:

AASE 9: Financial Instruments {apglicable for annual reparting perods commencing on or afer 1 lanuary 2018),

The standard include revised reguirements for the classification and measurement of fingntisl mstruments, revised
recogritian snd derecagnition requirements for financial instrumants,

AASE 15 Reveraee from Contracts with Customers [applicable for annussd reparting peniods commencing on or after 1
January 2018).

Thits Standand will replace the current accounting requirements applicable to revenue with & single, principled-based model
Except for a limited number of extepliors, incuding leases, the new revenwe model in AASE 15 will apply 10 all contracts
with custamers as well a3 non-monetary euchanges between entities in the same line of business 1o faclitate sales o
custoeners ard potential customers.

AASE 16: Leates [applicable lor anmual reposting perods commancing on or after 1et January 2015).

Recognithon of a "right to use™ asset and lability for all beases, extloding leases less than 12 maonths of
tenure and leases neating to low value assets.

= Depreclation of right to use assets In line with AASE 116: Property, Plast and Eguipment and wnwinding of
the Eability in principal and interest components ower the life of the lexe

- Wariable lease payments that depend on an index or a rate are included in the initisl measunement of the
lease linbility using the index or the rate at the commencement of the lease

—  Aleusee i permitied tooelert not to separate ron-lease components and instead acoownt for all
campanents a i leae

- Additional disclosure requirements.

The transitional pravisions of the standard sllow a lesses to either retrospectively apply the standard or recognése the
cumuilative effect af retrospective application 4 an adpustiment to opening equity o initial applicathon,

Anhough the directors anticipate thit the adoption of the sbove standards will smpact the financial statoments, It is
impracticable at this stage to provide a reascnabie estimate of such impact.
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FINANCIAL RIGHTS LEGAL CENTRE INC FINANCIAL RIGHTS LEGAL CENTRE INC
ABN: 40 506 635 273 ABN: 40 506 635 173

NOTES TO THE FINANCIAL STATEMENTS FOR THE YEAR ENDED 30 JUNE 2017

AASE 1058; Incorre of Mot-for-Pralit Entities (apadicable for annual reporting peviods commenting on or alter 1 NOTE 2: GRANTS INCOME 2017 006
Py 2019). [ 5
AASH 1058 replaces the IEOME FECORNILICN FEGENEMENts in AASE 1004: Cantributions applable to not-for-prafit Commonwealth Attorney General - CLSP Generalist services 230,826 198,400
entities with & moddel based on the principles of AASE 15: Revenie from Contracts with Customers. Consequently, Saate Attomey General - CLSP Generallst services 153,851 148,722
AASH 1058 reguires not-Aoe-peofit entities to recognise all reverue from contracts with customers whan the related WSW Fair Trading - FCSP MSW 766,592 741,279
pertoemance cbligations are satishied, irrespective of whether the ultimate beneficiary of the goods ar senvces Depastment of Soclal Services - FWEP 348,410 345,841
provided by the not-Tar-profit entity s the grantor of the funds or another entsty, An agreemant involving a nat-for- Commonwealth Attarrey General - CLSP Insurance 357,697 338827
prafit ety would be classified a3 & contrct with 8 custoamss i the agresment: LBGH, 776 1,773,069
—  creates enforceabie rights and obligations between th parties; and CLEP - Community Legal Services Pragram
—  includes a promise by the not-for-profit entity to transfer a good or service that s sulficiently specific for the FCSP MSW - Financial Counselling Services Prograrm NSW
entity to determine when the obgation i satisfied. FWCP = Financial Wellbeing and Capability Program
For contracts with custoeers TRt compsise a canation compenent. AASE 1058 requines such components to be
treated as part of the performance oblipation{s) unless the entity can demanstrate that component is not related 1o NOTE 3: PROJECT INCOME 07 1006
the promised goods of serdces. $ 5
Community Benefit Payments 3475279 =
Wihen an arangerment Soes not meet the criteria for a contract with & custamser, the inflaws are accounted far In Praject Income ) 19,851 )
cedae kD ARSE DS which rouulibi Bankruptey Tool kit Project - 1.213
P Pay Day Lending Campaign Research . 47,550
= tho asset recelved by the not-lor-arofit eiity to be accounted for in accordanee with the apglicabie 3,435,130 48,803
furstralian Accounting Sandard; and
- @iy difference between the condderation ghven far the asset and its fair value to be recogaised in
sccordance with s substance (such as a contract lability, a financial instrument andfor @ contribution by NOTE 8: OTHER [MCOME 017 2016
owmers), and any residual smaunt recognised as income. % 5
Cansultancy fees 9,317 5957
AASE 1058 also permits a not-for-profit entity to recognise vobunteer services as an atset of expente (a5 apalicable) Dishursement Recovered . 6,744
and any related contributins by cwners of revenue a2 an accounting policy cheace, pravided that the fair valse of the Sitting fees 1,077 1077
services can be measured refably. 10, 304 16,778
Althcugh the direciors anticipate that the adoption of AASE 1058 and related Standards may have an Impact on the
Goup’s reported revenue, it Is Impracticabie at this stage to provide a reasonable estimate of such impact. NOTE 5: EXPENSES 7 016
H 5
Audit fees A4S0 9,923
7,450 9,923
HOTE B: FINANCIAL ASSETS 7 2016
5 H
Term deposits - cunfent 3,695,050 573,080
Term deposits « non-current 10,052 10,052
3,705,102 983,132
NOTE 7: TRADE AND OTHER RECEIVABLES 7 2016
5 H
Sundry deblors B600 14,418
Interest receivabile 24,753 7.040
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FINANCIAL RIGHTS LEGAL CENTRE INC FINANCIAL RIGHTS LEGAL CENTRE INC
ABN: 40 506 635 273 ABN: 40 506 635 273

NOTES TO THE FINAMCIAL STATEMENTS FOR THE YEAR ENDED 30 JUNE 2017

HOTES TO THE FINANCIAL STATEMENTS FOR THE YEAR ENDED 30 JUNE 2017

MOTE B: PROPERTY, PLANT AND EQUIPMENT 2ﬂ1; I‘.D:I.: A s017 2018
riata H H
ﬂnwnu‘n:::mﬂ_t - at sk lﬁal I::-x] Eeserve for future projects 11,959 11,959
e ' 5,847 4551 Reserve for afficr equipment 3,957 9,957
21,516 21,916
Office furniture and eguipment - at cost 56,904 51,858
Accurmalated depreciation {28,478) (26,354)
18426 25,4564 NOTE 13: RETAINED SURPLUS miz 016
] H
Office Equipment - at cost 52,159 55,743 Balance brought forward - tied 5,784 36,733
Aecumulated depreciation (50,138) {55,380) e i & T gt YT
2021 4,369 Current year surplus/[deficit) = tied [5.784) (30,545}
Leasehold improvements - at cost 51,595 51,595 Current year surplus/(deficit) - untied 3,285,918 (399,847)
Accumulated depeeciation [51,595) (45.471) Trarsfer (1)) fram resenes . .
) G124 4.113,794 833,660
Balance canried forward = tied - 5,784
Tatal Plant and equipment 36,104 40,508 Balance carried forwand - untied 4,113,794 827876
4,113,794 §33.660
WOTE 9: EMPLOYEE BENEFITS 7 2016 Tied funds represent surplus deficits fram funding bedies that are carried
% 5 Tarward as per their funding agresmants.
Current Liabties These are as follows: 07 1006
Provisian for Annual Leave 122,508 214,108 H H
Proision for Long service Leave 171,357 273,756 As reported to AG 5,784
493 866 487864 As reported 1o OFT =
Hon-Current Liabilites A4 reparted 1o D55 -
Pranisian for Long service Leave 15,246 14,522 . 5,784
Totel Ermployes Benefits 509,112 502,386
NOTE 14: LEASING COMMITMENTS 2017 206
H 5
NOTE 10: GRANTS RECEIVED IN ADVANCE 2007 1016 ﬂnmﬂuumoummm
$ '3 Being for alfice rental
MEW Fair Trading - O3 MEW 263,784 i = u;: m:::u maoeth 55,743 133,232
ErUpicy 5 19, 19 584 5
- SR 289 6GE 15,884 between 13 months ard 5 years 55,743
greaver than 5 years & &
55,743 188805
HOTE 11: OTHER PROVISIONS war 2016
5 5
Prowision for Make good 37.857 37,857 Thie property lease I3 2 non-cancellable lease with & 3 year term commenting 1 December 2014 terminating 30 Novernber
Prowition for Pl Insurance exceis 10,000 10,000 2017. Rent is payable manthly in advance with a one (1 %) percenturn rent increase annually at each annbversary. An oplion
47,857 47,857 exists to renew the lexse a1 the end of the lease term for an additional 3 year term.
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ROTE 15: RELATED PARTIES

Tramsactions between related parthes are on narmel comemencial terms and conditions no mare Eavourable than those

available 1o cther parties unless otharwise stated,
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FRANCIAL RIGHTS LEGAL CENTRE - FINANCIAL RIGHTS LEGAL CENTRE INC
ABN: 40 506 635 173 ABN: 40 506 B35 273
TOTHER STATE FORTHE SN Sax NOTES TO THE FINANCIAL STATEMENTS FOR THE YEAR ENDED 30 JUNE 2017
161 R . NOTE 17: STATEMENT OF CASH FLOWS w7 2016
4 H
Commonwealth {a) Recontilistion of cash
e St of Cash at the end of the financial year as shown in the statement of cash flows is
i Tradk ol m!l Servi = recenciled 1o the refated iems in the statement of financial pesition as follaws:
& Cash on hand sp 350
- $ $ $ Cash at bank 1,286,313 460,350
' “izeess i
Grants 752,374 66292 349,410 1,286,663 50,
recetved . 11,534 11,758 5,357
e .I,.ﬁj;m '.I'?:.?Sl.'l 354,767 |b] Reconciliation af cash flow from operations with surplus
EXPEMDITURE : = - Suwrplus [deficit) for ordinary aetivities sfter income tax 3,280,134 (430, 786)
Salaries 579,587 589,397 267,012 ::-'w"':‘m“’“"" el oams: e —
SUPEFAnnEETIDN 53,478 55221 25,071 T um:um
(n costs 4832 4,822 2,205
Rent 46,631 46,631 21,317
Repairs and maintenance 808 808 370 Changes in assets and Nabilities .
B Corsts 15,710 15,710 7182 (Increase)decreade in receivables (9.895) 5.1
— e el 7 1' 18 {Increaselidecrease In other assets 6,000 {12,708}
x:;;m z'm e '",ﬁ Increase/|decrease] in other llakdities 17,189 15,478
14
Communiations 25,832 16478 12,270 Increxin/{decreaselin paraties ;::-:;z’ 1‘:":':;.
72 13413 7113 Intressef|decrease] in grants receteed in advance | 11,
::mu Owerheads 1:.‘4;“ i = Increase/|decrease] in provisions 6,716 §9,058
mei, & Atcounting Fees 2,506 3,593 1665 Cash flows fram{used in) operation activites 3,566,025 {203,753)
Library, Resources & Subscriptions Bln 7,396 3412
Trawel §174 5,304 2,458
Chent Dishursements 2,146 . - NOTE 18: CAPITAL MANAGEMENT
Mirar Equipmsent B39 50 58
Depreciation 4,404 4,431 1,033 Managemert prepare budgets and cash flows Sorecasts for the next 12 months and menitor cash Riows on a regular basis.
TOTAL ENPEMSES 765,602 778,750 154,767
Curvent year surplus/ {deficit] ﬁ-?ﬂi
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FINANCIAL RIGHTS LEGAL CENTRE INC
ABN: 40 506 635 2173

STATEMENT BY MEMBIRS OF THE COMMITTEE

The committee has determined that the Assoclation is not a reporting entity and that this speclal purpose financial report
should be prepaced in accordance with the sccounting policies outlined in Note 1 to the financial statements.

In the ppinsan of the Committes the financial repom s 961 out an pages I 1o 15;

1. Prosents @ troe and fair view of the finantial position of Financial Rights Legal Centre Inc as at 30 fune 2017
and its performance for the yesr ended on that date.

2. At the date of this sstement, there are reasonable grounds to believe that Finsncial Rights Legal Centre Inc
will be abile to pary its debits a3 and when they fall due.

3 The financial statements and notes satisfy the requirements of the Assackatians incorpanation Act 2009 and
e Austraban Charities ond Notfor-profits Commission Acr 2012,

4. Pursuant to Schedule 1, Section T(3) of the NSwW Chowtobie Fundraiing Regulations J008;

{a} the S1aternent of Profit or Less and Other Comprefiensive Income i drawn up 50 33 to give a true and fair
whew of incoma ard expenditune of the Association for the year ended 30 June 2007 with respect to
fundraising sppesls;

(b} the Statement of Financial Position is drawn up 5o as to give @ trse and fair view of the state af alfairs of
the Association as 31 30 June 2017 with respect to the fundratsing appeats;

[e] the prowisions of the Charifable Fundraising Act (NSW) 1991 and the regulations under the Act and the
canditions attached to the Assodation have been complied with for the year ended 30 June 2017; and

{db tha intermal cantrols exercised by the Association are appropriste and effective in accounting for all income
receivied and applind by the Assacistion frem any of the fundraising appeals,

This statemant ks masde in accondance with a reschution of the committee and is signed for and on behall of the committes
by

Magretmatan P

Do el

Danid MaMillan

Disted this 10™ day of October 2017
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AUDITOR'S INDEPENDENCE DECLARATION
TO THE MEMBERS OF FINANCIAL RIGHTS LEGAL CENTRE INC.

| deckare that to the best of my knowledge and bebef, during the year ended 30 June 2017 there have
been ne contraventions of:

i; the auditor's independence requirements as set out In the Australion Chorities ond Not-flor-
profits Commission Act 2012 In relation to the audit; and

IL any applicable code of professional conduct in relation o the audit.

This declaration is in respect of Financial Rights Legal Centre Inc. during the year.

xﬂ(m{

MARK GODL
Partner

PITCHER PARTMERS
Sydney

16 Octobor 2017
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FINANCIAL RIGHTS LEGAL CENTRE
ABN 40 506 635 273
INDEPENDENT AUDITOR'S REPORT
TO THE MEMBERS OF FINANCIAL RIGHTS LEGAL CENTRE

Report on the Audit of the Financial Report

Oplnian

We have audited the financial report, being a special purpose financial report of Financial Rights Legal
Centre, "the Association”, which comprises the statement of financial position as at 30 June 2017, the
statement of profit or loss and other comprehenshe income, statement of changes in members” funds,
statement of cash Aows for the year then ended, and notes to the financial statements, including a
summary of significant accounting policies, and the statement by members of the committee.

Iri our opinion, the accompanying financial report of Financial Rights Legal Centre, [ in accordance with
Division 60 of the Australian Chorities ond Not-for-profits Commission Act 2012, including:

{a) giving a true and fair view of the Association’s financial position as at 30 June 2017 and of its
financial parformance for the year then ended; and

(b} complying with Australian Actounting Standards and Division 60 of the Australian Charities and
Mot-for-profits Commission Regulotion 2013,

Basis for Opinion

we conducted our audit in accordance with Australian Auditing Standards. Cur responsibilities under
those standards are further described in the Auditor’s Responsibilities for the Audit of the Financicl
feport section of our report. We are independent of the Association in sccordance with the Australion
Charities and Not-for-profits Commission Act 2012 "ACNC Act” and the ethical requirements of the
Aceounting Professional and Ethical Standards Board's APES 110 Code of Ethics for Professional
Accountants “the Code” that are rebevant to our audit of the financlal report in Australi. We have also
fulfitied our other ethical responsibilities In accordance with the Code. We believe that the audit
evldence we have obtained i sufficient and appropriate to provide a basis for our opinion,
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@ PITCHER PARTNERS
Emphasis of Matter - Basis of Accounting

We draw attention to Note 1 to the financial report, which describes the basis of accounting. The
financial report has been prepared to assist Financial Rights Legal Centre to meet the reguirements of
the ACMC Act, As a result, the financial report may not be suitable for another purpose. Qur opinicn is
not medified in respect of this matter,

Responsibities of Committee Members for the Financiol Report

The committee members are respensible for the preparation and fair presentation of the financial
report in accordance with the financial reporting requirements of the ACNC Act and for such internal
control as the committee members determine is necessary to enable the preparation and fair
presentation of a financial report that is free from material misstaternent, whether due to frawd or
BrTOfL,

In preparing the financial report, the committee members are responsible for assessing the Association’s
ability to centinue as a going concern, disclosing, as applicable, matters relating to going conoern and
using the going concern basis of accounting unless they either intend to liquidate the Association or to
cease operations, or has no realistic alternative but to do so.

Those committee members are responsible for overseeing the Association's financial reporting process.

Auditor's Responsibilities for the Audit of the Finoncial Regart

Our objectives are to obtain reasonable assurance about whether the financial report as a whole is free
from material misstaternent, whether due to fraud or error, and to Issue an auditor's report that
includes our opinion. Reasanable assurance ks 2 high level of assurance, but is not a guarantee that an
audit conducted in accordance with the Australian Auditing Standards will always detect a material
misstatement when it exists. Misstatements can arlse from fraud or error and are considered material if,
individually ar in the aggregate, they could reasonably be expected to influence the ecanomic decisions
of users taken on the basis of this financial report.

As part of an audit in accordance with the Australian Auditing Standards, we exercise professional
judgement and maintain professional scepticism throughout the audit. We also.

. Identify and assess the risks of material misstatement of the financial report, whether due to
traud or error, design and perform audit procedures responsive to those risks, and obtain zedit
evidence that is sufficient and appropriate to provide a basis for our opinion. The risk of not
detecting & material misstatement resulting from fraud is higher than for one resulting from
arror, as frawd may Invahe collusion, forgery, intentional omissions, misrepresentations, or the
override of internal contral.

. Obtain an understanding of internal controd relevant to the audit in order to design audit
procedures that are appropriate in the circumstances, but not for the purpose of expressing an
apinion on the effectivenass of the Association’s Internal contral,

- Evaluate the appropriateness of accounting policies used and the reasonableness of accounting
estimates and related disclosures made by the committee.
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Conclude on the appropriatenass of the committee’ use of the going concern basis of accounting
and, based on the audit evidence chtained, whether a material uncertainty exists related 1o
events or conditions that may cast significant doubt on the Assaciation’s ability bo continue a5 3
going concern. If we conclude that a material uncertainty exists, we are required to draw
attention in our auditor's report to the related disclosures in the financial report or, if such
disclosures are inadequate, te modify our opinion. Dur conclusions are based on the audit
evidente obtained up to the date of our auditor’s report. However, future events or conditions
may cause the Association to cease to continue as a going concerm,

Evaluate the gverall presentation, structure and content of the finandial report, including the
disclosures, and whether the financial repert represents the underbying transactions and events
i & manner that achieves fair presentation, We communicate with the committee regarding,
among cther matters, the planned scope and timing of the audit and significant audit findings,
inchuding any significant deficiencies in internal control that we identify during our audit.

We communicate with the committes members regarding. among other matters, the planned scope and
timing of the audit and significant audit findings, including any significant deficiencies in Internal control
that we identify during our awdit.

==

PITCHER PARTNERS
SYDMEY




Level 1, 80 Cooper St. Surry Hills NSW
PO Box 538 Surry Hills NSW 2010

National Debt Helpline: 1800 007 007

Insurance Law Service: 1300 663 464

Aboriginal Advice Service: 1800 808 488

Advice Hours: (EST) 9:30am - 4:30pm weekdays
Email: info@financialrights.org.au

Websites: financialrights.org.au & insurancelaw.org.au
Office Hours: 9:30am - 5:00pm weekdays
Administration: (02) 9212 4216

Fax: (02) 9212 4711
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