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Care thanks our many funding bodies and partners, whose support is
essential for the accomplishment of Care’s vision and delivery of Care’s
services.

Funding Bodies 

Care acknowledges and celebrates the traditional custodians of the ACT
and recognises any other people or families with connection to the lands
of the ACT and region. We acknowledge and respect their continuing
culture and the contribution they make to the life of this city and this
region. We pay our respects to Elders past and present.

Acknowledgement of Country 

ACT Government
Access Canberra
Chief Minister, Treasury and
Economic Development
Directorate
Community Services
Directorate
Environment, Planning and
Sustainable Development
Directorate
Justice and Community Safety
Directorate

Australian Government
Department of Social Services
Attorney General’s Department

Other
ACT Council of Social Services
ACT Office of Women
ACT Law Society
ActewAGL
Financial Counselling
Foundation
Greater Good Foundation
Relationships Australia
Canberra and Region
Service One Alliance Bank
Snow Foundation
St Vincent de Paul
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$1,357,357.37 debt waivers and reductions

907 ongoing financial counselling supports

111 financial capability sessions

1703 calls to the National Debt Helpline

2770 (224 in ACT) online live chats responded to

527 energy support vouchers 

882 rent relief grants provided

100 education activities 

525 loan enquiries 

163 loan applications 

134 loans approved 
$201,179.06

total money
disbursed

CARE FINANCIAL YEAR SNAPSHOT
J U L Y 2023 - J U N E 2024

1225 legal services delivered 

864 clients supported

$427,964 total monetary benefit for clients
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Our programs support people in our
community who are experiencing
financial challenges, We will ensure our
programs meet their needs by:

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

Providing free and
confidential information,
advice, support and
advocacy 

Pursuing systemic
change to achieve
financial fairness

Improving access to our
service

Strengthening
collaboration between
our programs and with
the broader community

What we do How we do it
Staff are central to the work
we do. We are committed to
supporting our people by: 

Maintaining and
fostering a positive
workplace and
developing
organisational
capability

Supporting sustainable
growth by targeting
funding that aligns to
our strategy

Developing and utilising
systems, processes and
evaluation mechanisms
to improve services and
meet privacy obligations

Care fosters a positive workplace culture and strives to deliver
quality services to meet the needs of the community. Our values
underpin our work and are integral to achieving our strategic
priorities.

Integrity
Our practices are professional, ethical, and human
centered

Inclusion
We seek to provide culturally appropriate and accessible
services to all people in our community

Diversity
We value and foster a diverse workforce and design
services to reach a diverse target group

Respect
We are respectful and work with compassion and empathy
to support the people we work for and with

Mission

Financial fairness for all
Vision

Values



During this year we farewelled Christian
Mikula from the Board. Christian bought
a thoughtful and balanced perspective
to the board. We wish him well in his
ongoing work at ASIC. We welcomed
Geoff Buchanen and Jane Thomson to
the board. Geoff has many years of
experience working in the community
sector and significant expertise in policy
and advocacy, particularly in the energy
space. Jane has a legal background
and brings wise counsel to board
discussions. Jane has worked closely
with Care through our pro bono
partnership with Moray and Agney.

After 11 years as Board Chair, it is
appropriate to hand the baton on and I
will be stepping down from this role at
the next AGM. I have very much valued
my time as Chair of a wonderful
organisation. I am indebted and grateful
for the support and wisdom of my board
colleagues and the commitment and
hard work of Care’s CEO and staff. The
organisation is well placed to continue
to serve the Canberra community well
into the future.

Andrew Freer

In late 2023 Care celebrated 40 years of
continuous service in the Canberra
Community. This is a significant
milestone and speaks to the necessity
and value of the services provided by
Care.

I have been on Care’s Board for 17 Of
those years. During this time, I have
witnessed the organisation go from
strength to strength, adapting services
in response to community need. Over
the past 12 months for example, Care
has expanded its services to include a
duty law service at ACAT, outreach
financial counselling for women
detained at the AMC and the
administration of the ACT Government’s
first rent relief scheme.

With cost-of-living challenges
continuing, this has been a busy year for
the organisation with demand
increasing across all programs. I am
grateful to the staff for their dedication
and commitment to supporting people
in the community who are struggling
financially. 

There is no doubt that financial
counselling and capability, consumer
law, community education and
community loans will continue to be vital
services for many years to come.
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Andrew Freer 
Chairperson



This year has been one of change, growth
and celebration. 

Most importantly, in November we
celebrated Care’s 40th birthday. Over the
period of Care’s existence we have
undergone many changes that include
expanding the programs we deliver,
improving access using technology,
changing office location and
implementing flexible work practices. We
have become adept at responding to the
increasingly complex financial
marketplace, the changing economic
environment and the prevalence of natural
disasters and other climate related events.  
Whilst we operate in an ever-changing
world, what has remained stable in the 40
years of Care’s existence is our core
purpose and the values that drive us. Back
in 1983 Judy Power established an
organisation with strong social justice
principles, with a desire to support
individuals who are experiencing financial
challenges and to advocate for systemic
change to bring about fairer outcomes in
our community. 
We have continued over the years to build
on this passion, to strive for financial
fairness for all. Ironically if we achieved our
vision, we would no longer need to exist.
This of course, will never be the case –
there will always be people impacted by
health, relationship and employment
issues, there will always be new players in
the financial market willing to take
advantage of people experiencing
disadvantage and there will always be
government or industry policies that assist
some and leave others behind. 
We revamped our Strategic Plan during the
year. This process also highlighted the
enduring mission and values of Care. Over
the next 3-5 years we are aiming to
increase reach, make better use of data
and seek more opportunities to collaborate
between our programs and with our
external stakeholders. 
To ensure the organisation is set up for the
future we underwent an external review of
the organisational structure. Many thanks
to Mia Swainson for her work on this review.
This led to the amalgamation of two
teams, the introduction of a Legal Practice
Manager role and ongoing discussions to
streamline our intake process. In the
coming year we are also planning to
implement a specialist policy and
advocacy role to improve our capacity to
respond to issues of significance to our
client group. The restructure also provided
the opportunity for internal career
progression. I could not be happier with the 

leadership team who are already kicking
goals after only a short period in their
respective roles. 
Care has been very fortunate to retain staff
for long periods. However, this year we did
sadly farewell some long term, significant
staff – Vicki Wood, Natasha Gunther, Fiona
Laverty and Agata Pukiewicz. It is of course
inevitable that people will eventually move
on, but it is hard to grasp the loss all the
same. Each of them will be remembered
for their valuable commitment and
contribution to Care. 
In relation to service delivery, not
surprisingly this year has been incredibly
busy. Requests for assistance reflect the
ongoing cost-of-living pressures in our
community, with housing and utility stress
both impacting people’s financial
wellbeing. The work Care does across all
programs has a significant positive impact
on people’s lives and improves both their
financial situation and overall wellbeing.
The practical value and positive outcomes
of Care’s work can be seen by: 

$1,357,357.37 in debt waivers and debt
reduction. 
 527 Energy Support Vouchers being
provided. 
882 Rent relief grants being approved
and processed. 

And finally, I am entering my last year at
Care, as retirement beckons in the not-
too-distant future. I have worked at Care
for 24 years and led the organisation for 15
of those years. It has been an absolute
honour and pleasure to be part of such a
special place and to work with such
incredibly talented and dedicated people. I
know that when I leave, Care will be in very
safe hands and will continue to thrive for
the next 40 years. 

Carmel Franklin

C
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Carmel 
Franklin 

CEO



Board of Directors

Chairperson

Andrew Freer 
BEC LLB

Geoff Buchanan

Jane Thomson

Assoc DipBus, BBus, BSc (Hons),
MGeogSc, AAICD

B Social Scence, Grad Dip Legal
Practice, JD

Since October, 2023

Since October, 2023

Treasurer

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

GAICD, MAHRI

Alison Lendon 
BSc, MBA (Monash), FCPA, GAICD

Christian Mikula 
BA LLB (ANU)

Resigned in October, 2023

Sally Druhan 
BComm, FCA, GAICD
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Operations

Zoe Hancock
Office Manager

Natasha Tarlinton 
Operations Director
(resigned December 2023)

Lorraine Piper
Locum Bookkeeper
(since March 2024, resigned June
2024)

Maxine Danaro
Bookkeeper

Debra Henry
Reception/Admin Support
(since May 2024)

Aoife Berenger
Operations Director

Carmel Franklin
CEO

Lisa Marro
Finance Manager

Patrice Soward
First Nations Engagement
Officer
(resigned February 2024)

Rochelle Brogan
Financial Manager

Community Education
Vicki Wood
Community Education Director
(resigned June 2024)

Mrad El-Syoufi
Community Education Director

Carolina Albornoz
Community Educator 
(since January 2024)

Maria Cruz Mesa
Community
Engagement Officer

Brionna McElligott 
Project Administration

Financial Capability & Advocacy

Natasha Gunther
Microfinance Coordinator
(resigned March 2024)

Taryn Phillips
Financial Capability Officer

Tracey Zol
Microfinance Caseworker

Emma Dunbar
Office Administrator

Tanya Dunster
Financial Capability Director

Jacqueline Maloney
Administration Assistant
(since June 2024)

Karina Curwain
Administration Assistant
(since October 2023)

Nailah Rokic
Financial Capability and
Energy Advocacy Officer
(since September 2023)

Staff
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Consumer Law
Agata Pukiewicz
Principal Solicitor
(resigned June 2024)

Tawanda Mukamuri
Principal Solicitor
(since June 2024)

Audria Hu
Solicitor
(resigned April 2024)

Brianna Leslie-Strika
Paralegal
(since September 2023)

Gyathri Hatharasinghe
Paralegal

Sarah Hein
Senior Solicitor

Jeun Cha
Paralegal
(since October 2023)

Financial Counselling
Leasa Mayes
Financial Counselling Director

Rachael Milfull
Financial Counsellor

Kathleen Watson
Financial Counsellor

Wendy Sandeman
Financial Counsellor

John Gilmour
Senior Financial Counsellor

Liisa Wallace
Financial Counsellor

Fiona Laverty
Financial Counsellor
(resigned June 2024)

Anna Healey
Financial Counsellor

Leonie Woodruff
Financial Counsellor

Nicole Flaws
Financial Counsellor

Arthur Lee
Financial Counsellor

Joshua McQuillan
Financial Counsellor
(since February 2024)

Lyndall Millburn
Financial Counsellor

Di Hodge
Financial Counsellor

Linda Gyamfi-Awuah
Financial Counsellor

Kerrie Williams
Intake Officer

Karwye Phoone
Solicitor
(resigned May 2024)

Larisa Dorzheeva
Paralegal/ Project
Administrator
(resigned September 2023)
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Financial
Counselling

and wellbeing, with clients regularly
discussing issues around anxiety and
depression. 

Interest rates have remained stable
but many people on fixed interest
rates are experiencing substantial
increases in their repayments when
the fixed rate ends. People on higher
incomes tend to have larger
mortgages, so the increase can tip
them into financial difficulty. More
people on higher incomes are
contacting us because they are
worried about losing their homes and
are looking for information and
options. 

We receive many referrals from
OneLink and local refuges for people,
primarily women who have
experienced Domestic and Family
Violence, and are now homeless or at
risk of homelessness. Debt is one of
the contributing factors leading to
homelessness. 

Reliance on Buy Now Pay Later (BNPL)
products and payday loans continue
to be common. Clients are so
dependent on these products that
they do not want to enter hardship
arrangements that could potentially
restrict their ongoing access to them.

Issues with car loans are also
increasing. This is largely due to
increases in interest rates and people
often over committing. Requests for
assistance with credit card debt is
rising again, after a few years of
decline. 

As people become more financially
stretched, they begin to look at
serious options such as bankruptcy
as a means of starting fresh. Sadly,
several people with relatively small
debts have inquired about
bankruptcy, particularly people
dealing with mental health issues
who struggle to deal with creditors. 

There were a few staff changes this
year. Kathleen Watson took a break to
have her second baby. She is
planning to return later in 2024. Fiona
Laverty resigned early 2024. Fiona
was passionate about providing
quality services to men and women in
prison. Josh McQuillan completed his
placement at Care and joined the
team in 2024– Josh has been working
with detainees in the men’s wing of
the Alexander Maconochie Centre. 

Leslie MacDonald, our compassionate
long-term volunteer continues to
assist vulnerable clients with tax
related matters including tax returns
and profit and loss statements. 

Our team provides online CHAT via
the NDH website for the east coast
region of Australia. This is in
partnership with Consumer Action
Law Centre in Victoria and Financial
Rights Legal Centre in NSW. 

Overall it has been a very busy year
with the likelihood of continued
increase in demand in the year
ahead. 

Leasa Mayes
Financial Counselling Director

Care recently celebrated 40 years of
providing financial counselling
services to the Canberra community.
There were two 2 financial counsellors
employed in 1983. The team has
grown to 12 with further recruitment
planned through the year.  A lot has
happened in 40 years, including a
professional Diploma, a national
financial counselling helpline, plus
more consumer protections, hardship
programs and financial assistance.
We are proud to continue this
important work, especially as more
people recognise there is help
available. 

Unsurprisingly, demand for financial
counselling increased over the year,
with calls to the National Debt
Helpline up 14%.   This has been a
steady increase over the last few
years.   53% of callers required a
follow up appointment with many
needing ongoing assistance and
support. 

Housing stress was a common theme,
with clients concerned about rent
arrears, mortgage arrears and debts
with strata levies and rates. All this is
on top of increased cost of living
concerns. Financial stress is having a
detrimental impact on mental health

8



59.8%

37.7%

1.3%

29.7%

23.3%

22.1%

15%

6%

3.8%

Gender 

Female

Male

Other

Unknown

Housing Tenure

Boarding/Lodging*

Homeless

Not Stated

Private Ownership

Rented Private

Rented Public
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55.4%

23.1%

11.7%

9.8%

28.4%

23.7%

21.8%

10.2%

8.3%6.5% 0.9%

Age Group

<18

18 - 24

25 - 34

35 - 44

45 - 54

55 - 64

65+

Unknown

Cultural Background 

Aboriginal/Torres Strait Islander

CALD

Other Australians

Unknown
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60%
17.5%

12.5%

5%

5%

Source of Income

Government Payments

No Income

Self Employed

Unknown

Other Income

The financial counsellor was extremely
helpful and very understanding and caring.
She provided many contacts for services. I
particularly liked that she got me thinking
about advocating for change and how I can
be a part of that. 

Client Feedback
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Amelia* experienced many years of family and domestic violence
(FDV). She relocated to Canberra to escape from her ex-partner.
Initially she endured periods of homelessness or spent time living
in refuges. After several months Amelia obtained a rental
property through a community housing provider
Amelia had been unable to work for several years due to mental
health issues from the FDV. She was receiving a Disability Support
Pension (DSP). She had been hospitalized several times and was
unaware of all the debts that existed. Prior to coming to a
financial counsellor, she had been unable to deal with debts,
lodgment of tax or fines. Nothing was being paid and her debts
were increasing. 
As Amelia was unsure of debts, she was provided with
information on how to obtain credit reports. Once she obtained
her credit report, the financial counsellor was able to address her
financial situation and to undertake relevant advocacy. A
Statement of Financial Position was completed to ascertain
Amelia’s capacity to meet current repayments.

Amelia's Story

The financial counsellor: 
Explained that some debts were statute barred, so now unable to be collected. 
Contacted creditors and requested compassionate waivers.  Waivers were obtained on previous
electricity and gas debts from jointly tenanted properties, an outstanding gym debt and a credit
card in Amelia’s name. 
Negotiated a full and final settlement was on a personal loan. Most of the principal amount had
been repaid, so the credit provider agreed to a small sum to settle the loan. 
Referred one debt to Care’s Consumer Law to see if responsible lending obligations had been met.
The credit provider refused to accept a waiver but agreed to reduce the amount outstanding to
the principal amount borrowed and accepted an affordable payment plan made. 
Made an internal referral for a rent relief grant which was provided to Amelia to assist as she
sorted through her financial situation. 
Referred Amelia to Care’s volunteer accountant who assisted in lodging all outstanding tax
returns. 
Completed an application for Amelia to participate in a Work Development Program to pay off her
ACT and NSW fines. As she had resided in another state during the period of FDV and being unwell,
significant fines had accrued. The financial counsellor wrote to the relevant state treasury and
requested a write-off of fines under the state legislation. A significant number of fines were written
off.
Connected Amelia with other supports in Canberra 

From working two jobs and incorrect application of tax-free threshold Amelia had a tax debt which
had doubled due to penalties for non-lodgment and interest. The financial counsellor provided
information on the release of tax debt. Amelia successfully applied and was granted a release.

Amelia is now working with other services to improve her health so she can return to the workforce. 

* name changed to protect the confidentiality of the client12



Financial
Capability

This program aims to 
address the growing issue of lack of
financial literacy knowledge among
young adults, many of whom have
not had the opportunity to develop
skills around managing money. The
program will provide personalised
guidance and support, empowering
these young individuals to make
informed financial decisions. We are
looking forward to developing this
program with our education team
and contributing to building financial
resilience within our community. This
initiative reflects our team's
unwavering commitment to
supporting our clients and the
community. 

As part of our financial capability
program, we assist clients who are
struggling with the costs of their
energy bills. This program helps
clients understand their energy use
and cost, ensures that they are 

receiving all the concessions that
they are entitled to, that they are on
the best plan, and they are aware of
bill paying options. The team works
closely with many of the energy
retailers to obtain hardship
arrangements and set up affordable
payment plans. Part of this work
includes referrals to the Vinnies Home
Energy Tune-Up, where clients can
get assistance with draft-proofing
and are provided with other
strategies, advice, and products to
reduce their energy consumption. 

Care also administers $100 Energy
Support vouchers. We provided 527
vouchers this year. 

After the rapid start to, and huge
demand for, the Rent Relief Scheme
Pilot in early 2024, we were pleased
that the ACT Government agreed to
continue the grant scheme during
this financial year. 

Following the restructuring process
this financial year, the Financial
Capability team has doubled in size
and brings together our community
loans, financial capability, rent relief
and energy support programs. I took
on the role of Financial Capability
Director in May so am reasonably
new to the management of the
program, though am very familiar
with the work having previously
worked in both the community loans
and financial capability teams. 

The amalgamation has already had a
positive impact, enabling us to assist
a larger number of clients in a more
holistic way. All programs within the
Financial Capability team are
designed to help clients manage their
finances effectively, a need that has
become more pronounced with
ongoing cost of living challenges. In
addition to the four current programs,
we will be piloting the Access to
Electric Program in the new financial
year with support from the ACT
Government.  

The team continues to provide
information, strategies and resources
for those in our community who want
assistance to manage their budgets.
Over recent years we have seen an
increase in clients who have been
through domestic and family
violence, wanting assistance and
confidence to manage their finances
both during and after they have
rebuilt their lives.  

We were pleased during the year to
welcome back Nailah Rokic.  We were
excited that she wanted to return to
Care after leaving to explore other
opportunities for a short period. Her
contribution to the team since her
return has been invaluable. 

The team was approached late in the
financial year to develop a financial
mentorship program to assist youth
16-25 years. 

13



During the year, we received 1,481
enquiries, assessed 1,176 applications,
and approved 882 grants.
Unfortunately, we had to decline
some applications, primarily
due to applicants living outside the
ACT or their combined income and/or
savings being above the eligibility
threshold. Our team's adaptability in
responding to the needs of the
community instills confidence in our
stakeholders about our ability to meet
challenges. 

The Rent Relief Scheme assists private
renters who are at risk of arrears or
eviction. Receiving the grant has
allowed many people to remain in
their properties, find work, continue
studying, and redirect funds to other
essential items they may have
neglected. Through the Rent Relief
grant, we have assisted many within
the community who weren’t
previously aware that services such
as ours existed. To provide more
holistic and practical assistance, we
also provided referrals to other
programs within Care and externally
to a range of support services. We
were incredibly pleased in the last 
ACT Budget that funding has been 

Having someone
there to help me
and give me
some hope for the
future made a
huge difference to
my life. After I saw
Care, I felt happier
and more positive
about my ability
to afford to
continue to live
and afford to
grow old than I
had for a long
time 

Client Feedback

secured for the rent relief scheme to
continue operating in 2024-25.
Ultimately, we believe this needs to be
an enduring scheme as there will
always be people in our community
who are struggling to sustain secure
appropriate housing. 
The Financial Capability program now
also includes the Community Loans
and Assistance Beyond Crisis. Both
programs offer no interest loans for
people who cannot access
mainstream credit. In this financial
year, we approved 134 community
loans and 15 ABC loans. In addition,
we assisted several clients to access
domestic and family violence grants
available within the ACT and
Nationally. During the year we bid
farewell to Natasha Gunther who was
responsible for managing the loans
programs for the past 9 years. We are
grateful to Natasha for her dedication
to Care and for working toward fair
outcomes for people in the
community on limited incomes. 
Our growing team is looking forward
to continuing to expand and respond
to community need. 

Tanya Dunster
Financial Capability Director
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Consumer
Law

has engaged the services of an
External Supervisor. We appreciate
the support that we have continued
to receive from the Commission.

Mobile Debt Clinic  

Care Consumer Law has continued to
promote access to justice by
reaching out to vulnerable groups
including people experiencing
financial abuse and disadvantage
because of domestic and family
violence, and to people with mental
health conditions through the Mobile
Debt Clinic. Through this program we
have established and maintained
relationships with community
organisations such as Migrant and
Refugee Settlement Services (MARSS),
COTA, the Mental Health Coalition
Council, the Family Safety Hub, Stride,
Yeddung Mura, hospitals etc.  

ACAT Consumer Duty
Lawyer Service 

Care Consumer law received 12month
funding to provide ACAT Consumer
Duty Lawyer Service in partnership
with the ACT Civil and Administrative
Tribunal (ACAT). The Service has
grown over the period mainly through
referrals from the Tribunal. 

We are grateful to the ACT
government for granting Care
Consumer Law two years funding
extension for ACAT duty lawyer
services.

Our Team

Care Consumer Law farewelled Agata
Pukiewicz who has been the Principal
Solicitor since December 2020. We
appreciate Agata for her dedicated
service to the Centre. In June 2024,
Care Consumer Law welcomed
Tawanda Mukamuri as the Principal
Solicitor. Tawanda is supported in
leadership role by Sarah Hein, Senior
Lawyer. Gayathri Hatharasinghe,
Jueun Cha and Brianna Leslie – Strika
continued to support the legal team
in their administration and paralegal
capacity.  
We also farewelled lawyers Audria Hu
and Karwye Phoon. We thank them for
their hard work and wish them a
bright future.  
We are also very grateful to our team
of volunteers and pro bono partners
including our volunteers and pro
bono partners including Australian
Government Solicitor (AGS), Moray
and Agnew, Aldermane and Clayton
Utz for their invaluable support during
this financial year. 

Tawanda Mukamuri
Principal Solicitor

Overview 

Care Consumer law (CLC) provides
free legal services to vulnerable and
disadvantaged people in ACT in
matters relating to consumer credit
and debt, telecommunications,
insurance, utilities, general fair trading
& consumer protection. We also
operate the Defined Benefits
Information Service (DBIS) for the
Motor Accident Injuries Commission
which provides information and legal
advice about accessing benefits
under the Motor Accident Injuries
Scheme to people injured in a motor
accident in ACT. 

The 2023 -24 financial year has been
a busy year for the CLC team due to
increase in demand for our service
from clients experiencing financial
hardship caused by of cost-of-living
pressure.  We delivered 1225 services
to 864 clients and obtained an
estimated total monetary benefit of
$427,964 for our clients. Other non-
monetary benefits included
negotiated hardship variations,
repayment arrangements, settlement
agreements, halting legal action to
allow negotiations to take place,
advising clients against taking action
that could expose them to a greater
liability or debt and other non-
quantifiable outcomes. 

Defined Benefits
Information Service (DBIS) 

We experienced a steady increase in
the number of clients seeking the DBIS
services. The increase in the number
of clients seeking the DBIS services
has also seen the CLC dealing with
more complex matters including
clients who have experienced trauma.
To mitigate the risk of vicarious
trauma and to ensure the wellbeing
of our staff members who are
delivering the DBIS services, the CLC  

15



35.6%

29.5%

18.3%

8.6%

4.6% 2%0.5%

50%50%

Type of Services
 

Other Representation

Representation (Court)

Representation (Tribunal)

Duty Lawyer

Information

Legal Advice

Legal Task

Referral

Worker's Advice

Gender

Female

Male
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36%

23%

21%

12% 8%

37%

28%

14%12%

5%

3%

1%

Age Groups 

Income Sources

18 - 24

25 - 34

35 - 49

50 - 64

65+

Centerlink Benefit

Government Pension

Self-employed

Wages

Unknown/Not Disclosed

No Income

Other
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Peter’s house sustained water damage during a
severe hailstorm. Peter made an insurance claim. The
insurer relied on an exclusion clause to decline the
claim stating that water ingress and the resultant
damage was caused by lack of maintenance. The
insurer claimed that Peter failed to clean gutters. This
led to the accumulation of debris causing the gutters
to overflow during the hailstorm resulting in water
entering the house damaging the ceiling and the
floor. Peter approached the Care’s Consumer Law
Centre for advice. As the matter had merits, we
agreed to represent the client in their dispute with the
insurer. We lodged a complaint with the insurer’s
Internal Dispute Resolution (‘IDR’) seeking
acceptance of the client’s claim. We argued that
based on our review of the relevant documents, the
damage was caused by an insured event and the
exclusion clause relied upon by the insurer to decline
the claim did not apply as water entered the house
through the opening caused by the hailstorm. The
insurer’s IDR upheld the decision to decline the claim.

Peter's Story

We lodged a complaint with AFCA. AFCA’s preliminary determination was not in our
client’s favour. Peter instructed us to reject AFCA’s preliminary determination, so
that matter could proceed to final determination by the AFCA panel. To support the
client’s position, we assisted the client to obtain an expert report. The expert report
confirmed that the damage was caused by the storm and that the water ingress
was a result of openings created by the storm and not by the debris in the gutters
as claimed by the insurer. The AFCA panel made a final determination in our
client’s favour. The insurer was ordered to accept the claim in full and to repair the
damage to our client’s house. AFCA also ordered the insurer to pay the client
compensation for non-financial loss suffered by our client because of the way the
insurer handled the claim. The scope of works for the repairs included full roof
replacement, replacement of ceiling, tiles and inbuilt wardrobes. The client was
happy with the result.

* name changed to protect the confidentiality of the client18



Community
Loans

Total Outstanding Loans

Loans Funded

Loans Paying

Loans Completed

Loans Not Paying

Payments Received
Loans Written Off
Loans Overpaid
Less Overpayments Refunded

As @ July 2023

As @ June 2024

During Period

Total

Total

Total

Number
146

134

144

119

10

7

154

154

$110,374.46

$201,179.06

$131,257.20

$9,490.55

$164,414.54
$6,391.23

$775.04
$775.04

$110,374.46

$140,747.75

$140,747.75

Amount

Attachment 5 NILP Service Activity Data
Reporting Period 1 July 2023 to 30 June 2024

Quantitative Performance Indicators (Schedule 2, Item 5.1) 

Number of Enquiries

Number of Applications Received
Number of Approved Loans
Number of Declined Loans/Withdrawn Applications
Number of Loans Written Off

525

163
134

16
7

19



91

41

2

Loan Purpose 

Gender

Female

Male

Intersex

0 10 20 30 40 50 60

Childcare Fees

Removalist/Storage

Home Maintenence

Transport

Loan Top Up

Medical & Dental

Electronics

Household Appliances

Household Furniture

Car Related

1

2

4

5

18

11

33

40

24

57

20



71

22

18

9

5

5

3

1

Housing Tenure 

Public Housing

Private Rental

Student Accommodation

Boarding

Own Home

Relatives

Transitional Housing

Community Housing

Household Composition

0 10 20 30 40 50 60 70

Individual

Sole Parent

Extended Family

Couple Without Children

Couple With Children

70

33

3

12

16

21



34

29

26

21
21

3

Age Brackets

18 - 24

25 - 34

35 - 44

45 - 54

55 -64

65+

92

21

16

2

Cultural Background

Aboriginal/Torres Strait Islander

CALD

Other Australians

Unknown

22



51

24

20

16

16

13

9

2

1 1 1

Source of Income

Wages

Aged Pension

Disability Support Pension

Carers Payment

Parenting Payment Single

Parenting Payment Partnered

Jobseeker

Family Tax Benefit

Superannuation

Kinship Payment

NDIS

I was very ashamed and felt a lot of guilt
prior to calling. Speaking to the worker was
like speaking to an old friend. It made me let
go of the shame and for the first time in a
long time, I could see a path out of this
domestic violent situation 

Client Feedback
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Chelsea*, a First Nations woman, was referred to the
ABC program after she applied for the ACT
Government's Rent Relief grant. She had recently
escaped her domestic violence relationship after
many years of financial, physical and mental abuse
with her child and found out she was pregnant.
Chelsea is also supported by the Domestic Violence
Crisis Service and Beryl's Women's Refuge. 

With the imminent arrival of her new baby and the
harsh Canberra Winter, Chelsea was in urgent need
of a dryer. Drying clothes on an air dryer in Canberra
can take up to three days, a luxury she couldn't
afford. She also revealed that she had no fridge,
forcing her to buy takeaway or shop daily for fresh
food. 

Due to the domestic violence and the speed in which
Chelsea had to leave, her new home is sparse, and to
add further stress, she had to take an extended
period off work for medical reasons and to deal with
legal matters; this also meant she had used up all her
leave entitlements and was having to take leave
without pay, adding further stress to her already full
plate. 

Chelsea's Story

Through the loan assessment process, we worked closely with Chelsea to ensure
her emotional well-being. Despite the complexities, we were able to approve her
loan. The fridge she selected made her eligible for the ACT Government's Appliance
subsidy of $300, a welcome silver lining in her otherwise challenging situation. 
As with all our ABC clients, we are committed to supporting Chelsea through this
rebuilding period. We will continue to provide any additional referrals that she may
require, ensuring she has the resources she needs to move forward. 

* name changed to protect the confidentiality of the client24



Community
Education

Pop Up Stalls

We continued to operate our mobile
pop-information stall across
Canberra and operated at 13
locations including: Communities at
Work, St. John’s Care, Mura Lanyon
Youth and Community Centre,
various Child and Family Centres,
Community Services #1 and
Canberra City Care. 
The intention of our mobile pop-up
information stalls was to reach
community members who may not
be aware of Care’s services. These
stalls highlight key information, 
making our support more accessible
to the broader community. 

Outreach

Our team has been dedicated to
engaging with the community
through our extensive outreach
efforts across Canberra. This year, we
conducted 150 individual outreach
activities at locations such as drug
and alcohol services like 'Step Up Step
Down,' the Canberra Hospital
Withdrawal Unit, and Karralika. We
also connected with women's refuges
including Toora and Beryl and
supported those at risk of
homelessness at the Early Morning
Centre. Our outreach also extended to
community hubs including the YWCA,

The Community Education program
continues to be a cornerstone of
Care’s efforts to support the Canberra
community by providing financial
and consumer literacy education and
resources. Our goal this year has
been to empower individuals with the
knowledge and tools they need to
navigate the complexities of finances,
particularly as we go through
uncertain and challenging economic
times.  
This year our team achieved
significant milestones in outreach,
community engagement, and
stakeholder collaboration. We
continue to expand our program to
deepen our impact across the
community. 

Community Engagement

Our team participated in a wide array
of community events, connecting with
diverse groups, raising awareness
about Care’s services, and directly
assisting those in need. Events
included Canberra Homeless
Connect, Headspace Comms-Con,
CIT, UC and ACU O-Week days and
Woden Community Service’s Santa
on a Budget. Our presence at these
events allowed us to engage with
various segments of the community,
from students at local universities to
senior citizens at community expos.  

CAHMA and Kippax Uniting Care. Each
visit allowed us to directly assist
individuals, share information and
resources and raise awareness of
Care’s services and the support
available to the community. 

Home Energy Tune-Up
Initiative - Energy Assistance
Community Partnership
(EACP) 

Our collaboration with Vinnies and 
ACT Government, under the Home
Energy Tune-Up initiative, continued
to flourish in its third and penultimate
year. This partnership has been
instrumental in addressing energy
stress, by providing energy literacy
training and community engagement
activities, which have had profound
impact on the lives of many
Canberrans. 

Bring Your Bills and Cost of
Living Events 

With the rising cost of living, the "Bring
Your Bills" events have become more
crucial than ever before. Held at
Gugan Gulwan, Communities at Work
Gungahlin, Coombs Community
Centre, Community Services #1,
Richardson School and Wanniassa
School, these events provided a 
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Workshops and
Educational Programs
 
We delivered another 24 workshops in
the community, covering topics such
as budgeting, surviving debt,
returning to work and consumer
rights. These were held at locations,
such as MARSS, Karinya House, COTA,
Canberra College and Dhulwa Secure
Mental Health Unit. 

Stakeholder Engagement 

Building strong relationships with
stakeholders remains a priority. We
attended 83 forums, including MARSS
MuMaMe, ACT Shelter Committee
Meetings, Northern Region Networking
Meeting, First Nations Clean Energy
Strategy Roundtable, Older Persons
Safety Network.  
Engagement with external
stakeholders allowed us to find
avenues to collaborate with other
organisations and ensures that
Care’s services are accessible to
those who need them most. 

Promoting Care and
Communications 

To further our reach, we actively
promote Care’s services online. We
published 3 e-newsletters. Our
Facebook page increased by 139% in
reach, reflecting growing community
engagement. Our website traffic had
a 40% increase in visitors arriving to
the website directly.  

platform for community members to
receive one-on-one support and
advice on managing their bills and to
access support from a variety of
community organisations. The
positive feedback from participants
underscores the value of these
initiatives, which we plan to expand in
the coming year. 

Work at the Alexander
Maconochie Centre (AMC) 

Our work at the AMC has been a
significant focus this year, particularly
the development and delivery of
financial literacy workshops and the
‘Fostering Financial Stability’ booklet
for detainees. Alongside this booklet,
Care Community Education co-
delivered 12 presentations for women
at the AMC on financial wellbeing. The
success of these programs is
highlighted by both the positive
feedback we received, and the
outcomes achieved through the
ongoing financial counselling
casework. 
Care also continued to deliver
outreach sessions at AMC as part of
Karralika’s Solaris Program and
participated in a pilot program for
young male offenders at the AMC. 
Our work at the AMC highlights the
need for ongoing support and
education within this community. 

Adult Community
Education (ACE) and Work
Development Program
(WDP) 

This year we conducted 22 workshops
as part of the ACE and WDP program.
These sessions enhance financial
literacy and support individuals in
overcoming barriers to employment
and education. Participants attending
an ACE workshop were also able to
use attendance to fulfil mutual
obligation requirements with Services
Australia. The workshops catered for
people with traffic and parking
infringements who are experiencing
financial difficulties and were
approved for a WDP by Access
Canberra.

Looking Forward 

As we move into the next year the
Care Community Education program
remains committed to expanding our
reach and deepening our impact. We
will continue to seek innovative
opportunities to ensure our services
meet the evolving needs of the
Canberra Community. 

Finally, I wish to thank Vicki Wood for
her unwavering commitment to Care
and her passion for building financial
wellbeing and resilience in our
community. After 12 years at Care,
Vicki has moved north to be close to
sun and beach! Our work continues to
be inspired by her passion. 

Mrad El-Syoufi  
Community Education Director 
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Julie* has been detained for several months with her earliest
release date likely to be late 2024. She attended Care’s Budgeting
for Life workshops and requested one-on-one financial
counselling. 

Julie had experienced family violence in a previous relationship
and her children are in care. She is keen to reconnect with them
once she is released 

Julie expressed that she wants a fresh start when she is released
but doesn't know what debts she has. She was aware that she
has arrears and sundry debt with Housing ACT. Julie was also
aware that she had outstanding fines but did not know how much
was owing.

Other debts that Julie was seeking to confirm were an energy
account in arrears and a car loan in her name. Her ex-partner
forced her to take out the loan while he kept the car.

Julie's Story

The financial counsellor:

Requested a copy of Julie’s credit file to clarify her debt situation

Contacted each creditor listed on the file to identify any outstanding debts

Obtained waivers for numerous debts of small value on compassionate grounds due to the DFV

and incarceration. 

Successfully advocated for the car loan default listing to be cleared from the report and the debt

removed on the grounds the creditor had asked insufficient financial questions on application. 

Assisted Julie apply for and set up a work development plan to clear the traffic fines, recognising

her attendance at Care workshops and one-on-one appointments. 

Requested the energy account be put on hold and explained Julie's circumstances prior to her

detention, including experiencing family violence. We requested the concession rebate to be

backdated to when Julie was receiving Centrelink entitlements but hadn't informed the energy

provider. Following a review of the account, the energy provider decided to waive the entire

balance.

Referred Julie to Canberra Community Law to assist with her rental arrears, and to Prisoners Aid for

social support

Provided Julie with information on eligibility for the ACT Government Safer Families Assistance

grant, Federal Government Escaping Family Violence payments and Care's interest free

community loans.

The ACT Housing historical sundry debts were removed after the financial counsellor disputed each

line of the transaction summary on the grounds of Julie not being responsible for damage arising

through family violence. She worked with the Housing ACT Justice Liaison team to achieve this result.

* name changed to protect the confidentiality of the client 27



C
lient Feedback

I loved how my financial counsellor made
me feel so validated and really listened to
what I was saying. She helped me so much 

Feedback for Financial Counselling

Thanks to the caring team I'm finally able to
see the light at the end of the tunnel! I would
advise anyone who is in desperate help to
call you guys  

Feedback for Financial Counselling

You have been a strong advocate on my
pathway to achieving economic inclusion. I
really appreciate your compassion and
understanding and working through
improving my financial situation 

Feedback for Financial Counselling

My financial counsellor was an absolute god
send for me at such a difficult time. She
helped me change my relationship with my
finances and gain a better understanding of
managing my financial commitments in a
positive and productive way.  

Feedback for Financial Counselling
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I would happily recommend Care to anyone
struggling with money. The help I’ve been
given is fantastic! 

Feedback for Financial Capability

The worker was wonderful in every respect -
professional, friendly, genuine, empathetic,
kind and very helpful. I thought the process
was going to be very stressful, but it was
very easy. She gave me links to other
organisations she thought might be useful
to me and my family in this current harsh
economic climate. 

Feedback for Financial Counselling

The financial counsellor asked me a
question that still helps me to this day –
what is your relationship with money like?
That is the best question I have been asked.
It really hit home to me that finances are
complex and really can impact on your
mental health. His support was gold 

Feedback for Financial Counselling

I love your non-judgmental staff! It’s not
easy discussing one’s finances with
strangers, but the staff listened and cared.  

Feedback for Financial Capability

29



C
lient Feedback

Without your service a lot of people would
be very depressed. Welfare payments are
inadequate for an emergency 

Feedback for Community Loans

I very much appreciate this service and the
lovely people who assist with loans. I would
be so lost without this service 

Feedback for Community Loans

When people are experiencing difficulties
making ends meet, it can be a huge relief to
have access to an interest fee loan in their
community 

Feedback for Community Loans
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I am taking away the fact that you guys are
streets ahead in your care for the public
who are in hardship, your hands on
approach is what all Australians need in
time of need and care. Rather saying you
are helping you are physically actually
doing it – you guys are a shining light in the
dark times.

Feedback for Community Education

It was excellent, really, everyone that worked
on this did an amazing job. Thank you!

Feedback for Community Education

They were exactly how facilitators should be.
Well done. Very clear and easy to
understand.

Feedback for Community Education
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Samuel* experienced many years of drug addiction
and in a FDV situation. He has gone through rehab
and is trying to get his life back on track. His partner
with whom he has a young child still lives with
addiction. He now has full custody of the child.  

Samuel had no idea of what debts were incurred
during his period of addiction. However, he received
text messages regarding over $50,000 of tolls from
the time he lived in Queensland. 

The financial counsellor undertook extensive
communication with the toll company, which
eventually resulted in the full debt being waived. 
His credit file was obtained to check any debts that
had been listed. This identified that there were
several outstanding pay day loans. All companies
were contacted, Samuel’s situation was explained,
and all debts were waived. 

Samuel's Story

The financial counsellor had several discussions on strategies for saving money
including using the budget to identify longer term expenses and putting the money
aside in a different or sub bank account. Following this, Samuel set up sub
accounts for different purposes. Information was provided on the ACT Future of
Education Equity Fund, Every Chance initiative (financial support for children’s
sport) and a referral made to Vinnies Thread Together program for new clothes for
him.
Samuel is now working casually, receiving partial Centrelink Jobseeker Payment,
and looking forward to getting on with his life. He currently lives in community
housing with his child. He has applied for public housing but wanted to have his
financial situation sorted out first. At the end of the financial counselling work, he
felt more confident managing his money moving forward.

* name changed to protect the confidentiality of the client32


































