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WITH SPRING finally here and the days getting lighter, it’s not just the 
flowers that have begun to bloom. Once again it’s that time of year 
when the property market blossoms with renewed vigour. Several of 
the features in this edition look at growth and opportunities for the 
period ahead.

For our cover story this month, we’ve teamed up with NAB to bring 
you a comprehensive overview of the factors driving the growth of the 
property market and the trends shaping the real estate landscape 
(page 16). 

Meanwhile, on page 24, we’re taking a look at the resurgence 
of investor interest in the property market in our sector report 
sponsored by Resimac. And, over on page 32, Household Capital 
partners up with us for the ‘Reverse resurgence’ feature exploring 
why reverse mortgages are gaining popularity and providing financial 
flexibility for seniors looking to retire with style.

Market segments are not the only thing that are growing though. As 
our journalist Josh Needs finds out in ‘Teamwork makes the dream 
work’ on page 40, brokers are also looking to grow out their teams and 
help bring in support to deal with the growing workload and make 
their businesses run more efficiently. Personal growth is also under 
the spotlight this month as we catch up with the industry’s Wellness 
Advocate of the Year, Anthony Wick, to find out how he’s creating a 
community of brokers looking to grow and support one another.

Make sure you check out the Elite Broker profile on page 12 to 
explore how Australia’s Diversified Brokerage of the Year, Cinch 
Loans, is rapidly growing under the stewardship of broker principal 
Suvidh Arora, too!

While growth is one thing, it’s only made possible if it comes from 
a strong foundation. Rounding out the features in this edition are 
two pieces that deal with how brokers can protect their businesses. 
In a world increasingly reliant on data, security and privacy are 
paramount. On page 28, we investigate ‘The true cost of a data 
breach’ and examine how and why valuing and protecting your 
business data is of paramount importance. 

Meanwhile, on page 36, we conclude our ‘AFCA: A common 
complaint’ series by unpacking the resolution process and providing 
some top tips from AFCA on how to avoid and resolve complaints.

In this dynamic and evolving property market, knowledge is power. 
We hope that the articles in this edition empower you with valuable 
information and insights to make informed decisions on how to best 
take advantage of the new season and build your business.

I hope you enjoy this edition of The Adviser, and do reach out if 
there’s anything you’d like to see included in future editions: 
editor@theadviser.com.au
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What trends do you expect to see this spring selling season?

 More choice, less 
urgency

I THINK we will see a renewed 
confidence in the owner-
occupier market with rates on 
hold, and that it’s likely to stay 
that way. 

Affordability and loan 
servicing will still present 
challenges, particularly for first 
home buyers, but for people 
who are income secure there is 
an emerging acceptance this is 
the new normal and they want 
to get on with it. 

The increase in activity could 
mean prospective buyers will 
have more choice and perhaps 
less urgency but there will still 
be strong buyer demand. 

I’m observing the return 
of investors (and lifestyle 
purchases) might be a little 
slower, but we are still seeing 
strong demand from SMSF 
investors who have perhaps 
tapped out of capacity outside 
super but want to keep 
investing in property. 

 Less competition

I THINK we will see a lot less 
competition for purchases as 
the interest rates have gone 
up so drastically and the APRA 
buffer increasing to 3 per cent 
means it is now much harder 
to qualify for as much lending 
as there was last year and in 
previous years. 

This combined with people 
coming off their fixed rate 
that previously started with 
2 per cent and now have 6 per 
cent at the front means their 
repayments on interest alone 
will have increased threefold, 
creating a perfect storm of 
less buyers and potentially 
desperate sellers.

There are possibly some 
opportunities for bargains for 
those who are able to jump in 
and are already prepared and 
approved ready to go. This is 
why having a broker to help 
navigate this uncertain time is 
so important. 

 Mixed results, mixed 
trends

I THINK we will see mixed 
results across the property 
market as there’s different 
trends within different markets. 

Some price brackets and 
markets are feeling the pinch of 
interest rates more than others, 
with softer prices or longer 
days on market, yet some areas 
are seeing strong prices and 
high clearance rates. 

Regardless of the issues 
in the global economy, some 
people are cashed up and 
waiting and ready to go, their 
only issue is borrowing capacity 
(given where rates are), 
however this may soon change.

The last rate rise in June only 
took full effect to borrowers 
in August and it can take an 
extended period of time for 
households to adjust their cash 
flows. With forecasts suggested 
rates may begin dropping in 
March, the market might start 
running again mid next year, 
but there could still be volatile 
economic conditions between 
now and then. 

 Confidence returning

WHAT WE’RE seeing in our 
client behaviour and the 
overall Adelaide market is that 
confidence is coming back now 
that interest rates have held 
[for several months in a row].

 Whilst we’ve got the highest 
interest rates since 2012 
and affordability hurdles, 
sentiment is a powerful force. 
It’s influenced by perception, 
regardless of how the economy 
is faring. If people believe 
the market is trending in a 
particular way, it will influence 
their behaviour and activity 
seen recently point to an 
upward swing in confidence.

 With that, we’ve got mum 
and dad investors inquiring 
again, first home buyers 
are confident to buy, people 
are looking to upgrade their 
family homes, and increasing 
immigration numbers. So, 
this spring we’re anticipating 
that demand for property will 
continue to outstrip supply.

Melanie Smith 
Senior broker
Aussie Home Loans 

Mark Kevin 
Principal and director
Mortgage Advice Bureau 
Sydney

Theo Chambers
CEO
Shore Financial

Leah Busby 
Director
Blackfish Finance

This spring selling season is set to be a bumper one, and with it well 
underway, we asked mortgage brokers: 
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YBR to delist
YELLOW BRICK ROAD 
HOLDINGS LIMITED – the 
mortgage broking group that 
includes major brokerage 
franchise Yellow Brick Road 
(YBR), aggregator Vow 
Financial and non-bank 
lender Resi – has made the 
“strategic decision” to make 
the company private again.

The group has been publicly 
listed since 2008 but in 
September submitted a formal 
submission to the Australian 
Securities Exchange (ASX) 
requesting to delist.

According to founder 
and executive chairman 
Mark Bouris, the decision 
comes as the board believes 
its trading price does not 
refl ect its underlying value 
and is an impediment to 
YBR raising capital; that 

the current spread limits 
trading and liquidity; that 
the share price means 
raising a material capital 
amount would be “highly 
dilutive” to shareholders and 
further depress the share 
price; and that a signifi cant 
proportion of time (and 
money) is being spent on 
ASX matters that could be 
redistributed elsewhere.

The delisting proposal is 
expected to be considered 
at an extraordinary general 
meeting of YBR shareholders 
on or around 24 October 2023. 
If approved by shareholders, 
it is expected the removal 
from the ASX will take place 
in late November 2023. 

YBR also confi rmed it would 
be undertaking a minimum 
holding share buyback for 

those who hold less than a 
marketplace parcel of shares 
in YBR (i.e., a shareholding 
valued at less than $500) 
to “assist them to exit their 
YBR shareholdings before 
the delisting, if that is 
their preference.” 

Mr Bouris told The Adviser: 
“We want to have the best 
brand, the best-known brand, 
the best reputation, have the 
best people working for us, 
have the best franchise model, 
and have the best aggregation 
model. I want to be number 
one in every category.

“Sometimes your attention 
can get distracted from 
the real game. And, for us, 
the real game isn’t being 
on the ASX. For us, the real 
game is being the best in 
every category.”

CUSTOMER-OWNED LENDERS 
G&C Mutual Bank (G&C) 
and Unity Bank (Unity) 
have confi rmed they have 
signed a memorandum of 
understanding to merge, with 
the unifi ed entity to have 
almost $4 billion in combined 
assets and a network of 
28 branches. 

The two companies fl agged 
the merger as an “exciting 
opportunity to combine the 
strengths and proud histories 
of the two organisations in 
a ‘merger of equals’, which 
will allow [them] to offer 
improved products and 
services for [their] combined 
membership base.”

The mutuals confi rmed 
there would be no branch 
closures resulting from the 
merger with all employees to 
be offered a role within the 
unifi ed organisation.

Members will vote on the 
proposed amalgamation 
in November 2024 after a 
formal review process and 
approval from the Australian 
Prudential Regulation 
Authority, with the merger to 
take effect shortly after.

More mutuals 
look to merge

06    WWW.THEADVISER.COM.AU    OCTOBER 2023
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Supporting the Mortgage Industry
Insurance Made Easy has been actively involved in providing 
comprehensive insurance solutions for Mortgage Brokers, 
Managers, Aggregators and Advisors since 2001.

This knowledge has enabled Insurance Made Easy to enhance 
policy coverage with an ever evolving industry and meeting 
ASICS requirements.

Competitive rates and coverage for Professional Indemnity and 
Business Insurance.

Contact Insurance Made Easy today for a no obligation 
assessment of your insurance needs and quote.  

Insurance Services:

✓ Professional Indemnity
✓	 Public Liability
✓	 Management Liability (Directors & Officers)
✓	 General Property (All risks-mobile equipment) 
✓	 Cyber Insurance
✓	 Vehicles 
✓ Group & Corporate Travel Insurance 
✓ Workers Compensation

For enquiries: Call us on 1800 641 260

Tailored insurance for 
the Mortgage Industry

Ask us about your professional indemnity needs

Keep up to date with breaking 
news at theadviser.com.au

Housing bill finally passed, 
FHSSS scheme updated
THE FEDERAL GOVERNMENT’S
Housing Australia Future Fund 
(HAFF) bill, which had been stymied 
in Parliament after political 
backlash, has fi nally passed.

To receive the required votes to 
push the bill through, the Labor 
government agreed to allocate an 
additional $1 billion to public and 
community housing, an increase 
from the previous $2 billion that 
was already allocated. 

Passing the $10 billion HAFF bill 
means the government will meet 
its election commitment to fund 
the delivery of 30,000 social and 
affordable homes and allocate an 

additional $330 million to acute 
housing needs over the HAFF’s 
first five years. 

The government has also passed 
new legislation amending the 
First Home Super Saver Scheme 
(FHSSS), allows prospective first 
home buyers to make personal 
contributions of up to $15,000 a 
year, with up to $50,000 of these 
contributions available to be 
withdrawn to finance a first home. 

Under the changes, individuals 
to have up to 90 days to request a 
release authority after they enter 
into a contract to purchase or 
construct a home, up from 14 days.
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Navigating anxiety in the 
financial services industry:  
A call for genuine support
In the ever-evolving financial services industry landscape where economic 
shifts and interest rate fluctuations are becoming the norm, the role of 
mortgage brokers has never been more vital, says strategic psychotherapist 
Bronwyn Penhaligon

Each month, we hear from experts from within and outside the 
broking industry to hear their opinions on the issues impacting the 

broker market and top tips for business success

Opinion
BETTER BUSINESS

WITH A staggering 70 per 
cent of mortgages now 
being originated by brokers, 
these professionals find 
themselves in the crosshairs 
of market pressures and 
client expectations. As 
macro-economic challenges 
intensify, there is an urgent 
need to address the toll this 
environment takes on brokers’ 
mental wellbeing.

(I ��- ""-� "� 

ING can help you spend less time doing your thing in the office so 
you've got more time to do your thing outside it. Whatever it is. 
To find out how, ask your ING representative from Australia's most 
recommended bank·, or visit broker.ing.com.au 
For the curious: Information is correct as at date of publication and subjectto change. ING is a business 
name of ING Bank (Australia) Limited ABN 24 000 893 292, AFSL and Australian Credit Licence 229823. 
*ING is Australia’s most recommended bank according to RFI Global’s XPRT Survey, October 2022 - March 
2023 (n = 31,961) when compared to customers of 20 other banks operating in Australia. It is also 
Australia’s fifth largest main financial institution (MFI) with 6% of market share according to RFI 
Global’s XPRT Survey, October 2022 - March 2023 (n = 31,961). MFI is defined as the bank that the 
consumer says is their main financial institution.
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Bronwyn 
Penhaligon
Penhaligon Applied 
Psychology

Against this backdrop of 
pressure and uncertainty, 
the significance of addressing 
anxiety becomes paramount.

At recent industry events, 
whether they are awards 
ceremonies or networking 
functions, an underlying theme 
has consistently emerged: how 
are individuals in the financial 
services sphere effectively 
managing mounting pressure? 
While many companies have 
introduced commendable 
initiatives such as gym 
memberships and wellness-
centred office practices, the 
consensus appears to be that a 
more profound and substantial 
approach is necessary to 
effectively support staff.

Positive shifts are underway 
as industry associations 
and aggregator groups make 
the shift to prioritise the 
collective wellbeing of financial 
professionals. With their 
series of PD days and events, 
these forums provide a space 
for collaboration and a sense 
of camaraderie, offering a 
glimmer of hope for a much-
needed change.

However, to genuinely 
have the skills to ride out the 
ambiguity of the industry, 
mortgage brokers require more 
than golf days and cupcakes. 
What the industry truly 
needs is meaningful support 
– a toolkit for cultivating 
mental resilience.

So, where should we start?
What appears acutely 

apparent is the importance 
of addressing the issue of 

anxiety, which has become 
embedded within the industry’s 
very fabric.

For brokers, anxiety takes 
shape through the pressure to 
meet targets while navigating 
the labyrinthine landscape of 
NCCP compliance and lender 
policies. Lenders face their 
own set of challenges, striving 
to remain competitive amid 
a constantly evolving market. 
Aggregators, too, battle on 
multiple fronts, struggling to 
maintain their broker base 
while grappling with thin 
profit margins. 

These challenges are further 
compounded by the relentless 
demands of the digital age, 
where clients, colleagues, 
and economic uncertainties 
converge. It’s no wonder stress 
is at a record high.

Statistics indicate that one 
in six Australians grapple with 
anxiety – and that’s only the 
number of people who visit 
their GP to discuss it. It’s safe 
to say that the issue is more 
extensive than that. Anxiety, 
with its multifaceted nature, 
isn’t just about burnout 
and panic attacks; it also 
manifests in overanalysis, 
catastrophising small setbacks, 
and perpetuating sleepless 
nights by ruminating over the 
day’s events. Extending beyond 
typical workplace stress, anxiety 
influences behaviours leading 
to procrastination and conflict 
avoidance – both detrimental to 
professional performance.

To mitigate the profound 
impact of anxiety at an 

individual and collective level, a 
unique perspective is required. 
Strategic psychotherapy – an 
approach centred on goals and 
practical skill utilisation – aligns 
seamlessly with the financial 
sector’s ethos of applying 
strategic thinking to confront 
challenges head-on.

By uncovering the thought 
patterns that contribute 
to heightened anxiety and 
challenging the belief structures 
that support them, individuals 
can overcome self-limiting 
thinking. With this framework, 
there’s no need to delve into the 
past or search for a ‘root cause’. 
Instead, two simple questions 
serve as catalysts for change: 
where are you now? Where do 
you want to be?

In a world where time is of 
the essence and relying solely 
on medications or traditional 
therapy may fall short, the 
concept of a comprehensive and 
efficient solution is tantalising.

As the financial services 
industry grapples with 
relentless changes, addressing 
anxiety emerges as an 
imperative rather than a luxury.

This is a clarion call to the 

industry, urging a move from 
superficial gestures to a holistic 
approach genuinely supporting 
the wellbeing of professionals. 
By fostering an environment 
that embraces strategic 
psychotherapy, the industry 
can equip its workforce with the 
resilience needed to navigate 
the intricate webs of modern 
finance while safeguarding 
mental health. 
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ING can help you spend less time doing your thing in the office so 
you've got more time to do your thing outside it. Whatever it is. 
To find out how, ask your ING representative from Australia's most 
recommended bank·, or visit broker.ing.com.au 
For the curious: Information is correct as at date of publication and subjectto change. ING is a business 
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If you require mental 
health support and want 
to talk to a counsellor, free 
confidential counselling is 
available from Beyond Blue 
on 1300 22 4636.

If you are concerned for 
your immediate safety or 
the safety of others, call 
Triple Zero (000).

“WHAT THE INDUSTRY TRULY 
NEEDS IS MEANINGFUL SUPPORT 

– A TOOLKIT FOR CULTIVATING 
MENTAL RESILIENCE

Bronwyn Penhaligon, strategic psychotherapist, 
Penhaligon Applied Psychology
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Our primary goal is to streamline 
the application process, making 
it effortlessly simple and stress-
free for brokers and their small 
business clients. The first 
milestone on this journey was 
the introduction of Lightning 
Loans in 2021 – an automated 
process that removes the need 
for manual underwriting. 

The Lightning Loans product 
has become immensely popular 
among small businesses seeking 
funding of up to $175,000. All 
that’s required is uploading 
six months’ worth of bank 
statements to the OnDeck 
portal. From there, our team can 
assess the application within 
just 30 minutes, and funds 
can be disbursed to successful 
applicants in as little as 
two hours.*

Remarkably, over 80 per cent 
of OnDeck loans under $175,000 
are processed through Lightning 
Loans, relying on automated 
procedures rather than 
subjective human interventions. 
This ensures faster outcomes 
and better experiences for our 
broker partners. 

Q. What are your top tips 
to enable brokers looking 
to work more effi ciently 
with BDMs?

Q.

How and why did 
you become a 
BDM?
During my time as a 

mortgage broker, I discovered 
that my greatest success 
stemmed from working in 
collaborative settings. I feel 
my ability to foster strong 
connections within the broker 
community truly shines in 
team environments. 

This inclination towards 
teamwork and collaboration 
has been influenced by my 
background in professional 
sports, where I had the 
privilege of captaining the 
Australian Rugby Sevens team 
at the Commonwealth Games 
in 2006 and the prestigious 
Hong Kong Sevens a year later. 
Additionally, I had a brief stint 
in the National Rugby League, 
further reinforcing my affinity 
for working in collaborative and 
dynamic environments.

Q. Why did you join the 
company?
I was with a competitor but was 
attracted to OnDeck because it’s 

a leading financial technology 
company powered by world-class 
data and analytics. Instead of 
solely focusing on individual 
transactions and manual 
underwriting process, OnDeck 
prioritises data to provide a 
unique lending experience 
that speeds up the process 
for brokers and their small 
business customers. 

This year OnDeck also clinched 
a coveted corporate title – the 
Best Place to Work trophy for 
businesses with less than 100 
employees. This remarkable 
achievement follows several 
years of consistently ranking 
among the top employers in 
this prestigious competition. It 
was this reputation for being 
a great place to work that also 
helped attract me to OnDeck. 
Better still, the high level of 
employee satisfaction at OnDeck 
is reflected in the outstanding 
service we deliver to our broker 
partners and their customers. 

Q. How do you work with 
brokers to ensure good 
customer outcomes?

I’d urge brokers to use our 
experienced team of BDMs and 
loan writers with several years of 
prior experience in transactional 
roles to help review scenarios 
and provide indicative outcomes 
prior to submitting for a decision. 

Drawing upon their expertise 
and understanding, brokers 
possess the capability to 
empower small businesses, 
equipping them to make 
informed financial choices. 
Brokers can also provide 
invaluable guidance to their 
clients in navigating the evolving 
business environment and 
assist them in seizing upcoming 
growth opportunities. 

As for a prediction on who 
will win the Rugby World Cup, 
I’m tipping France to take the 
William Webb Ellis trophy. 
There’s plenty of steel in 
French rugby that has the All 
Blacks, Ireland, England, and 
South Africa looking over their 
shoulders. Hopefully, Eddie Jones 
will have some tricks up his 
sleeve enabling the Wallabies to 
cause some cheek. 

* The timeframe required to process and 
fund loan applications may vary for each 
individual application. Factors such as the 
completeness and accuracy of application 
materials, verification processes, and 
external circumstances can influence the 
processing and funding timelines.

Former Australian Rugby Sevens skipper 
Nick Reily shares insights on leadership, 
culture, teamwork, and how leveraging 
technology can give brokers an edge

Nick Reily captains 
an experienced, 
data-led broker 
team
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Chief executive and chief solution 
offi cer of Melbourne-based 

brokerage Cinch Loans, Suvidh 
Arora, recently sat down for the 

Elite Broker podcast to talk about 
how he’s grown his business in 

just a few short years to become 
Australia’s Diversifi ed Brokerage 

of the Year

Making 
broking 
a Cinch

Suvidh Arora
Cinch Loans

Q.
What was your 
route to 
becoming a 
broker?

I’m originally from India and 
after I graduated, I worked 
for an investment bank in 
Hong Kong, and then I did an 
MBA in the UK and worked 
from there.

I met my wife and started 
a family during my time 
in the UK and we always 
wanted to move to Australia 
once the kids were born, 
because my wife was born 
and raised in Australia.

Unfortunately, my life took 
a turn when we moved here. 
I suffered an injury playing 
cricket and was told I would 
never walk again! That was 
six weeks into our move 
here, and over the next 18 
months I taught myself to 
walk again. I was advised 
against it by doctors but my 
then six-month-old daughter 
was a big motivation for me 
and helped me put some 
things into perspective.

Part of the reason I got 
into broking was I wanted to 
start something of my own 
and be able to spend time 
with my young family. My 
wife travels a lot for work 
as a consultant, so I was 
basically a stay at home 
dad for all that time. I still 
am, technically!

Q. How did you become a 
broker?
Around six years ago I 
was going through my 
own mortgage process 
and I found myself getting 
frustrated by the lack of 
knowledge with the people 
who were trying to get my 
mortgage done through 
the banking system. They 
weren’t telling me much 
about how the process 
works, what the different 

Sell your book. Keep your clients. Sell your book. Keep your clients.
Release working capital or start succession planning.Release working capital or start succession planning.
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TRAIL BOOK SALE EXPERT
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products were, and were 
unable to answer a lot of my 
questions. I thought: “There 
has to be a better way of 
doing this!”. 

I spoke to a few brokers 
and found out what they do 
and I thought that this was 
an industry I could get into. 
I thought it was a perfect 
fit for me; I had the finance 
knowledge and drive to help 
people, so I just jumped 
right in.

Q. How did you build your 
brokerage?
I was a sole broker for 18 
months and it got a bit lonely; I 
didn’t really have any mentors 
in the industry at the time and 
didn’t know many people.

It was tough because I had 
just moved to Australia, but 
I thought I’d just try my luck 
and spoke to as many people 
as possible. I started out as 
a broker in 2016 and I didn’t 
write my first loan until April 
of 2017, so it took a long time.

But from April 2017 to March 
2018, business picked up and 
I’d written $38 million in loans. 

Q. How did you come 
up with ‘Cinch’ as the 
company name?
There are two reasons. I 
wanted it to be something 
that was telling people that 
we can make everything easy 
for you. We don’t use a lot of 
jargon with our clients, we try 
to make everything as simple 
as possible. As such, we try to 
make it a ‘cinch’.

My name also means ‘easy’ 
[in Sanskrit], so that’s another 
reason that it just happened. It 
wasn’t planned, it just worked 
out that way.

Q. What sort of loans are 
you writing?
When we started, the strategy 
was that we would primarily 
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Chief executive and chief solution 
offi cer of Melbourne-based 

brokerage Cinch Loans, Suvidh 
Arora, recently sat down for the 

Elite Broker podcast to talk about 
how he’s grown his business in 

just a few short years to become 
Australia’s Diversifi ed Brokerage 

of the Year

Making 
broking 
a Cinch

Suvidh Arora
Cinch Loans
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broker?
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frustrated by the lack of 
knowledge with the people 
who were trying to get my 
mortgage done through 
the banking system. They 
weren’t telling me much 
about how the process 
works, what the different 

Sell your book. Keep your clients. Sell your book. Keep your clients.
Release working capital or start succession planning.Release working capital or start succession planning.
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TRAIL BOOK SALE EXPERT
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products were, and were 
unable to answer a lot of my 
questions. I thought: “There 
has to be a better way of 
doing this!”. 

I spoke to a few brokers 
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getting busy, you won’t have 
the time! 

A good foundation is 
what helps you grow in this 
industry. It’s not the number 
of loans you write, it’s the 
wealth of knowledge you 
create and how good you are 
at what you do ... It’s how you 
think about the loans and 
your process that defines 
how good a broker you 
can be.

So, try to be the best 
version of yourself and set 
targets for what you want 
to achieve in the next four 
weeks to six months. Then 
it’s just a matter of holding 
yourself accountable to it. 

Salestrekker among many 
others. We also work with 
Effi Technologies, which 
helped us develop our own 
enterprise CRM where 
we’re basically creating 
our own ecosystem where 
all client information is at 
our fingertips. 

Q. What are your top tips 
for new brokers?
You need to become a sponge; 
you should be absorbing 
everything … whether it 
means reading, following 
and talking to people, getting 
guidance from someone, 
whatever it takes, use that 
time because once you start 

deal with first home buyers. 
Most of our client base is 
high-salaried, white-collar 
workers and if we could get in 
at the ground level with them, 
when they were buying their 
first property, and give them 
a good experience, we thought 
we could help them scale that 
property ladder and buy their 
second, third, fourth property.

From there, we 
grew exponentially. 

We’ve gotten to a point 
where now, if we want to do 
something, we just send out an 
email newsletter to our existing 
client base of over 3,000 people 
and we get plenty of business 
through that.

Q. You have been 
harnessing technology in 
your business, and even 
have your own app. Why?
I love using tech, I always 
tell our CTO it’s the direction 
all brokerages are going to 
go and we need to get there 
before everyone else!

The current app we 
launched is only for brokers 
at the moment, but we’re 
working on a client app as 
well. If things go our way 
we’ll have open banking 
and a lot of other tech built 
in, too!

We use a lot of different 
types of tech. We currently 
use Quickli, Maestro, and 
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Release working capital or start succession planning.Release working capital or start succession planning.
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You can fi nd out more 
about Suvidh Arora 
and how he runs Cinch 
Loans in The Adviser’s 
Elite Broker podcast.
Tune in to the episode 
How this broker has 
been rapidly growing 
his team here:

Tune in to 
hear more!
You can fi nd out more 

Tune in to 
hear more!
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Finance broker Mohsen Shahsavarzdeh 
fled Iran and made the voyage by 
boat to Indonesia before landing at 
Christmas Island as an asylum seeker. 
We find out his remarkable journey to 
becoming a new broker

Mohsen Shahsavarzdeh 
Finance specialist, In2Mortgages

Q. Why did you become 
a broker?
After ANZ, I met my mentor 
and she took me to a PD day 
… The speaker was saying 
that a broker business is a 
people business and that was 
interesting for me. How can 

New Broker

could work] I secured work at 
ANZ and that was an amazing 
moment for me – I had a job 
in finance! It makes me a 
little bit emotional, but I loved 
that moment. It was only a 
six-month contract and my visa 
was finishing after that. 

“I REALISED THAT I CAN ACHIEVE MUCH 
MORE INDEPENDENTLY, WITHOUT 
LIMITATIONS, AND IN MY OWN 
WAY. SO I DECIDED TO DO IT ON MY 
OWN AND START SUPPORTING MY 
COMMUNITY TO HELP THEM ACHIEVE 
THEIR DREAMS

Q.
You are originally 
from Iran but 
settled in 
Australia after 

seeking asylum. Can you 
tell us a little about your 
journey to Australia?
I started my journey from 
Iran and in 2013, I arrived 
by boat. We had to travel 
to Indonesia and then took 
a small boat to Christmas 
Island. We were detained as 
asylum seekers. I arrived with 
my mother and our journey 
was long and difficult … The 
detention was challenging, 
we had no opportunities 
for learning, my level of 
depression was high, and 
I was on treatment due to 
the traumas from the boat 
journey and detention. It 
was not an easy journey. 
We remained in detention 
for 19 months until we were 
released by the immigration 
department in January 2015.

But I aim to inspire people 
by showing that even without 
the English language, one can 
become a successful broker 
in Australia!

Q. What was the process 
of settling in Australia like 
for you?
I respect the government 
because we came illegally. 
At the end of day, we needed 
safety and Australia was 
the country that provided 
that. They released us with a 
bridging visa, which means you 
do not have the right to work, 
to study, to learn English, or 
anything else. You’re just in a 
community. So it was from one 
detention to a bigger detention, 
which was called Sydney! 

I joined the Sydney Bible 
College in Sydney and learned 
the Bible and English. At 
the end of 2018, I got lucky. 
I received a scholarship for 
asylum seekers from Western 
Sydney University allowing 
me to pursue a bachelor 
of business.

Q. How did you enter the 
finance industry? 
Back in Iran, I worked alongside 
my uncle in a foreign exchange 
office, similar to a small bank. I 
enjoyed working with numbers 
and assisting people … [Once I 
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You can find out more about Mohsen 
Shahsavarzdeh in The Adviser’s New 
Broker podcast. Tune in to the episode 
New Broker: Fom refugee to successful 
mortgage broker here:

bit harder. Word of mouth 
[referrals] usually come 
from the church and the 
Persian community, the Arab 
community, and my customers 
from when I worked at 
a restaurant.

If someone wants to be my 
client, one of my conditions 
is they have to be willing to 
learn from me. They have 

to understand what the 
repayment is, why it’s fixed, 
why it’s variable, what an 
offset account is, etc ... then 
we can talk about their 
preferred loan amount.

But once I explain 
everything and they see the 
service [of a broker] is better 
than the bank, they send the 
referral to their friends. 

you make money and help 
people? I had in the back 
of my mind, that I wanted 
to help my community [the 
Persian community], so I 
decided to be a broker.

I started as a support 
person and I’ve been a broker 
since July 2022. I learned 
from my mentor and chose 
Finsure to be my aggregator. 
Between 1 July 2022 and 
1 July 2023, I had written 
around $8 million. My mentor 
has helped me a lot and now 
I’m aiming for $10 million!

Q. Why did you make 
the decision to be an 
independent broker?
I realised that I can achieve 
much more independently, 

without limitations, and in 
my own way. So I decided to 
do it on my own and start 
supporting my community 
to help them achieve their 
dreams of buying a house, a 
car, or a business.

For this community, it’s a 
little bit harder because most 
of them are self-employed; 
they need to know about the 
low-doc, non-conforming 
banks; and even opening a 
credit card for them is hard.

Q. How do you find new 
clients? Is it fairly easy in 
this community?
It’s not easy, actually, because 
as a refugee there are some 
trust issues to overcome 
and that makes it a little 
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NAB understands that every 
loan matters because it has the 
potential to create a home, build a 
business or achieve a dream.

Our long-standing commitment 
to the broker channel means we’re 
uniquely positioned to provide 
brokers with the support they 
need to help their customers.

We believe working with brokers 
to provide tailored solutions is key 
to building strong relationships, 
and we strive to empower brokers 
with the tools they need for 
success. At NAB, we’re proud to 
be the bank behind the broker 
and this vision is at the centre of 
everything we do.

A WORD FROM NAB
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he spring selling 
season is here and 
is bringing a sense 
that the property 

market is coming up roses. But 
what a difference a few months 
make. After the Reserve Bank 
of Australia (RBA) began 
raising interest rates in May 
2022, Australian housing values 
went through a record decline, 
falling by 9.1 per cent between 
May 2022 and February 2023, 
according to property data and 
analytics provider CoreLogic. 

Spring is here, meaning a fresh selling season is well underway, 
and with it comes bountiful opportunities for mortgage brokers 

to harvest. As this season is expected to be a fruitful one, we 
examine the expectations for the property market and what 

brokers should be keeping an eye on

lowering consumer sentiment, 
and COVID-19 related fiscal 
support expiring. 

But while property values 
and sentiment were low at 
the beginning of the year, 
the market has surprised 
many, with property prices 
and demand continuing to 
rise. After bottoming out in 
February, CoreLogic’s latest 
national Home Value Index 
(HVI) shows that values had 
risen by 4.9 per cent in the six 
months to August 2023, adding 

approximately $34,301 to the 
median dwelling value. 

This is despite the fact that 
the official cash rate had 
continued to rise, moving 
by a further 75 basis points 
between March and August to 
4.1 per cent.

The current blossoming 
of the property market is, 
however, “quite different” 
to earlier growth cycles, 
Mr Lawless explains. These 
earlier growth cycles have 
typically been predicated by 

Written by Adrian Suljanovic

T
Tim Lawless, CoreLogic’s 

executive research director, 
has attributed this drop 
in housing values to the 
unprecedented skyrocketing 
of interest rates, which rose by 
325 basis points over the same 
time period.

Writing in National Australia 
Bank’s (NAB) and CoreLogic’s 
First Half Property Update 
2023, Mr Lawless says there 
were also other factors at play, 
including housing affordability 
constraints, a trend in 

Sponsored by

blooming
propertyWhy the 

market isblooming
property
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policy changes including 
loosening monetary policy, 
and more access to fiscal 
stimulus such as first home 
buyer incentives. 

“Growth in housing values 
has been occurring in the 
absence of these factors 
and is attributable to low 
available housing supply 
running up against rising 
housing demand,” Mr 
Lawless says. 

The combined value 
of Australian housing 
rebounded to $10 trillion at 
the end of August, according 
to CoreLogic, the first time 
the total estimated value hit 
double digits since June 2022.

The winter season had 
actually resulted in home 
values rising by 2.5 per 
cent, meaning home values 
were down just 1.1 per 
cent annually.

The recovery has wiped out 
around half of the preceding 
downturn between April 2022 
and February 2023 and home 
values are now just 4.6 per 
cent down from the April 
2022 peak.

Dwelling values across 
the combined capitals 
rose 1.0 per cent in August, 
according to CoreLogic, 
up from a 0.8 per cent lift 
in July. Monthly increases 

across the combined capitals 
surpassed a 0.1 per cent lift in 
the combined regional market 
over the month, too.

Speaking to The Adviser, 
NAB executive, broker 
distribution, Adam Brown, 
elaborates: “The lift in 
housing values coincides 
with a trend towards smaller 
households, a boom in net 
overseas migration, and 
migrants fast-tracking their 
home buying plans due to 
tight rental markets – these 
factors combined are creating 
strong competition among 
home buyers.”

Mr Brown adds that 
although sellers had been 
returning to the property 
market in winter, the supply 
of advertised properties has 
been “below average”, with the 
increase in supply still not 
meeting demand as buyers 
fervently compete for homes. 

As expected, spring has 
already delivered an uptick in 
auction clearance rates so far, 
with figures also indicating 
that there may be more 
momentum in housing stock 
on the market. 

In fact, the week ending 17 
September was the busiest 
auction market in the capitals 
since early April and the third 
busiest of the year to date. 

Analysis

While some economists 
believe that the cash rate hit 
its peak at 4.1 per cent, NAB 
Group chief economist Alan 
Oster predicts there will be 
one final 0.25 basis point rise 
in November, bringing the 
cash rate up to 4.35 per cent 
before starting to reduce 
next year.

“Lower interest rates 
will give both buyers and 
sellers more confidence to 

More properties have also 
been coming to auction, easing 
the supply constraints, with 
more than 2,000 properties 
being put up for sale in the 
first few weeks of spring.

“At the other end of the 
scale, some other capital 
cities are better described as 
flat, with Hobart home values 
unchanged since stabilising 
in April, while values across 
the ACT have risen only 
mildly, up 1.0 per cent since a 
trough in April,” CoreLogic’s 
Mr Lawless says. 

“These are also the only two 
capital cities where advertised 
supply is tracking higher 
than a year ago, suggesting a 
rebalancing between buyers 
and sellers is a key factor 
contributing to the stability 
of values in these regions,” 
he continues.

The outlook for residential 
property
The recovery in the housing 
market has been germinating 
over the past six months, 
and with spring now here 
– alongside a growing 
expectation that the cash 
rate may soon reach its 
peak – sentiment is starting 
to turn positive again for 
home buyers. 

COVER STORY

ESTIMATED VALUE OF RESIDENTIAL REAL ESTATE - AUSTRALIA
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well below the long run 
average, most borrowers 
should be able to maintain 
their mortgage repayments, 
albeit with some pull back in 
discretionary spending and 
further depletion of savings,” 
Mr Lawless says. 

But inventory levels are 
still well below where they 
need to be, placing upwards 
pressure on housing prices.

The latest data on 
overseas migration released 
by the Australian Bureau of 
Statistics (ABS) revealed that 
Australia’s population grew 
by 2.2 per cent to 26.5 million 
people in the 12 months to 31 
March this year. 

After international borders 
were re-opened following 
COVID-19 lockdowns, 
net overseas migration 
accounted for 81 per cent of 
growth and added 454,400 
people to the population in 
the year to March 2023. 

Compounding this is the 
fact that the pipeline of 
approved housing supply 
sits around decade lows and 
continues to trend lower, 
setting up the housing 
sector for an undersupply of 
newly built homes over the 
medium term. 

Even while the 
government’s new Housing 
Australia Future Fund – a 
$10 billion fund aimed at 
bringing online more social 
and affordable housing – the 
National Housing Finance 
and Investment Corporation 
(NHFIC) is forecasting 
Australia’s housing sector 
will be undersupplied by 
around 175,000 dwellings 
by 2027.

Mr Lawless notes that – 
when coupled with the surge 
in population growth – this 
should “keep a floor under 
housing values.”  

act, which is likely to create 
a more buoyant property 
market across all buyer 
types,” Mr Brown notes.

Moreover, Mr Lawless 
says strong employment 
figures were not only helping 
buoy buyer appetite but 
also protected those with a 
mortgage from being forced 
to have to sell their homes. 

“With the unemployment 
rate expected to remain 

Sponsored by

“LOWER INTEREST RATES 
WILL GIVE BOTH BUYERS 

AND SELLERS MORE 
CONFIDENCE TO ACT

- Adam Brown, executive, broker 
distribution, NAB
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Pockets of opportunity
Refinancing activity continues 
to keep the mortgage industry 
busy, with activity hitting a new 
record high of $21.5 billion in 
July, 21.8 per cent higher than 
at the same time last year, 
according to ABS figures. 

Before the pandemic brought 
in record-low interest rates, the 
typical value of refinancing sat 
below $10 billion but owner-
occupier refinancing rose to a 

will continue to dominate into 
the new year with customers 
continuing to come off their 
super-low fixed rates. Given 
the changing repayment and 
servicing conditions, borrowers 
are turning to brokers in their 
droves for help.

“NAB is very focused on the 
refinance market, especially 
retention of existing customers, 
but also on attracting 
new customers.” 

“We are focused on being 
as proactive as possible 
in supporting brokers and 
their customers through this 
period,” he adds, highlighting 
that more than 60 per cent of 
drawdowns originate from the 
broker channel.

But there is also more 
positive sentiment for 
some first home buyers 
and investors. 

Mr Brown explains that 
property value decreases in 
2022 and early 2023 helped 
reduce the time needed to save 
a deposit for an entry-priced 
house by about six-months, 
while the time to save for an 
entry-priced unit reduced by 
about two months compared 
to the same time a year earlier, 
according to the 2023 Domain 
First-Home Buyer Report.

The expansion of the First 
Home Guarantee, which now 
allows friends, siblings and 
other family members to apply 
together on joint applications 
when borrowing through a 
participating lender, will also 
help support a growing trend 
for younger people to “pool their 
resources to buy properties 
with friends, siblings and other 
family members,” he adds.

“First home buyers need 
extra support in navigating 
the market and brokers are 
well positioned to provide 
this guidance.

“Investors are [also] 
recognising the need for more 
rentals in capital cities and 
immigration opening up, which 
will drive long-term returns in 
investment property.”

“Banks are continuing to 
review policies to help [other] 
borrowers, such as self-
employed, access funding.

“As the bank behind the 
broker, NAB is open for 
business with competitive 
pricing and offers for every 
customer in market.” 

new high of $14.6 billion in July 
while investor refinancing rose 
6.5 per cent to $7 billion.

The spring season will 
continue to see inflated levels of 
refinancing, Mr Brown suggests. 

“Refinancing is still very 
strong with people looking for 
the best deal in a higher rate 
environment and looking to 
find savings against a backdrop 
of rising costs of living.”

He says the refinancing market 
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After winning the Wellness Advocate of the Year award at the 
Australian Broking Awards 2023, nMB partnerships manager 
Anthony Wick spoke to Josh Needs about how he’s looking 
to see the broking industry increase education around the 
importance of health and wellness

Working out 
with Wick

Growth
WELLNESS

Written by Josh Needs

W
ork hard, play hard. 
What does that 
mean to you? For 
many in the finance 

industry, it means burning the 
candle at both ends. While 
ensuring a balance between 
work and pleasure is 
commendable, nMB 
partnerships manager for 
Victoria and South Australia, 
Anthony Wick, believes the 
industry needs to encourage 
discussions and action around 
the importance of health 
and wellness. 

Speaking to The Adviser 
after winning the Wellness 
Advocate of the Year award at 
the Australian Broking Awards 
2023, Mr Wick says he knows 
the struggle brokers and others 
in the industry can face while 
getting caught up in the “work 
hard, play hard” mentality. 

Seven years ago, Mr Wick 
said he began to see the 
issue of people prioritising 
work above their health and 
consequently burning out. 
According to Mr Wick, it was 
after receiving calls about 
members of industry facing 
breakdowns of relationships 
and, in some cases, requiring 
medical support, that he felt 
compelled to do something 
about it. 

He said it awakened him 
to the realisation that “there 
wasn’t enough conversations 
around looking after your own 
health and wellbeing.”

“It was all about chasing the 
dollars and trying your very 
best to cover the hard work or 
the pain with a few mates and 
a few beers,” Mr Wick said.

He was no stranger to 
the feeling himself, after 

finding that he didn’t feel in 
control of how much he was 
drinking. As such, he took a 
month off drinking alcohol, 
which he later extended, but 
lamented that several people 
tried to encourage him back 
towards drinking.

Mr Wick noted: “I went for 
three months; enough that 
people got to know that I had 
changed my behaviours. But 
the more I stayed in that path 
the more I realised that not 
many brokers really have the 
support, or a tribe that would 
help them go down that path.

“So, little by little I started 
on the wellness side of things; 
taking brokers out to the gym, 
talking to them about having 
a good work/life balance and, 
little by little I started setting 
up groups …”

One of these communities 
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some sort of element around 
health wellbeing.”

When asked for one 
actionable piece of advice 
when it comes to health and 
wellbeing, Mr Wick said he 
would love to see brokers 
implementing 15-minute 
walks without phones 
or devices. 

“The mobile phone gives 
so much of the wrong type 
of dopamine, so at a bare 
minimum we need to leave 
the phone and go for a 
15-minute or 30-minute 
walk, which would make 
people look up, breathe 
deeply, and look around,” 
he explains. 

One of these communities 
is #WorkoutWithWick, a 
morning activity group 
he started during the 
lockdowns of COVID-19 
where members of the 
industry work out together 
online via video conference.

“I’m trying to get people 
to come into groups and 
then hopefully get these 
people to feel comfortable 
in talking to each other, 
using what support is 
available, and making it 
normal to actually be okay 
with having a problem,” 
he says.

His messenger group has 
now grown to “about 90 to 
95 people” and ranges from 
workout tips to mental 
health support.

“The group is not all 
about going to the gym 
and lifting heavy weights 
… because I understand 
there are different levels 
of fitness, like there 
are different levels 
of depression. 

“If somebody is in fairly 
deep depression it’s not like 
you can just wake up and go 
to the gym. 

“So, the group is more 
about putting a photo up 
if you’re doing something 
and that photo might 
encourage somebody else 
to go for a walk, or go to 
the gym or something like 
that, and that’s where 
#WorkOutwithWick 
came from.” 

Aside from the 
importance of physical 
health, which he looks 
to address through 
#WorkOutwithWick, Mr 
Wick says he hopes the 
industry will speak more 
openly and frequently 
about mental health. 

“What I would like to see 
is that every conference or 
every business meeting has 

If you require mental 
health support 
and want to talk 
to a counsellor, 
free, confidential 
counselling is available 
from Beyond Blue on 
1300 22 4636. 

If you are concerned 
for your immediate 
safety or the safety of 
others, call Triple Zero 
(000).

“... AT A BARE 
MINIMUM WE 
NEED TO LEAVE 
THE PHONE 
AND GO FOR A 
15-MINUTE OR 
30-MINUTE WALK

– Anthony Wick, 
partnerships manager, 
nMB
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t’s been a topsy-turvy 
few years for property 
investment in 
Australia, with heady 

heights and dolorous downturns 
shifting investor appetite rapidly. 
While property investment was 
booming in the first few years 
of the 2020s amid record-low 
interest rates, things started 
changing rapidly in 2022 when 
rates started to rise once more.

Between January 2022 and 

After a drop in investor activity in the last year, property 
investors are coming back to the market with a vengeance. 

In this sector report sponsored by Resimac, we look at 
why and where investors are making a comeback

January 2023, investor lending 
plummeted in the three most 
expensive states (NSW, Victoria 
and Queensland) as the cost of 
mortgages started to bite. Like 
the owner-occupied market, 
refinancing activity in the 
investor space has been high as 
these borrowers looked to save. It 
was 27 per cent higher in August 
2023 than it was the year before 
at around $7 billion.

But economists are now 

anticipating a surge in 
investment property purchases. 
So what’s changed?

The most recent CoreLogic 
data indicates there has already 
been a rise in investment 
transactions this year, and 
these expectations are gaining 
momentum into 2024 as cash 
rate forecasts by major banks 
have signalled a potential 
conclusion to the rate hikes.

As such, there are mounting 
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expectations that the 
stabilisation of the cash rate 
– and growing expectations 
that rates might start reducing 
by early next year – that 
are contributing to positive 
market sentiment.

Demand for new investor loans 
is already starting to tick back 
up again after a lull. Investors 
currently make up about a third 
of new mortgages, according 
to the Australian Bureau of 
Statistics (ABS). A total of $8.6 
billion of new investor loans were 
written in July 2023 (the most 
recent data available from the 
ABS), which is the largest amount 
for nearly a year. While this is 
below the peaks written in the 
property boom of 2021 and 2022, 
it’s currently hovering around 
pre-pandemic peaks.

Meanwhile, the latest 
survey conducted by Property 
Investment Professionals of 
Australia found that 31 per 
cent of respondents expressed 
interest in purchasing an 
investment property in the next 
six to 12 months.

Speaking to The Adviser about 
rising investor activity, Resimac’s 
general manager of distribution, 
Chris Paterson, highlighted that 
“high rental demand has been 
encouraging more investors 
pursue property opportunities 
that offer strong returns.”

Indeed, rents have been ticking 
up for 35 months in a row, with 
CoreLogic estimating that rents 
had increased by 29.3 per cent 
since a low in August 2020 
(during lockdowns). This is the 
equivalent of a rise in median 
weekly rents of $134.

While some of the increase in 
rents has been down to investors 
needing to pass on the cost of 
their mortgages as rates rise, the 
lack of rental stock on market 
has also resulted in renters 
offering more to landlords 
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Residential property investors 
are making a welcome return 
to the market, and it’s a shot 
in the arm for brokers after a 
challenging FY23. It’s a fast-
growing segment, with Resimac 
having seen significant month-
on-month increases in its investor 
loan activity since July 2023. 

Strong rental yields are driving 
a sharp uptick in purchases 
and, after multiple rate hikes, 
investors are also looking to 
improve cash flow by refinancing. 
It’s a markedly different lending 
environment, but what hasn’t 
changed is Resimac’s aptitude for 
developing lending solutions that 
address the unique needs and 
challenges of its target niches. 

Investors get the benefit of 
flexible credit policies that 
can help to improve their 
serviceability, and for a limited 
time only, eligible investors can 
get the same low rates as owner-
occupiers on particular products.

A WORD FROM RESIMAC
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to outprice the competition. 
And as more immigrants and 
international students return to 
Australia, the attraction of being 
an investor landlord is growing.

“The property market isn’t as 
active as it has been, but that’s 
slowly turning,” Mr Paterson told 
The Adviser.

“Because supply is lower at 
the moment, investors have 
been considering properties 
in alternative areas, but there 
are pockets that are faring 
particularly strongly and 
growing quicker than others,” 
he continued.

Which states are seeing 
strong investor activity?
Queensland and the Northern 

Territory in particular have 
seen a resurgence in investor 
activity, according to the ABS. 
New housing investment loans 
in Queensland rose 6.8 per cent 
to $1.9 billion in July 2023, or 
a whopping 31 per cent since 
February 2023. 

This can partly be attributed 
to the Queensland state 
government scrapping its 
controversial land tax changes, 
which encouraged investors 
back into market in November 
2022 after they fled en masse.

Moreover, Queensland 
has seen its population 
grow 2.3 per cent in a year, 
the third-fastest increase 
behind Western Australia 
and Victoria. 

The investor opportunity
Lenders such as Resimac have 
been quick to help support 
investors in accessing the 
finance needed to purchase 
their next investment.

Established in 1985, Resimac 
has been through numerous 
financial cycles. This depth of 
experience has informed several 
changes it has made to help 
investors with their current 
lending challenges. Earlier 
this year, Resimac lowered its 
serviceability buffer to 2 per 
cent to help more borrowers 
access funding and overcome 
the serviceability barrier, 
for example.

Mr Paterson also flagged that 
Resimac dropped its rental 

shading from 20 per cent to 
10 per cent and has a current 
promotion offering investor 
rates that are aligned to owner-
occupier rates, providing an 
additional point of difference.

The general manager of 
distribution commented: “In an 
increasing rate market, brokers 
and borrowers are looking 
for help with repayments and 
affordability. Property investors 
in particular have had it tough, 
as their rates are generally 
higher than owner-occupiers. 
We wanted to support our 
broker partners with a tailored 
solution, prompting our current 
special that offers investors the 
same rates as owner-occupiers, 
and P&I pricing on interest-
only loans.

“Based on the servicing 
problems being felt across the 
board, there are also many 
clients who may not be able to 
meet the loan serviceability 
requirements of lenders. We 
were one of the first to address 
this by reducing our servicing 
buffer. This, along with other 
changes we’ve made to help 
support borrowers, is why 
brokers need to consider 
alternative options to find 
solutions for their clients.”

Mr Paterson concluded: “It’s 
important that brokers have 
broad consideration of their 
client’s requirements and 
objectives and look at the full 
picture: income received from 
their employment, income 
received from their rental 
property and other investment 
opportunities, to come up 
with an overall solution for 
the customer.

“And, by working with a 
lender that understands the 
investor market, brokers will 
get the support they need to 
ensure their clients are well 
looked after now and into 
the future.” 
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Lending solutions  
built for investors.

Investors often pay a premium when it 
comes to finance. 

We think they deserve better. 

Resimac specialises in lending to 
property investors. 

Our tailored lending solutions and 
commercial approach to credit can help 
your clients achieve goals such as:

 building their portfolio;

 maximising rental yield; and

 increasing cashflow
(Hurry, you might catch our special 

rates offer before it ends!)

broker.resimac.com.au
ABN 55 095 034 003. Australian Credit Licence 247829.

Find out how we can help
your investor clients. 
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Which states are seeing 
strong investor activity?
Queensland and the Northern 

Territory in particular have 
seen a resurgence in investor 
activity, according to the ABS. 
New housing investment loans 
in Queensland rose 6.8 per cent 
to $1.9 billion in July 2023, or 
a whopping 31 per cent since 
February 2023. 

This can partly be attributed 
to the Queensland state 
government scrapping its 
controversial land tax changes, 
which encouraged investors 
back into market in November 
2022 after they fled en masse.

Moreover, Queensland 
has seen its population 
grow 2.3 per cent in a year, 
the third-fastest increase 
behind Western Australia 
and Victoria. 

The investor opportunity
Lenders such as Resimac have 
been quick to help support 
investors in accessing the 
finance needed to purchase 
their next investment.

Established in 1985, Resimac 
has been through numerous 
financial cycles. This depth of 
experience has informed several 
changes it has made to help 
investors with their current 
lending challenges. Earlier 
this year, Resimac lowered its 
serviceability buffer to 2 per 
cent to help more borrowers 
access funding and overcome 
the serviceability barrier, 
for example.

Mr Paterson also flagged that 
Resimac dropped its rental 

shading from 20 per cent to 
10 per cent and has a current 
promotion offering investor 
rates that are aligned to owner-
occupier rates, providing an 
additional point of difference.

The general manager of 
distribution commented: “In an 
increasing rate market, brokers 
and borrowers are looking 
for help with repayments and 
affordability. Property investors 
in particular have had it tough, 
as their rates are generally 
higher than owner-occupiers. 
We wanted to support our 
broker partners with a tailored 
solution, prompting our current 
special that offers investors the 
same rates as owner-occupiers, 
and P&I pricing on interest-
only loans.

“Based on the servicing 
problems being felt across the 
board, there are also many 
clients who may not be able to 
meet the loan serviceability 
requirements of lenders. We 
were one of the first to address 
this by reducing our servicing 
buffer. This, along with other 
changes we’ve made to help 
support borrowers, is why 
brokers need to consider 
alternative options to find 
solutions for their clients.”

Mr Paterson concluded: “It’s 
important that brokers have 
broad consideration of their 
client’s requirements and 
objectives and look at the full 
picture: income received from 
their employment, income 
received from their rental 
property and other investment 
opportunities, to come up 
with an overall solution for 
the customer.

“And, by working with a 
lender that understands the 
investor market, brokers will 
get the support they need to 
ensure their clients are well 
looked after now and into 
the future.” 
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Investors often pay a premium when it 
comes to finance. 

We think they deserve better. 

Resimac specialises in lending to 
property investors. 

Our tailored lending solutions and 
commercial approach to credit can help 
your clients achieve goals such as:

 building their portfolio;

 maximising rental yield; and

 increasing cashflow
(Hurry, you might catch our special 

rates offer before it ends!)
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ABN 55 095 034 003. Australian Credit Licence 247829.

Find out how we can help
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hat is your company 
worth? For many 
brokers, the value 
of their business 

comes down to the size of 
their trail. But, really, the true 
value of a business is the data 
within it. A broker’s business 
is a goldmine of information, 
including not only high-value 
information like identification 
document numbers, but also 

Australia is said to be the fi fth most hacked country in the 
world, with the ACCC estimating $3.1 billion was lost to 

scams in 2022 alone. But what can brokers do to protect 
their businesses? In this feature, sponsored by cyber 

security specialist DotSec, we take a look at best practice 
for protecting your business and your clients

bank details, addresses and 
a huge range of personal 
information. Despite this, few 
brokers consider the value 
of their data – or more to the 
point, the cost of not having it.

Speaking to The Adviser, 
Dr Tim Redhead, director 
of cyber security company 
DotSec, explains that trying 
to come back from an attack 
is incredibly costly, meaning 

prevention is better than 
trying to find a cure.

According to Dr Redhead: 
“Getting into the position where 
you have to decide whether 
or not you’re going to pay a 
ransom or take action means it 
is already too late. The horse has 
bolted. You want to avoid this 
happening in the first place.”

There are a range of legal 
requirements in place that 
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The true 
cost of a 

data breach
WHY PREVENTION IS BETTER THAN A CURE

require financial services 
businesses to protect their data. 
APRA-regulated entities have to 
follow the information security 
regulation Prudential Standard 
CPS 234; there are strict APRA 
reporting requirements around 
suspected breaches; and ASIC 
expects businesses to resource 
for technology and ensure their 
risk management framework 
adequately addresses cyber 
security risk. There are 
a range of requirements 
around Australian privacy 
legislation, too. 

So, where do you start? He 
says you first need to know 
that you are “protecting 
your assets to a level which 
is commensurate with the 
asset’s value.”

He explains: “The three key 
things that are of value in a 
business are usually, in order, 
the business, the people that 
work in the business, and the 
data for which the business 
is responsible. If a computer 
is damaged, we tend to know 
the cost of replacing it and the 
cost of downtime. But fewer 
people consider the cost to the 
business of losing the data that 
is stolen or destroyed during 
a compromise.”

Moreover, he says businesses 
sometimes spend more money 
than they need to because 
they’ve not determined the 
value of their assets and spent 
more on security than those 
assets were worth, or find that 
their business has come to a 
complete standstill because 
an asset that had not been 
correctly valued had then been 
damaged or misused as part of 
a compromise.

As such, he says that the first 
thing business owners need to 
do is create an asset register – 
all the things associated with 
the organisation and how it 
works – and then undertake a 
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  Create an asset 
register so you know 
what your business 
needs to protect.

  Implement a risk 
management program 
where you formally 
identify, prioritise, 
treat and review 
your risks on a 
regular (quarterly, for 
example) basis. 

  Implement application 
controls and secure 
Microsoft Office 
macro settings.

  Update all software 
when prompted

  Use multi-factor 
authentication for 
anything that is online

  Do not repeat 
passwords or use 
admin passwords 
unless necessary

  Use a password 
manager and do not 
write them down or 
keep them online, 
but make sure the 
password manager 
backups are working 
and tested!

  Check and test that 
backups work and are 
free from malware

  Audit third parties that 
have access to your 
business and ensure 
cyber protections are 
in place for any third 
parties involved in 
the business (even IT 
or security services) 
and that there is a 
responsibility matrix 
and accountability for 
any failures.

TOP TIPS FOR 
PROTECTING 
YOUR BUSINESS
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risk assessment and consider 
all the things that could go 
wrong and the consequences if 
they did go wrong.

“A successful cyber security 
outcome is more likely if the 
organisation first works to 
understand risk and then 
mitigate that risk using 
people, processes and (where 
needed) technology,” the cyber 
protection specialist says.

“It doesn’t have to be terribly 
complex. There are basic risk 
assessment templates available 
online for free that can help 
you assess the likelihood of 
something going wrong.”

For example, if you were 
locked out of your CRM system, 
how would your business 
manage and how long could it 
manage for? If you needed to 
go about telling clients that 
you had been breached and 
information was compromised, 

would you even be able to 
contact them if you couldn’t 
access your system? Do you 
have a secure backup? How 
well protected is that, and how 
frequently has it been tested?

According to Dr Redhead, 
with many businesses 
embracing remote-access 
working during the pandemic 
or enabling external systems 
to tap into their systems using 
APIs, the opportunity for 
attackers to access systems via 
these cloud-service providers 
or third-party services 
has increased. 

Dr Redhead explains: 
“We’ve seen one business that 
was ransomwared and was 
therefore unable to access their 
systems. The initial plan was 
to recover from backups, but 
as it turned out, the backups 
had been ransomwared as well, 
so independent recovery was 

no longer an option and it was 
necessary to pay up. Or shut 
the doors.” 

“Often a system might have 
been compromised years ago. An 
attacker may have gained access 
to a laptop via a phishing email 
and then run malware from that. 
Over time, they can make their 
way through the whole system 
and connections. You might not 
even know they are there. They 
can sit dormant on a system for 
a long time, only springing into 
action when the right triggers 
are met for a specific rule they’ve 
set up. 

“That could be an email 
using the keywords ‘payment’ 
or ‘deposit’. If they’ve been 
monitoring your emails, they 
could immediately intercept and 
send another email asking for 
payment to be sent to a different 
account – thereby stealing the 
customer’s home deposit.”

He warned that many 
businesses can also be stung by 
not complying with their cyber 
obligations and therefore voiding 
their insurance coverage. As 
such, he recommends brokers 
take the time to understand 
what the conditions of their 
insurance are and what they 
need to be doing to keep it valid.

Undertaking frequent 
revisions of cyber security and 
following a framework to ensure 
systems and applications are 
patched and maintained in a 
timely manner is extremely 
important. Software companies 
are always pushing out patches 
and bug fixes but if they are not 
promply applied, the business 
remains vulnerable. Anything 
online should be protected 
by two-factor or multi-factor 
authentication (whereby you 
are required to authenticate 
with something else such 
as an authenticator app or 
SMS prompt in addition to 
your password).

“People don’t like multi-

factor authentication because 
it’s not convenient. But if even 
Facebook requires it now, 
you should probably have it 
on anything you value more 
than your Facebook account. 
Definitely on your bank 
account, your email account, 
your business systems.” 

“Every reputable online 
service will have it and you 
should turn it on and use it 
without exception. Because 
where there is an exception, 
there’s a risk that you’re 
not managing.”

“Security fails when it’s 
focused on a single product 
or mechanism. It works if you 
take into account all the risks 
that you have identified and 
then act in a holistic way to 
either avoid, transfer, manage 
or accept those risks. And 
you only accept risks if you’re 
confident that the likelihood 
and/or consequences of those 
risks can be absorbed by the 
business. You need to Plan, Do, 
Act, and Check.

“There are several actions 
you can take that are not 
expensive but will quickly 
elevate you from the 
low-hanging fruit to further up 
the tree. Check out guidelines 
like the ASD Essential 8 
and you’ll see that if you’re 
implementing application 
whitelisting and secure 
macro settings, have up-to-
date antivirus and software 
patches, using multi-factor 
authentication on everything 
and using a password manager, 
you’re making yourself a much 
more tough nut to crack. You’re 
a much less attractive target 
and you’re much more likely 
to resist an attack should one 
unfortunately take place.”

For businesses undertaking 
a cyber risk assessment or 
remedying an attack, they can 
seek the support of a cyber 
specialist like DotSec. 
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risk assessment and consider 
all the things that could go 
wrong and the consequences if 
they did go wrong.

“A successful cyber security 
outcome is more likely if the 
organisation first works to 
understand risk and then 
mitigate that risk using 
people, processes and (where 
needed) technology,” the cyber 
protection specialist says.

“It doesn’t have to be terribly 
complex. There are basic risk 
assessment templates available 
online for free that can help 
you assess the likelihood of 
something going wrong.”

For example, if you were 
locked out of your CRM system, 
how would your business 
manage and how long could it 
manage for? If you needed to 
go about telling clients that 
you had been breached and 
information was compromised, 

would you even be able to 
contact them if you couldn’t 
access your system? Do you 
have a secure backup? How 
well protected is that, and how 
frequently has it been tested?

According to Dr Redhead, 
with many businesses 
embracing remote-access 
working during the pandemic 
or enabling external systems 
to tap into their systems using 
APIs, the opportunity for 
attackers to access systems via 
these cloud-service providers 
or third-party services 
has increased. 

Dr Redhead explains: 
“We’ve seen one business that 
was ransomwared and was 
therefore unable to access their 
systems. The initial plan was 
to recover from backups, but 
as it turned out, the backups 
had been ransomwared as well, 
so independent recovery was 

no longer an option and it was 
necessary to pay up. Or shut 
the doors.” 

“Often a system might have 
been compromised years ago. An 
attacker may have gained access 
to a laptop via a phishing email 
and then run malware from that. 
Over time, they can make their 
way through the whole system 
and connections. You might not 
even know they are there. They 
can sit dormant on a system for 
a long time, only springing into 
action when the right triggers 
are met for a specific rule they’ve 
set up. 

“That could be an email 
using the keywords ‘payment’ 
or ‘deposit’. If they’ve been 
monitoring your emails, they 
could immediately intercept and 
send another email asking for 
payment to be sent to a different 
account – thereby stealing the 
customer’s home deposit.”

He warned that many 
businesses can also be stung by 
not complying with their cyber 
obligations and therefore voiding 
their insurance coverage. As 
such, he recommends brokers 
take the time to understand 
what the conditions of their 
insurance are and what they 
need to be doing to keep it valid.

Undertaking frequent 
revisions of cyber security and 
following a framework to ensure 
systems and applications are 
patched and maintained in a 
timely manner is extremely 
important. Software companies 
are always pushing out patches 
and bug fixes but if they are not 
promply applied, the business 
remains vulnerable. Anything 
online should be protected 
by two-factor or multi-factor 
authentication (whereby you 
are required to authenticate 
with something else such 
as an authenticator app or 
SMS prompt in addition to 
your password).

“People don’t like multi-

factor authentication because 
it’s not convenient. But if even 
Facebook requires it now, 
you should probably have it 
on anything you value more 
than your Facebook account. 
Definitely on your bank 
account, your email account, 
your business systems.” 

“Every reputable online 
service will have it and you 
should turn it on and use it 
without exception. Because 
where there is an exception, 
there’s a risk that you’re 
not managing.”

“Security fails when it’s 
focused on a single product 
or mechanism. It works if you 
take into account all the risks 
that you have identified and 
then act in a holistic way to 
either avoid, transfer, manage 
or accept those risks. And 
you only accept risks if you’re 
confident that the likelihood 
and/or consequences of those 
risks can be absorbed by the 
business. You need to Plan, Do, 
Act, and Check.

“There are several actions 
you can take that are not 
expensive but will quickly 
elevate you from the 
low-hanging fruit to further up 
the tree. Check out guidelines 
like the ASD Essential 8 
and you’ll see that if you’re 
implementing application 
whitelisting and secure 
macro settings, have up-to-
date antivirus and software 
patches, using multi-factor 
authentication on everything 
and using a password manager, 
you’re making yourself a much 
more tough nut to crack. You’re 
a much less attractive target 
and you’re much more likely 
to resist an attack should one 
unfortunately take place.”

For businesses undertaking 
a cyber risk assessment or 
remedying an attack, they can 
seek the support of a cyber 
specialist like DotSec. 
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here is a significant 
shift in Australia’s 
demographics taking 
place. According 

to the sixth Intergenerational 
Report – a major report that 
projects the outlook of the 
economy and the Australian 
government’s budget to 
2062–63 – Australians are 
not only expected to be live 
longer but will also be enjoying 
extended periods of good 
health in their later years. 

While this seems like good 
news, a big question being 

As Australians experience increased longevity and healthier 
lifestyles in their later years, financing a longer life is becoming 
a bigger issue. In the next four decades, younger generations 
may also be financially burdened by supporting this ageing 
population. In response to this shift, a surge in demand for 
home equity financing is emerging, presenting a potential 

avenue to mitigate these challenges

asked is: how are we going to 
finance these longer lives?

According to the 
Intergenerational Report, over 
the last four decades (from 
1982–83 to 2022–23), the 
median age in Australia rose 
by 8.3 years to 38.5 years. 
Furthermore, the country’s 
total fertility rate has been 
declining since the 1960s due 
to various societal, cultural, 
and economic factors. 

This has led to a deceleration 
in Australia’s population 
growth, which is projected to 

average 1.1 per cent annually 
over the next four decades – a 
decrease from the 1.4 per cent 
annual growth observed in the 
preceding 40 years.

According to these projections, 
Australia’s population is expected 
to reach 40.5 million by 2062–63, 
with a threefold increase in 
individuals aged 85 and above.

An ageing population, with 
low fertility rates and longer 
life expectancy, presents 
long-term economic and 
fiscal challenges. There will 
be a diminished proportion of 

working-age individuals relative 
to the growing number of older 
citizens, placing a much higher 
financial burden on a smaller 
cohort of working people.

But one viable solution 
to financing a fulfilled life 
post-retirement is at hand: 
reverse mortgages.

Reverse mortgages empower 
individuals aged 60 and 
above to access their home 
equity without the immediate 
obligation to repay the lender. 
That’s because the repayment 
only becomes due when the 
property is vacated, sold, or the 
home owner passes away. This 
arrangement allows retirees to 
access funds as either a steady 
income stream or a lump sum 
based on their individual needs 
and circumstances.

Considering that over 80 
per cent of senior Australians 
are home owners, the federal 
government has previously 
highlighted the merits of 
reverse mortgages as a 
viable solution to ensure a 
comfortable retirement for the 
ageing population. 

The 2020 Treasury Retirement 
Income Review indicated only 
a minority of retirees utilised 
their home equity to bolster 
their retirement lifestyle, 
suggesting the need for 
increased awareness on how 
home equity release can have 
significant potential to help 
support retirement incomes.

According to the report, 
releasing home equity can 
boost retirement incomes 
with a modest impact on debt. 
Withdrawing $5,000 a year 
would mean that retirees still 
have about three-quarters of the 
value of their home at age 92 for 
a house worth $500,000 at 
retirement. Retirees with higher 
value homes would maintain 
even higher proportions of home 
equity while still benefiting from 
significant improvements in 
replacement rates.
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Household Capital has 
partnered with The Adviser 
to help increase awareness 
of this retirement solution 
for ageing customers and 
brokers wanting to expand 
their service.

Household Capital is an 
Australian-owned independent 
retirement funding provider 
founded in 2016 with the aim 
to help retired Australians 
“live well at home”.

Through our Household Loan, 
we offer credit in retirement, 
a responsible, sustainable, 
and flexible financial solution 
that allows retirees to bundle 
their superannuation savings, 
equity in their home, and 
their age pension to achieve 
their retirement goals while 
continuing to live at home.

It is anticipated that 2023 will 
be the largest year of home 
equity retirement funding in 
Australia’s history, forecast 
at over $750 million. It’s 
Household Capital’s ambition 
to deliver billions of dollars 
per year to meet the needs of 
Australia’s ageing population.

A WORD FROM 
HOUSEHOLD CAPITAL
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Reverse mortgage surge
According to the chief 
distribution officer at reverse 
mortgage lender Household 
Capital, Paul Stratton, there 
has been a “huge” uptick in 
interest for reverse mortgages 
in recent years.

In particular, there has been 
heightened demand among 
retirees seeking to refinance 
existing home loans or make 
home improvements  as well 
as support their children 
in property endeavours. 
Escalating housing and living 
costs, coupled with limited 
access to the age pension, 
have been the main drivers for 
many retirees exploring reverse 
mortgage options to alleviate 
financial strains.

“What we are seeing is that 
about 40 per cent of Household 
Capital customers still have a 
home loan in place,” he said.

“Most of these people have 
been unable to refinance 
when rates started to increase 
because they were no longer 
earning a regular income.”

Given the opportunity that 
exists, more brokers have 

been building in reverse 
mortgages into their offerings – 
particularly if they have clients 
aged 60 or older with relatively 
low loan-to-value (LVR) ratios.

Around 25 per cent of 
Household Capital’s new reverse 
mortgages stem from the broker 
channel, but a significant 
number of brokers remain 
unaware of these options.

According to Household 
Capital, reverse mortgages can 
be used in a variety of ways, 
adding: “Brokers are moving 
away from traditional uses of 
reverse mortgages, such as a 
’line of credit’, instead using 
them as a solution for a range 
of purposes,” Mr Stratton said.

For example, more Australians 
are turning to reverse mortgages 
to refinance their home loan or 
undertake home renovations, 
as well as expedite financial 
bequests to their children 
and grandchildren. With life 
expectancy now surpassing 
85 years, the children of many 
parents have already achieved 
home ownership by the time the 
parents pass, diminishing the 
urgency of inheritance.

Consumer protections
While there has been concern 
about reverse mortgage 
offerings in the past – largely 
focusing around the possibility 
of older borrowers not fully 
comprehending loan terms 
and potential implications 
for heirs or family members 
inheriting the property – by 
partnering with a specialist 
in reverse mortgages such as 
Household Capital, brokers 
can be assured their clients 
are well looked after.

Indeed, Mr Stratton flagged 
that the Consumer Credit 
Protection Act 2009 has been 
updated in the past 10 years to 
bolster consumer safeguards, 
resulting in a more stringent 
process for obtaining a 
reverse mortgage.

These enhanced customer 
protections should provide 
reassurance to both brokers 
and clients, he said. 

“The amount available 
is modelled such that it’s 
unlikely the value of the loan 
capitalises to exceed the 
home value – these LVRs are 
prescribed by ASIC,” he said. 

“However, should the 
unthinkable happen – maybe 
interest rates go sky-high, or 
property prices plummet – the 
product provides a ’no negative 
equity guarantee’, so the lender 
only has recourse to the value 
of the home.”

This means a borrower’s 
accumulated interest cannot 
exceed the value of the 
house and they can live in 
the property until they die or 
move out.

It’s also important to 
consider the impact of a 
relatively higher interest rate, 
Mr Stratton said.

“The trade-off of not having 
to make repayments is a higher 
interest rate is charged to 
finance these types of loans. 
However, when compared to 
other forms of credit (lines of 
credit, credit cards) the interest 
rate is more favourable.”

With Australia’s ageing 
population projected to reach 
8 million by 2060, reverse 
mortgages “can provide 
a solution for practically 
any home owner over 60,” 
Mr Stratton concluded. 

Sponsored by

THE CLIENT:
Retired pensioner widow 
Julie, aged 71

THE FINANCIAL POSITION:
Julie’s home was valued at 
$2.5 million and she had 
an existing mortgage of 
$232,000, with monthly 
repayments of $1,141.

REASON FOR BORROWING:
Having already consumed 
her superannuation and other 
savings, Julie was totally 
reliant on the age pension. 
As such, she struggled 
to meet her repayments. 
She and her broker had 
unsuccessfully tried to 
negotiate with her existing 
bank. They were likewise 
unable to refinance elsewhere.

REVERSE MORTGAGE CASE STUDY

THE SOLUTION:
Working with Household 
Capital, Julie’s broker 
was able to refinance 
her mortgage, take an 
additional sum of $20,000 
to paint her home, and 
provide an income stream 
of $1,000 per month 
over the next five years. 
At an interest rate of 
8.7 per cent, assuming no 
repayments are made and 
her home’s value grows 
at 3 per cent per annum, 
projections show Julie’s 
remaining equity at age 86 
would be approximately 
72 per cent. Julie intends 
to downsize and repay the 
loan before she turns 80.

Analysis
SECTOR REPORT
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Older clients 
need finance?

Register as a referring broker 
through our website or contact 
us on 1300 571 737 or at 
thirdparty@householdcapital.com
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Household Capital has helped 
thousands of over 60s with 
lending solutions...now we’re 
here to help you
Household Capital supports the over 60s with 
flexible lending solutions. 

Your older clients have built substantial wealth in 
their home. Together, using our reverse mortgage 
products, we can unlock the wealth in their homes 
to enable them to:

– refinance an existing home loan using 
our flexible options

– help the next generation into the property market 
by being the bank of mum and dad

Our experienced team is available to work with you 
and your clients. It’s an easy process where we do 
most of the work – you don’t have to be an expert!
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eedback is the 
breakfast of 
champions,” author 
and consultant 

Ken Blanchard once said. 
While accepting constructive 
criticism and complaints 
can be a hard process for 
anyone, learning from 
challenges and friction can 
be a key part of growing and 
improving performance. 

While the first two 
instalments of this series 
have looked at some of the 
challenges brokers have faced 
while going through the new 
complaints system – and the 
emotional and psychological 
impact this stressful 
situation can have on them 

In this final instalment of the ‘AFCA: A common complaint’ 
series, we take a look at how the body has been responding 
to member feedback, updating its processes, and its top tips 

for reducing the likelihood of complaints

and determines a fair 
outcome. For example, it put 
forward 14 recommendations 
to ensure that the body can 
develop and improve its 
procedures earlier this year 
(see part 1 in the July 2023 
edition of The Adviser for 
more), and recently consulted 
on how it approaches and 
assesses responsible lending 
complaints and appropriate 
lending to small business 
(final approaches are expected 
by late 2023/early 2024).

Speaking to The 
Adviser earlier this year, 
Natalie Cameron, the lead 
ombudsman for banking and 
finance at AFCA, provided 
valuable insights into 

the complaint landscape, 
common themes, and practical 
recommendations for both 
prevention and resolution.

Ms Cameron revealed that 
the number of complaints 
made against brokers made up 
less than half a per cent of the 
overall complaint workload 
and that the trend since 2020 
has been a steady decline 
in complaints. 

However, of the complaints 
that do come in against 
brokers, the three most 
prevalent categories focus on 
service quality, incorrect fees 
or costs compared to customer 
expectations; and complaints 
alleging misleading product or 
service information. 

A common complaint
AFCA

Written by Annie Kane

F
– the Australian Financial 
Complaints Authority (AFCA) 
has also been listening 
to member feedback and 
looking at how it can evolve.

Last year, for example, 
AFCA’s new funding model 
came into effect, including 
the introduction of five free 
complaints. This means 
that brokers will not be 
charged for the first five 
complaints that are received 
each year, thereby reducing 
the cost burden as the 
vast majority will only ever 
need to pay their annual 
registration fee. 

AFCA is also continually 
consulting with members on 
how it assesses complaints 

Part 
three

“
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Service quality claims top 
the list, often stemming from 
communication issues and 
misunderstandings between 
brokers and and clients, while 
delays in mortgage approvals 
are a common sub-issue under 
service quality complaints.

Ms Cameron told The Adviser: 
“These categories are relatively 
evenly balanced but service 
quality does remain the number 
one complaint type. Looking at 
what comes in, they very often 
relate to communication – so 
it’s often about expectation 
versus what occurs. And those 
service quality complaints 
might, for example, relate to 
delay or misunderstanding of 
what’s going to happen next.”

As such, she recommended 
that brokers could look to 
reduce the likelihood of 
receiving these complaints by:
1) Taking action to prevent 
complaints by ensuring clients 
understand the process and 
setting realistic expectations. 
This could include effective 
communication, listening 
to clients’ concerns (can 
help mitigate issues) and 
documenting the process in 
writing in plain English. 
2) Managing complaints or 
disputes effectively when 
they arise and addressing any 
potential problems early to 
prevent them from escalating 
into formal complaints. “It 
is absolutely about your 
customer understanding 

what the process is going 
to be and communicating 
well, and listening well when 
concerns start to arise,” she tells 
The Adviser.

“As humans, we’re all so very 
different in these situations, 
and they can be very stressful 
situations. I think it’s just really 
imperative to listen closely when 
those escalations arise and to 
see whether, as a broker, you 
can identify what is driving the 
concern, and front-foot those 
issues so that they don’t escalate 
into complaints. I think it really 
just comes down to that to those 
strong communication skills.”

What to do when a 
complaint arises?
The AFCA ombudsman added 
that should a broker be made 
aware of a complaint, the 
best thing they can do is be 
as proactive and transparent 
as possible.

“When complaints come in, 
AFCA gives every opportunity 
for the financial firm to resolve 
a complaint before it travels 
through the process – and even 
as it’s going through the process. 

“Directly dealing with these 
issues, where possible and 
looking for resolution early 
and communicating early is 
my advice.”

She emphasised that 
maintaining good records 
of what was said and what 
occurred during the whole 

Analysis
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process is also key, so that if, 
later on, “memories don’t match”, 
then there is a clear account of 
the service provided, which can 
be valuable in dispute resolution.

AFCA also has measures 
in place to prevent vexatious 
complaints, including a merit 
review process. Complaints that 
lack merit/have no grounds or 
have already been compensated 
adequately may be closed early 
in the process. Brokers can raise 
with AFCA that they would like 
complaints reviewed should they 
believe there is no merit.

Ms Cameron said: “AFCA is 
impartial. We by no means push 
for a particular outcome and 
we’re not representing either 
party. We certainly wouldn’t 
push a broker to settle the 
matter that they felt was unfair 
or had no merit.” 

The complaint 
resolution process
So, what is the actual process 
that AFCA undertakes when it 
assesses a complaint? While the 
approach will differ depending 
on what the complaint is about 
and whether the complaint 
was lodged against the credit 
licensee (the aggregator) or the 
individual broker, it will typically 
follow these steps:
  Registration and referral: 
Complaints are lodged against 
an AFCA member and AFCA will 
give the financial firm 45 days 
to seek to resolve the matter 
themselves. Around 61 per 
cent of banking and finance 
complaints are resolved at this 
stage, Ms Cameron said.

  Case management review: 
The case management team 
has a specialist broking team 
who are experienced in broker 
complaints. They assess 
whether AFCA has jurisdiction 
to proceed with the complaint 
(for example, it must be within 
six years after the complainant 
becomes aware of the loss) and, 
if so, set about investigating the 

“SOMETIMES WHAT A CONSUMER 
IS REALLY LOOKING FOR IS AN 

OPPORTUNITY TO EXPRESS 
HOW THEY’RE FEELING ABOUT 
A SITUATION AND FEEL THAT 

THEY HAVE BEEN UNDERSTOOD 
AND HEARD

P036_AFCA pt3_DB.indd   38P036_AFCA pt3_DB.indd   38 25/09/2023   12:32:35 PM25/09/2023   12:32:35 PM

https://www.theadviser.com.au/become-a-member-subscribe
https://www.theadviser.com.au/become-a-member-subscribe
https://www.theadviser.com.au/login


OCTOBER 2023    WWW.THEADVISER.COM.AU    39

facts. This includes sending a 
letter to both parties outlining 
the complaint and what 
is being investigated and 
asking for documentation and 
records relating to the issue 
at hand.

  Conciliation: The contact 
at the case management 
team might suggest 
having a conciliation 
conference. This face-to-
face meeting, facilitated by 
an AFCA conciliator, aims 
to find common ground 
and potentially resolve 
the complaint. 

“The conciliation step 
can be a really productive 
step. Sometimes, what a 
consumer is really looking for 
is an opportunity to express 
how they’re feeling about a 
situation and feel that they 
have been understood and 
heard. Sometimes, having an 
opportunity to say all of that 
directly and then to have it 
acknowledged is sometimes 
enough to resolve the 
complaint,” Ms Cameron said.

  Preliminary assessment: 
If conciliation fails, the 
complaint proceeds to the 
preliminary assessment stage. 
Here, the specialist reviews 
the case, prepares a draft 
decision, and informs the 
parties of their findings and 
what the outcome is likely 
going to be considering the 
relevant laws, conduct of 
conduct and best practice. 
If both parties accept the 
terms of the assessment, it is 
then resolved at that stage. 
If one party rejects it, AFCA 
then takes the complaint to 
final determination.

  Determination: If the 
complaint is still not resolved, 
the issue then goes to decision 
makers (typically a senior 
lawyer who specialises in 
that area) who independently 

review the entire file and 
make a final judgment. This 
decision is binding if both 
parties accept it. Only one in 10 
make it all the way through to 
a decision. 

  Acceptance or rejection: The 
complainant has 30 days to 
accept or reject the decision. 
If accepted, any compensation 
awarded is binding. If rejected, 
the process ends, and the 
complainant can explore other 
legal avenues. A complaint 
that has gone through 
determination cannot be 
lodged again.

Ms Cameron outlined that of 
the complaints that went through 
preliminary assessment and final 
determination in 2022, 59 per 
cent were found in favour of the 
financial firm, indicating that a 
significant portion of complaints 
had no merit or were resolved in 
favour of the broker.

In all, the complaints body says 
it aims to resolve complaints 
within 30 days, however, she 
noted that it depends on 
the complexity of the matter 
and the co-operation of the 
parties involved.

The ombudsman continued: 
“Complaints resolve much more 
quickly if there is a settlement at 
some stage. But otherwise, we’d 
recommend brokers provide as 
much information as possible, 
as early as possible, to assist 
us in identifying if there has 
been an issue and how it should 
be resolved. 

“Co-operating through the 
process, responding to requests 
and engaging practically can also 
speed up the process.”

She concluded: “If I could give 
one piece of advice it is that file 
notes of meetings and phone 
calls are often very worthwhile, 
particularly if the matter has the 
potential to be a contentious one 
... We do find that a lot will turn 
on a file note.” 
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Service quality claims top 
the list, often stemming from 
communication issues and 
misunderstandings between 
brokers and and clients, while 
delays in mortgage approvals 
are a common sub-issue under 
service quality complaints.

Ms Cameron told The Adviser: 
“These categories are relatively 
evenly balanced but service 
quality does remain the number 
one complaint type. Looking at 
what comes in, they very often 
relate to communication – so 
it’s often about expectation 
versus what occurs. And those 
service quality complaints 
might, for example, relate to 
delay or misunderstanding of 
what’s going to happen next.”

As such, she recommended 
that brokers could look to 
reduce the likelihood of 
receiving these complaints by:
1) Taking action to prevent 
complaints by ensuring clients 
understand the process and 
setting realistic expectations. 
This could include effective 
communication, listening 
to clients’ concerns (can 
help mitigate issues) and 
documenting the process in 
writing in plain English. 
2) Managing complaints or 
disputes effectively when 
they arise and addressing any 
potential problems early to 
prevent them from escalating 
into formal complaints. “It 
is absolutely about your 
customer understanding 

what the process is going 
to be and communicating 
well, and listening well when 
concerns start to arise,” she tells 
The Adviser.

“As humans, we’re all so very 
different in these situations, 
and they can be very stressful 
situations. I think it’s just really 
imperative to listen closely when 
those escalations arise and to 
see whether, as a broker, you 
can identify what is driving the 
concern, and front-foot those 
issues so that they don’t escalate 
into complaints. I think it really 
just comes down to that to those 
strong communication skills.”

What to do when a 
complaint arises?
The AFCA ombudsman added 
that should a broker be made 
aware of a complaint, the 
best thing they can do is be 
as proactive and transparent 
as possible.

“When complaints come in, 
AFCA gives every opportunity 
for the financial firm to resolve 
a complaint before it travels 
through the process – and even 
as it’s going through the process. 

“Directly dealing with these 
issues, where possible and 
looking for resolution early 
and communicating early is 
my advice.”

She emphasised that 
maintaining good records 
of what was said and what 
occurred during the whole 
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process is also key, so that if, 
later on, “memories don’t match”, 
then there is a clear account of 
the service provided, which can 
be valuable in dispute resolution.

AFCA also has measures 
in place to prevent vexatious 
complaints, including a merit 
review process. Complaints that 
lack merit/have no grounds or 
have already been compensated 
adequately may be closed early 
in the process. Brokers can raise 
with AFCA that they would like 
complaints reviewed should they 
believe there is no merit.

Ms Cameron said: “AFCA is 
impartial. We by no means push 
for a particular outcome and 
we’re not representing either 
party. We certainly wouldn’t 
push a broker to settle the 
matter that they felt was unfair 
or had no merit.” 

The complaint 
resolution process
So, what is the actual process 
that AFCA undertakes when it 
assesses a complaint? While the 
approach will differ depending 
on what the complaint is about 
and whether the complaint 
was lodged against the credit 
licensee (the aggregator) or the 
individual broker, it will typically 
follow these steps:
  Registration and referral: 
Complaints are lodged against 
an AFCA member and AFCA will 
give the financial firm 45 days 
to seek to resolve the matter 
themselves. Around 61 per 
cent of banking and finance 
complaints are resolved at this 
stage, Ms Cameron said.

  Case management review: 
The case management team 
has a specialist broking team 
who are experienced in broker 
complaints. They assess 
whether AFCA has jurisdiction 
to proceed with the complaint 
(for example, it must be within 
six years after the complainant 
becomes aware of the loss) and, 
if so, set about investigating the 

“SOMETIMES WHAT A CONSUMER 
IS REALLY LOOKING FOR IS AN 

OPPORTUNITY TO EXPRESS 
HOW THEY’RE FEELING ABOUT 
A SITUATION AND FEEL THAT 

THEY HAVE BEEN UNDERSTOOD 
AND HEARD
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he lay of the mortgage 
broking landscape has 
been changing rapidly 
in recent years, with 

fewer businesses willing (or even 
able) to run as a ‘one-man band’. 
As well as providing financial 
literacy education, talking to 
lenders, finding the right loan, 
packaging and keeping up with 
compliance, brokers operating 
solo also have to find time to 
be the marketing, technology, 
operations, HR, and general 
manager of the business.

As such, the days of the 
single-operator brokerage look 
numbered. According to figures 
from the Mortgage & Finance 
Association of Australia (MFAA), 
less than half (46 per cent) of 
brokerages have just a single loan 

As brokers become busier and compliance increases, many 
have shifted from a traditional single-broker model to bringing 
on additional staff to help. In this feature, Josh Needs discovers 

how and why brokers have looked to grow their business

industry is evolving from the 
days of the single operator … it 
can’t be sustainable anymore. 

“You see this really successful 
top end that has got the 
multi-broker model with the 
infrastructure and the support 
systems and the offshoring and 
things that work.” 

As such, Mr Kevin looked to 
hire staff almost as soon as he 
entered the industry in 2020, 
first looking to outsource loan 
processing to two full-time 
employees in the Philippines, 
“challenging myself and my team 
to focus on the high-dollar value 
projects or initiatives within 
the business”. 

The Sydney-based broker 
said that by harnessing groups 
like BrokerHQ for back-end 

Teamwork 
makes the 

dream work 

Written by Josh Needs

T
writer, and a growing number 
are hiring more back-end staff 
to support them in fulfilling the 
growing number of admin and 
compliance tasks.

Whether it’s elite brokers 
building out their teams or new 
brokers looking to hire their first 
admin support, the general trend 
in industry is that it’s getting 
harder to run a leading brokerage 
on your own.

According to the principal 
and director of Mortgage Advice 
Bureau Sydney, Mark Kevin, his 
plans to build a mortgage broking 
business that could scale made 
him realise he quickly needed to 
grow his team.

Speaking on a recent episode 
of The Adviser’s Elite Broker 
podcast, Mr Kevin stated: “The 

support and utilising graduate 
recruitment company ProForce, 
he’s been able to quickly expand 
his team. 

He made the move to bring on 
two brokers at the same time and 
now has five full-time salaries to 
pay, working in ‘pods.’

Mr Kevin explained: “I’m 
supported by a para broker, 
Pragadier, who’s amazing. She 
works from home, but she and I 
kind of work in a pod together. 
She’s my right hand and does a 
lot of my work and she’s brilliant. 

“And then we have two brokers, 
Baz and Tom, and we have a 
graduate broker who’s joined 
us. He was straight out of uni 
and came into the business only 
three or four months ago and he’s 
already transitioned into a para 
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lenders, finding the right loan, 
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brokerages have just a single loan 
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on additional staff to help. In this feature, Josh Needs discovers 
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industry is evolving from the 
days of the single operator … it 
can’t be sustainable anymore. 

“You see this really successful 
top end that has got the 
multi-broker model with the 
infrastructure and the support 
systems and the offshoring and 
things that work.” 

As such, Mr Kevin looked to 
hire staff almost as soon as he 
entered the industry in 2020, 
first looking to outsource loan 
processing to two full-time 
employees in the Philippines, 
“challenging myself and my team 
to focus on the high-dollar value 
projects or initiatives within 
the business”. 

The Sydney-based broker 
said that by harnessing groups 
like BrokerHQ for back-end 
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writer, and a growing number 
are hiring more back-end staff 
to support them in fulfilling the 
growing number of admin and 
compliance tasks.

Whether it’s elite brokers 
building out their teams or new 
brokers looking to hire their first 
admin support, the general trend 
in industry is that it’s getting 
harder to run a leading brokerage 
on your own.

According to the principal 
and director of Mortgage Advice 
Bureau Sydney, Mark Kevin, his 
plans to build a mortgage broking 
business that could scale made 
him realise he quickly needed to 
grow his team.

Speaking on a recent episode 
of The Adviser’s Elite Broker 
podcast, Mr Kevin stated: “The 

support and utilising graduate 
recruitment company ProForce, 
he’s been able to quickly expand 
his team. 

He made the move to bring on 
two brokers at the same time and 
now has five full-time salaries to 
pay, working in ‘pods.’

Mr Kevin explained: “I’m 
supported by a para broker, 
Pragadier, who’s amazing. She 
works from home, but she and I 
kind of work in a pod together. 
She’s my right hand and does a 
lot of my work and she’s brilliant. 

“And then we have two brokers, 
Baz and Tom, and we have a 
graduate broker who’s joined 
us. He was straight out of uni 
and came into the business only 
three or four months ago and he’s 
already transitioned into a para 
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broker role supporting one of 
my brokers. So, they’ve formed 
their own little pod.”

However, he commented: “I 
wasn’t too concerned about the 
lead flow because we were really 
bursting at the seams at that 
point … but it was a huge risk in 
terms of cash flow. 

“I remember saying to my 
accountant: ‘Will the cash flow 
worry ever go away?’ And he 
said: ‘No, you’ll always have that, 
as cash flow in a small business 
is hard.’”

But the move to bring on staff 
early has paid dividends, with 
Mortgage Advice Bureau Sydney 
having settled over $100 million 
in loans a year.

But it’s not just all about 
business growth. Hiring staff 
and outsourcing is also about 
improving efficiencies to 
achieve goals, reducing key 
person risk, and being able to 
provide consistent service when 
members of staff are away.

Childhood friends turned 
business partners Elouise 
Dooley and Alissa Childs, 
founders of the brokerage 
Two Birds One Loan, looked 
to bring on more staff when 
they were finding themselves 
overwhelmed with work and 
family responsibilities.

Having started Two Birds One 
Loan in September 2018, the 
pair admitted it was not until 
2020 that they brought onboard 
their first staff member, and it 
was only then that the business 
started to pick up and grow, 
doubling year on year. 

As the business took off, they 
found adding more staff was a 
necessity, particularly as the 
pair both had newborns at the 
end of 2021. Their full-time 
broker support, Danni, also had 
a child at the same time. 

Ms Dooley said they then 
brought on an “amazing” virtual 
assistant in the Philippines – 
Meryll – who came in and took 
over from Danni as admin/

broker support when she went 
on maternity leave. 

She commented: “We only had 
three staff in the team, so Meryll 
came on to take over from Danni 
and we very quickly realised 
that wasn’t enough, so we put 
on Charlotte. 

“It was a big decision because 
she’s a full-time senior broker 
assistant, but we were at the 
position where we had these little 
babies and we needed someone 
in the office full-time who was 
in Australia who could be client 
facing and take calls and things.

“I think it probably would’ve 
been better for us at the 
beginning to bring in staff a little 
bit earlier so we could focus on 
actually building the business 
instead of just grinding away and 
doing everything ourselves. It 
would have been easier to have 
someone running the business in 
the background.” 

“There [are] even options if it’s 
not affordable to bring someone 
in. There’s a lot of companies 

that you can just pay per loan, 
and I think everyone from Day 
Dot should be doing that because 
why spend your time putting out 
an application online when you 
could be going out and talking 
to a new referral partner,” Ms 
Childs agreed.

After working with business 
mentor Nancy Youssef from 
Classic Finance and Classic 
Mentoring to “go back to basics” 
and review the company’s 
structure, they identified one of 
their biggest obstacles as time 
management and ensuring that 
they were only working on the 
most integral tasks.

“It was about not doing things 
that we don’t have to do and 
making sure that every part of 
our day is allocated to a specific 
activity,” Ms Dooley explained.

Ms Childs added that while it 
was an adjustment to relinquish 
control, it freed up their time to 
focus on bringing in new clients. 
“She’s really forced us to step 
up and she’s forced our staff to 

You can fi nd 
out more 
about how brokers 
have been building 
out their teams and 
businesses in The 
Adviser’s Elite Broker 
podcast. Make sure you 
subscribe to never miss 
an episode!
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step up to take over everything 
else. We’ve had to just let go of 
so many things that we used 
to just take on and we were 
so overwhelmed.” 

As a result of the added staff, 
the pair were recently able to 
take time off simultaneously, 
having trusted their team 
members to keep the business 
running, enabling further growth 
in the future. 

P042_ANALYSIS_Teamwork_SR.indd   42P042_ANALYSIS_Teamwork_SR.indd   42 19/09/2023   2:21:54 PM19/09/2023   2:21:54 PM

FRIDAY NOVEMBER 3RD
ROYAL PINES ON THE GOLD COAST

REGISTER NOW

fbaa.com.au

Untitled-1   1Untitled-1   1 13/09/2023   3:26:36 PM13/09/2023   3:26:36 PM

https://www.fbaa.com.au/
https://smarturl.it/ep6hoe
https://www.theadviser.com.au/become-a-member-subscribe
https://www.theadviser.com.au/become-a-member-subscribe
https://www.theadviser.com.au/login


42    WWW.THEADVISER.COM.AU   OCTOBER 2023

broker role supporting one of 
my brokers. So, they’ve formed 
their own little pod.”

However, he commented: “I 
wasn’t too concerned about the 
lead flow because we were really 
bursting at the seams at that 
point … but it was a huge risk in 
terms of cash flow. 

“I remember saying to my 
accountant: ‘Will the cash flow 
worry ever go away?’ And he 
said: ‘No, you’ll always have that, 
as cash flow in a small business 
is hard.’”

But the move to bring on staff 
early has paid dividends, with 
Mortgage Advice Bureau Sydney 
having settled over $100 million 
in loans a year.

But it’s not just all about 
business growth. Hiring staff 
and outsourcing is also about 
improving efficiencies to 
achieve goals, reducing key 
person risk, and being able to 
provide consistent service when 
members of staff are away.

Childhood friends turned 
business partners Elouise 
Dooley and Alissa Childs, 
founders of the brokerage 
Two Birds One Loan, looked 
to bring on more staff when 
they were finding themselves 
overwhelmed with work and 
family responsibilities.

Having started Two Birds One 
Loan in September 2018, the 
pair admitted it was not until 
2020 that they brought onboard 
their first staff member, and it 
was only then that the business 
started to pick up and grow, 
doubling year on year. 

As the business took off, they 
found adding more staff was a 
necessity, particularly as the 
pair both had newborns at the 
end of 2021. Their full-time 
broker support, Danni, also had 
a child at the same time. 

Ms Dooley said they then 
brought on an “amazing” virtual 
assistant in the Philippines – 
Meryll – who came in and took 
over from Danni as admin/

broker support when she went 
on maternity leave. 

She commented: “We only had 
three staff in the team, so Meryll 
came on to take over from Danni 
and we very quickly realised 
that wasn’t enough, so we put 
on Charlotte. 

“It was a big decision because 
she’s a full-time senior broker 
assistant, but we were at the 
position where we had these little 
babies and we needed someone 
in the office full-time who was 
in Australia who could be client 
facing and take calls and things.

“I think it probably would’ve 
been better for us at the 
beginning to bring in staff a little 
bit earlier so we could focus on 
actually building the business 
instead of just grinding away and 
doing everything ourselves. It 
would have been easier to have 
someone running the business in 
the background.” 

“There [are] even options if it’s 
not affordable to bring someone 
in. There’s a lot of companies 

that you can just pay per loan, 
and I think everyone from Day 
Dot should be doing that because 
why spend your time putting out 
an application online when you 
could be going out and talking 
to a new referral partner,” Ms 
Childs agreed.

After working with business 
mentor Nancy Youssef from 
Classic Finance and Classic 
Mentoring to “go back to basics” 
and review the company’s 
structure, they identified one of 
their biggest obstacles as time 
management and ensuring that 
they were only working on the 
most integral tasks.

“It was about not doing things 
that we don’t have to do and 
making sure that every part of 
our day is allocated to a specific 
activity,” Ms Dooley explained.

Ms Childs added that while it 
was an adjustment to relinquish 
control, it freed up their time to 
focus on bringing in new clients. 
“She’s really forced us to step 
up and she’s forced our staff to 

You can fi nd 
out more 
about how brokers 
have been building 
out their teams and 
businesses in The 
Adviser’s Elite Broker 
podcast. Make sure you 
subscribe to never miss 
an episode!
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step up to take over everything 
else. We’ve had to just let go of 
so many things that we used 
to just take on and we were 
so overwhelmed.” 

As a result of the added staff, 
the pair were recently able to 
take time off simultaneously, 
having trusted their team 
members to keep the business 
running, enabling further growth 
in the future. 
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Movers & Shakers
Let the industry know about your company’s new appointments and latest promotions. 

We want to share them with our readers! Email editor@theadviser.com.au

THE COMMERCIAL & ASSET 
FINANCE BROKING ASSOCIATION 
OF AUSTRALIA (CAFBA) 
announced that former 
federal government senator 
David Bushby will be its next 
chief executive. 

Mr Bushby replaced former 
chief executive David Gill after 
he stepped down from the role 
following 11 years of service with 
the association. 

CAFBA said the appointment 
came after an intense selection 
process over several months, 
with the board finding that Mr 
Bushby’s experience and skills 
made him the best candidate to 
lead the association forward.

CAFBA president Matt 
Atkin said the association was 
“fortunate” to have someone 
of Mr Bushby’s “stature and 
experience” to take the helm of 
the organisation. 

The association said Mr 
Bushby brought experience 
from both the public and private 
sector, a 30-year background in 
the practice of law, as a company 
director, and in government and 
community relations.

Mr Bushby commenced his 
new role on 2 October 2023.

MELANIE KAFKA, MyState Bank’s 
former regional manager of 
NSW and ACT, took on the new 
position of executive, member 
experience and partnerships 
at the Mortgage and Finance 
Association of Australia (MFAA) 
on 18 September 2023. 

Ms Kafka brings to the 
position more than 25 years 
of experience in the mortgage 
and broking community, having 
previously been head of broker 
distribution at NAB and head 
of the northern region, NSW, 
QLD and ACT at aggregator 
PLAN Australia.

She is now responsible for 
driving the strategic direction 
and implementation of industry 
partnerships as well as 
enhancing the overall experience 
for MFAA members and 
managing the association’s team 
of state managers.

MFAA CEO Anja Pannek 
commented that Ms Kafka had 
a “deep understanding of our 
industry and the challenges 
and opportunities our members 
encounter and is passionate 
about driving positive change”.

NON-MAJOR BANK Bank of 
Queensland (BOQ) called off its 
search for a new chief executive 
as the interim appointee, 
Patrick Allaway, assumed the 
position permanently. 

The bank first confirmed 
Mr Allaway’s appointment as 
interim CEO last year before 
revealing in March 2023 that he 
would hold the position until the 
end of this calendar year.

At the time, BOQ said this 
would allow more time to 
consider a wider pool of external 
candidates and further develop 
internal candidates while 
the search for a long-term 
CEO continued.

Mr Allaway said: “I am 
honoured to continue leading 
BOQ through our transformation 
to address our structural 
challenges as a mid-tier bank 
and deliver a competitive and 
sustainable model with improved 
outcomes for customers, people, 
and shareholders.” 

“I recognise that this will not 
be easy, requiring unwavering 
commitment to the disciplined 
execution of our strategic 
priorities and embracing our 
integrated risk program to build 
a better bank.”

CREDIT AND payment products 
provider to Australian 
businesses Shift announced 
it expanded its broker 
leadership team with a new 
senior appointment.

Andrew Wagg was appointed 
to the newly created role of 
head of broker sales, effective 
28 August 2023.

In his new position, Mr Wagg 
works with the broker team to 
help more residential brokers 
diversify into the commercial 
space while leading training 
and development strategies.

Mr Wagg has more than 
23 years of experience in the 
financial services space and 
spent the past 20 years with 
Macquarie Group, where 
he was most recently the 
strategic partnership manager 
for asset finance.

He has also had experience 
in credit, as a lending 
officer and as a business 
development manager.

Mr Wagg joined the team 
headed up by Kristian 
McCausland, Shift’s 
director of sales as the new, 
dedicated resource to the 
broker channel.

Association appoints first 
CEO in over a decade

MFAA strengthens 
executive team with a 
new role

BOQ appoints new CEO SME lender gains new 
head of broker sales 

Andrew WaggPatrick AllawayMelanie KafkaDavid Bushby
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Whether you're lacing up for the first time
or a seasoned pavement-pounder, elevate
your game with us. Get insider resilience hacks
and network effortlessly.
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Launching February 2024.

Snap that QR code to RSVP or fire off an email
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Ignite your potential with Run Rocket Run.
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THE COMMERCIAL & ASSET 
FINANCE BROKING ASSOCIATION 
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The bank first confirmed 
Mr Allaway’s appointment as 
interim CEO last year before 
revealing in March 2023 that he 
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IMBF hosts first 
international broker 
conference 

Minister for Finance 
visits FBAA
THE FEDERAL Minister for Finance Katy 
Gallagher visited the offices of the Finance 
Brokers Association of Australia (FBAA) 

MORTGAGE CHOICE brokers were left buzzing after 
the Mortgage Choice National Conference in Cairns 
at the end of August.

Over the course of three jam-packed days 
attendees heard from world-renowned 
speakers including Dr Chadden Hunter, the 
acclaimed documentary filmmaker for Sir David 
Attenborough; SAS Australia’s front man and best-
selling author, Ant Middleton; and Olympic gold 
medallist, Ariarne Titmus OAM, and her coach, 
Dean Boxall. 

The evening functions saw Mortgage Choice 
brokers and team members boasting some of 
the best fancy-dress costumes we’ve ever seen, 
with the week wrapping up with a spectacular 
gala dinner, where the brokerage recognised and 
celebrated its network’s incredible achievements.

Mortgage Choice hosts 
national conference

EIGHTY-SIX MEMBERS of 
the broking industry from 
Australia, the UK, Ireland, 
Canada, and the US joined 
together at Caesars Palace 
in Las Vegas between 
7–10 September for the 
inaugural World Summit of 
the International Mortgage 
Brokers Federation (IMBF).

The IMBF was formed to 
share ideas, refer clients, 
gather market intelligence, 
identify trends, and stay 
up to date on regulatory 
matters and industry 
best practices.

Peter White, chairman 

of the IMBF Global Board 
of Governors and several 
members of the Australian 
broking industry – 
including Finsure CEO 
Simon Bednar – travelled 
to Las Vegas to discuss 
how Australia’s mortgage 
market is faring and 
workshop the issues 
and challenges facing 
brokers in the different 
member countries.

The conference aimed 
to highlight solutions 
that can advance the 
global mortgage broking 
community into the future.
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NOW THAT’S THE PERFECT BLEND

A DISCOUNTED
HOME LOAN RATE

PERSONALISED TO YOUR CUSTOMERS

Applications for credit subject to approval. T&Cs, fees and charges apply. 
Discounts subject to LVR. Australian credit licence number 234527.

Contact your ANZ BDM today.
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Scan QR code to request a callback.

Faster approvals 

Simplified application

<$1.5m secured
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