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FBAA Executive Summary 

Mortgage Broker Remuneration Review  

Commissioned by the Finance Brokers Association of Australia Ltd (FBAA) 2021 
 

October 14, 2021 

Review of mortgage broker remuneration is not warranted   
1. A review of mortgage broker remuneration will take place in 2022 to deliver against an 

undertaking given by Government in 2019.  

2. The FBAA wants all parties to recognise that any review of broker remuneration models must 
necessarily explore the core issue of why the review is necessary against the existing regulatory 
framework. We are committed to ensuring that the 2022 review does not become a platform for 
parties to agitate for change for the sake of change or to recommend changes in order to justify 
the need for the review.  

3. It is also important to address some misunderstandings and to ensure the framework of the 2022 
review is fairly constructed and the objectives are clearly defined. 

4. Based on present conditions there is very little evidence to support a reason to review mortgage 
broker remuneration.  Complaints against brokers and broker conduct are very low. Brokers have 
become subject to a large number of additional legal and regulatory obligations since the Royal 
Commission and remuneration structures have changed significantly since 2017. 

5. It appears the key issues that caused Commissioner Hayne concern from the evidence given by 
a particular Bank during the Royal Commission have been addressed through legislative and 
regulatory reforms.   

6. The most significant regulatory reforms include: 

a) Best Interests Duty.  Acting in the customers best interests became a legislative 
obligation from 01 January 2021.  Non-compliance carries fines of over $1m and 
results in permanent exclusion from the industry.  

b) Banning conflicted remuneration.  All broker remuneration is conflicted unless it is 
deemed not to be. Broker remuneration is highly transparent with brokers being 
required under the National Consumer Credit Protection Act to fully disclose to 
consumers all payments they receive before proceeding to provide assistance. 
Lenders are not required to provide this disclosure1.  

7. Post-Royal Commission, the most significant changes to broker remuneration are these: 

i. Brokers only receive commission on the amount of any loan facility the 
consumer uses / draws down. Brokers cannot earn extra commission income 
by recommending a customer apply for more money than they need (ASIC  

 

 
1 Only credit assistance providers are required to provide a quote and credit proposal disclosure document.  
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REP516 suggested this was happening although the FBAA has always 
disputed the legitimacy of this finding).  

ii. Volume-based incentives have been removed.  Brokers cannot increase the 
rate they receive from any lender by increasing the number of applications 
they refer to them. 

iii. Very little differentiation in commission rates between lenders.  As a result of 
the focus on conflicts of interest, most lenders have aligned their 
commissions resulting in very little difference to a broker’s remuneration 
regardless of which lender they assist a customer to apply to. 

iv. Clawbacks still occur.  If a customer pays out their loan or refinances to 
another institution within 2 years, the broker has their commission clawed 
back to the lender and cannot ask the customer to pay any fees for the 
services they provided. (See our further comments relating to clawbacks later 
in this paper). 

b) Record keeping obligations.  ASIC has indicated that it expects brokers to keep 
detailed records for every transaction making their practices highly transparent and 
easy to audit. Failing to keep adequate records will likely result in the same sanctions 
(fines and expulsion from the industry) as providing services that breach the best 
interests duty. 

c) Mandatory background checking.  Every business wanting to employ a mortgage 
broker must ask for references from previous employers.  

d) Breach reporting.  Licensees employing mortgage brokers must self-report non-
compliance to ASIC within very short timeframes. 

8. None of these obligations existed at the time of the Royal Commission and the conduct 
examined by the Royal Commission related to conduct that was already some years old dating 
back to around the time the NCCP regime commenced.  
 

Brokers act for the customer  
9. Mortgage brokers act for the customer.  

10. The customer initiates the process by reaching out to a broker for assistance with finding a loan. 
Brokers cannot coerce a customer into borrowing if they have no purpose for doing so.   

11. Mortgage brokers only get paid if they place a successful application. Their interests are aligned 
with the customer.  They are not conflicted. 

12. The existence of mortgage brokers has resulted in greater competitive pressure between product 
providers and has brought interest margins down. Lenders are required to price their products to 
remain competitive when they know that brokers will inform potential customers of alternative 
offerings that are better suited. 

13. Mortgage products can be difficult to research due to each having different terms and conditions, 
features and eligibility criteria.  While it might be noble to suggest consumers undertake this 
research themselves, we know that many consumers face barriers of disengagement,  
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inadequate literacy levels or insufficient time to conduct comprehensive research to allow proper 
comparison of mortgage products. 

14. In stark contrast to the role of a broker, lenders do not have a statutory obligation to act in the 
best interests of the customer. A lender will act in a manner that serves its own best interests (i.e. 
recommend their own products).   

15. What we know of lender behaviour is: 

a) Lenders only recommend their own products. If a customer approaches a lender 
directly, this will result in them acquiring that lender’s product regardless of whether 
there are other lender products that better suit their needs and objectives or are more 
competitive.  

b) Lenders will not inform customers of competitor products.  

c) The statutory requirement for a lender is to not enter into an unsuitable loan with a 
customer (one so manifestly inappropriate that it could not be capable of being used 
for the customer’s intended purpose).  This is a considerably lower threshold than the 
mortgage broker’s duty to act in the best interests of a customer.  

d) Lenders are transactional. It is uncommon for them to revisit existing customers to 
inform them of new products or monitor to ensure they are not paying excessively 
high rates.  

16. Research has shown that more than 40% of all consumers have never switched loans and more 
than 20% continue to bank with the bank they used since childhood. Apathy is a major issue. 

17. Mortgage brokers disrupt this cycle of apathy and assist consumers to obtain and remain in 
competitive, suitable products.  

18. Interfering with remuneration structures will destabilise the mortgage broking profession. 
Destabilising the mortgage broking profession will reduce the role of mortgage brokers and drive 
more customers back to direct lenders which is a poor consumer outcome.  

 

FBAA commissioned research  

Independent Market Research 

19. The FBAA commissioned independent research through two research specialists Core Data and 
MyNextAdvice in early 2021 to explore the key issues surrounding a review of broker 
remuneration.   

20. We commissioned one report giving information from the consumer’s perspective and another 
capturing information from FBAA member brokers. Data was collected from consumers who had 
actually used the services of a mortgage broker and was assessed applying both quantitative 
and qualitative research methodology to produce the results presented in this submission. In 
contrast, fewer than 16% of all survey respondents providing data for ASIC’s REP516 had used 
the services of a mortgage broker2.  

 
2 For ASIC REP516, ASIC surveyed 3,000 people on their attitudes towards mortgage brokers. Only 7.6% (230 ) of these 
respondents had used a broker in the 2 years prior to providing their survey responses (ASIC REP516 para 1066). 8.4% said 
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Client Experience Report 

21. A Client Experience Survey was commissioned by the FBAA and the results compiled by 
MyNextAdvice. 

22. The Client Experience Report took data from 629 clients (consumers) between 4 March 2021 
and 16 April 2021 who had used the services of FBAA brokers.  Approximately half had used a 
broker in the previous 6 months with the other half having transacted more than 6 months prior to 
responding to the survey. 

23. Our data is more current than the data compiled by ASIC for its Report 516 which took 
responses from a large number of people who had never used a mortgage broker. The ASIC 
data was also quite old (some dating back to 2012) and was obtained from multiple lenders 
where each kept different records requiring the data to be “homogenised” before it could be 
interpreted. The data informing the Client Experience Report was relevant, current and first-hand.  

24. Some important statistics that come out of the data set from the 629 consumers: 

• 98.3% thought their brokers had acted in their best interests. 

• The average satisfaction rating of all 629 consumers was 4.9 out of 5 with 91.4% stating they 
were very satisfied with their broker. 

• 98.3% would use a mortgage broker for a future home loan with more than 98% of 
respondents saying they would use the same broker again. 

• 1.1% of respondents said they would go direct to a lender believing the application process 
would be easier or they believed they would get a better rate / price. 

• 93.8% of clients had no concern the broker was remunerated via commission.   

• Only 4.1% of respondents paid their broker a fee for their service.  Less than 30% of all 
respondents said they would use a broker if they had to pay a fee for service. 

• Over 90% of respondents said their broker had provided ongoing service after loan 
settlement.  

25. The focus on remuneration places no value on the knowledge of brokers, the comfort of using a 
professional to help consumers navigate a deep and complex market or the ongoing support 
provided by brokers.  More than 90% of respondents to the survey stated their broker had 
provided follow up support after the loan including over the Covid period.  Again, contrast this to 
the vacuum of personalised contact provided by lenders to individual consumers.  Lenders are 
not known to maintain ongoing contact with their clients. Responses to requests for information 
are handled by large, impersonal call centres and customers cannot easily establish rapport with 
a lender directly.  A lender will never contact an existing customer and advise them to refinance 
to a lower rate or switch to a competitor’s product.  

26. In simple summary, we can see no case as to why any party would want to tear down a structure 
that appears to be working extremely well and where the alternative to healthy mortgage broker 
sector is consumers approaching lenders directly with no bargaining power, difficulty 
understanding lending criteria and product features, dealing with an entity that is legally  

 
they intended to use a broker in the future but did not necessarily have past experience using a broker. Less than 16% of 
total respondents had ever used the services of a mortgage broker (ASIC REP516 para 1066).     
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sanctioned to not act in a consumer’s best interests and will never initiate a loan review or rate 
reduction without a consumer demanding it.  

27. Quite frankly, the alternative to mortgage brokers operating in the home lending space is a 
fractured mosaic of individual consumers fighting large institutions for fair treatment and having 
to constantly monitor the market and their own products to know when to seek change.  We all 
know this is not typical consumer behaviour. We can see this in behaviours around 
superannuation and home loans. Often quoted figures attributed to Rob Nicholls from the 
University of NSW Business School over recent years have highlighted that consumers are 
reluctant to switch banks and that traditional financial institutions rely on consumer inertia.  40% 
of all consumers are still signed with their bank they used as a child and one in five have never 
thought about switching. 

Mortgage Broker Performance During Covid 19 Report 

28. For this second report, 985 of the FBAA’s 7,973 brokers responded to a detailed online survey 
about their services and experience through the early period of the Covid 19 outbreak.  Survey 
responses were obtained between 1 and 31 March 2021. 

29. The results of this research show that the current remuneration model of upfront and trail 
commission allowed brokers to survive the downturn during the early months of Covid. Firms 
were able to retain their staff. Brokers regularly engaged with their customers and offered direct 
ongoing support. 

30. Results from the data show that changing broker remuneration to a consumer-pays system 
would drive business away from independent brokers back to the major lenders.  This result 
would be catastrophic to brokers but also deleterious to consumers and lenders. 

31. The overwhelming message coming out of the data is that consumers are the clear winners from 
the services offered by mortgage brokers. Consumer satisfaction levels sit marginally below 
100%.   

32. Key findings from the research: 

• 75% of employers did not have to stand down employees over Covid 

• 90% indicated trail commission income was important for their survival 

• Almost two thirds said trail commission was their only source of income at some time during 
Covid. This was for 3 months or longer for almost 60% of respondents.  

• Assistance provided during Covid included: 

• Worked long hours contacting each client 

• Educated customers about deferral options 

• Assisted customers to apply for repayment holidays 

• Helped clients cancel/withdraw applications when it would result in the broker losing 
income 

• Provided general support  

• Performed random acts of kindness – made donations and bought essentials for clients, 
one broker said they paid a client’s mortgage for one month 
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33. We call on any organisations that argue to change broker remuneration to disclose their 
agendas. To date we have seen no evidence to justify changes to mortgage broker 
remuneration.  

34. Anyone advocating an alternate remuneration model must present cogent evidence to support 
the position. This includes being able to explain in detail what concerns exist with the post-Royal 
Commission broker remuneration structure and how the industry would function under an 
alternate model.  It is not enough to merely advocate for change.  There must be reasons 
presented as to what problems exist with the current framework and there must be a connection 
between any proposed changes to remuneration and how those problems would be addressed. 

35. We maintain there is no basis to change broker remuneration. The model is stable, fair and has 
allowed tens of thousands of brokers – both self-employed and employees, to establish 
legitimate careers helping consumers.  Altering their remuneration models now will only 
destabilise the industry.   

36. We invite anyone to identify any single aspect of sourcing a loan through a lender directly that is 
not better when dealing with a mortgage broker. It costs no more, consumers get comparison 
between lenders, consumers avoid the frustration of applying to a particular lender where their 
personal circumstances would make them ineligible (leading to a declined application which 
adversely impacts their credit rating) and consumers have a consistent point of contact.  

 

Debunking misleading myths 
37. There are common misconceptions that appear to have been taken up and which form part of the 

rhetoric of various representatives. A few we believe should be addressed and debunked so they 
do not continue to be advanced as reasons for change in the upcoming consultation.  

38. ASIC REP516 included a number of qualifications regarding the challenges ASIC encountered 
with collecting data, however these qualifications were only proffered once in the body of the 
report3. None of the headline figures and published summaries of ASIC’s findings referenced the 
limitations/qualifications. The takeaways from ASIC REP516 that were subsequently picked up 
and promulgated by other parties were the unqualified summary conclusions.  Over time they 
have become the “truth” of the review.  

Myth: Commissions cause conflicts of interest 

39. Commission payments are frequently identified as causing conflicts of interest. This is incorrect 
and confuses causation and correlation. Commission does not create a conflict.  It is the old 
incentives formerly offered in association with commission payment that have been identified as 
potentially creating conflicts of interest.  

40. Fact: Commission must be decoupled from conduct. It is not axiomatic that merely paying 
someone commission creates a conflict of interest or incentivises poor behaviour. Paying a 
person to perform their job is not a conflict of interest regardless of whether that payment is via 
commission, salary or other form of remuneration. The interests of mortgage brokers and their 
clients are aligned (not conflicted). Any negative incentives previously associated with the 
payment of commission have been dropped or removed through legislative reforms.  

 
3 See ASIC REP516 paras 157-172. 
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Myth: Trail commission discourages switching 

41. It has been asserted that trail commission creates a conflict of interest that would stop a broker 
from recommending a customer switch to another lender. This is incorrect. 

42. Fact: If a customer switches to another product, the trail commission simply stops on the first 
product and commences on the new product.  The broker would also receive an upfront 
commission on the new product.  There is no reason a broker would consider trail commission 
before recommending a customer to switch to a new product where it is in the customer’s best 
interests to do so.  

Myth: Trail commission is payment for nothing 

43. Some are concerned that payment of trail commission appears to be paying brokers for nothing. 

44. Facts: Trail commission is a slow-release payment of upfront commission. In jurisdictions where 
no trail is paid, upfront commissions can exceed 2%.  Churn rates are much higher.  In Australia, 
lenders pay low upfront commissions of around 0.5% and “trickle” the remainder of the broker 
payment over later years. This works for lenders because they pay less upfront commission and 
stop paying trail immediately once the loan is refinanced or paid out. It also helps brokers smooth 
out their income to provide some regular income.  The Covid period underscored how critical this 
was for many brokers. Brokers provide ongoing support to their customers including notifying 
customers when more competitive options are identified.  
 
Additionally, payment of trail has no impact on the rate paid by the consumer.  Lenders charge 
the same rates to consumers on loans sourced through direct application. Trail (and all 
commission) is a supplier side cost, not a customer expense.  

Myth: Commission incentivises brokers to tell customers to borrow higher amounts  

45. It was asserted in ASIC REP516 that brokers would recommend that a customer borrows more 
than they need and that this behaviour was driven by the fact that brokers earned more 
commission on higher loan amounts.  

46. Facts: The customer decides how much to borrow. It is not for the broker to tell a customer to 
borrow more simply for the sake of it. The extra commission earned by brokers on the average 
higher amount of $31,000 identified by ASIC would have amounted to around $150. By 
overextending a customer, the application is more likely to be rejected by the lender causing the 
broker to lose the upfront commission payment which would be more than ten times the $150 
amount. The conclusion that borrowing a higher amount is detrimental also ignores the fact that 
there can be good reason to borrow more than required as the additional buffer that is not drawn 
down (called headroom) gives borrowers breathing space to skip making loan payments if their 
circumstances require it. This information was not available for ASIC to assess.  
 
Since the reforms, brokers only receive commission on the amount of any loan that is drawn 
down by the customer.  They do not receive commission on any amount that remains in offset. 
Post the reforms, not only is it not logical or likely that a broker would coerce a customer to 
borrow more than the need, they do not get paid commission on any unused amount.  

Myth: More customers enter into interest only loans through brokers / Pay less off broker-assisted 
loans 

47. ASIC REP516 inferred that loans sourced through brokers displayed attributes that indicated 
poor consumer outcomes. This included: loans taken out through a broker more likely to be 
interest only loans, have higher LVRs and paid off more slowly.  
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48. Facts: Borrowing a higher LVR, having interest only loans and paying less off an interest only 
loan are all characteristics of an investment loan. Investment loans have high LVRs, are usually 
interest only and customers focus on paying off deductible debt before investment debt so it is 
logical an investment loan is paid down more slowly. 

49. Not only did ASIC REP516 not acknowledge this as a possibility, ASIC did not have the data 
from all lenders to differentiate between owner occupier loans and investment loans. We know 
this because many lending institutions did not have this data themselves. It was only after 
December 2014 when APRA introduced a 10% threshold on investor credit above which 
additional obligations would kick4 in that lending institutions had any cause to differentiate.  

50. ASIC acknowledged the considerable limitations it encountered with the data5 but they were not 
expressed in a manner that made it clear they could not differentiate between owner occupier 
and investment loans which is a critical issue.  

51. Without being able to determine whether a loan is a principal and interest loan over the family 
home or being used for investment purposes, it is not possible to analyse patterns of utilisation. It 
is most likely that brokers do assist with a higher volume of investment loans which explains the 
observations made by ASIC.  
 

Clawbacks 
52. The FBAA has long advocated for the abolition of clawbacks.  

53. When they operate indiscriminately they are unfair.  Clawbacks are becoming a significant issue 
in the broking community. 

54. A clawback is the process of a lender reclaiming (clawing back) commission paid to a broker in 
any circumstances where a consumer discharges the loan or refinances to another institution 
within 24 months.  

55. Clawbacks are used by lenders to prevent behaviour that would see a broker establish a loan for 
a consumer, collect their upfront commission then encourage the consumer to refinance to 
another institution within a short space of time with the objective of the broker collecting another 
upfront commission from the next lender. 

56. Clearly under BID, this behaviour could not be perpetuated. 

57. The FBAA does not oppose a clawback being applied where the broker has committed an 
infraction or caused the refinance situation.  What is triggering most clawbacks at the present 
time is the conduct of lenders offering cash incentives to consumers to switch.   

58. Clawbacks are still triggered where a switch is caused by lender conduct – offering cash 
incentives or through acts that cause a particular product to no longer be competitive.   

59. There are situations that can arise where a consumer refinances or discharges their loan in a 
short space of time but which have nothing to do with the service provided by the mortgage 
broker. This can happen where a consumer comes into a significant amount of money and 
discharges their loan.  For example, the consumer sells another asset, makes money on 
investments, receives an inheritance or wins lottery.  

 
4 https://www.apra.gov.au/sites/default/files/141209-Letter-to-ADIs-reinforcing-sound-residential-mortgage-lending-
practices.pdf 
5 REP516 para 173 onwards 
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60. There is a further frustration with clawbacks and the operation of BID. In meeting their best 
interests duty obligation to inform a consumer if there are products that better meet their best 
interests, a broker may find themselves recommending the consumer switch lenders within the 
first 24 months of placing the loan. This would trigger a clawback against the broker. Even in this 
situation, the broker has done nothing to warrant the clawback. The only reasons a switch might 
be warranted within 24 months is if the consumer’s circumstances have changed or the lender’s 
product fails to remain competitive.  The only party punished in this situation is the broker yet 
they are the only party who has no control over the circumstances.   
 
The FBAA submitted to Treasury in 2019 that clawbacks should be abolished or at least capped 
at no more than 12 months to align with an annual review that a broker may have with a 
consumer and which could give rise to the situation described above.   

61. There is no regulatory rationale behind why a mortgage broker should have their commission 
clawed back where the reason for a consumer refinancing or discharging the loan is unrelated to 
the broker’s conduct. The broker provided the service to assist the consumer to apply for the first 
loan and should be entitled to retain payment for it.  If the broker is involved in causing the 
refinance/discharge then, and only then, could a clawback be considered appropriate.  
 

Conclusion 
62. Mortgage brokers play a critical role in the consumer home loan market. 

63. Both consumers and lenders benefit from their services as is evidenced from the uptake and 
growing market share of applications facilitated by brokers.  

64. Regulatory reforms over recent years have addressed all of the areas previously identified as 
areas of concerns regarding remuneration structures.   

65. For the 2022 review of mortgage broker remuneration to be fair and balanced it must have a 
clear objective and begin by clarifying WHY the review is necessary (it must go beyond satisfying 
a political promise made at a particular time and under different circumstances than those that 
exist today).  

66. Clawback of commissions by lenders are partitioned by the FBAA (again) to Government to 
enact by law that clawbacks are to be limited to 12 months from the time of first settlement 

67. The FBAA’s data supports no further changes to mortgage broker remuneration.  We welcome 
further discussion about our findings and look forward to being a significant voice in the 2022 
review.   

Yours sincerely 

 

Peter J White AM MAICD 

Managing Director 

Life Member – FBAA | Life Member - OAA (Order of Australia Association) | Industry Mental Health Awareness Ambassador 

Advisory Board Member - Small Business Association of Australia (SBAA) | Chairman Global Board of Governors - International Mortgage Brokers 
Federation (IMBF) 
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INTRODUCTION 
 

Mortgage brokers play a key role in facilitating the distribution of home loan credit to 

Australian households. As such, they are directly impacted by prevailing economic 

conditions.  

The first known case of community transmission of coronavirus (COVID-19) in Australia was 

recorded on 2 March 2020. A series of restrictions, physical distancing measures and 

lockdowns were soon implemented across the country, leading to the first recession in more 

than three decades and the largest economic contraction on record.   

The record fall in economic activity was driven by the private sector, meaning that mortgage 

brokers were required to quickly respond and adjust their activities accordingly. 

This report summarises research findings that illuminate how mortgage broker businesses 

have coped throughout the COVID-19 period from March 2020 to March 2021 and, 

importantly, how they have supported their clients. 

Specifically, the research covers the following areas: 

1. Employment 

2. Trail Commission 

3. Government Stimulus 

4. Bank Service Level Agreements (SLAs) 

5. Support for Clients 

Although this research focuses on how mortgage brokers have responded to the COVID-19 

pandemic in particular, the results also shed light on how they’re likely to respond to future 

economic disruptions as they arise. 

KEY FINDINGS 
 

Sample Size 

This report draws on the responses of FBAA member brokers to an online survey conducted 

during the period 1 – 31 March 2021. A total of 7,973 members were invited to participate 

and 985 brokers responded. 

A sample of this size provides an excellent confidence level for the study. The margin of 

error for a sample of this size is 0.03844 at a 99% confidence level, indicating 99% 

confidence that the survey sample results represent true population values within a range 

of +/- 3.844%. 

Employment 

34.3% of respondents were employing others at the outset of COVID-19 and the vast 

majority (75.7%) did not have to stand down employees due to the impact. 
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Trail Income 

The results indicate that trail commission is a critical element underpinning business and 

personal financial survival for mortgage brokers during periods of economic disruption like 

COVID-19. More than 90% indicated trail was important to their survival, and two thirds of 

respondents indicated that trail commission was their only source of income at some stage, 

with almost 59% of those saying they had to rely on trail for 3 months or longer. 

Government Stimulus 

Almost 60% of all respondents indicated they had accessed government stimulus measures 

introduced during COVID-19.  

Bank/Lender SLAs 

83% of respondents reported they had experienced delays of 3 weeks or more in processing 

loan applications, with 31% experiencing delays of 5 weeks or more. 85% of brokers 

reported these delays had a significant impact on their business and clients. 

Industry Supporting Consumers 

Perhaps the most important insight derived from the research relates to the level of support 

brokers provided to their clients. It’s very clear that mortgage brokers consistently went 

‘above and beyond’ to assist and support their clients during a very traumatic and 

unprecedented period of disruption, despite the short-term economic and personal impacts 

of doing so.  Appendix A contains many examples of how brokers went ‘above and beyond’ 

to support their clients. 
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1. EMPLOYMENT 
 

1.1 Were you employing anyone else in your business when COVID-19 started? 
 

Almost two thirds of all respondents indicated that they were not employing others in their 

businesses at the outset of COVID-19. This reflects that many mortgage brokerages are 

single-person operations. 

 

1.2 Did you have to stand any employee(s) down due to the impact of COVID-19? 
 

Almost a quarter of respondents, of those who indicated they were employing others in 

their businesses at the outset of COVID-19, had to stand down employees due to the impact 

on their businesses. The overwhelming majority (75.7%) were able to retain their 

employees. 
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2. TRAIL COMMISSION 
 

2.1  Was there any period during COVID-19 that trail commission was your only     

        source of income? 
 

Almost two thirds of respondents indicated that trail commission was their only source of 

income at some stage during COVID-19. 

 

2.2 How long was trail commission your only source of income? 
 

Of those respondents who indicated that trail commission was the only source of income at 

some stage throughout COVID-19, almost 58.8% said they had to rely on trail for 3 months 

or longer. 
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2.3 Was trail commission important to your BUSINESS financial survival during COVID-     

       19? 
 

Almost all respondents indicated that trail commission was important to their business’s 

financial survival. 

 

2.4 Was trail commission important to your PERSONAL financial survival during  

       COVID-19? 
 

Once again, almost all respondents indicated that trail commission was important to their 

personal financial survival, evidencing the important role that trail plays during periods of 

economic disruption and when much is expected of brokers in support of their clients. 
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3. GOVERNMENT STIMULUS 
 

3.1 Have you accessed any government stimulus package during COVID-19? 
 

Almost 60% of all respondents indicated they had accessed government stimulus measures 

introduced during COVID-19.  

 

4. BANK SERVICE LEVEL AGREEMENTS (SLAs) 
 

4.1 What is the average delay, if any, you are currently experiencing from banks when     

       processing applications? 
 

83% of respondents reported they had experienced delays of 3 weeks or more in processing 

loan applications, with 31.3% experiencing delays of 5 weeks or more. 
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4.2 What impact has delays from banks (SLAs), if any, had on your business and    

       clients? 
 

It is clear the extent of delays reported by respondents had a significant impact on mortgage 

brokers and their clients, with 84.8% indicating this to be the case. 

 

5. SUPPORT FOR CLIENTS 
 

The real test for assessing broker performance during periods of economic disruption is the 

extent to which they are prepared to go ‘above and beyond’ for their clients.  

Brokers were asked: 

If you went 'above and beyond' to support your customers throughout COVID-19, tell us 

what you did. 

All responses were captured and the following word cloud created based on a sample of the 

top thirty (30) words/phrases by frequency.  
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Sentiment analysis applied across the responses revealed that they were heavily skewed 

towards being positive (99.1% confidence level). 

The verbatim responses to this question have been reproduced in Appendix A below. 

It’s very clear that mortgage brokers consistently went ‘above and beyond’ to assist and 

support their clients during a very traumatic and unprecedented period, despite the 

economic impact on their businesses and the additional personal effort required in doing so. 

Note: A word cloud is a visual representation of words to highlight popular words and phrases, based on 

frequency, for quick and simple visual insights that can lead to more in-depth analyses. 
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APPENDIX A:  SUPPORT FOR CLIENTS - VERBATIM RESPONSES 
 

The following verbatim comments were provided in response to the question “If you went 

'above and beyond' to support your customers throughout COVID-19, tell us what you 

did”.  

 

• Continually ensured clients didn't make rash decisions and continually looked at means to 
reduce the pressure on their cashflow. 

• Contacted existing customers to see if they required any support 

• I was in constant contact with clients helping them navigate bank requirements for help with 
putting their repayments on hold and helping them plan for the future 

• I did a lot of supportive work to assist people through COVID19 for no income. I am there for 
the good times and the bad. 

• I set up education around "repayment holidays", helped them understand the meaning of 
the hardship terms the banks were offering, created videos and facebook lives to help them 
understand the offers from lenders, did one on one appointments with many clients helping 
them understand their options. I operate in 2 x tourist regions with many clients majorly 
affected by covid. We were a vital service to clients during this process. It was a tough time 
for all. One day I started work at 5am, finished at 9pm then started at 8am the next day and 
had 54 phone calls to return by 9am. 

• I go above & beyond with all my clients 

• Kept in proactive contact with clients to see how they were coping in their businesses and 
employment to offer assistance either financially or emotionally. 

• Called clients regularly to make sure they were aware of all the benefits available via banks 
and government 

• Available any-time to chat to them and assist with information on how the banks can assist 
with payment pauses etc. 

• Emailed clients to understand impact if any/ supplied information to receive covid package 
from bank if necessary. 

• Helped them with budgeting and also pausing repayments on existing debts if they were 
struggling to make repayments.  Also assisting them by providing all facts and potential 
repercussions on some of their thoughts/decisions and renegotiating interest rates on 
current liabilities which in some cases were the difference between being able to make 
repayments or not. 

• Helped them with their enquiries about putting loan repayments on hold etc and if 
warranted we would put them in contact with the relevant lender/department and help 
them with the process 

• When possible went and saw clients face to face as a lot of them were personal friends and 
they did not mind me seeing them during Lockdown, they felt better seeing me than a Zoom 
Meeting or over the phone discussing Finance. 

• Got to hold finance approval clause until few days before settlement because banks just 
couldn’t respond on time, failing which half the clients would have lost the property 
purchase. Not to mention late evening and weekend contact with clients to keep them 
updated with progress of loan application and giving them some sort of guidance to keep 
faith in system. 

• I called all my clients and potential clients to make sure they were aware of the government 
benefits and be emotional support to them during this crisis. 
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• Reached out to all clients to offer them support during the COVID times, assisted with Loan 
pause options, assisted with options for those who lost jobs, listen to differing stories on 
businesses trying to stay afloat as some of the work. 

• Set up bi weekly zoom/phone meetings with them to keep them abreast of delays and why 
the delays were continuing. Escalate transactions weekly, especially when no response was 
received from lender, I would email and call regularly for any type of update. Occasionally I 
would escalate it further up credit assessor line and had to get aggregator involved many 
times. 

• Find alternative lenders to help them 

• I called my clients to check in on them and if they needed assistance then would refer them 
onto their banks and send links to support packages etc. Reaching out to ensure they could 
continue to pay their loans and others went on deferral programs 

• Non paid work such as answering general enquiries, switching requests ect 

• Provided assistance to access support packages and lenders support 

• Faster turnaround time for both application and settlement process. 

• Took the time to personally ring my clients to see how they were being impacted and if they 
were ok financially.  Looked into hardship policies for each lender and assisted clients who 
were in need to navigate the process as per their individual requirement. 

• Stuck around to answer questions and reassure. 

• Checked with clients to ensure that their had not lost their jobs or on short time, if in need, 
assist with re-structure of repayments. 

• I was there on call to support clients. I emailed my clients database immediately after 
COVID19 broke out to offer support and links to all the banks support pages for anyone that 
was likely to be impacted. I sent regular updates plus updated my website for anyone else 
that visited the website as a source of help and info. 

• I was available to assist client's with government guaranteed loan applications as well as 
helping client's put loan facilities on repayment hold for the period that they were affected 
by COVID lockdowns and not able to work. 

• Carefully managed new rules imposed to protect lenders and make it more difficult for 
customers to get capital when they needed it most 

• I think more of some the the banks work as their service in general has diminished over the 
covid period. 

• Conducted rate reviews on current clients lending and also assisted them with repayment 
pauses of which we did not charge them (unlike their accountants who did charge them for 
assisting them with jobkeeper queries) 

• We spend basciall 2 months of march and april working with current clients and helping 
them secure relief and helping them through the proces and basically did not charge 

• Contacted them, checked how they were going and any assistance we could offer, job 
keeper, mortgage deferment. 

• Help them understand their current position and review if refinancing would be an option for 
them or look at Loan Pause or Retention pricing or repricing  with the lenders. 

• We do what we could during covid 

• Assistance with bank interest deferral periods 

• More time was spent on speaking with existing customers and how their business is 
impacted and how we can get assistance from banks as opposed to new customers and 
writing new business. However in the end I want to look after all my customers and do 
anything I can to assist them. 

• Just started business 9 months ago so everything was above and beyond during COVID-19 
and now 



 

Powered by MyNextAdvice  13 
 

• Regularly speak with them about debt restructuring to save interest, accessing government 
financial benefits, as a lot of small businesses do not have any idea, encourage them to speak 
with their accountant. 

• Meeting the clients over the electronic media and helped 

• I just made more of an effort to let them know myself and the banks were there to support 
them during this time. We could come up with different solutions to get them through the 
tough lockdown period. 

• Contacted the whole client base and did reviews. Contacted their banks and made 
arrangements where required. 
Persistent pushing of the banks to obtain solutions where the banks were extremely slow to 
respond. 
At one stage a client had to stop construction at slab stage and it required three levels of 
escalation to National management level to get the funding to commence again. Overall 
delay with the slab down was three months. The loan was always going to proceed. It was 
delayed apparently due to lack of human resources at the bank and it proceeded with no 
alterations and on the original terms with a reduced establishment fee as compensation 
from the bank. 

• Picked up their documents from their home and delivered to the lender to have timely 
settlement to avoid penalties 

• Kept hand holding , assisting with relief applications , discussed alternatives to get them 
through 

• Worked with a few clients trying to assist with fiannce for business under lenders covid19 
packages , for basically no return, but more as assisting clients on goodwill. 

• I went to great lengths to ensure loans were being approved 

• Kept them up to date with government stimulus packages and methods of communication eg 
Zoom 

• During Covid we were working 15 hour days just to keep up with clients who were concerned 
about their business cash flow requirements and completing requests for payment deferrals 

• Completing numerous review's assisting clients to gain access to repayment pauses or 
Interest free funding that had no upfront or ongoing commissions, so all of this work was for 
free. 

• Constant communication and reassurance needed to all customers. We really experienced an 
increase in workload with no additional support provided. 

• We make sure to keep client in loop because of delay. met clients regularly explain the 
process, help them through any changes. 

• Assist clients to apply to defer home loan payments 

• I contacted all of my customers and discussed repercussions of pausing a Mortgage.  I also 
completed a review of at risk clients to see if we could reduce their Interest rates 

• Discuss options for clients impacted by COVID however had trouble contacting the Banks. 

• Released a commerical lending education platform 

• Offered free advice to help them with budgeting, cash flow etc 

• Assisted clients with repayments pauses and advise on reducing expenses while their 
incomes were affected & negotiated lower rates with existing lenders. 

• Spent a lot of time meeting and reassuring them about their financial circumstances. Do 
budget etc 

• Explained ways to change loan structures and ways to survive. 

• 1. Worked with a client to substitute a security on an existing loan from their portfolio. Client 
wanted to plan for her mums retirement, so we substituted a property held by the bank - this 
allowed a sale and access of cash and liquidity for her mother, as she was heading to 
retirement. This was all done at no cost to client, due to trail covering my time. 
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2. Worked with a client who was a pilot in asia, refinancing and restructuring his two 
investment loans. Allowed us to reduce his interest rate by 1% and adjust his cashflow, to 
prepare for any future COVID income changes. The lender on the 11th hour overturned the 
approval to a decline, due to his industry and COVID. I wrote a 2-page paper outlining the 
reasons why they need to review the decline, they overturned, settled and client is very 
happy. 
 
3. Restructuring a clients investment property, was reducing their interest rate by 1.5%, as 
this was an investment property - this was to assist the clients cashflow as they had to 
reduce rental income from tenants and female applicant lost her job. The loan was approved, 
pending valuation. Valuer knocked 40k off the value, pushing the LVR over 80% and halting 
the refinance. I submitted a 2 page challenge and valuer overturned their initial valuation. 
Settled, clients happy and healthy cash flow on investment property. 

• Many rate reductions completed 

• Spent significant time informing them of available assistance - multiple hours spent on phone 
calls & emails 

• We moved much more of our application process to an online model so face to face 
meetings were minimized. Having a mature aged team we had to do a lot of training to get 
the team up to speed on newer technology. 

• Supported customers with flood of phone calls customer's seeking assistance and guidance. 

• Assisted client restructure finance and cov 19 program with banks 

• Numerous calls to banks to discuss loan repayment deferral options 

• I contacted every customer personally via phone to ask if they were ok & what options were 
avaiable. 

• Helped and assisted the customers to pause their mortgage repayments whose employment 
and financial situation were directly impacted by Covid-19. 

• Make sure they were comfortable in getting through the COVID implications 

• Contacted all clients that were in Industries worst effected and passed on information on the 
best way to ask their Lenders for short term help (average six months) with reduced 
repayments and also gave them the option for me to help them further if required 

• When the uncertanty in the econmy started and lock downs kicked in. I called all of my self 
employed clients and spoke about there situation and otpions to them. I then reached out to 
as many PAYG client as I could to ensure they had a plan to get through the unknown. Over 
all I have a very small percentage that where in real trouble. Now we are on the other side I 
have only 3 clients who are working on getting back on track. All other clients are back 
making payments/on there feet. 

• Reached out to clients who worked in hospitality, retail and the airlines in particular to work 
with them to help them through financially. 

• Extended hours available to discuss plan b options. 

• We always go above and beyond :) 

• Have been on hold for hours, sending emails late at night 

• Spent countless hours explaining deferrals, what they mean, how it impacts their long-term 
future. Helping people switch to interest-only or reverting back to P and I. The major bank 
delays last year basically destroyed my personal life 

• Looked at has many options as possible to jump over numerous hurdles 

• Working evening and weekends to ensure applications are process in a timely manner. To 
account for the lenders slow SLA times 

• Provided support at no fee for review of loans and interest rates 
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• We spent a lot of time counselling clients and helping defer payments for them. Without trail 
this sort of support would not be possible. The number of reviews for clients have also 
increased significantly with the vast majority staying with their existing bank with mainly an 
adjustment to product. This would also be  greatly restricted without trail. 

• I contacted clients to enquire how they were coping with COVID-19 and where they needed 
assistance.  Some clients needed assistance with mortgage payment relief.  Other clients 
required assistance with interest rate reviews on their existing mortgage.  Still other clients 
needed ongoing guidance throughout the year to consider available options to help them 
navigate through the crisis.  All of the assistance provided of course was conducted with no 
compensation in return but it was the right thing to do help our clients through 
unprecedented times. 

• Persistence with awaiting for finance approval for deal commenced November 2020, still 
awaiting final as at 01/03/2021.    
Unable to talk to anyone within the Bank and forced to simply await for "standard SLA's". 

• Helped numerous clients manage requests for repayment pause/IO period during Covid-19 
and many many more move on to the reduced fixed rates offered by many lenders during 
2020 

• More interactions with banks which had a significant impact on workload (added a staff 
member) without an increase in associated income 

• Contacted all clients to offer assistance 

• Assistance with clients as almost a personal counsellor to help them through times of 
financial hardship caused by a situation outside their control. Assistance in helping clients 
understand the options available to them, and helping them avail themselves of that 
assistance. 
Simply being available at the drop of a hat to offer personal reassurances and support, and a 
shoulder to lean on, when clients were struggling not just financially but also personallly and 
emotionally. 

• Had deep and meaningful conversations with clients about strategies to get them through 
Covid and beyond, liaised with clients accountants about home loan strategies, lots of 
education and conversations about what was the right process for clients - either repayment 
hold, interest only or loan term extensions. Rather than tell clients what was best for them, I 
outlayed  the options available and talked clients through what was the best option for them 
and their personal circumstances. 

• We kept our lines of communication open at all hours of the day, we didn't restrict client 
responses to 9-5.30, clients called with fear in their voices in some instances and we knew 
that they needed us at any time, was the least we could do 

• Doing a lot of unpaid work to get clients settled. 

• Enquired about their need for interest relief due to reduction in rental income 

• Multiple applications on behalf of clients on jobkeeper as banks were declining perfectly 
good clients just because they were on JK. 

• Extra phone calls, have to do applications twice due to Bank delays, long wait times 

• We told customers to visit the branch and get the loan approved by the branch as a branch's 
SLAs were very short and client can get unconditional approval with in 1 week and some time 
settlement can be done in -1-2 weeks from the branch. 

• Helping clients with information on how to stop their repayments or make them IO for them 
to help with the cashflow issue they were having. Also alot of enquires to see if they could 
refinance, alot of work spent for no gain as income and COVID policies from banks making it 
tough. 

• Assisting/discussing applications for payment holds if required 

• Budget assistance and someone to discuss their concerns with. 
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• Listened to all our clients, referred them to the right channels, depending on their needs. We 
made sure we were up to date with the latest information on where clients could get help, 
would this be an accountant, about rebates from the government,  information about a stop 
in repayments, or going to interest only repayments or mental health. More that anything 
we talked a lot to our clients to reassure and try to help them in any way we could. 

• Worked overtime to assist - free of charge 

• Simply we communicated with everyone and discussed options, strategies and general 
industry feedback and commentary on where they were placed 

• I had three customers who didn't qualify for government assistance. One of them I knew 
they had a strong community around them and i introduced them to the minister and 
support crew and they assisted them at a local level. Two clients I paid there rates and water 
so they didnt have a bill.  I had 42 clients(that I assisted may have more) who put there 
mortgages on pause and all of them I called with specific information and contact number 7 
of them I went to there house and spoke to the bank and arranged the pause with the client 
beside me. I then worked out a budget and assisted them in riding out the downturn.  I have 
had no clients who have failed in this time but I have had a few clients sell investment 
properties and downsize to ensure they can survive the new normal. 

• Keeped them informed and what is going on in the lending sector and how C19 has changed 
things. 

• I set up a weekly email update to inform my clients of lender policy changes, expectations for 
new applications, processing timeframes and contact details for any hardship requests. 

• Kept regular contact and encouraging them to the consider opportunities that are still 
available and remaining positive and that we are ever ready to assist despite the current 
circumstances 

• Contacted all clients on database to follow up how they were going with there loan and if 
impacted by covid and assisted with any information. 

• Email all my clients asking if affected by COVID sanctions and offering assistance in 
rearranging/deferring loan repayments and giving guidance on how to handle their finances 
taking into account their projected incomes and expenses 

• Helped a family of clients who bought 6 properties off the plan in 2016 obtain loans during 
Covid-19. Had to place them with 3 different lenders due to policy restrictions. 

• Email to all customers advising what resources and options were available to them during 
Covid with regard to repayment pauses and accessing financial assistance and counselling 

• Kept in contact with them via email and mail outs. Also advising them of the many options 
they had and what they could do if in financial difficulties 

• No change 

• Joint meeting with bank's support team to make sure they are doing the right thing and 
client is not getting adversely affected. 

• Spoke with many existing clients to discuss their home loan repayment options during 
COVID-19 including potential repayment pause, potential switches to cheaper fixed products, 
or simply to check they are OK. All this work brings no additional upfront commission, so trail 
commission is critical. 

• Re assure them that I am here to help. Contacted them to see if they have been financially 
impacted by COVID and discussed holds on repayments if required 

• I only had 1 client affected, but we proactively engaged the lender to ensure the repayment 
pause was processed quickly, however the lender would NOT allow her to switch to I/O. like 
almost all others did without updated financials 

• No examples come to mind 

• Proactive calls and processes - assisting them reach support, mental support 

• called all of them and visited 
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• I contacted banks on my customers behalf to research and provide solutions for mortgage 
freezes. I drove to affected customers and spent my own money on travel to deliver 
paperwork so they did not have to use their own money on travel costs. 

• In the first three months assisted them on a weekly bais to ensure deferment of payments 
with banks and financiers were processed and this took considerable time and follow up 

• Provided them with my 24 years experience to help them navigate the challenges of 
COVID19, their job losses, mental wellbeing and freezing thier Mortgage repayments. 

• Spoke to them the importance for them of continuing to pay interest even though there was 
an opportunity to arrange a payment pause. In hindset, this was a proven to be a godsend - 
while banks at outset this would not affect their credit risk, this was proven to be bogus and 
banks treated these customers who had paused payments as a default 

• Kept them informed every step of the way 

• seriously... too many / all of my clients experienced above and beyond support... They would 
NEVER get this direct from bank / branches. 

• Assistance provided to access repayment holidays, suspend repayment. New applications 
were difficult in the initial phase due to having no contact, so myself and clients had to learn 
to use online resources such as zoom. 

• Advice, support, discussed options, discussed impact of any strategy, lots of phone calls just 
to discuss govrernment schemes to support customers in need or offered to customers to 
stimultate the industry. Provided assistance to customers to complete government forms 
providing assistance. 

• I have always called them and try to explain them the process 

• Regular contact and being there for the clients 

• Assured my clients that their loan is will be assessed and not abandoned 

• Spent more hours looking at other lenders who could have assisted clients instead of the 
usual big 4. If you looked at my pay per hour it would be less than min wage. 

• Directing clients to government schemes eg Job Keeper, Covid grants etc to support cashflow 
whilst waiting for bank loans 

• Restructure hardship finances and loan deferrals 

• Applied for payment pauses for clients where required. Applied for rate reductions on 
existing loans. Assisted clients, with no payment, to access Gov assistance and packages like 
Q-Rida applications and Gov backed business loans. Sent emails with updates and 
information. Encouraged clients to check which bills could be reduced by renegotiating terms 
with insurers, utility providers etc to get better deals and lower cost. 

• We had many client counselling sessions in relation to their mortgages and the deferring of 
payments, what impact this might have on their future plans. we spend a huge amount of 
time just reassuring clients that they were not going to lose their homes and the pandemic 
would not ruin their credit profile 

• Liaising with lender and trying to obtain lower rates for mutual customers. 
 
Refinancing existing clients to lower rates. 
contacting customers and checking with with them to see how they are going with their 
mortgage repayments and  explaining the consequences for deferring repayments. 

• We were always in touch with clients throughout Covid-19 to provide assistance where we 
could. whether it was just a person they could vent too or provide help with cash flow. 

• Directed all SMEs to a variety of govt supports and assisted them with applications 

• Brokers essentially became frontline workers on the financial front. I called every single 
customer I'd ever settled a loan for to make sure they weren't in financial distress and to 
point them back to their accountants for information on the various stimulus packages. 
This was all unpaid work that took weeks of time. 
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• Daily calls to confirm they where ok 

• Making sure , work doesn't stop for them by conducting phone interviews and be available 
for them anytime of the day. 

• Contacted all business clients and assisting them to apply for COVID-19 financial assistance. I 
also live in an area that was impacted by bushfires in early 2020. I have also assisted clients 
in that situation to deal with banks all without remuneration. I did this just to assist my 
clients. 

• We distributed a document we had created that provided our clients with information from 
all lenders stating contact details and inviting them to call us if they needed to chat through 
options or if they experinced difficulty dealing with a lender. We also included same simple 
facts about the effect of interest capitalising to their loan and suggesting options such as just 
witching to interest only for a few months or suspending payments to the loan but making a 
payment, any payment, when their cash flow allowed. Feedback from our client base was 
very positive, our clients felt supported and the inforamtion was very useful and they didn't 
need to research themsleves - our view was that we had empowered our clients with the 
information required to make the best choices for their individual circumstances. 

• My time spent as a financial counseller on the phone to my clients exploded over the 
COVID19 pandemic - as I assisted with their enquiries on how to deal with the multitude of 
options that needed decisioning over the period. 
 
Whether to pause loan repayments, or apply for grants or other assistance. This component 
of my working week increase to take up about 60% of my time. 
 
I made myself available night and day and throughout weekends as I sought to provide a 
sounding board to help my clients through the stressful time. 

• We worked longer hours with less support from banks to make sure our clients were looked 
after 

• Assisted clients with covid packages through banks. 

• Longer processing time means I want to contact the BDM, Broker line quite often to follow 
up the file. Then give updates to the clients as they are contacting me every day. 

• To contact and discuss about their mortgage lenders new lending and repayments policy due 
to COVID impact 

• Kept in contact with existing customers and check if they have any impacts of COVID-19 on 
their work. 
Communicate with customers and see if they have any difficulty in making the payments. 
Keep trying to do the pricing for existing loans so customers can get lower interest rate and 
they can reduce their payments. 

• Contacted customers for rate reviews. 

• We tried to attend to the customers every needs as long as we can provide help with 

• Pushed developer (seller/vendor) to finalise registrations with NSW Land Services, Council so 
that title could be ready to transfer to my client (buyer).  Pushed buyer's solicitor to organise 
settlement for my client (buyer).  Also dumped my Aggregator (FINSURE FINANCE & 
INSURANCE PTY LTD: ABN: 72 068 153 926) who did nothing to support my COVID-19 (2020) 
startup business except to threaten me for monthly fees which they were not legally entitled 
to. AMEN 

• We had many various responses from customers on how they were effected by Covid-19.  
The customers who had to differ their payments on some level due to loss of income 
required not only professional support, but also the emotional support that goes along with 
having a very strong relationship/connection with our customers. 
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• We were proactive is assisting clients who needed a repayment pause or who simply needed 
guidance in what to do then or should other events happen such as loss or reduction of 
income. These additional services attract no additional revenue from the banks and are 
essentially what the trail covers being the ongoing service fee. 

• I ensured I spoke to as many of my clients as possible to assure them that I would assist in 
any way possible to liaise with their bank or lender to let them know what 
assistance/payment relief plan etc would be available. I also helped many borrowers who 
were concerned for the future to refinance to a different lender at a lower interest rate, and 
consolidating many higher interest rate debts such as credit cards etc. This gave them a 
lower rate on the mortgage and dramatically improved their cashflow. 

• Every deal during the height of COVID-19 extremely difficult. Many more hours were spent in 
researching lenders and their changing policies in order to correctly place deals. Loan 
submissions took significantly longer with an array of extra supporting documents required 
by lenders and additional notes explaining client's strengths to convince lenders as to why 
they should proceed with lending on a normal basis. 

• Help with arrangements, sourcing alternative finance solutions, assisted in obtaining finance 
were no income was offered from Banks (SME Loans) 

• For purchases I only supported lenders that provided a quick turnaround for approvals 

• Reviewed all loans and interest rates for all clients, supported them with discussions re 
repayments 

• Assisted them with information regarding deferred payments 

• I do whatever it takes to assist my clients and i kept open communication with all of them. 
The time taken and paperwork involved including compliance paperwork slows down 
processing and the banks are unable to provide a decent level of service 

• It was hard to manager business, Decries on income same out going. Also bank process was 
very slow. I have contacted all of my existing client and check anyone on COVID-19 impact 
financially. if any one got impacted with COVID19 I help them to pause home loan 
repayments & give support. 

• What trailing commission allows you to do is talk to the inexperienced customer and 
business owner. If you remove trailing commission brokers will have to charge for their time 
when advising in experienced clients. That will mean the people that need it most won’t be 
able to afford it. It will be the wealthy people that have access to the advice. 

• I assisted many of our clients to access the Mortgage Relief assistance packages, assisted 
clients with extending IO periods to assist with investment mortgages when rent relief was 
given to tenants, helped businesses and self employed clients to access cash flow funding to 
keep operating, reviewed clients loans and requested pricing discounts from their current 
lenders, regularly checked in on clients weekly, also communicated via email on updates. 

• When we needed formal approval before exchange, we escalated the lender's chain of 
management all the way to state management to get a small loan approved for a first home 
buyer. 

• I lost most of the January to March pipeline income due to people pulling out of deals. I then 
reviewed all my clients to get them better interests rates with their current lender and 
assisted with repayment holidays - most of this was done in the April to June Quarter and I 
had very few deals settle. The July to September Quarter was exceptionally busy with 
enquiries and leads however the SLA's were dreadful and by the time we saw income from 
the deals it was November and December 2020. 

• Ridiculous settlement issues presented themselves during the period because lenders 
working short staffed. Assessment took an inordinate amount of time because of COVID 
working from home practices. To manage the finance process required more than normal 
time spent communicating with lenders. 
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• Maintained Phone Contact 

• We checked in with high risk clients (ie industries most impacted such as retail, consulting, 
hospitality) and investors - providing education and guidance around options.  This was 
initially a lot of work as the government had positioned loan deferrals as a Covid-19 stimulus 
measure.  We also assisted clients to understand the implications of fixing rates where this 
provided them with an opportunity to reduce repayments and lock in a low rate.  We have 
also been doing rate reviews where lenders have not been passing through rate reductions 
to existing customers over the course of 2020. 

• Assisted many of my clients in investigating various options available to them with regards to 
reduction or deferral of loan commitments. Ongoing support and review was provided 

• Spend time talking to them and boosting their morale 

• I put myself in their shoes and became not only their broker but a "counsellor" of some 
description to assist them with their situation and their financial position 

• Communicate with them 

• Advise, direction and support for existing clients in assisting with repayment holidays and 
restructuring finance if required. 
This included maintenance requests for product switching, repayment type, terms and 
general planning. 

• My business is still growing. As such I wasn't eligible for any government assistance. I was 
isolated. The clients dwindled to nothing. I supported existing clients with information and 
advice to retain them as a current and future client. Further so many technical changes, just 
keeping up the business is a challenge. 

• Contact clients by MSM,Zoom,phone,email or last resort text, to ensure that they are aware 
of the assistance available from their lender should they fall into financial stress. Also 
communicated that lender's details were available should they go the deferral path.More so 
that I was available at all times to revisit their loan structure. Further if they are considering 
withdrawing from Super they should speak to their Accountant or financial adviser prior to 
doing so. 

• Finding the lenders to do early settlements. Was trying to find the lenders who were 
accepting job keeper. 

• Sourced all lenders covid deferral policies and proactively advised all clients of this. 

• Constant regular updates to help manage slow SLAs 

• Simply letting my customers know l was here to assist them should they require help 

• Its hard to quantify above and beyond in this climate, take calls at anytime day and 
night,weekends. You just do what you have to do to get the job done. 

• Just to be there for them, make sure they knew their options on finance, alot did not realize 
from the advice of their banks that having a repayment pause would increase their 
repayments at the other end.  Staying in touch 

• Maintained regular contact with those Clients directly impacted PLUS assisted with 
completion of paperwork for 'hardship relief' etc (without remuneration at my end) with 
respective Lenders. 

• We emailed our database to let them know what support was available to them. 

• Assisted them with information regarding the deferral of their home loan repayments 
applicable to their lender/s. Advised what their options were ie switching to interest only 
repayments etc. Discussion were had to keep the client's stress fee. 

• Regular updates and provision of assistance when support to get help from their lender 
when this was required in relation to their loan 

• Try to find the right products to reduce the client's cost 
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• Daily check in and updates whilst they were sitting at home stressed. so reassuring them 
daily. care hampers upon approval and post check ins after settlement to reassure they were 
content 

• just to stop there mortgage repayments as they lost job. stayed on hold for 2 hours each 
bank, 4 customers a day - 8 hours of charity with $0 inocme. 

• I was sending some information regarding the market situation 

• Nothing specific to the customers however every loan we got through for them took 
extensive negotiations with the lenders and sometimes did require going to different lenders 
to get loans over the line. The time the  behind the scenes work has grobne to has blown out 
massively. I feel it is taking 3/4 times the time to process a loan from start to finish than 5 
years ago. 

• There where many weeks that i had no new deals and i was simply calling my clients to see 
how they where going.  I did a lot or pricing requests and reviews for my clients.  In this time 
i was not coping mentally as my leads and new loans dried up and i was working 8 hours a 
day for no income. 

• Easy access for free consultation, deferral of homeloan repayment and so on. 

• Constant communication, overuse of BDM's & patience 

• Information regarding the clients loan repayments 

• Midnight shifts speaking to clients allaying their fears, assisting with switch / pricing 
requests, giving them the links and advice for the hardship teams if necessary, checking in. 
We worked longer hours than ever. 

• I lent a client $5,000 from my personal savings to ensure their new property settlement 
occurred after long delays due to extremely poor service levels by the bank. The $5,000 was 
used to cover penalties incurred as a result of woeful SLA's. This was December 2020 and I 
am yet to be fully repaid as I advised the clients to pay in instalments when they were able so 
as not to place them in financial hardship. This arrangement is based on our mutually 
trusting relationship. 

• It’s mainly the refinance application because of the cash back rewards. We had to tell the 
customer because of Covid-19 that’s why all applications are being delayed. 

• Contacted each and every client to ask whether they need any assistance and assisted them 
accordingly even if it is non banking related for instance talk to their accountant etc 

• lots of investigation to find best deal for customer. Working long hours /late nights. Also, 
hours on hold to banks phone lines. 

• Kept in more regular contact - let them know what assistance was available 

• We assisted personally with every application for payment relief and then made weekly 
catchup call for two months. 

• Contacted every client in my portfolio to see if they needed to access the repayment pauses 
with their lenders and assisted them if needed. 

• At times, even emotional support 

• Assisted my Clients during Covid-19 through guiding them through the process of their 
mortgage payments and delays. 

• Checked all the clients and offer assistance 

• We supported our clients in every way possible by providing COVID 19 and lenders support 
packages 

• More regular phone contact to re-assure them 

• Called all customers personally to find out how they've been effected so that we could offer 
the right education/direction on what to do 

• Maintained high service levels via phone contact, ZOOM & Teams meetings with clients & 
lenders. 
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• Due to covid-19, few processes have been available online only; it was time-consuming to 
explain to customers when they are not familiar with online services. 

• Contacted clients to ascertain if repayment deferrals would help and sought interest rate 
reductions. 

• Extra phone calls and nurturing to help them through the toughest times, ensuring they are 
informed about their options if they have been financially impacted and feel safe in our 
hands knowing we have their back whatever their circumstance. Identifying key steps for 
their road of recovery financially (negotiation with their bank for a better rate, possible refi 
options to free cash flow...etc). 

• Open line of communication to assist clients if and where loan pauses were required. 
Dedicated nearly 2 weeks of calls and inquiries to assist cliental. 

• Support and provide right directions 

• Spent a lot more time and energy managing client expectations ! 

• Stopped visiting customers which impacted my service delivery 

• I have not had many clients be able to buy since COVID and the market increased. A lot of 
customers went and got pre-approved however are finding it extremely difficult to purchase 
a home with the high demand 

• Constant support and education 

• I rang all my clients and asked them if they were ok and if they needed any help with relation 
to their finances 

• Talking to real estate agents and conveyancers to have a personal relationship to keep them 
informed about by clients position and keeping their time expectations in check so my clients 
didn't have their contract cancelled. 

• Signed documents in person with face masks 
Video calls on nights & weekends to see clients & discuss their requirements 

• Communications and relationship 

• Maintained consisten protocols, with advice on turnaround times and keeping the customer 
informed. 

• We are trying to escalate loan applications as soon as possible for settlements. 

• Extreme hand holding & reassurance 

• Generally exploring alternate avenues for clients to understand impacts of COVID-19 on 
finances 

• JUST WAS THEWRE FOR CLIENTS 24/7 

• Applied the same professionalism as usual 

• Reviewed all clients 

• Called every single client in my book personally for a discussion about their loan, to make 
sure they were coping and to ask if there was anything at all I could do to make things 
financially easier for them 

• Contact client base to offer any possible assistance 

• Assist with alternative finance 

• We advised clients about access to benefits, access to credit and provided business guidance 
to help some clients actually survive lockdowns (especially in our home state of Victoria) and 
get "through to the other side". Not one bank did that for our clients. 

• Finding them the best deal for their situation 

• To help client refinance to decrease the interest rates and reduce the loan repayment 

• Communicated with them regularly with updated on finance and grants 

• Implementing all the available technology 
to make sure the clients are comfortable 
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• Suggested to follow lender policies and contact lenders if they are facing any financial 
hardship. 

• Helped them restructure the loan and also paused the repayments for the customers who 
struggled with repayments 

• Worked with every client who went on deferral and helped them work off it 

• Provide unpaid advice and processing of any government assistance. 

• Unfortunately, due to lenders lag times, I had to threaten to lodge official complaints due to 
there unacceptable request of clients and ongoing delays. This has increased substantially to 
obtain results for your clients. I have been having meetings with clients on weekends and 
after hours to meet their needs. 

• Contacted a large majority Yo ask if they required any help because of COVID, especially in 
reference to options with loan pause/holiday & the consequences in doing this. Depending 
on the lender. Most of My clients stayed paying, but appreciated the fact they were able to 
know there options. 

• Tried to chase up lenders way more than normal to push things through. 

• Constant communication, updates, reassurance and setting expectations. Dealing with 
agents, developers and conveyancers to mitigate delays 

• I go above and beyond all the time - not ust during COVID- from helping them get their 
information together for their tax returns, not letting a no satisfy me and working to get a 
yes every time even if it means making solicitors work harder to get limited and qualified 
titles changed to make the deal work etc, working with clients on their budgeting and 
financial management and being available 24/7 for them to talk to during any and every 
situation where they feel they need someone to talk to about anything. 

• As always my clients are uppermost in my mind and where I could I helped them to re 
structure to cover their payments and went into bat for them with lenders if they needed to 
access a payment pause and am still doing that for them as now some of the commercial 
lenders are coming down hard on clients who are still in distress and I am negotiating with 
them on behalf of my clients. We may be going to AFCA with a couple but being non NCCP 
they aren't always as amenable to helping but we will find some way to help them. 

• Calling program to call all our trail clients to make sure they had the information to make 
informed decisions about Loan repayment deferrals. 
 
Assisted in accessing right areas of bank if Loan repayment deferrals were required 
 
Repricing requests with existing bank to ensure lowest rate available was applied to help 
reduce costs 
 
SME LOAN scheme applications for SME Clients who needed assistance 

• REGULAR CONTACT @ FOLLOW UP AS USUAL. 

• I was their shoulder to cry on and try to be a positive influence on them 

• Called BDM and bank's state manager to get purchase approval. 

• Guided my clients on options available. 

• We made sure that all of our clients had access to our advice throughout covid and we were 
able to put them in touch with the bank if necesary 

• Constant contact with clients who were in the process of purchasing property and 
refinancing while banks took weeks and sometimes months to approve. Pushing the banks to 
move to approval was constant, pressure from vendors and agents was horiffic, so the 
amount of work requested to keep deals alive was extreme. Interceding on clients behalves 
to request deferrals, advise them on how to keep these on track without causing issue to 
their credit scores were all part of what we did. 
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• We took extra calls, explained jobkeeper and repayment pauses and all govt stimulus, put in 
submissions to existing banks to reduce rates rather than refinance, explained changing bank 
policies and helped them work out the timing strategy for their next purchase / move. 

• Tried to call all clients however did not have the affordability to keep staff as needed to 
generate enough business to survive this period. 

• Checked in more often than usual to see how they were going 

• More Job keeper 

• We continued to write business that wasnt cost effective due to time delays and the amount 
of additional information, but it assisted clients with their needs. 

• I paid clients valuation fees on a couple of occasions to hel[ clients that were financial 
challenged. 

• Kept clients informed of lender covid policies and offered to discuss any difficulties they may 
be experiencing 

• Multiple applications to multiple lenders 

• Made ourselves available 7 days a week to talk to our clients and help them during hardship. 

• I was contactable 7 days a week and after normal work hours.  We utilised all digital methods 
to ensure we can communicate and meet lender obligations.  We made sure we provided 
time to all clients seeking assistance and guidance for questions or how to access payment 
pause if required. We provide full review of our clients financial circumstances to assist in 
how the manage their lending and businesses throughout covid and used all our lender panel 
to align outcomes to assist in clients getting through difficult times (eg conversion to short to 
interest only or access government backed guarantee loans)  In many cases guiding clients 
timing of their goals and in many cases informing clients not to borrow and have regular 
updates on their personal circumstances as to when they may be ready. 

• Help them with Mortgage retstructuring repayments etc 

• Worked day and night to check in with clients and advise them of the assistance available to 
them. 

• We contacted all of our clients to advise we were here for them and to make contact so we 
could send them the contact info they needed to request any repayment pauses and to 
discuss the implications going forward. We also helped with reviewing household budgets, 
and we were generally used as a sounding board (mentor)for worried clients. 

• Contacted all of my clients to check in with them, and whether they would need assistance 
with loan deferrals, and then for those that did provided information as to how to access 
this, and then regular follow up during their time of need (without employment). 

• Maintained contact, help them negotiate with lenders provided guidance in assisting them 
manage their affairs 

• I have assisted them with repayment holidays. Re-structuring and emergency switches to I/O 
to get them through the crisis. Most of my work has been unpaid maintenance work and trail 
income has been a savior for me and my business. Purchases and refinances fell off a cliff and 
without trail i'd be out of business. 

• Worked form home 

• Renegotiated terms and helped them get hardship relief when required. 

• Assisted numerous customers navigate Covid.  Managing finances, obtaining deferments for 
business customers to refinancing home loan customers to ensure they were able to meet 
commitments.  All this work had no positive financial impact to me. 

• Trying to comfort clients when they realised that they could no longer borrow the funds they 
needed 

• Spent an absolute exhausting amount of time reassuring clients and discussing any issues 
that may be concerning them during the uncertainty of COVID-19, especially in the initial few 
months when nobody knew what was going on. Furthermore we published contact lists for 
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the lenders and videos of advice emailed out to a database on how to prepare and deal with 
the current crisis. 

• Assisting business clients with deferral of loan commitments, making sure they were aware 
of various govt assistance schemes and looking at ways ton restructure there finances and 
budgets 

• Assist customers with loan repayment deferral program, re-structure loans 

• Even in the months of no loan writing I was marketing and working toward finding solutions 
to their needs and overall objectives for my client base. Some due to Covid lost income or 
were retrenched, so kept collecting pay slips; emails from Employers; job applications etc to 
find a way to put the deal(s) together once their circumstances improved. One deal took 
almost 6mths to be able to lodge and have it her home loan approved and purchase settle. 
Unfortunately another first home buyer couple had their purchase contract rescinded and 
they are having their deposit returned.  Another deal, the male applicant lost his job a year 
after selling up and relocating from South Australia; took over 3 months to find another; then 
we had to put the story together with good explanations - this deal has been approved and 
shall hopefully settle in the next month or so. Then they can stop paying rent and have their 
own home. Had another Covid effected deal, tried after the fist lockdown in Vic, but, the 
second lockdown scampered it completely, so never was able to lodge the deal. 

• Maintained contact but with great difficulty 

• I spend extra time to call and discuss with them about the support available from their 
lenders in case they need it. 

• Sent out emails with their banks support informaiton, made calls and followed up everyone, 
checking in on their welfare etc 

• Just there to support them 

• Help with Planning, Budgeting & Cash Flow Forecasting 

• Sourced loans that most brokers were unable to do 

• Assisted with rate reductions on their current mortgages to retain clients in current 
mortgage, whilst also reducing monthly expenditure. 

• Review expenses - leases and loans 
Budget planning 

• Continued to stay in touch and update on any support/relief available to them from their 
lenders, if experiencing adverse impact from covid/loss of income. Moral support during a 
huge time of both angst and uncertainty 

• I contacted each client to see how they were coping, advising them of what their lender 
offered and offered assistance in dealing with their lender if needed. 

• Did the best i could in the circumstances 

• I maintained contact with my customers, I educated them on  mortgage deferrals offers from 
lending institutes. 

• Spent many hours on hold trying to following up application progress...extremely frustrating. 

• I always do the right thing in the best interests of my clients. During Covid I paid for a clients 
upfront valuation and fees until they reimbursed me. I helped another client through a 
period of financial hardship by assisting them in gaining early access to their super when they 
had tried and not been successful. That did a great deal to get them out of a bind. 

• I supported them through payment pause processes, gave them advise on debt and budget 
management. I had to lower my clients expectations on SLA's and potential finance approval. 
I sent out information regarding constant changes in the finance industry and government 
assistance. I still continue to go above and beyond to spend more time with clients that were 
and still are struggling financially due to COVID-19. 

• Multiple calls to lenders to assist with relief packages. multiple conversation with customers 
about planning how best to maintain their repayments and not have a negative impact on 



 

Powered by MyNextAdvice  26 
 

their credit ratings. Providing information around the constant changing of lender policies 
due to Covid 

• I drove 2hrs and return to meet a regional customer but due to the challenges dealing with 
the lenders overseas processing office, I had to send the clients back to their Bank so they did 
not lose the property.  Loss of upfront ~$5000 

• Took numerous calls about repayment pauses and directed the clients to the right place. 
Looked at refinance options for clients. Put some clients on temporary interest only terms. 

• Firstly contacted all my customers that were in industries directly affected by COVID-19 and 
related closures such as Airline, Travel, Retail & Hospitality. We discussed their current 
situation, foreseeable circumstances and possible solutions, in some cases I was only lending 
an ear for them to talk through their current anxieties caused by COVID-19 related 
circumstances. 

• Constant follow up on the lenders for responses and approvals 

• Liaised with my clients' lenders to ensure satisfaction 

• I assisted my clients in deferal arrangments, fixing their loans, extensions of IO terms, 1 hired 
2 clients as mortgage brokers after they lost their jobs. 

• Rang every customer to offer help if needed 

• Always tried to get approval within cooling off SLA 

• Constant communication, calculation of the impact on deferred repayments, point of contact 
for all questions/issues/concerns 

• When a customer was purchasing, I requested them to speak to the Selling agent and 
request a 4 week subject to finance clause. 

• Ass sited clients with their need to access finance 

• Constant follow up 

• Contacted customers via phone 

• Assisted with payment deferrals 

• Responding to client enquiries about their respective lender covid assistance package + 
advising on alternative interest rate and repayment types 

• Given my service is mobile, COVID was almost a death nail. Very few lenders use Electronic 
signatures. Our contact was made with masks, hand gel, giving the client the new used for 
signatures, signing on the tailgate of my Dual Cab so we both had fresh air and could remain 
1.5 meters apart while still abale to answer any questions while explaining the documents to 
them. 

• Particularly, I have assisted to my existing customers who been affected their jobs with the 
COVID 19. educating and directing to them to the available support schemes of the lenders. 
Further I encouraged  FHB to explore their potential to get the government grants for the 
FHB. 

• Pretty much every file these days is above and beyond (based on what we are paid per file. I 
have to employ more people than ever to assess files, review living expenses, analyse all the 
statements, review lending structures, review multiple lending options, run multiple 
serviceability calculations, review multiple lender websites, ring multiple lender BDM's. We 
need to keep the clients and all parties updated, often working 7 days a week, 10-14 hours 
per day to keep it all going. 

• I don't think we went above and beyond. We just made sure our clients could sleep at night 
by reassuring them. 

• Email sent with information on how to contact their bank if they were experiencing hardship 

• Contacted all customers offering support and assistance when required. 

• Refunded some of the clients fees due to the delays 

• Continue to provide services via phone and online 
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• Helped some that needed Re-payment holidays, helped many assess and lock in long term 
low rates. None of the above involved extra commission. 

• Helped customers talk to the banks regarding payment holidays ect 

• Service quality 

• Emails and phone calls to customers to find out about any impact of COVID-19 on their 
financial circumstances, offering options from lenders to mitigate any impact, explained pros 
and cons of fixed interest rates. 

• Regular Phone conversations with all my clients, review financial positions and apply for 
hardship if needed.  Discussions around options for govt funding, making sure they were 
aware of their financial position at all times. 

• Tried to support throughout on more of a personal than professional level 

• Representing their best interests to lenders that didn't want to keep their rate in line with 
market or lend them the funds they needed because 'covid' 

• Assisted current client base to understand and take advantage of the assistance packages 
offered by their current lender 

• Provided the network of Accountants we deal with updates and details of the various lenders 
and the support packages etc that were on offer so they could advise their clients where they 
could turn to if need be. In addition to this we contacted our clients directly to check in and 
also offer assistance if need be - this included providing them with information with regards 
to Government help and links to various grants and other information that could help or 
guide them. 

• Had a lot more rework 

• Negotiated rates for existing clients without any new business 

• We are doing the double amount of work now prior to Covid and it is frustrating as we have 
given more paperwork to fill inc covid forms & there was enormous unpaid work we are still 
doing most lender staff working remotely make the process is even longer. My future 
business will not survive if the trail commission wasn't there for me to fill the gap of mine & 
my staff's income and the amount of work we have done for our clients. 

• Looked after their concerns, advised them them Pros & Cons of deferral payment 
arrangements together with helpful tips & contacts. 

• 1. Understand the clients' overall financial position. 
2. Check the available assistance from both lenders and government. 
3. Seeking for existing network connection to assist the clients if possible. 

• Ensured close contact at all times 

• BAU 

• Constant communication and updates. Assisting with additional credit queries, pricing 
requests, internal switches/ pauses etc. 

• Went through whole loan book and applied for rate reductions - pricing. Contacted all clients 
to see if they required assistance or wanted more information around repayment holiday 

• Keep in touch to ask if they were affected and to point out what their funder was offering in 
terms of assistance. In some cases providing forms or links to apply for assistance. 

• We contacted every client with the process for how they could engage a payment pause 
from their respective lender. 
We also rate reviewed every client to reduce their interest cost moving forward. 

• There was no preparing for my business when COVID-19 hit. I had to think how this will 
affect my future income and my clients. I was able to send a brief email to my clients that I 
will be contacting them to discuss their current position and how COVID-19 was affecting 
them, their ability to meet their repayments and if anyone had an urgent request to contact 
me directly. 
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• Checking on their financial situation 

• Assisting in preparation of government support packages for no charge 

• Constant follow-ups with customers and lenders. 

• Available on phone and zoom 

• Regular check in points and reviewing current loans 

• Two months of work was appox 60%+ of just assisting clients to switch products, take 
repayment holidays or restructure finances - none of which was directly income producing. 

• Contacted every client to see if they needed support / deferral of loan repayments 

• I proactively contacted all my client's who I thought were at risk and then provided the 
lenders the heads up they would need support and to be contacted. I had a number of 
businesses in Melbourne who needed my help in communicating with the banks. Many of my 
clients had other issues like wondering how they would survive to pay the bills before 
contacting the banks. I believe I helped them get on the front foot and provide assurance and 
certainty. 

• I personally called everyone of my clients to check on them personally and their financial 
scenario. In the first 5 days I arranged the deferral of loans for 45 of my most critical clients 
who had an immediete income impact. Other clients we commeneced the restructuring of 
their finances to accomodate both their immdediate position and likely medium term 
outlook.  All clients were very appreciative of the time to talk with them and provide 
reasurance of what financial assistance was available.  All of this time was only "income 
producing" based on the trail income I was receiving.  There was no cost charged for my 
time, of which would often take a considerable time period in dealing with the banks who 
were busy with many requests at the time.  Without trail income I would have had to either 
work for free during this time or the cost impact to clients had I charged in a similar fashion 
to an accountant, financial planner etc, would have been an additional financial burden to 
clients who were in need of financial assistance.  I know no other professional role which 
does so much work for clients supported only by a trailing income. 

• Helped clients to get loans to help them pay for expenses in their business to stay afloat 
during the VIC lockdown and they were earning no income but their rent and living expenses 
and business expenses were still ongoing. 

• Heled them through financial difficuty and planning 

• Provided counselling service to business clients and provided a lot of my professional 
services for free 

• Assisted with pricing and switching products prior to them contacting bank for hardship 

• Ensured documents were either couriered or express posted to ensure they settlements 
occurred on time 

• We called all our customers to see how they were affected during covid19, explained to 
them the support packages from the banks and how they would affect them individually. We 
also requested from the banks better interest rates for the customers as well. 

• Working on many cases / potential cases for free to help clients without receiving any 
remuneration for it. 

• Developed electronic systems to apply for loans 

• Called Clients to discuss their options and the impact of the decisions they may make. ALso 
reviewed their current rates with their current lender and negotiated better deals. 
Encouraged and supported my clients to maintain payment as long as they could. Assisted 
them in lower repayments and options 

• Sent out regular emails to ensure my clients were fully aware of not only the Govt income 
support packages but also what the different lenders were providing in regards to deferred 
payments etc and the ongoing impact these would have on their credit files etc 
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• I was on hand to respond to the numerous requests that clients had about how to pause 
their mortgage repayments and to see what I could do with regards to finding them a better 
loan to reduce their repayments during this period of uncertainty. Much of the work that I 
did in this area is "unpaid" other than trail commission which is the reason it needs to 
remain. 

• We rang all our existing clients to check if they were doing Ok. We offered no obligation 
financial health reviews. 

• Regular phone calls and emails of counselling, contracting banks on their behalf etc. 
Lenders taking weeks to return calls for Covid therefore the clients come back to us for 
advise as they are stressed. 

• Constantly following up with banks to provide outcomes for my customers 

• Small loan from a referrer - not worth it on income however with not much else happening i 
took it on. No fee charged to the client. Significant issues, pensioners, foreign income and 
regional Cat 4 Vic location - 16 lenders approached but they would not participate. One 
lender left and they have a wait time of 6 weeks and will likely load the rate due to the small 
loan amount (70k).  Could have dropped this and it has basically cost me money but trying to 
do the right thing by the client. 

• Long counselling/reassuring conversations and assisting multiple clients who had lost their 
jobs 

• Supporting our clients in times of need, staying close to several bank offerings to align needs 
and goals with solutions, solutions to place the customers in the best position and more 
importantly in their best interest.  
The property market has kept the economy moving, the lending market, brokers and banks 
are always first out of the blocks, the GFC was another great example proving our sector to 
be the foundation of Australia. Only mortgage brokers can truly deliver on best interest, it is 
impossible for a bank to deliver best interest, unless they open their approved product lists, 
which would mean opening up to other lenders. This is something that needs to be 
investigated, rather than this smoke screen. The people have voted, 3rd party lending would 
be the fastest growing metric in the financial arena, without doubt. Brokers do not have a 
database of existing retail and commercial banking clients to market too, we have to build 
them, by clients who have chosen to come to us. Not dissimilar to the financial advice 
segment, bank owned advice businesses has to open up the approved product list, which in 
turn forced them to look at and improve their own products, from a features and benefits 
perspective to a much better cost offering. They now have true competition, which is the 
only way true best interest can be achieved. The key difference is trail and upfront 
commission in the lending arena is a business to business cost, not a client cost. This can be 
validated by the fact that if you went directly to a bank, I.e. first party borrower, you 
probably going to pay one for your loan, receive a less client centric experience and 
relationship. I have worked for a big bank, and these facilities are treated as set and forget. 
So, pleas explain to me how a bank can provide the same service and product offering? They 
simply cannot and are regulated and structured to do the opposite.  
Now one more point, and call it a conspiracy theory, under true best interest, we have to 
advise what the solution is, how it links to client goals and that it is the preferred of several 
options, options... one lever the banks seem to pull, is the time in which to process a 3rd 
party loan, how is 20 business days acceptable to pick up a client file, 4 weeks! However, you 
go to a branch and you can have an approval within 24 hours. I wonder if a key need for 
every 1st party customer is that time to market was a key requirement for the client? This is 
the only way I can see a bank offer true best interest, as it is the only aspect of the lending 
process that is outside a mortgage brokers control. That would be sad If that Is the case, 
misleading and unfair to customers. The major banks learned a lot about best interest duty 
during and leading up to the royal commission, to be honest they have about 8 years on the 
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broking industry, believe me having seen this first hand, it is a huge advantage for them.  
Like I said. I think we have bigger problems, and it’s with our banks and how they deliver a 
lending model purely, which is based solely on one or two products. I also can tell you that 
the only time a bank reviews a client is when the client requests it, or a banker receives 
notification that client has opted to refinance. I for one review my clients on an 18 month 
basis formally, and will speak to them during that period as anniversary’s occur, basic follow 
up process that minimises surprises and delivers a trusted adviser interaction, based on 
relationship that is open and honest.  
Please feel free to contact me if you require more clarity, this sort of stuff keeps me awake at 
night, as I believe in best interest, it is the right outcome, but needs to more than words on 
paper. Thank you 

• Kept them informed 2-3 times each week; moved applications from one lender to another 
when turnaround times 'blew out' ( Happened 7 times over worst 3 months) 

• Directed clients regarding hardship consistently 

• Contacted all self employed clients individually by phone and gave the process for hardship 
and Beyond Blue. I emailed all clients continuously what measures were put in place and 
how to access them. Advised they could call me any time no matter what even for nothing 
relevant which a lot did as they couldn't get out. Advised if they could make their 
repayments to continue to do so as it will look better in the eyes of the bank and save them 
more money in interest. I spent countless hours on the phone with clients trying to navigate 
ways through Covid for them ie business loan application, trying to get a new loan, 
counselling. The first lock down was really hard dealing with everyone's fear and issues of no 
income, loss of job, uncertainty of how bad it was going to get 

• I called my clients to provide support anyway I can and supported many clients during COVID 
19 

• I go above and beyond always 

• I stayed in touch with the clients and when clients were in financial stress or unable to make 
repayments I was in discussion with them to talk to the lenders about the matter. 

• Assistance with actual cases and concerns over financial hardship masters  
Assistance with knowledge of the impact of loans on hold  
Helping client to navigate the prospects of new property purchases 
Assisting clients with refinancing and budgeting options with low fixed rate loans 

• N/A - New to Industry  since Nov 2020 

• On the phone to the bank for hours trying to get there repayment pause sorted 

• We proactively called all of our customers during covid to check if they were OK, impacted or 
just personally alright. 

• We called every customer to make sure they were okay and looked at ways to help thoughs 
affected through this tough time 

• Provided experience and guidance on ever changing policy and lending environment to help 
them throughout and still have hope to proceed post COVID Normal 

• My clients didnt really reach out for support 

• Client wanted to purchase their first home back in June of 2020. They weren't ready to do 
anything just yet. as they has approx 33000 worth of debt. We worked on a budget to 
paydown there debt fast within 6 months. Come December 2020 they are now in a position 
to purchase their first home. I was on the phone to them every 2 months to check in on them 
and see how they are going. To ensure they are still focused on their objective. 

• I emailed my entire Database and informed them of the various stimulus packages available.  
I also invited any client meet via Zoom to discuss how they could take measures to make 
deferred payment if thus was their best option 
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• Ensured they could afford the repayments based on their budget. Shopped around based on 
rate and more suitable lender. Educated clients about financial literacy and what banks look 
out for. Keeping a careful budget. 

• Assisted them with any Financial Hardship and Repayment Pauses queries etc 

• Rate reviews with lenders for many clients, discussions with some clients on the payment 
deferral options and assisting in finding contact details for this from lenders for clients and 
refinancing some clients to lower rates. 

• Helping customers to find the information to assist them during the difficult times during 
covid uncertainty. 

• Proactively reached out to clients to discuss their loans and personal circumstances. Offering 
assistance to help defer loan payments when needed. 

• Taxi transfer of documents, regular zoom calls, pipeline management due to deals collapsing 
as a result of assessment delays. 

• I only started as a broker during covid 

• Try to help them through with budgeting. 

• Trying my best to serve the customers 

• Handled everything. That’s the service offering. 

• Called my database to advise them of their next options. Made sure they knew what options 
they had. 

• Substitution of security due to downsizing home as could not afford repayments. 

• We always go above & beyond to support our customers so COVID didn`t change this normal 
practice 

• The client bought at auction without pre-approval. Her previous approval only get her $380k 
loan and I managed to get her $500k loan so she has $50k left over after the purchase as 
emergency fund. 

• Called existing clients on database made sure they are all okay offer optiins 

• Contacted existing clients to check up how they were and if they were experiencing any 
hardship. Sent the relevant support links if they needed to pause repayments on home loans. 

• I actively called all my clients on the book when covid first hit and asked them if they needed 
help deferred’s payments, repricing and refixing. Those that had lost incomes jumped on 
board and we helped our clients do this. We also our SME clients get the govt guarantee 
loans to support their cashflow during covis. When the six month deferral was up for our 
clients we rung them again to check in how they were progressing and what help did they 
need with their payments. Rest of our clients, if needed help restructuring their current 
banking- we helped them do that. We worked tirelessly for our clients without lodging any 
new loans for them. 

• Reaching out to a database of clients offering help that was reliant on service not 
commission was hard. The small payments of trail are the incentive of assistance, however 
some clients lost their jobs and we had trail stopped. 

• Invested in technology to support each step of process 

• No holiday over Christmas,  New Year summer period. Worked longer hours,  answerer 
phone well after and outside business hours. 

• Keeping in regular contact with the bank to escalate files for approval, calling real estate 
agents on behalf of the clients to manage expectations and negotiate terms, at times having 
to provide numerous approval options in case one option was to lapse, forcing clients into a 
position whereby they couldn't meet their contractual obligations. 

• I tried my best to ensure people were getting good rates from the banks who seem to 
constantly try to make sure they are not getting the best rates, called many clients to check 
in on them and make sure they were okay financially, most were okay but some were really 
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struggling so I told them the only things I could, firstly i'll try get their rate lower but they 
must talk to their lender to talk about hardship if they are really struggling, also suggesting 
some of them may be eligable for jobkeeper etc.. and they should check it out. 

• Trying to keep clients call and happy during extremely long sla' s was extremely difficult. 

• We had a client who lost their financial backing due to COVID19 and would have lost 
everything they had.  We worked day and night for over a month to find a financial backer 
and lending solution for their project that enabled them to settle and build. 

• Assisted existing customers with loan deferrals, whilst being a trusted confident with any 
troubles they where having. 

• A huge amount of re-processing was required with constant credit changes and having to 
submit multiple applications. Some loans were written 4 times with credit changes and then 
having to approve land separately to construction due to delays in the Home Builder Grant 
process. 

• Applied for rate discounts with current lenders on their behalf, organised product switches ie 
variable to fixed to take advantage of lower rates, kept them updated on eligibility for 
repayment pauses via regular emails 

• Assisted with Budgets and prioritizing payments.  Sounding board when clients were scared 
at loosing their home when they could not make their payments. Contacting Banks to assist 
with changing mortgage payments. 

• Provided hardship guidance and assistance to a number of clients.  Supported the local 
chamber of commerce in their efforts 

• As brokers, we are often a first point of call for clients dealing with financial hardship. Many 
of our clients lost jobs, had business cashflow issues, or reduced work hours during the initial 
Covid period. With their income impaired, helping them did not (and could not) involve new 
borrowings - instead, we often worked for free, counselling them through the process. 

• I had several customers unable to service their mortgages. I set them up with the correct 
contacts and liased with the lenders on several. 

• Help them pause repayments, refinance to cheaper rates or fix their loan to save them on 
interest 

• We called every client and worked through all those who needed Covid help. 

• Called all clients and discussed option, please also note that only a few months earlier our 
town was effected by bushfire and clients lost homes and income, we had to help a lot of 
clients with contacting banks regarding payments and options regarding rebuilds. 

• Take all there calls which’s were not mortgage related. 

• I have consistently had multiple clients contact me to help them navigate through the 
pandemic. Almost always ending in zero income for many hours work. Trail income is very 
important to my business to feel I don't need to charge for service when. Especially in the 
last 12 months. 

• Fortunately, I had very few clients who suffered throughout covid. However, had it not been 
for my company's trail commissions, I would have had to have stand my employees down 
and applied for covid relief for the business and myself. 

• Helped clients with deferral repayment process 

• Worked longer hours to meet requirements 

• Called and emailed customers to check how are they travelling and required any support 

• Assisted where we could with helping clients deferring repayments or changing to IO 
repayments to assist 

• Educate clients with zoom 

• Made sure to contact all my clients to ensure they were able to meet their financial 
commitments. 
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• Tried to assist them with whatever their concerns were. 

• Made myself more available for video appointments outside of business hours. Shared 
assistance packages from lenders with existing clients and made contact with each of them 
to find out if they had been affected. 

• We assisted customers with covid relief advice on where to contact the bank as well as 
monitored them. this was after in some cases the banks ceased trails.  Also provided 
motivation / uplifting where needed.  Its too much to explain with the original covid issues.  
Even now we are still dealing with clients who need help or advice 

• Organising finances and the way forward - used the trail income to support this 
work....without it, I would have had to let the customers try and wade through it themselves 

• We personally contacted each and every client to advise them of the options that were 
available to them. We also fought lenders who wanted clients to pay back all deferred 
payments as one lump sum, at the end of the suspension period, and those lenders who 
engaged debt collectors to bully a lump sum "catch up" from clients. 

• Many clients where contacted to ensure they where ok during covid. Some customers sent 
many hours discussing strategies and options not to lose businesses and homes. Many hours 
where sent souricing information with little or no return only compassion and goodwill for 
clients 

• A lot of my clients were struggling financially, so we were helping them with their debts and 
building savings buffers. Guiding them to the relevant Government incentives available to 
them as well as assisting with loan holds if needed 

• Was a conjugate for my clients to the lender to make sure that they were in touch with the 
appropriate support teams and got the correct advice. A handful of clients were either stood 
down or lost their jobs and needed to know how that was going to impact their ability to pay 
their loans and what they could or couldn't do. It was important for them to feel as though I 
was there to be able to discuss and in some cases vent about what was or wasn't happening 
with their lender. I could then liaise directly with their lender and get to the bottom of the 
situation and guide them correctly. 

• I emailed them and sent text messages. 

• Helped them to get a mortgage pause with their lender and suggested to some to speak to 
their accountant about job keeper if they were eligible. some of my clients were really 
struggling during covid, sometimes just an ear helped or hashing a few ideas. 

• I think i did what any business owner tried to do- stay in contact, make them aware that i am 
hear to help 

• My portfolio is Commercial Property & Equipment Finance but I was extremely concerned 
when CBA came out and publicly stated house prices would drop 30% as confidence virtually 
dropped overnight across many sectors. On what basis we still don't know how that 
statement was factually devised and it blew momentum in an already concerned market 
place. In Feb/March 2020 I felt much of my business flows would dry up with some hope 
heavy industry would continue with various restrictions. Staying close to my customers was 
important and I spent at least an extra 1-2 hours every day assisting customers with 
answering questions, offering suggestions, communicating bank and Government support 
mechanisms and taking action around repayment deferments / restructuring directly with 
the bank for no extra remuneration - this was good will. This went on fairly solidly for a few 
months for me in Qld. Further lender turnaround times were concurrently blowing out badly 
and extra work around for example bank Covid checklists was cast upon brokers on a weekly 
basis which continued for the entire year with many if not most lenders. In summary it took 
approximately 30% more time to make the same remuneration in 2020 and I was fortunate 
compared too many silo home loan brokers who had little business between February and 
June and without a trail book may have had to shut the door. I was also pleased the banks 
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did not penalise brokers on their trail income or commission clawbacks on deals that needed 
repayment deferment or restructuring. 

• Training on how to zoom, scan and other technology related 

• Provided regular updates as to what assistance was available via email, facebook posts etc. 

• Proactive discussions with customers throughout Covid-19 to assist with finance concerns 
and queries. Referring customers to specific lenders Covid-19 policies and 
procedures/departments if required. 

• Always go above an beyond with every client, irrespective of Covid 

• We go above and beyond all the time 

• Support for customers involved managing the expectations of vendors during COVID. Several 
times there were cases where SLA times stalled deals and vendors were close to pulling out. 

• Made phone contact and provided guidance to all clients 

• Nothing above and beyond but continued to follow up and chase for approvals and keep 
everyone updated. 

• Countless hours discussing payment deferrals and options when covid with almost every 
client on my books 

• Just got it done 

• Negotiated purchase terms due to bank sla's 

• Did digital interviews 

• My business pivoted and my focus when marketing became about offering help to clients 
who were in uncertain times and giving them easy access to tools that helped them navigate 
the covid period rather than business growth and seeking new business. This honest and 
helpful approach actually increased referrals because clients saw me offering additional 
ongoing services rather than just the standard loan origination and annual review. 

• Constant touch base 

• Spent a lot of time restructuring and repricing existing loans. 

• Run around physically hand in docs 

• Making sure they know all their options to help them through and survive financially.  
Checking on their well being. Being there for a chat or skype.  Offering support on all levels 

• Avoid Big 4, especially CBA. Have an easier way for brokers to take over broker-managed 
loans if it's a rewrite/product swap.  
 
More importantly, any rewrite would constitute a change in trail and/or commission to the 
existing broker, with future comms/trail going to the new broker. 
 
However, existing broker would have one go to keep the business. I'm seeing a lot of existing 
brokers who aren't managing existing client relationships. Many customers have had no 
contact with their broker for years, and shockingly, many don't even know their brokers are 
earning trail all this time. 

• Just liaising with real estate agents to ensure they were communicated with given delays in 
meeting finance dates and settlement dates 

• I spent hours on the phone explaining repayment holidays (pro's and cons), as well as 
researching if clients qualify for Federal & State Government Grants as well as completing 
application forms. 

• Daily "welfare calls"when lenders had very long processing decision delays. Very stressful for 
customers and myself. At one stage ANZ were 28 business days to review an application. 

• Update everyone on current market and mental health checks 

• Tried to help them to consolidated their debts, instalment deferment etc 
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• I contacted every client on my book and offered them assistance, that is Thousands of 
clients. Many came back saying they were OK. But I had a number who weren't and I had to 
steer them through the different banks processes to get support for a time. I have checked in 
with all of them only one is still on deferment with most getting back to work or finding new 
work within 3 to 4 months of Covid. I was scrapping buy with Trail being the larger part of my 
commission as i only had one or two settlements through some months. 

• I contacted each client to find out if they were impacted by Covid-19. I helped the impacted 
clients with applying for loan deferrals; speaking to their lenders and following up on the 
different requests that they had. This level of service required long phone conversations; 
reassuring clients and following up during the months that followed to ensure that my clients 
were ok. 

• Scheduled regular follow up with Banks after submitting loan applications, visited client 
home more than once to collect documents they were unable to scan, proctively 
communicated with real estate agent on behalf of client and requested additional 
information from settlement agent on behalf of client to ensure client is educated and 
confident of his decisions 

• I was still new to the business, so didn't encounter any of these issues but i can imagine there 
will a lot of broker's who would have. 

• Informed all of my clients that they could put their mortgages on stop if they needed to 

• We just did our client interviews by FaceTime or Google Duo, so that it was business as usual. 

• I regularly contact my clients for pricing retention and lowering of interest rates within their 
current lenders, provided a generic communication about hardship options and payments 
pauses, and fielded/made multiple phone calls to clients to check-in on their general well-
being 

• Answered all phone calls, all questions and assisted when they needed help to obtain loan 
payment deferrals - all at no charge. 

• Guided a number of clients in stopping loan repayments due to loss of business income 
during Covid. 

• We did 1 CBA business / Covid loan (for a cafe) that the bank suggested we charge a fee to as 
they wouldn't pay us a commission on it, we didn't charge the client and it took about 6 
weeks for the loan to go through - all for  no financial gain!! 

• Lengthy discussions on their circumstances and making a plan for a way forward 

• Review and re-price customers interest rate. 

• We spent many hours discussing options with clients, emailing lenders to find out how 
placing home loans on hold would effect their situation moving forward, but most 
importantly supporting our clients emotionally through the financial stress of job loss, 
moving to jobkeeper etc. 

• Everything 

• Could not do anything as banks are very rigid 

• Had a conversation with each client to see how they were travelling.  Offered advice to call 
there lender if they needed to apply for hardship and explained what all that meant and 
what it would mean for them. Followed up. Often lengthy discussions. Lots of listening. 

• Just communicating over and over again that we are here to support you all the way even 
though most of my client couldn't  get hold of any banks  , i made sure i picked up the phone 
for there comfort 

• Maintained a calm & consultative approach Answered large numbers of client enquiries 
about repayment holidays & repricing on existing lending during the height of the pandemic. 
Maintained some lifelong relationships by provide guidance during a very stressful time. 
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• Making sure my existing clients knew the how and what a payment pause meant to them not 
just at the time but down the track as it was advertised by many lenders as a payment 
holiday that they would have any extra costs. 

• Counsel our clients throughout this very difficult period and help them with their cashflow 
requirements and loans 

• We took time out of our days to ensure our clients were getting the right advice if needing to 
access any of the lender repayment freeze packages. We did this at no charge, which they 
were so grateful for in such a difficult time. Trail helped us through these times as we knew 
we could keep our business afloat, allowing us to help the wider public. The Major Banks are 
now reducing branch footprint in the country, leaving our clients stranded and needing to do 
their complex banking either over the phone or online. They come to us for a face to face 
interaction and leave with a sense of satisfaction that their query has been investigated and 
someone is doing all they can to get an answer. No bank is offering this anymore and it is 
evident in our everyday interactions with them. 

• Assisted with financial strategies to get them through the tough times.  Followed up with 
conversations to check in with those who identified as struggling. 

• Assisting the customer in getting the better pricing with existing lenders, because moving 
leder was not an option. 

• Making sure all my clients could speak to me in regards to their concerns if required. 

• Helped one client who got infected to suspend loan payments 

• Consulted them on repayment options. We modelled options - payment pauses versus part 
payment versus interest only payment versus using surplus funds (offset or redraw). We 
wanted to make sure the decisions of today didn’t create bigger pain tomorrow.  
We had Constant phone calls to make sure they were OK. Check in to see how they were 
going during the pandemic. 

• I just made them aware of the support and tried to educate myself as much as possible 

• I took care of every need they had to ensure they got an approval even though approvals 
took a long time. 

• Helped my clients seek financial help and guidance of banking options through hardship 
packages. 

• We were constantly having to assist especially our small business clients in navigating the 
Banks deferral programs and small business loans. 

• Always made time for the clients. Got back to them quickly and helped wherever I could. 

• Was very responsive, sought lower rates, researched best options and highest borrowing 
capacities and best conditions through hours of research; worked long hours to submit 
matters asap; researched gov schemes to be able to best advise clients. 

• JUst kept them informed we were doing out best in a tough time 

• Listened, provided contact details for them to speak to lenders. Discussed options. 

• We sent put regular  communication in relation to government incentives and lender 
assistance. 

• Call every single customer to make sure they are ok, no impact to COVID19, one client lost 
her job and husband income reduced by 50%, gave them advise and regular contact with 
them 

• Delayed payment of some fees beyond settlement 

• I don’t know about above and beyond, but I had two small business owners in hospitality 
industry during first shutdown in tears as they were closed but still paying rent etc and could 
see their wealth and livelihood just slipping away and seemed powerless to do anything.  We 
talked and suggested ideas and budgeting etc to help them through.  More just a shoulder to 
lean on during a very traumatic time for them.  I had other clients who pivoted quickly and I 
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put them in touch to share / learn from each other so more of a conduit / sounding board in 
these examples rather than supplying direct financial help via new borrowings. 

• Introduced multiple Govt assisted Covid loan applications for no up front commissions. 

• Pricing and reviewing existing book 

• Not for my clients - I posted on the local facebook page for our estate to keep people 
informed on the options for deferment of loan payments and was a point of contact for any 
questions as to how it waorks and who the best contacts would be for assistance. All unpaid 
as they were not my clients - just assisting as I am sure all brokers did. 

• At the start we managed the process of payment deferrals where the lender allowed brokers 
to do so. If we couldn't do the process we investigated this for our clients and gave them 
step by step instructions on how to do it. 

• Called clients at the start of COVID to check in on their well being. One who is a business 
owner said that now he felt supported and that things will be okay 

• Assist to guide clients with existing loans & also assisted some clients with lending whilst on 
Jobkeeper 

• Its what i do all the time. 

• Need to go with second teir lender and sent few clients directly to branch 

• Offered a free service to help customers defer their payments and send them all the right 
forms and instructions 

• Working with clients to assist them with lending scenarios however this mostly did not 
equate to income. We also suffered the consequence of clawbacks due to higher rate of 
divorce/separation during the height of the pandemic. 

• REached out to all clients to ensure they could make payments, and if not were aware of 
packages to assist them. 

• I have done so many zoom meetings for my clients, help them download documents with live 
screen sharing, showing them their borrowing power. Sending documents to sign via 
docusign. 

• Started a fb community support groyp6 

• Contacted all clients with regard to repayment deferral arrangements.  Ensuring their redraw 
facility accessed (if required) before the deferral implemented and timing of deferral.  Also 
assisted with switching & splitting loans between variable & fixed to assist with client's 
manage loan repayments. 

• Accessible 24/7, processing 24/7... 

• Initially I sent out information to my client base, as an when it became available. I then 
fielded the many enquiries from clients with concerns around their potential financial 
situation at the start of the Covid outbreak. I sourced and disseminated relevant information 
to them and facilitated any action that could or needed to be taken when the lender allowed 
us to.  
In WA the impacts were far less severe than in other states and so as a second wave of work I 
was walking clients through the undoing of repayment pauses.  
Had this situation occurred today, under Best Interest Duty, I would not have been able to 
perform those activities for my clients as the compliance burden would have been 
prohibitively onerous because as soon as BID applied I have a 3 page checklist of 
requirements to meet, as advised by my aggregator. 

• Email and phone support. guidance on putting repayments on hold. plus also assisting with 
business working capital. helping clients into new homes 

• Made arrangement with banks on their behalf to defer payments initially and again after 
initial deferral period ended. 
Provided information and options for them and found out how different options may affect 
them in the long term - e.g. credit rating etc 



 

Powered by MyNextAdvice  38 
 

• April was spent mainly talking to clients about possible impacts to their circumstances 
(employment / income changes) and what that could/would mean for their repayments. 
Many of these clients were extremely stressed and needed comfort and support. They were 
appeased that we would work together to help them get through this period. I honestly felt 
more like a councellor than a broker during this period. This impacted my ability to write new 
business as I was busy comforting clients who had been affected or thought they might 
become affected by COVID-19. Many of these clients were unable to contact their banks 
directly due to long hold times (in excess of 4 hours and some with callbacks that took over 2 
days) which meant being able to contact me was helpful reassurance for them. 

• Answered their calls 

• Staying in touch and ensuring they were doing well. If not I spoke to them about their 
options in terms of the home loan and if they needed help to fill out any forms 

• Helped customer with financial distress to pause the repayment and educate them about 
grant options 

• Listened to them. Assisted with putting their loan repayments on hold. Refinanced to reduce 
outgoings and save on interest. Reviews current interest rates and discussed ways of saving 
money. 

• Stayed in touch with them to keep them on my trail book as it was my only source of income 

• I called all clients individually to ask how they were going, if their income was affected and 
offered assistance and explained options available to them to help them get through the 
time. I made sure all my clients knew I was only a phone call away, should their situation 
change and they needed financial advice of what to do with their given situation. 

• Almost all of my clients did not have a material change in their circumstances. We spoke to 
our clients and explained there is assistance available should they require any financial 
support. Secondly, we re negotiated interest rates for our clients so that they continue to 
enjoy competitive rates. 

• Contacted all via email, sent information out about jobkeeper and covid hardships with 
lenders 

• Time spent in looking at clients interest rates and facilities for better options. Assistance to 
clients with COVID repayment breaks. Assistance to clients with Hardship cases. 

• Everything! 

• Contacted them weekly 

• I contacted every settled client and deal in pipeline to work out what they needed and added 
support 

• Was honest with clients & kept them informed 

• Spoke with every client to let them know of their options. Wrote no loans during that time 
because I spent every day calling my clients. My entire team also did the same. 

• A lot of counselling and reassurance. Keeping them at ease with support and guidance. Just 
contacting them seemed to offer comfort during an uncertain time for us all. Mental health 
was important to address. 

• Assisted with hardship applications and restructuring loans, despite not necessarily being 
paid for it. 

• Put up with incompetence from the major Banks in particular Westpac. Long delays in every 
area. 

• Researched and guided them thru the maze of government assistance available to them 

• I had a clients application sent to Westpac which took 6 months to settle from the time of 
lodgement. I had to keep the peace between my client and the bank as they repeatedly kept 
asking for more and more documents to approve the deal. Client was frustrated but had no 
choice but to provide all docs. She had trust in me to get the deal across the line which is 
what I did in the end. 
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• We helped clients reduce interest rates, split and fix their loans, assisted with repayment 
holidays for those who lost their jobs, assisted clients with budgeting tools, money 
management tools, assisted them to redraw from their loan accounts when required to get 
through Covid; all whilst adding more staff to assist with this however solely replying on trail 
to do so. Almost went bankrupt myself and still recovering which will take probably 12 
months at least to get back on track again. 

• Handle payment pause requests, settled cash flow funding deals under government scheme 
for clients. 

• Assist them with loan deferment / refinance for lower rates to improve cash flow etc 

• Repayment pause, cashflow structuring & awareness on cashflow positions 

• Informed my 2 clients to not take the mortgage holiday unless absolutely necessary re: 
immediate  job loss. They were not informed by their lender that the interest component of 
their home loan compounds and will be added onto the life of the loan. 

• Maintained ongoing text and phone call touch points on a more frequent basis and explained 
why delays were occurring across industry 

• Contacted all clients and prospects in the database to educate on updates and assistance 
available during the pandemic and lockdown. Prepared emails and newsletters with up to 
date information regarding loan deferrals, alternative options, refinancing, etc. 

• Numerous hours of advice - no charge 

• Kept in touch to see if I could help. 

• Phoned quite a few clients,  had coffee with some of my longer term clients, met for a chat 
with a number of current clients. 

• Called to see if ok and offered  support if approach to lenders needed. 

• Kept the line of communication open to all parties 

• Worked with clients to help them understand the options both long and short term to get 
them through the uncertain times in a calm and clear manner. 

• Just confirm with the client that all the thing will be back to normal wait for the certain time 
you will get the back to normal income as previously after all short out of covid 19 

• Overcame settlement delays by constantly talking to bank settlement team members and 
solicitors, especially when they were remote working. 

• Reminder letters to clients to contact for assistance 

• Provide them support and been in touch 

• Helped them access capital 

• We completed numerous transactions at what would have resulted in either no income or 
negative income. 

• Assisted with arranging payment holidays 

• When covid initially caused lockdowns etc in March/April of 2020 I spent around 2 weeks 
calling clients to see if their income had been impacted and if so I explained the options, eg 
payment pauses, that were available to them. I then assisted putting these in place where 
needed. I am still assisting a few clients in getting repayments etc back to normal 12 months 
later. 

• Provided the same standard of service and advice irrespective of of scamdemics 

• Advised clients the govt packages available 

• Help Customer with Refinancing for better rates to help reduce their repayments 

• Communicate and kept them informed about the changes in policies and impacts. 

• I wouldn't consider it above and beyond; simply the service that brokers provide above and 
beyond the bank alternative. We contacted each customer to check in, find out how they 
had been affected and talk them through available options. We also touched base with 
clients regarding fixed interest rates to discuss if their current loan was still the best solution 
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for their needs. At each contact we made sure to re-enforce that we're only ever a phone call 
away if they have questions or something changes. 

• Constant talking about their options when they lost their jobs 

• Regularly stayed in touch with clients to provide support during difficult times. Constantly 
provided assistance in the form of interest rate reviews, repayment pause, loan 
restructuring, etc. 

• Assisted customers by liaising with lenders, help customers review their options, assist 
customers to request loan deferrals. 

• Called to say we are here with you on this journey. You are not alone. 

• Offered to switch them to fixed rates also advised them that they could contact the bank if 
they were experiencing hardship 

• Negotiated payment of trail for brokers who had customers in hardship 

• There were certain times we just had to wait for someone to get employed or finish their 
probation period or even to get their C/C payments in order. 

• I am continually working an average 2 to 3 hours extra per day due to "over" regulation & 
additional unnecessary paperwork. 

• I made my self-employed customers aware of the govt backed business loans aand assisted 
several to apply for them even though there was no brokerage being paid by the banks. 

• Assisted with loan reviews, rate reductions, budget planning and guidance on pros/cons with 
repayment relief programmes. We were available 7 days a week and often took calls after 
normal business hours. This was especially helpful when banks were taking up to 4 hours of 
waiting time on phone or did not respond to emails. There was never any fee charged for this 
additional support. This made for longer and more stressful work days to complete the loan 
submissions for income producing activities to support the 7 families that rely on the success 
of our business. 

• I assisted where I could 

• Explaining deferred holiday repayments, helping clients through it all 

• Worked with Vendors and Agents to secure extensions and waiver of penalty interest costs 
due to delays in settlement 

• With clients that were facing distress situations I met with them via Zoom weekly to assist in 
discussions around managing cashflow, access to debtor finance, managing creditor 
payments. 

• We produced several different news letters informing clients,helping clients,supporting 
clients & educating clients. Made & had zoom meetings with every client at least once. Pro 
actively called every client 
 Where required worked on & organised strategies with cl I ents that needed it. 

• Contacting BDM for many times, Comparing lots of loan products from similar condition, 
Following customer's needs which could be changed from time to time 

• Share emotions 

• Helping my client to deal with the current lender to lower interest, pause repayment and 
internal refinance 

• Helped clients restructure current repayments and or work through selling investment 
properties to reduce debt. Many clients either lost their job or had reduced hours at work in 
line with jobkeeper payments 

• Like most brokers reached out to all clients to see how I can help 

• We ordered take away food many time from our customer's cafe and restaurent only 

• Conducted home visits late at night 

• Always kept clients informed 
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• Assisted clients where necessary to implement repayment pause but most importantly, I was 
a resource they could easily access even if it was just to voice their worries about their 
business and ability to meet future commitments. Thankfully due to Govt support packages, 
most SME's seem to have copied remarkably well. 

• I reached out to the client and talked to them if they have anything financial problems. 

• Tried to understand the customer’s situation and tried to help my customers with the best 
option and solution 

• speaking to clients who had lost employment options with bank and how to seek assistance, 
large call volumes received during such period where was working in excess of 15hr days to 
respond to numerous of clients affected 

• Made contact with as many as I could, talked to those who were considering covid assistance 
from the banks and helped where I could with their questions. 

• Contacted clients to make sure they were aware of what was available to them to help them 
through COVID and loss of income. 

• Business as usual 

• I did but not relevant here 

• Calling customers to discuss their cash flow requirements and discussing with their 
accountants the options available to clients in relation to the government support, bank 
loans. 

• Organized IO and repayment pauses 

• Got declined apps approved. Helped in credit default removal.Guidance step by step how 
until settlement. 

• Assisted clients in dealing with their banks, relevant forms and paperwork and provided 
factual information of the impact of stopping payments 

• Called all clients on my set to see if they were ok and needed assistance to access COVID 
relief 

• During the down time or when the lenders policies were COVID restricted.  our remaining 
team spent time calling and managed to reach out to nearly all our customers to discuss if 
Covid affected them and if they needed hardship assistance. 

• Emailed all of my customers to offer my support, guidance and assistance, advised them of 
loan repayment holiday options and how to contact each bank 

• I was in constant contact with my customers right through out coivd-and beyond 

• We sent out gift card of $100 to customer who advised that they were experiencing hardship 
and to any of our customers who were front line workers 

• By servicing client during their difficult times and putting ourselves in their shoe 

• Video conferencing, phone calls during and after working hours, huge amount of time spent 
following up with the banks to make sure that clients are not disadvantaged due to long SLA. 

• Far more research was required as lender policies differed greatly with jobkeeper/seeker etc. 
The extra work now dealing with Self Employed financials has probably doubled at least the 
time spent on this type off application. 

• Guided and supported the customer through the delays, presented directly to the vendors to 
explain the delays and arranged for penalty waivers; spoke to the lender directly to organise 
payment pause. Arranged a small donation to one customer who lost his job and could not 
afford groceries till the job seeker payment came in. 

• Helping customers access loan deferrals and restructures. Assisting with covid loan 
applications (often unpaid) 

• I arrange a CBA (Covid) business loan that the only way I could get paid on it, was if I charged 
the client a fee - I didn't charge the client a fee and the loan was approved and settled so 
they could continue to trade through covid (cafe business) 
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• I follow up every three days with the banks especially Westpac and St George which had 
responded extremely slow.  I called the banks and complained, the loan file will then be 
actioned after a week. I called the clients giving them an update of the loan status. 

• Assisted in establishing payment relief programs with lenders, reviewed various clients 
businesses and cash flow impacts and assisted with funding from financial institutions as was 
appropriate for individual clients. 

• We invested (and continue to invest) significant time and resources to support all of our 
existing clients who were impacted or were expecting to be impacted due to COVID-19. We 
also offered support and advice to the friends and family members of our clients completely 
free of charge and with no obligation. 
This included 7 day per week phone/email support, offering advice around options/lender 
processes, pricing reviews, variations to facilitate changes to repayment types, supporting 
clients in dispute with lenders due to lender processing errors relating to repayment pauses, 
navigating changing lender requirements for both hardship provisions and applications in 
progress (i.e. there were periods where changes were occurring on a daily basis) and we are 
continuing to manage client expectations and trying to alleviate frustrations due to lender 
timeframes/processing issues. 

• Did not do anything different 

• Multiple emails and calls about hardship. Dont take if not necessary just because Koshie said 
it. Running anaylisis showing the impact of taking the pause 

• Extra documentation and lender negotiation 

• Advised a number of clients on how to approach their lender in relation to Hardship. 

• Speaking to agents to convince them to extend Finance Clause 

• We were doing so much 'unpaid' work during this time, so the trail was the only saving grace 

• None 

• To help them pricing the existing home loan and acquire a lower rate; 

• The day after the PM announced the National Lockdown, I wrote to every single customer of 
mine and told them to hold tight, wait for more information and then contact me to help 
with applications for COVID19 Assistance. On average, I worked 12 hours a day every day to 
keep customers informed of the various packages on offer from the bank and government. 
This meant an enormous amount of reading, emails, phone calls and applications. I estimate 
that this went on for over 3 weeks. I was not paid for any of this work and the only way I 
could rationalise it to my wife and my family (who had to put up with my absence and 
moods) was that it is part of my job. Financially, the fact that I was paid trail for the loans I 
had originated for these customers, did at least enable me to justify the effort. 

• Provided client with assistance with their applications to their bank to defer their loan 
repayment arrangements 

• Listened to their calls about how to approach their current lender 

• FREE Advising how to restructure their personal finance due to job losses. 

• Always available 

• Regular contacts, provided details on government  relief proposals, assist in discussion with 
Banks regarding relief options 

• Helping customers with their enquiries on deferred repayments and switching their loan 
from variable to fixed to save interest. 

• Secured rate reductions for them, unpaid work essentially 

• Educate clients and be there fore them 

• Night time appointments, Zoom calls, called all customers to discuss their circumstances and 
how the banks could help them with their mortgage repayments/mortgage holidays 

• Hounded the lenders for a response. 
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• Not only did we go through a clients financial standing, what they could do, the implications 
(ie of defferals, etc) and what stimuls was potentially available, we checked in fortnightly 
with our small business clients from a mental health perspective. Often we couldn't do 
anything but we were someone who could listen and really understand what they were going 
through. 

• Took the time to check in with them, inquire about their financial well being, and offered my 
assistance and time if they needed to talk or make any changes to their situations. 

• I sent them all an email asking how they were going, if lost income , tenants etc and if they 
needed any assistance? Told them not to bury their heads in the sand if struggling with 
paying any debts. 

• Business isn't large enough yet. I am just starting out.. 

• Reaching out - providing updates on lenders and options for clients - reassurance and moral 
support - planning for what ifs - reviewing other products for clients improved options on 
existing loans - how to manage their credit file and protect it 

• Managed expectations with regard to bank's poor service 

• Provided advice and assistance, contacted lenders on their behalf. 

• We always go above and beyond this is how we continue to receive word of mouth referrals 

• Guideing them about government support and grants 

• Drove total of 7 hours straight to get clients signed formal loan documents into Cbd so they 
could make settlement on time (rush due to constant delays from bank SLAs holding up file) 
as being a mortgage broker I held a permit allowing me to drive outside the Melbourne 5km 
radius zone which clients did not possess 

• Correspondence with clients. 

• I was available to my clients both professionally and also if they needed to chat about the 
financial pressures during Covid.  I also assisted my workplace with their clients (who weren't 
my own clients) as needed through Covid. 

• I took 100s of call to answer their queries about freezing their loan repayments during 
COVID. & all other loan related queries even if I was not getting any financial benefit from it 

• Just maintained my usual high level of service - qld 

• I contacted all my customers when we were first hit with the virus and have maintained 
contact during the pandemic 

• Became an expert on how to adapt to the change in lender policy and how I could assist 

• Nothing special- we just did what we had to do 

• Reassured 
Restructure of loan 

• No day is different regarding this....The biggest challenge was understanding the Bank's 
lending policies regarding Income....it changed! 

• Counseled them, refinance to loewer repayments and cash back 

• Conducted F2F interviews - taking appropriate precautions 

• Helped customers reducing interest rates by negotiating with lenders. given courage to be 
stable and strong during covid19.spent more time to find money saving product for client as 
per their requirements. 

• A bank offered to match (where they had previously refused) the loan I was going to move 
my client to and wasted all the work that I had done leading to the refinance. 

• Sought out and learnt Covid Policy and Covid Support offerings for existing clients.  Assisted 
clients to understand their options.  All of it unpaid as no loans written. 

• 1) Assisted Clients making Hardship Applications (ie "Repayment Pause"); 

• Offered support to assist with negotiations with lenders if clients were affected. 
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• I am a new broker 

• Regularly calling the customer to check if all good on their side. 

• Assist them when required 

• Consulting 

• Kept on bank processors to get responses back, especially for cooling off period loans and 
66W deals. 

• Reviewed clients loans and negotiated lower rates, did a lot of projections and income 
servicing calculations to establish clients ability to borrow to help, personally delivered 
documents do ensure timely settlements 

• Called those with IO loans to talk through their options 

• I constantly keep all my clients informed of the status of loans - both the good and bad.  
Mutual respect and transparency always. 

• I direct my client to call lender and bank line support phone. 

• Just kept in touch really, nothing much 

• Made sure turnaroun time at our end was less than 1 hour for every action, there by 
contolling what was within our control when SLA's were blowing off 

• Worked for free 

• Nothing out of the ordinary. 

• Assisted certain borrowers to pause repayments 

• Advised I was here to help if any of my clients required assistance. 

• Availability around the clock to answer questions, allay fears, switches, product comparisons, 
fixing. 

• Always do regardless 

• After having to stand down my assistant I was working alone so worked extremely long hours 
to get the work done and get back to all my customers who needed help during COVID-19. I 
was working 12 hour days plus weekends. There was also a lot of extra work I did for my 
customers such as locking in fixed rates and helping them with information on home loan 
repayment pauses etc which did not generate any additional income. 

• We helped them cancel loans applications even though no payment to us.  We guided 
customers to the hardship contact points at each lender.  We disseminated government and 
lender information that impacted home loans.  All of this was funded by trail. 

• My clients are not much affected. 

• I was empathetic to all my clients 

• We rang all our client & still in contact to ensure they are ok & help others who have lost 
their jobs. 

• Advised of structures, spent time in listening to their problems and worked with them in 
finding solutions to minimise impact 

• Contacted every client, talked through government, lender, mental health contact options to 
ensure they had every chance of support 

• Whatever makes easier and suitable to their needs 

• Assisted with repayment deferrals. 

• Contacted each and every client to ensure financial stability and if required pointed them in 
the direction of their specific banks hardship line 

• Contacted all our data base and let them we were there for them no matter what . We 
showed them how much we cared  , no matter what . 

• Deferral arrangements 

• Constant follow up with banks and customer and keeping customer up to date on a weekly 
basis. 
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• Assisting in making deferral calls to lenders, being available anytime to chat 

• Gave advice about how to stop their loan repayments 

• Follow up on daily basis  
Tried to escalate but not luck 
Instead of registered post 
Dropped the docs in person to meet the deadline 

• Private funding 

• Paid one of my clients mortgage for one month 

• Worked twice as hard to get loans approved 

• Perservered with keeping the business operating 

• I contacted every one of my clients to outline their banks repayment pause process should 
they require it. I changed a few to interest only for a short period to help them with cashflow 
during that time. 

• Each of my clients were connected and directed to their options with each lender. I helped 
some complete Covid holds to mortgages and did pricing for others. I was in regular contact 
to ensure my clients were ok and offered emotional support for them as well so they didn’t 
feel alone. 

• Servicing day delay and client can not apply pre approval 

• Made extra effort to communicate and assist clients. 

• Called up clients and helped them through getting their repayment holidays from the lender 
when the rent they received stopped. Did budget planning with them so that they would be 
able to meet their obligations going forward, restructured loans. In some cases there was a 
lot of hand holding and also helping them through mental stress. The clients have already 
shared their life story and given me all the information in credit process and I feel were able 
to share their worriers and fears with me. I am glad I was in a position to help. The funds that 
I receive from trial income goes towards maintaining an office and IT systems etc... to be able 
to efficiently help my clients. 

• Did what ever was necessary to assist 

• Advised them of financial help available from the banks and govt 

• Communication, engaging with customers on new levels 

• We contacted every single client, directly, first by SMS, then by email, then by mail letter, in 
addition to social media posts. The direct contact was to offer immediate support to 
borrowers with questions and concerns. 

• Call them and checked their financial situation and help and guide them with loan deferrals 

• Called all my clients and emailed them to support them 

• Listen more 

• Sent support emails to clients  with their bank's financial difficulties contact details, then 
followed up with calls to ask RUOK.  Assisted many investor clients by running different 
scenarios to work our best strategy for them moving forward (no payment - just lots of time 
spent - but kept them all moving in a positive direction) 

• Always 

• Encouraged them to use electronic communication like Zoom, Facetime etc. even outside 
business hours and weekends. 

• I am semi-retired- this being so, I can spend more time dealing with Folk with 'hard-to-place' 
Applications. Notwithstanding the various Lenders advertising their willingness to 
accommodate: in short- they do not. So, being a personal advocate does help. I have 2 on my 
desk now. One recently was an established business employing 5 staff; they had been 
declined twice by marketplace Lenders; Referred to me by their Accountant; step by step - 
resolving the Lenders issues- after 8/9 weeks= success = $1.2 m purchase of their home. My 
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'on-desk' apps will succeed - having time to work with accountants / clients will = success. ** 
There is a definite 'market niche' here- not that lucrative but much needed. ......( sorry for 
going on a bit - age does have its privileges- I hope) -:} 

• Non English speaking clients, kept informed through out social media updates in Thai 
language 

• Helped clients to manage cashflow during difficult times 

• Lots of social media posts, lots of hardship chats, lots of discussions with clients and non 
clients. 

• Kept in touch with data base 

• Contacted the customers if they need any support 

• Personal time used, daily checkups with banks (talking to a dead wall), begging for any sort of 
progress on loan applications submitted. Highly stressful for my mental health & financial 
survival for my family. 

• Worked even harder 

• Significantly increased level of contact due to need to support clients due to far longer than 
'usual' processing periods. 

• Calling lenders and find out which have 2-3 days SLA in order for the client to settle on time 

• Help to stop interest payment 

• Assisting them with extra documents required also trying to search harder for lenders that 
may assist their lending situations also going to pick up documents more often than usual, 
trying tom satisfy all the extra demands of the lender and pacifying customers because of 
lenders delays so many other things 

• By keeping in constant contact with our clients. 

• I would not say above and beyond 

• I made contact with each of my customers to ensure they were Ok, and to see if they needed 
any assistance with their current loan whether to defer or negotiate a lower rate 

• I called each client, to offer insights on repayments holidays or general advice regards 
Jobkeeper plus reviewed clients variable rates during this period. 

• Kept in touch, kept taking calls, managed expectations 

• Constantly applying for pricing discounts on existing loans, several times a week. Also many 
top up loans for minor renovations of under $50,000 . Switches to fixed rates 

• Support them, hear them and help them with their loans repayments affordability , making 
sure that they got the best outcome possible 

• Have been overrun during COVID - seems like we have to request escalations for all 
purchases. Lenders don't seem to care of any urgency regarding cooling off etc 

• Regular contact with my clients to see if they needed anything from me 

• Assisted clients who had lost their jobs 
Reached out to all my clients to see if they needed any support or guidance 
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APPENDIX B:  BROKER SURVEY METHODOLOGY 
 

The data for this report was collected during the period 1 – 31 March 2021.  

A combined quantitative and qualitative research methodology was adopted, with 

participants asked to complete a self-administered questionnaire via an online survey 

portal.  

Surveyed respondents were sourced from FBAA’s broker database of 7,973 brokers and the 

survey responses were carefully assessed, measured, and validated through statistical data 

analysis.  

There was a total of 985 responses received from brokers around Australia as depicted in 

the following chart.  

Where are you based? 

 

 

A sample of this size provides an excellent confidence level for the study. The margin of 

error for a sample this size is 0.03844 at a 99% confidence level, indicating 99% confidence 

that the survey sample results represent true population values within a range of +/- 

3.844%. 
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About MyNextAdvice 

 

We are the leading provider of services that facilitate continuous business 
improvement by using customer-generated data targeting growth, customer 

experience and compliance. 
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INTRODUCTION 
 

Mortgage brokers play a key role in facilitating the distribution of home loan credit to 

Australian households, so it’s worthwhile examining the experience of their clients to 

determine how they are performing. 

This is particularly important in the context of the Government mandated review of the 

current remuneration structure (including trail commission) by the ACCC and the Council of 

the Australian Financial Regulators which is due in 2022.  

Our report summarises research findings that illuminate the experiences of brokers’ clients, 

including the support they received from their brokers throughout the COVID-19 period 

from March 2020 to March 2021. 

Specifically, the research covers the following areas: 

1. Best Interests 

2. Client Satisfaction 

3. Current Remuneration Structure 

4. Change to Remuneration Structure (Fee for Service) 

5. Industry Supporting Clients 

6. Client Experience 

Key findings are summarised below and this is followed by detailed analysis of the 

underlying collected data. 

KEY FINDINGS 
 

About Respondents 

This report draws on data collected from the clients of FBAA mortgage brokers using an 

online survey during the period 4 March 2021 to 16 April 2021.  

629 responses were received from clients around Australia.  

A sample of this size provides an excellent confidence level for the study. The margin of 

error for a sample this size is 0.05136 at a 99% confidence level, indicating 99% confidence 

that the survey sample results represent true population values within a range of +/- 

5.136%. 

Details of the respondents’ profile and survey methodology are available from Appendix C 

and Appendix D respectively. 
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Best Interests 

Clients have expressed an unambiguous view that brokers have acted in their best interests. 

This is a clear and positive differentiator for the mortgage broking channel when compared 

to lenders direct. 

98.3% of clients thought their brokers had acted in their best interests. This indicates that 

broker behaviours, reflecting best interests, existed and were being exhibited in a 

widespread manner long before the legal obligations to do so commenced 1 January 2021. 

Additionally, 97.3% of clients cited best interests as the primary driver of broker behaviour 

when compared to commission. The main reason cited by clients for choosing a mortgage 

broker for their next home loan was ‘I believe a mortgage broker will have my best interests 

at heart’ (33.2%), followed by ‘I have an existing relationship with a mortgage broker’ 

(20.7%).  

 

Client Satisfaction 

It’s very clear that clients value their broker relationships and the benefits they deliver. 

 

91.4% of clients indicated they were very satisfied with their broker - the average of all 

responses was 4.9 out of a maximum score of 5.  

Furthermore, 98.3% of clients indicated they would use a mortgage broker for a future 

home loan, and of these 98.7% said they would use the same broker again. This reflects the 

level of satisfaction reported above and augers well for the overall broker channel. 

On the other hand, only a small number of respondents (11) indicated they would use a 

lender for their next home loan, representing 1.1% of all responses. The top two reasons for 

doing so were: 

• I believe that I will get a better rate/price (28.6%) 

• The application process will be easier (28.6%) 

By comparison, these same reasons were rated at 4th and 5th respectively by clients who 

said they would use a broker for their next home loan. 

 

Current Remuneration Structure 

It is evident that there is not much appetite from clients for change to the current 

remuneration structure. 

93.8% of clients indicated they had no concern about commission as broker remuneration, 

whereas only 1.9% stated they were definitely concerned. 

Overall results were further dissected by respondents’ gender, age and location. Of those 

who have no concerns about commission, they are more likely to be male, aged 35-44 and 

residents of NSW and QLD. 
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Change to Remuneration Structure (Fee for Service) 

The extent of uncertainty about whether clients would be prepared to pay a fee for service 

suggests more work is required to educate the market about fee for service in conjunction 

with highlighting the very strong results brokers are achieving with their clients under the 

current remuneration structure and how well they support clients in times of need e.g. 

COVID-19 response. 

Only 4.1% of all clients had directly paid their brokers a fee for their services. 

Less than 30% of clients would use the services of a broker if they had to pay a fee for 

service. This compares to 98.3% who said they would use the services of a broker when 

arranging a future home loan and 93.8% who said they had no concerns about commissions.  

There is a significant level of uncertainty about the payment of a fee for service as 42% of 

clients said they were unsure. This is unsurprising given that respondents were not provided 

with any additional information about the nature of fee for service, how it might operate 

and the possible quantum involved. 

The overall results were further dissected by respondents’ location, gender, and age. 

Resistance to fee for service appears to strongest in ACT and SA amongst males in the age 

range of 35-44. Uncertainty is strongest in TAS, WA, QLD and NSW amongst females across 

most age ranges. 

 

Industry Supporting Clients 

It is clear that brokers provide valued support to their clients more generally and particularly 

during times of need such as COVID-19. 

Clients were asked to rank (from highest to lowest) the most important areas of support 

from a broker from amongst five (5) possibilities. The top 3 most important areas of support 

identified by them were: 

1. Personalised Service (2.19) 

2. Consistent Communication (2.60) 

3. Single Point of Contact (2.96) 

Furthermore, 90.6% of clients indicated their broker had provided ongoing service following 

loan settlement. This has undoubtedly underpinned the high satisfaction level reported 

earlier and the intent of almost all clients to use the same broker in future. 

The majority of clients (53.9%) indicated their broker had been in touch throughout COVID-

19 - only 6.2% indicated their broker hadn’t been in touch. 

The clients who responded that their broker had been in touch throughout COVID-19 were 

also asked what sort of support their broker offered. Their verbatim responses were 

captured and are provided in Appendix A. 
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Client Experience 

The survey sought to capture information to understand each client’s overall experience of 

working with their mortgage broker. 

The many responses indicate that brokers have consistently delivered a positive experience 

to their clients which reinforces the many positive data points reported earlier. 

Appendix B contains many examples of clients reflecting positively on their experience of 

working with their broker. 
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ABOUT RESPONDENTS 
 

Clients of brokers were asked a small set of questions to assist understand the context of 

their relationship with their broker and their responses follow. 

How long ago was your last home loan settled? 

 

The majority of clients (54.1%) indicated their last home loan was settled more than 6 

months before responding to the survey. It’s important to note that this could mean that 

many were settled prior to the onset of COVID-19 in March 2020, therefore reducing the 

number of responses associated with COVID-19 support (see later). 

Therefore, almost 46% of clients indicated their home loan was settled within 6 months of 

the survey period. 

What was your loan for? 

 

28.6

17.3

54.1

0

10

20

30

40

50

60

Within last 3 months 4 - 6 months ago More than 6 months ago

%

Timing

Last Home Loan Settled

19.9

5.7

25.8

20.8

4.8

6.2

6.8

7.2

2.9

0 5 10 15 20 25 30

Purchase first primary residence (first home…

Build your first primary residence (first…

Refinance a primary residence

Purchase a subsequent primary residence

Build a subsequent primary residence

Purchase your first investment property

Refinance an investment property

Purchase a subsequent investment property

Other

%

P
u

rp
o

se

Purpose of Loan



 

Powered by MyNextAdvice  8 
 

77% of respondents indicated the purpose of their last home loan related to a primary 

residence, with refinance taking out top spot with 25.8%. This is unsurprising given the 

record low interest rate environment, coupled with the strong underlying demand for 

property. First home buyers represented almost 26% of all respondent loans. 

Why did you use a mortgage broker for your loan? 

Respondents were asked to rank (from highest to lowest) the reasons for using a mortgage 

broker from amongst six (6) reasons. An average score was then calculated for each of the 

reasons. Those with the lowest average scores represent the highest rankings amongst all 

respondents. 

 

The top 3 reasons why respondents chose to use a broker were: 

1. Best loan for my needs (2.66) 

2. Best chance of getting the loan approved (2.83) 

3. Widest choice of products available (3.00) 

This suggests borrowers were focused on achieving the best outcomes which aligns with the 

primary thrust of the new Best Interests Duty (BID). 
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BEST INTERESTS 
 

A series of questions were posed to clients to assess/evaluate their beliefs and experience 

associated with best interests.  

Do you believe your mortgage broker acted in your best interests? 

 

Clients overwhelmingly (98.3%) responded they believed their brokers had acted in their 

best interests. This result indicates that broker behaviours, reflective of best interests, 

existed and were being exhibited in a widespread manner long before their legal obligations 

to do so commenced 1 January 2021. 

Which of the following do you think was the primary driver of your mortgage broker's behaviour? 
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Once again, client best interests were almost universally cited by respondents, indicating 

that broker behaviours were aligned with those of their clients. 

What is your main reason for choosing a mortgage broker for your next home loan? 

 

The main reason cited by clients for choosing a mortgage broker for their next home loan 

was ‘I believe a mortgage broker will have my best interests at heart’ (33.2%), followed by ‘I 

have an existing relationship with a mortgage broker’ (20.7%). By extension, this appears to 

indicate that clients trust mortgage brokers more than lenders (see later). 

Best interests is a clear and positive differentiator for the mortgage broking channel when 

compared to lenders direct. 
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CLIENT SATISFACTION 
 

It’s important to understand the level of satisfaction experienced by clients, the strength of 

existing relationships, and how that is likely to play out regarding the future use of the 

broker channel versus lender direct channel.   

How satisfied were you with your mortgage broker? 

 

Clients indicated they were overwhelmingly very satisfied with their broker (91.4%). The 

average of all responses was 4.9 out of a maximum score of 5. This, the previously reported 

best interests outcomes, and very strong preference for using a mortgage broker for a 

future home loan (see below) are undoubtedly driving increased overall broker channel 

market share. 

If you were to take out another home loan in the future, who would you choose? 
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Almost universally, clients indicated they would use a mortgage broker for a future home 

loan (98.3%). 

Would you use the same mortgage broker again to obtain a home loan? 

 

Of the respondents who indicated they would use the mortgage broker channel for their 

next home loan, 98.7% said they would use the same broker again. This reflects the level of 

satisfaction reported above and augers well for the overall broker channel. 

What is your main reason for choosing a lender for your next home loan? 

 

Only a small number of respondents (11) indicated they would use a lender for their next 

home loan, representing 1.1% of all responses. The top reasons for doing so were: 

• I believe that I will get a better rate/price (28.6%) 

• The application process will be easier (28.6%) 
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These same reasons were rated at 4th and 5th respectively by respondents who said they 

would use a broker for their next home loan. 
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CURRENT REMUNERATION STRUCTURE 
 

There is uncertainty about the future of how remuneration is to be structured for mortgage 

brokers. A major review is to be completed by the ACCC and CAFR (Council of Australian 

Financial Regulators) in 2022 as a consequence of the Financial Services Royal Commission. 

Therefore, it is appropriate to understand what clients’ perspectives are for the current 

remuneration structure and the possibility of a future fee for service. 

In return for arranging a home loan, most brokers are paid a commission by the lender. Which of 

the following statements best describes your feelings about that? 

 

The overwhelming majority of clients (93.8%) indicated they had no concern about 

commission as broker remuneration. Only 1.9% stated they are concerned. 
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Overall results were further dissected by respondents’ gender, age and location. Of those 

who have no concerns about commission, they are more likely to be male, aged 35-44 and 

residents of NSW and QLD. 

There does not appear to be much appetite from clients for change to the current 

remuneration structure. 
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CHANGE TO REMUNERATION STRUCTURE (FEE FOR SERVICE) 
 

Did you directly pay your mortgage broker a fee for their services? 

 

Only a small fraction (4.1%) of all clients directly paid their brokers a fee for their services. 

Would you use the services of a mortgage broker if you had to pay a fee for those services? 

 

Less than 30% would use the services of a broker if they had to pay a fee for service. This 

compares to 98.3% who said they would use the services of a broker when arranging a 

future home loan and 93.8% who said they had no concerns about commissions. There is a 

significant level of uncertainty about the payment of fee for service as 42% of clients said 

they were unsure. This is unsurprising given that respondents were not provided with any 
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additional information about the nature of fee for service, how it might operate and the 

possible quantum involved. 
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Once again, overall results were further dissected by respondents’ location, gender, and 

age. Resistance to fee for service appears to strongest in ACT and SA amongst males in the 

age range of 35-44. Uncertainty is strongest in TAS, WA, QLD and NSW amongst females 

across most age ranges. 

The extent of uncertainty (accounting for 42% of all clients) suggests more work is required 

to educate the market about fee for service in conjunction with highlighting the very strong 

results brokers are achieving with their clients under the current remuneration structure 

and how well they support clients in times of need e.g. COVID-19 response (see below). 
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INDUSTRY SUPPORTING CLIENTS 
 

No examination of remuneration structures can do justice to the performance of brokers 

without consideration of their ongoing support to clients, not only in ‘business as usual’ 

circumstances but also during times of heightened need as exemplified throughout the 

COVID-1P period. 

Which of the following are the most important areas of support from a mortgage broker? 

Respondents were asked to rank (from highest to lowest) the most important areas of 

support from a broker from amongst five (5) possibilities. An average score was then 

calculated for each of the reasons. Those with the lowest average scores represent the 

highest rankings amongst all respondents. 

 

The top 3 most important areas of support identified by clients were: 

4. Personalised Service (2.19) 

5. Consistent Communication (2.60) 

6. Single Point of Contact (2.96) 
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Has your mortgage broker provided ongoing service to you following loan settlement? 

 

90.6% of clients indicated their broker had provided ongoing service following loan 

settlement. This undoubtedly underpinned the high satisfaction level reported earlier and 

the intent of almost all clients to use the same broker in future. 

The real test for assessing broker performance during periods of economic disruption is the 

extent to which they are prepared to go ‘above and beyond’ for their clients. Therefore, 

clients were asked: 

Thinking about the time when COVID-19 first started, did your broker get in touch to offer you 

support in the weeks & months that followed? 
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A significant proportion of respondents (36.4%) indicated the question wasn’t applicable to 

them and this reflects the fact that a majority of respondents had taken out their loans 

more than 6 months prior to the survey. This would include a cohort of clients whose loans 

pre-dated COVID-19. 

That said, the majority of clients (53.9%) indicated their broker had been in touch 

throughout COVID-19. Only 6.2% indicated their broker hadn’t been in touch. 

The respondents who answered ‘Yes’ to this question, were then asked: 

What sort of support did your broker offer you? 

All responses were captured and the following word cloud created based on a sample of the 

top thirty (30) words/phrases used by frequency.  

 

The verbatim responses to this question have been reproduced in Appendix A. 

It’s very clear that mortgage brokers consistently went ‘above and beyond’ to assist and 

support their clients during a very traumatic and unprecedented period, despite the 

economic impact on their businesses and the additional personal effort required in doing so. 

Note: A word cloud is a visual representation of words to highlight popular words and phrases, based on 

frequency, for quick and simple visual insights that can lead to more in-depth analyses. 
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CLIENT EXPERIENCE 
 

Lastly, the survey sought to capture information to understand each client’s overall 

experience of working with their mortgage broker. 

Please share your thoughts below about your experience of working with your mortgage broker 

Once again, all responses were captured and the following word cloud created based on a 

sample of the top thirty (30) words/phrases by frequency.  

 

Sentiment analysis applied across the responses revealed that they were heavily skewed 

towards being positive (98.9% confidence level). 

The verbatim responses to this question have been reproduced in Appendix B. 

Mortgage brokers have consistently delivered a positive experience to their clients which 

reinforces the many data points reported earlier. 

The quotes provided by clients to both qualitative questions make for excellent sources of 

social proof to clearly demonstrate the value proposition of using a mortgage broker. 
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APPENDIX A:  SUPPORT OFFERED BY BROKERS TO CLIENTS DURING 

       COVID-19 - RESPONSES 
 

Clients were asked whether their broker got in touch with them during the weeks and 

months following the outbreak of COVID-19 and they responded as follows: 

 % # Responses 

Yes 53.9 339 

Not applicable to me 36.4 229 

No 6.2 39 

Unsure 3.5 22 

Total: 100.0 629 

 

The following verbatim comments were provided (by the clients who responded ‘Yes’) to 

the follow up question “What sort of support did your broker offer you?” 

 

• Offer to assist with loan pauses if necessary 

• education and support 

• Clear clarification about the payments pause the pros and cons and explained all options to 
me 

• Checked in to see if all was ok, offered lender support information and stayed in touch 

• see if i needed any help 

• Went through all the options to stay on top of things 

• Advised me of all government and bank support options 

• discussions, check in, offer to reduce rate 

• check i was ok 

• Call to see if affected and how they could help 

• Touch base with my financial well-being and obtain support from lender where required 

• reduction of interest rates & guidence in an uncertain time. 

• called to check how i was going and to see if he could assist in any way 

• Email, point of contact to discuss things, newsletter 

• Constant feedback and update on application and what was assistance was available 

• Emails and videos about what it really meant to have a repayment holiday. The banks made 
it sound fabulous and as if there would be no interest payable at all. My broker explained 
exactly how these offers worked. She also phoned us and asked if we were ok and needed 
any advice or help and offer the same to our friends and family as we had some family 
members in distressed situations. 

• Phone call to make sure all was ok 

• Payment pause and other options to help reduce rate 

• Review lending 

• Called me and asked if my work or personal life has been effected by COVID19 he was in 
constant touch with me 

• Email 
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• Keep on top of my finances and review when needed 

• Open support, options to me, what the options mean 

• a shoulder to lean on and a great sounding board 

• phone calls 

• Emails with options and facebook video 

• Just checked we were ok - she keeps in touch regularly 

• Broker advised about the options available for payment pause in details. 

• Invitation to call and discuss and support. Numerous notices of contact details to contact 
lender 

• Guidance and support to review and adjust my home loan when required 

• Check existing loan and other opportunities 

• Offered assistance in obtaining repayment deferral if needed and refinancing to a better rate 
if that suited 

• Check in to see if I was affected and how i was going. 

• More than 5 lender options , educated about the product,  personalised service and clear 
communication 

• Repayments holiday 

• checked if any personal issues 

• Broker kindly told me the option for no repayment period 

• educational and emotional 

• looked at best chance of approved on lender scenario due to my commission payments not 
being recognized by some backs that i inquired with 

• Provided me with the options available from lender 

• support and knowledge 

• A lot of communication about how he could assist and information about benefits that might 
be available to us. 

• Assistance with understanding loan docs 

• Offered assistance for repayment holidays and anything else that may be needed 

• If my job was secure and I was comfortable with my repayments 

• Any assistance I really needed and I believe they did have and do have my best interests at 
hand 

• Call and check if all OK and offered to review e my loan 

• concern for me, availability of payment relief at my lender 

• He was always there when needed 

• Options available to me if needed. 

• Loan repayments support 

• Email advising what I can do if I struggled 

• explained what pausing my home loan would actually mean. IT was amazing to see that in 
such a time of need the banks would advertise pausing of loans as a benefit. No advert noted 
that the interest would actually pile up on top. My broker explains this to me. I trust my 
broker more than I will ever trust a bank in australia. The human element of relationship is 
great to 

• Information and guidance 

• act in my best interest, ongoing loan support 

• Laon payment pause options 

• To see if i was financially impacted by COVID (i wasn't) 
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• Talked me through the options available and had a discussion with us about whether or not 
we could qualify for support and its consequences. He also looked into our finances to 
determine our cashflow and savings levels to determine the best course of action 

• Re-assessed interest rates available 

• Advice regards the climate at the time 

• He wanted to offer services and support if we were experiencing any financial hardship 
and/or if we could possibly be affected in the coming months. Explained options banks were 
offering to clients. 

• Check-in to see if we were impacted by COVID financially. If yes, what options were available 
to us from the bank re our home loan repayment 

• Budgeting, refinancing with bank if income is affected 

• Advice 

• General advice and support 

• Talked about employment and ability to maintain quality of life during any downtime. How 
to make ends meet and if we needed to restructure any loans or contact the lender on our 
behalf. 

• Being patient about the process 

• Financial education, home loan comparison in the market and advise of any new promotion, 
free property market report. Simply I can access anytime and any place to my broker for any 
further advice because he can reply to me via text message. He can provide me very easy 
access and customised service. 

• They checked in to make sure I was doing ok 

• Just a call to touch base to see if there was any concerns we had with our mortgage or 
finances, and how he might be able to assist. 

• See if i could get a better rate and save money 

• Information about finding the available legal support in case of financial hardship 

• Great customer service wanted to know if we were okay during the Covid 19 lockdown if 
there were any concerns to let her know, very caring. 

• A point to answer my concerns 

• Email explaining possible options and being open to provide additional assistance if required. 

• constant and timely communication 

• Suspension of repayments if I wanted 

• finance assistance 

• Guidance 

• Checking my home loan status and ensuring repayments are not disrupted. 

• email contact 

• courtesy call to see if impacted 

• Explanation about payment pause and refinancing options 

• Checking in and consistent communication about what was going on 

• Defer payments 

• Phoned 

• Advise on loan repayment 

• Offer of assistance if required 

• Queried on our financial situation to ensure we were ok, or if we needed help with any loan 
issues 

• make sure for customers' financial situation and review existing mortgage loan and interest 
rate. 
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• Check in to make sure I was ok both financially/emotionally 

• Health check on loan 
Better rate 

• Very happy with all her support 

• Email to check in 

• Called to discuss our position and options available from the market. 

• Review of facilities 

• on-line seminars, newsletter, emails 

• Discussed negotiating lower interest rates on my existing home loan 

• Personalised, great response times and good knowledge 

• Answered questions regarding what would happen if my income was affected by COVID-19 
or I struggled to meet my commitments. 

• Checking in to see how I was and if there were any issues which there were not.  I was 
grateful for the concern. 

• Emailed with options if we've been affected 

• Called and emailed to ask if I needed any support during these times 

• Stayed in touch, we were fine though. 

• Email info 

• Checked in and was able to explain the options available and implications. Reviewed rate so I 
was in best possible position. 

• Calling and asked if we need help in anyway and indeed help in every way  that we needed 
her help with. 

• There was emails offering advise and assistance if needed in dealing with banks. Also just 
knowing that she was available to discuss anything if needed. 

• Consolation on property I was looking to purchase  
Loan structures etc 

• Followed to see how I was going 

• He contacted us to let us know he was available to us 24/7 if we needed advice at any time. 

• financial knowledge 

• Contact and check in. 

• Offer of support and assistant should it be required 

• An amazing amount of support from helping us with our complicated application to providing 
us with ongoing advice 

• fixed rate 

• My mortgage broker always keep in contact with us if he could help us in any way at our 
financial situation and always see how we were doing which we really appreciate banks don’t 
do that we believe they have the best interest for us I always will used mortgage broker no 
question at all. 

• Helped us get a better rate on our existing loan. 

• Guidance and advice 

• We receive emails from our broker often with updates and useful information to keep is in 
touch. My husband also chats to him regularly on the phone and can ask questions as we 
need 

• Guidance, advice, time and patience 

• Email offering support if required. Covid did not impact my income therefore the service 
wasn’t required but appreciated the email 

• Every thing 



 

Powered by MyNextAdvice  27 
 

• Every support I required 

• He discussed various options available depending on my work situation, as well as an 
overview on my wife’s work situation. 

• My broker phone me to advise me that I could get a better rate from a different lender. 

• Didn’t need support but the call was made 

• If everything was going ok, if not to contact her as she is happy to help through anything 

• Better rate with existing lender 

• She wanted to know if I needed any sort of assistance 

• check to see if everything was ok with loan etc 

• contacted me advising how to go about requesting hardship relief if it was required 

• Communicated options available due to changing financial conditions in the financial 
environment. 

• Repayment support and guidance 

• Check in/ financial health check 

• Just staying in touch letting me know she was there 

• Interest rate decrease offer 

• Just checking in and keeping us informed with industry changes and providing support along 
the whole time during and continuous to the epidemic. 

• Checked in on work and if Covid affected either of us. Explained our options if work became 
affected. 

• check if everything was okay with my current situation and asked if I required any help 

• Information on how to proceed 

• Access to him at any time if required 

• Very regular contact and answered all questions 

• He rang and advise if we like to review rate- fix rate at cheaper rate 

• Ascertained if I was to be impacted and provided advice on what to do. 

• He sent me a budget form to assist me when I lost my job. 

• Follow up calls and emails to ensure everything went smoothly 

• Anything we needed 

• Contacted to make sure we were able to make loan repayments. If not, offered help if we 
needed it. 

• Option to freeze loan and review rates 

• Zoom meeting, phone calls, text messages 

• Great service and communication 

• education about changing market/lender conditions 

• refinancing info 

• Support and offering to assist further due to any hardship. 

• Ongoing updates 

• My broker always communicates and offers his support on a regular basis.  He is professional 
and courteous and I would use no other 

• Always gave support and information when needed 

• follow up calls and check if loan facility set up correct 

• wrote to me 

• Offered information of options spoke to our lender 

• Negotiate corvid assistance with repayments if required 



 

Powered by MyNextAdvice  28 
 

• He was there to help if I needed it 

• Texted to ask if all okay during COVID. Regularly kept in touch throughout 2020. Helped 
refinance my loan also 

• My broker gave me time to answer my questions and provided sound advice throughout 
2020. 

• Checked in to make sure everything was ok moving forward. 

• emailed to check if we were ok and offered assistance if we needed it 

• Good communication 

• Offered to help in defferal as needed 

• Advice and guidance 

• Enquired as to how I was going and if I needed assistance 

• Purchased during covid and he was great at answering questions regarding the uncertainty of 
the time and checking in before and after we purchased 

• Consultation 

• kept me updated at all times during process 

• Assistance to temporarily restructure if needed 

• Ask how I was going and if I needed any assistance and how he could help. 

• Regular contact by phone, email and SMS 

• Email encouraging us to contact our Mortgage Broker if we had any concerns or questions. 
 
General email to clients with video offering support and encouragement especially during 
the Covid-19 climate. 
 
This service is very appreciated and knowing that we can contact our Broker without a fee is 
very supportive. 

• A quick phone call 

• refinance options after fixed period finished, COVID info etc. 

• Checked in to see our circumstances 

• He checked in to see our circumstances had changed to help if needed. 

• Constant communication during the start of covid 

• Review of current position 

• Offered to help me talk to the bank if I couldn't pay my loan or restructure finances if needed 

• Email on information 

• email 

• To make sure I was aware of the lenders benifits if I needed and explained better to not 
defer if I was able to 

• My options available 

• Reviewed and checked on my needs. 

• Contact details for COVID-19 support packages for different lenders 

• Talk through any questions I had 

• Assistance with options to reduce pressure. 

• Left a message and said to flick a text or email if I needed help and then came around and we 
lowered my repayments to the minimum and that allowed me to maintain my home loan 

• Very specific and valuable service 

• Gave me information regarding options 

• call to check up on my employment impact 
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• Checking in that i was ok, making sure i knew about repayment holidays and how they would 
be treated on my credit history 

• Constant contact 

• Offered competitive Interest rates and cashback offers 

• Repayment pause process 

• Advice re pausing home loan repayments. 

• Communication 

• email contact details for lender covid teams 

• Discussed the issues around repayment holidays and how the lender may look at 
withdrawing money from my Super 

• loan repayment pause options from my lender 

• Loan repayment suspension 

• Informed about COVID package available from lender 

• Refinance 

• provided information about my options and the impact choices might have on me 

• lower rates and information around repayment pause 

• Gave me info that I didn’t know. 

• Option to freeze the repayments. 

• updates on the market, offered advise on how best to proceed with the current loan we 
have, in particular banks as the rules of each bank were changing daily, she even said an 
existing loan we had (not with her) should just stay as is - she could re-finance but there is no 
benefit to us! she is gold - she looked after us first and not her pocket. 

• Call to ask how we are going financially and if we needed to pause loan repayments 

• Phone call, asked if I needed any help 

• She reassured me we could still proceed with refinancing and went out her way to address 
complicated securities on my properties  
Excellent service 

• Advice on rates 

• Offered to help with any aspect of my home loan 

• Communication and guidance 

• Assistance with Repayment Pause if required 

• Helped me understand what was available to help during this tough time 

• Email contact with market details and offers for help with anything if required 

• To review my loan in case the situation got tough for us 

• setting an online meeting, proceeding application promptly, updating with any news 
immediately, working on weekend when needed 

• Regular email newsletter 

• Met with us, gave clear explanations and expectations and followed up with us every step of 
the way 

• fully available for any queries i had 

• A number of emails offering support if in financial troubles. 

• Updates, emotional well being checks 

• Any support I required 

• I started the process just before the COVID shutdowns and restrictions.  In subsequent 
meetings, Broker was very clear with me about what he and wasn't allowed to do under the 
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new rules, what processes had changed, and made sure that I was comfortable with him 
visiting. Was incredibly grateful to be using a broker during that period. 

• made sure we were able to keep up to date 

• We were able to obtain a hold on mortgage payments 

• Arranged a Covid-19 business loan to keep cash flow going 

• review of circumstances to see if any support was available. 

• Check-in to see if I needed anything .. support. 

• ok 

• Offered to information about repayment relief. 

• advice re potential options available to loan repayments 

• Constant calling and making sure I was ok if needed help 

• ran through all our options 

• My mortgage broker had my best interests and my families at heart 

• Communication 

• Risk mitigations, personalised customer service and market information 

• Rung to see if I needed assistance during covid 

• Gave updates on what lenders were offering to those effected by loss of income and their 
ability to make repayments 

• advice on how to apply for the various relief the banks were offering 

• emails to check we were happy or had any further queries 

• Excellent service 

• Emails about options available & encouragement to get in touch if we had any questions or 
issues 

• Guidance counseling 

• He simply touched based to let us k know if we encountered hardship there may be avenues 
to help us through any tough periods. Fortunately we didn’t need this 

• Discuss best options re my home load and the pros and cons of deferral. 

• Explained Covid relief package and reductions in interest rates 

• Personal and came to discuss the proposal with me 

• loan product switch 

• whether we are going to have any issue of servicing the loan. 

• interest rates, and what's out there. 

• to see if I was aware of my options during covid 

• Education and reassurance that the loan process would still go ahead (we were at the 
application stage) 

• Called to offer assistance as I needed and knowledge as he knew all the regulations. 

• Rate review & education around repayment holiday 

• check in phone call 

• Offered support however we did not require anything 

• Reduction 

• help and guidance with my home loan 

• Support was great on all fronts 

• review existing loan, offered alternatives 

• Checked to enquire whether all was fine with my finances 

• Great personalised service 
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• Information 

• Provided me full advice about rates, market valuation and anything I require. 

• Covid changed a lot of Bank lending practices, our Broker navigated the continuously 
changing mortgage landscape and procured several loan options outside it the big 4 banks 

• Emails were sent out advising they can help and were there to support us if needed 

• Broker contacted me to check in that my family and I were ok and if we had any impacts 
from COVID. They then outlined what our options were and how they will impact us today 
and after implementation. 

• Always proactive and offering solutions and help. 

• about pauses etc 

• She kept in contact with me at the start of COVID and offered financial assistance if I 
required it. She also got in touch to ask about seeing if she could get the bank to offer a 
better interest rate. 

• He helped us find the best bank with the best rates, however we felt it would be safer to go 
with a big bank, but he provided us with all of the information, and he has contacted us daily 
with updates. Great service 

• Hardship support 

• To see if I required any mortgage relief on my loan. 

• good 

• Advised us of our options for extra line of credit which was very helpful 

• Our broker checked in to ensure we were ok and if we need his assistance 

• Continue follow up, updated information and some education related to loan 

• Advice and who to call if needing to defer payments 

• Checked if I needed hardship support 

• Refinance 

• Available if I had any questions or financial worries 

• Manage loan repayments 

• Good support 

• There at the other end of the phone / video call 

• Went through mortgage options 

• Made contact to see if ok and let me know he was there if needed. 

• Evaluation of updates with home prices and interest rates. Updated communication market 
values 

• Advise on freezing my mortgage 

• Asked if we required any help because of covid lockdowns 

• Nothing personalized. They made contact to make sure we were ok and told us to reach out 
if our situation changed. 

• Loan check 

• Asked if my finances were impacted adversely  
Looked for options to save me money on interest payments 

• Not applicable 

• Calling to ascertain position and if assistance was required always willing to assist 

• My broker not only found someone to approve us with such low deposit but also 
recommended a builder that included all of the extras that other builders would charge 30k+ 
for 

• Ongoing financial advice if required. Reaching out letting me know there were options 
available if I became financially vulnerable 
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• Outlining the various options lenders were making available to existing borrowers 

• Just asked if everything is okay with their loan and they said to speak to them first if anything 
became an issue so they could get on top of it prior to falling behind 

• They offered support and options for us regarding deferring our home loan . We didnt even 
need to call them first they rang straight away 

• Keep the bank honest and act in my best interest 

• Offered assistance with deffering repayments if need be along with looking at refinancing to 
achieve cheaper interest rate and repayments 

• They really went above and beyond. 

• Called regularly to make sure everything was OK. 

• Answering any questions I had about hardman ship 

• Anything I needed 

• Check-in to see if I needed any assistance with my loans 

• contact regarding ability to meet our repayments and offered support and guidance along 
the way even before purchasing 

• Answered the many questions i had in relation to job/mortgage/repayments and negotiated 
better interest rates for me 

• Asked how I was doing as a result of COVID19 

• customer services 

• Assisting with explanations 

• suggesting ad on services like suggesting to save money to buy another property,  
insurance referrals, vehicle loan guide 

• We discussed what needs, if any did i need to get through the pandemic. 

• Touched base to see how COVID was effecting our search for a home and offered contact 
numbers for people who may be able to assist with finding a home during that time 

• If we wanted to refinance at a better rate or restructure our loan to save 

• Communication 

• Communication 

• keeping me up to date, education and guidance with updates 

• Always available via email or phone 

• Checked in to see if I was OK. 

• Assisted with helping us get our loan pushed forward to make settlement 

• Constant communication 

• I have been using the same broker for over 20 years, and he is one of my most valuable 
associations. 
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APPENDIX B:  EXPERIENCE OF WORKING WITH BROKER - RESPONSES 
 

Clients were given the option to respond to the question “Please share your thoughts 
below about your experience of working with your mortgage broker”.  

 

There were 561 responses and the following verbatim comments were provided. 

 

• My Broker is amazing, always gets me the outcome i am after, would never use a direct 
lender again  

• Excellent customer service and support, will never go to bank when we can deal with a 
broker  

• found what suited me and offered more than one lenders options  

• id be lost without one  

• Really helpful and quick to respond  

• excellent  

• Very happy  

• My mortgage broker sources the most competitive rate and appropriate product for my 
needs  

• my broker always looks after me and tells me exactly what I need to do to achieve my 
goals  

• No problems and a lot easier than a bank  

• The only way to get a mortgage. Helps with education also to help create wealth.  

• Mortgage brokers provide top quality services.  

• Would not want to deal with a bank directly. My mortgage broker has always acted in 
my best interests and is always available for advice when needed.  

• Excellent  

• Great experience, friendly, organised, completed in a timely manner  

• Great experience, trustworthy, always had my best interest.  

• My broker was fabulous. A god send to us through good and bad times as we have seen 
over the last year.  

• Excellent  

• They deserve to be paid and the trail ensure they continue to have my best interest in 
mind and don't mind answer questions and working with me even after the loan has 
settled.  

• Highly recommended. Will never go direct to bank again.  

• Much easier than sorting through many banks  

• I would always work with a mortgage broker for the different type of options and 
services offered  

• Best experience and convenience  

• Brokers offer a far better outcome than a bank  

• Mortgage brokers go the extra mile to ensure we get the result required  

• Very informative  

• Far better than banks - banks have staff that told me it couldn't be done and the broker 
had no trouble - bank didn't understand my situation  

• After having used my broker I would never consider going directly to a bank ever again. 
My broker was always available to give me advice and helped me out on so many levels 
I can't begin to categorise them. He organised everything for me and I was never left in  
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the dark about anything. If I needed something I rang him and he always was available 
to help. 

• Awesome  

• I feel supported and my needs are important and my broker has access to lenders that 
will approve my lending and at the best cost for my circumstances.  

• Great help and support  

• Very good  

• It's my understanding if broker trail commission is removed, upfront commission will 
increase. Surely this will make it harder for smaller more competitive lenders to stay in 
or enter the market. It makes sense to spread the huge time consuming cost of writing 
loans across the life of the loan from ongoing profit margin, rather than hit the lender 
upfront, which would only be bad for competition.  

• It was the best experience I think I could have when purchasing a property. Before 
seeing a mortgage broker I spoke to my bank and they were so pushy and I knew there 
were better rates and products in the market but they were adamant theirs was the 
best and wanted me to sign up on the spot. When I went to my broker it was a 
completely different experience. He presented majority of the options to me and these 
were much cheaper than what the bank was trying to push on me.  

• Very easy to work with and communicate, provided support at all times when I needed 
it. Very happy with his service  

• Working with my broker made it easy and gave me peace of mind  

• Without my mortgage broker i may not have been able to purchase the property that i 
had under contract. He went above and beyond to ensure he obtained a formal 
approval at a very competitive rate  

• Working with my broker i feel supported, welcomed, educated, informed, and guided in 
the home loan process.  

• My broker has professional knowledge and always being responsive. Overall I had a 
great experience with her.  

• Very comfortable, broker is now our family and visit US once a month irrespective of 
their service  

• Excellent service  

• I used a broker 14 yrs ago, never heard from him again.  He split my loan incorrectly - 
75% variable 25% fixed. He was not happy when I told him to change it prior to 
settlement.  I am currently a mortgage broker now also and I treat clients much better 
myself  

• Exceptional Service Level and very good knowledge with the loan structure with a 
ongoing future goal  

• Great communicator, acting in my interest, found the right loan for me and has 
continued to check in.  

• really helpful  

• Fantastic  

• There is no way I could have received the same service and outcomes if I did the 
process of buying and refinancing on our own.  Our broker helped us not only now but 
has helped set up our future  

• She understood our complicated tax situation and was able to broker the loan with the 
bank so we were not disadvantaged  

• She was the best! So helpful and communicated well throughout the whole process. I 
felt comfortable and asked a tonne of questions which were all answered without any 
issues.  

• The best way to get a loan  
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• An actual real person will help you rather than some 23 y/o call centre johnny who has 
no idea  

• Have only ever used a broker for PPOR and investments. Have used this broker for 3 
properties and she has exceeded expectations in each case.  

• Ease, Convenient, flexible times, after hours service at any time  

• My Mortgage broker does a great job by presenting options, does negotiations on my 
behalf which I could do as I am time poor. Provides me service at my door step and odd 
hours. Answers my call on weekends as well.  

• experienced and knowledgeable  

• Very easy to deal with and great advice  

• SEAMLESS  

• Was a great experience and I recommend all my friends and family to see a broker  

• I would be very sad to see brokers not receive their commissions from lenders as it 
would likely result in me not being able to afford a broker. A broker has always made 
the process simple and allowed me to easily work my way through applications and 
assist in selecting the best loans and structures for my needs.  

• Fantastic and personal. Always makes time for me.  Acts in my best interests even when 
banks are difficult  

• Its a no brainer not everybody can conform to one lenders policy, there for brokers in 
my eye are the way to go.  

• Absolutely great from start to finish  

• Very helpful, worked very hard and led to a successful outcome  

• Much more professional than working with the bank  

• My bank said no but the Broker got it approved.  

• Working with a broker is important, because your personal strategy is discussed at 
length, which is not the case when mortgaging through a bank.  Also, an individual has 
to consider their tax status and other properties, which a bank lender does not 
necessarily want to involve itself.  I would like the idea of knowing the value of the 
commission involved, so that I have the choice to maybe pay upfront, if this ultimately 
brings down the start up costs of my home loan, but not concerned if it remains 
unaffected.  

• always there to take calls/emails etc whenever. looks after me and trys to get the best 
deal for me.  

• I would always use a broker to get the best result for my needs. A broker comes to us at 
a time that suits us rather going into a branch and getting what they want to sell us.  

• Excellent  

• Great experience and easy to deal with.  

• Excellent  

• Fantastic  

• I value & trust my broker much more than banks  

• the guy has been amazing. He takes time to explain things as he is a local I feel he 
understands what I am talking about  

• My broker is always friendly and bends over backwards to assist.  He is very 
knowledgable and always works in my best interest.  Would rather deal with a broker 
than a bank  

• Helped streamline our mortgage application and avoided having to deal directly with an 
extremely incompetent bunch at CBA who couldn’t pour water out of a boot if the 
instructions were written on the heel. 
 
She also provided many alternatives and potential outcomes to help with our decisions.    
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Was great to have someone hold our hand all the way along the painful route, 
especially as first home buyers. 

• I have a very good experience with my broker, she provides strong support to my 
application  

• Makes the process easier, transparent and allows me to choose facilities from various 
providers in a single meeting.  

• A pleasure to work with  

• My broker took all my load off my shoulder. He not only provided a wide range of 
options and products available for my specific needs, but also provided guidance and 
insights into the process.  

• n/a  

• Charlie at Essential Lending was amazing, not only he has access to over 1000 products i 
think, his experience having worked with westpac and nab, bring to the table a sound 
financial acumen and industry knowledge. We felt overwhelmed by the finance process 
but he made it so easy to understand and navigate for me. He disclosed that the fee for 
his services is paid by the bank and we think is just fair. He is worth much more really, 
pleasant and always diligent in his way to approach and communicate with us through 
the whole process. I dont have time to go to a bank when working so having the ability 
to have Charlie around my house after hours is key.  

• Luke Ferraloro went above and beyond to ensure our interests were looked after. We 
always felt he was seeking the best outcome for us, rather than being commission 
driven. His communication and updates meant we always knew where things were at. 
He has continued this service by reviewing our interest rate and finding a better deal 
with our current bank even after our loan was settled. So much easier than working 
directly with banks.  

• The broker provided a lot of relevant information and options and I was able to choose 
which lender I preferred from the options -much better experience then previous home 
loans when I dealt direct with the bank  

• I think working with a broker is the best way of handling mortgages. I would always go 
to a broker to get the best outcome for the long game  

• Always impressed by their willingness to consider alternative options and fully 
understand our financial position.  

• Excellent way to do business and receiving recommendations and help  

• Will tell you the truth about serviceability and capacity and not try to fit you to a 
product. Also easy access and responsiveness to calls and providing information  

• enjoyable experience  

• Very experienced in the industry. Knowledgeable and takes the time to understand our 
individual circumstances and recommends loan that best suit us  

• Maryanne was great  

• Great and always there when I have questions. I was always fully informed and 
everything was explained in a way I could understand.  

• opened our eyes to a range of lenders we hadn’t even heard of. would definitely use a 
broker again  

• Maryanne is so patient and persistent, despite our slow pace. She found the best deal, 
answered our various and repetitive questions each time. She is trustworthy and well 
connected so we trust her to get a good deal for us each time.  

• He is well informed and very update. Excellent communicator. Explains the whole 
process from application to repayments.  Good knowledge of available products to suit 
our needs and needs of our family.  

• Honestly  
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• Without my broker I would be completely lost, and would likely not have purchased 
property in the first place.  

• My broker is so knowledgeable and she helped us right through to the end....and 
beyond :)  

• Thank got for him. We always get the guidance and information to be able to make the 
right decision.  

• My broker was really helpful and Im glad i dont have to deal with the lender directly  

• Excellent  

• So easy, organise and smooth  

• Bank does not give me much option and does not care about my situation. But my 
mortgage broker really cares about me. He can provide a customised services and one-
stop service, so I don't need to waste my time to visit each branch to compare the 
product. Also he explains easily from end to end process of home loan application to 
settlement day and night even during weekend. Always contactable to one person. 
Bank cannot provide such services. More than anything else, this service is free.  

• Excellent  

• Easy, professional, prompt & went well beyond our expectations.  

• good service, very friendly, answered questions no matter what time i rang  

• Amazing experience  

• Great  

• Mrs Maryanne Elliott is professional, experienced and unbiased in offering all available 
options. She is easily approachable and I am very comfortable to introduce her to all my 
friends/colleagues.  

• Working with our Mortgage Broker made the completion a positive experience.  

• Great  

• excellent service  

• VERY SATISFYING.  

• Was helpful during the process of getting my loan and giving me advice, in the few 
years that have followed - have barely heard from her directly, did answer a question I 
had once around pricing but didnt seem too motivated to look into new pricing for me  

• It was fantastic. My broker gave me plenty of choice and made the process of dealing 
with bank so much easier than going direct. I believe I got correct, knowledgeable 
advice that was in my best interest  

• Great  

• Would never go to bank ever again as they have little experience in tailoring a loan to 
suit my requirements.  

• Very caring did the best for our needs  

• The process was easy from booking an appointment to settlement, I felt the broker 
cared about us and our outcome, I was treated like a person not a number and the 
broker was as passionate about what we wanted to achieve as we were  

• I had a complicated purchase and refinance situation and my mortgage broker was 
amazing in being able to structure the loans to be suit my situation. I don't believe a 
traditional lender would be able to do the same.  

• very good  

• It has been great and I will never go to the Bank directly. I dont have time to call 10 
banks to see which one is the best offer.  

• efficient one point of contact  

• Has been pleasant and reassuring  

• Good experience and learn a lot regarding home loan application, criteria, lenders 
information request.  
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• very helpful  

• wouldn't do a loan without a broker  

• Wonderful  

• I am very very thankful to have had their services available to me. They made a very 
daunting process seamless.  

• Prefer broker over bank. Makes shopping for loan easier and broker has better 
knowledge of ongoing changes and fluctuations of the loan market. ie we needed 
relatively quick settlement so we were advised which banks were likely to get 
paperwork sorted sooner (due to covid induced lending). We were also given advice on 
the best structures to take when setting up loans, yet we were given the ultimate 
decision without pressure.  

• Working with a mortgage broker provides a central point of contact and an ability to 
build a working relationship. Something you could never get with a bank.  

• Good  

• Always available to advise and look at existing loan options  

• na  

• I am extremely happy using a broker, and the current trailing commission system 
ensures an ongoing relationship and that the broker takes the consumers best interest 
to heart  

• n/a  

• Very good  

• Easy and professional  

• very simple and straight forward  

• Excellent- will never deal with bank direct, they do not look after their clients  

• I've had a much better experience using a broker as opposed to directly approaching 
lenders for home/investment loans.  

• James has helped my wife and I with a number of home loans over the last 10+ years. 
His service is excellent and communicates and provides options the whole way through. 
Couldn't be happier with his services!  

• EXCELLENT! I have recommended our broker to many people including family and 
friends. He provides regular contact and updates on the mortgage market and offers 
that might be attractive to us.  

• My mortgage broker is doing excellent job. She is competent, reliable, supportive.  

• Fantastic. James Murphy always has my best interests in mind and offers knowledge 
advice. He is also reliable, quick to respond and the easiest way to apply for a home 
loan.  

• very reliable and responsible, easy to deal with, less stress to my living style  

• A pleasure  

• My mortgage broker has always been approachable, friendly and provided great 
customer service. I feel that I am in safe hands and that she provides me with support 
and options which are helpful to reaching my goals.  

• I am very lucky to have such an excellent mortgage broker who has supported and 
assisted me for around 20 years now.  

• He had us as his priority and his service was 100% free we couldn’t believe it !  

• Highly recommended.  

• Our broker made our process so easy made sure we understood the loan we were 
applying for. Was always available to answer any concerns/questions.  

• Very Beneficial  
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• We have used James for every purchase and wouldn’t hesitate to use his services again 
and recommend him to others. His service is impeccable and his speed and knowledge 
next to none.  

• I 100% trust that my mortgage broker will help me find the best option. His knowledge 
is invaluable and he always works for what is in my best interest.  He is very thorough in 
explaining the options available and the pros and cons so I can make an informed 
decision. There have been occasions where I was going to change to a different lender 
until he explained that I would not be better off (with fees and ongoing charges) when 
he could have just done it and made more commission.  In my experience banks have 
failed to do this so I have no trust in them.  I doubt very much his commission covers 
the amount of time he has worked.  

• She did her very best to help me and my family and get what we needed and for that i 
take my hat off, for every effort she did for us.  

• He provides fantastic services and is always helpful with knowledge.  

• We have achieved our goal thank our broker’s hard work  

• aaa  

• The best mortgage broker, went out of her way to assist with all paperwork and making 
sure that we had information regarding the type of loan we were applying for. 
Maryanne Elliott is the best mortgage broker and one of the nicest people around.  

• Much easier than working with the banks as it’s their livelihood rather than just a job so 
they go the extra yard  

• Great  

• Our mortgage broker gave us the best advice. We went countless times to the banks 
and couldn’t get a proper answer until we saw our mortgage broker we are so happy 
with the outcome  

• The best possible service with the best possible outcome  

• He was great.  

• Jess was a delight to deal with.  

• Very easy and efficient.  

• Easy and convenient  

• I have been with the same guy for 20 years and have referee all family and friends  

• Reduces stress and having someone with unbiased extensive lending knowledge is 
invaluable.  

• Have recommended our broker to many people with great feedback and results  

• Phil Lorenco was helpful and wonderful to deal with. He made buying my first home 
simple and easy. I believe he worked hard to get my loan to be more suitable for me.  

• I have used the same mortgage broker for over 13 years now.  The customer service, 
knowledge and range of finance products gives me better options to move ahead in 
seeking loan products.  I'll continue to use my current broker while the service is free 
for the customer.  

• We would have been lost without the support and guidance of our broker. 
Knowledgeable, transparent and high levels of customer service.  

• Absolutely brilliant. Will never go to anyone else ever again and recommend him to 
everyone I know.  

• All in all we have a great relationship and very easy to communicate and very open and 
honest that’s what we like it’s the trust and would not hesitate to recommend our 
broker to anyone because I know he would do the right thing for each individual clients  

• My mortgage broker James Murphy has always made the process of obtaining a loan 
simple and easy.  

• Great service and would much prefer using a broker vs the bank directly.  
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• 100% positive and has helped us ongoing since we purchased our home. I have actually 
recommended to friends they use a good broker as you get a much better deal then 
going directly to the banks.  

• Our mortgage broker is amazing. He made the whole process stress free. He was 
professional and really knew what he was talking about. He considered our situation 
and worked out a loan that is right for us.  

• Due to his guidance, advise, patience and time securing a home loan that best suited 
our family was made less stressful  

• I can not rate them enough. They educate and provide a range of options and advice 
regarding the best way forward based on my needs  

• Not sure why it took me so long  

• Thanks  

• Very pleasant experience  

• Excellent  

• Overall I have has good experiences with mortgage brokers that I have used. They help 
me get the best product for my need.  

• Very easy, straight forward and hassle free experience.  

• I’ve always found that I get exceptional service unlike that on a main stream lender.  
They search for the best possible loan to suit my needs and negotiate through the 
lenders requirements.  
I gave up dealing with banks directly a long time ago, their only interested in what’s 
best for them. 
Brokers shop around to find the best loan to fit my needs.  

• Would have no hesitation to use my broker again  

• My broker helped me through the whole process and made it look like peace of cake.  

• Pleasure. Set up from the start of us saving, giving us goals and after fulfilling our goals, 
he followed up and got our home!!  

• Very pleased, professional advise, communication, successful outcome on both ends  

• Very positive and supportive. Did an excellent job  

• I feel that the service provided to me, not only during the application process, but the 
follow up service, is exceptional and has my best interest as the top priority.  

• Excellent service and helped save me money and get a loan  

• Extremely satisfied and will be using again for my next purchase  

• I have had a long and fruitful relationship with my mortgage broker who has helped me 
with various home loans and upgrades, developing an investment property portfolio 
and the loans and finance and advice on how to achieve this. Very happy overall  

• Excellent and friendly customer service.  

• I have always had a strong personal and professional relationship with my mortgage 
broker.  

• I have found my broker to be efficient professional always prompt in responding to our 
needs  

• he was up front and told us what we need to for a home loan and help in every way and 
always available if we had any questions very help full great person to deal with he has 
also helped friends of ours to get there home loans highly recommend James Murphy  

• Found them to be prompt & able to supply me with information about process and 
provide options available  

• Phillip Lourenco was incredibly knowledgeable, professional and didn't stop working for 
us to get our loan through (even with a Plan B and C in place) until it was completely 
finalised. Super appreciative. Thank you Phil.  
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• The experience has always been profitable and stress free, given the time restraints, 
and risks involved if there were any delays in settlement of the COS on time.  

• Smooth process, accessible and easy to liaise with  

• Excellent  

• Fantastic service.  Understands my needs and tailors solutions appropriately.  Makes my 
life easy  

• Very happy with her from go to whoa.  

• Great communication and up to date with all my needs  

• I love it. It gives me peace of mind.  

• James is brilliant. He is very helpful when we have any questions. He communicates 
well both verbally and written. He is very knowledgeable in this area of expertise. We 
have used James for years with our home loan, offering ideas to pay our home loan off 
quicker, save on interest and encourages us along the way. His interests are for us to 
get the very best for our financial situation and respects any decisions that we make.  

• Very confident and feel our broker understands our requirements.  

• My most recent experience with MB was great, helped me achieve my goal (reducing 
payments), explained why certain conditions were impacting my loan and gave me 
options on how to move forward.  I trust him and would use him again. There would be 
too much research and it would be too overwhelming for me to do this on my own.  

• excellent experience  

• it is great to work with a mortgage broker a bank may not decide that my application is 
right for them however a mortgage broker can determine which lender will take my 
current position and will accept a favorable application.  

• Very professional and great advice given.  

• Fantastic  

• Fantastic. After dealing with banks in the past, it’s refreshing having someone working 
in my corner. He has also found me the best rates and explained the best approach.  

• I was in an unusual income situation and the mortgage broker was able to find us a 
good loan (better than our previous) to purchase a new property after our previous 
lender and others declined to provide a loan.  

• Personal Service.  Mortgage broker is a long term relationship and involves a significant 
amount of trust.  When you first meet a mortgage broker you are assessing their ability 
to look after your interest.  You are fully aware that they get income from your 
continued relationship with the bank with your loan, however that ongoing relationship 
and trust is in each parties best interests.  

• I can reach my broker at the times that suits me.  He is always informative and available 
- its a good service to have. Banks are getting harder and harder to deal with and you 
never get the same person twice.  

• I have never felt so secure about the service he was providing and upfront with what 
we could afford and be able to service the mortgage. Also a deep explanation of how it 
works and what we can achieve is something you will never get from a lender.  

• Ver very very happy!  

• very good - why go to bank and compare one bank one product where you can choose 
100 other with broker  

• Always professional and always very knowledgeable about all products  

• Always use a broker, never go directly to the lender.  

• Positive experience.  Would use again.  Would not pay a fee for service.  Strongly 
against this model  
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• It is always a pleasure working with my broker as he is always available to help and 
answer any questions I have even on his day off. He has taught me a lot financially over 
the years. I can't thank him enough.  

• While I know some brokers are chasing that commission to the detriment of their 
clients not all are like this and I am fortunate to have found one that actually cares 
about my requirements and future.  

• It was a good experience with the whole process being quite smooth  

• Convenient  

• Easy  

• It has been a good experience  

• As a first home buyer I wanted the guidance from an expert I could trust would do the 
right thing by me to ensure I didn't over commit myself financially and to help guide me 
through this complex process the first time. The support was invaluable and made it 
enjoyable. I am confident that I can manage this and has been set up to meet my 
specific needs. Very happy with the result.  

• Can’t recommend them enough. Personal service and bend over backwards to help you.  

• I didn't know stuff 10yrs ago, I know now.  
Looking to refinance with someone else  

• Very positive  

• My mortgage broker was a very helpful and empathetic person who helped me all the 
way with my home loan.  

• Exceeded my expectations and had an answer and solutions for all of my questions and 
the processes to bring about the desired outcome  

• Na  

• our current mortgage broker is a great support  

• Very impressed by service, knowledge and personal care to our requirements. Felt 
listened to whereas complete opposite when dealing with a Bank  

• Helped with our first home loan enormously  

• I have been using my mortgage broker for many years and many transactions and found 
the personalised and prompt service invaluable.  

• Good experience  

• My broker takes the stress out of any loan transaction.  He works tirelessly and his 
communication is excellent  

• Fantastic, great advice on strategy as we own multiple properties, wouldn't be where 
we are today without her  

• Gives you confidence and realistic information  

• Definitely use him over the banks  

• Cameron was very knowledgeable and helpful. Made the process very easy for us.  

• good broker  

• My mortgage broker look after all our needs and provided information to us kept us up 
to date  

• Great wealth of knowledge and advice to get the correct product to meet my needs and 
requirements  

• I don't want to deal with lenders direct. They don't do the best for me, only for them 
and that's for sure !!!  

• Made the process easy and provided updates every few days. Helped me focus on the 
joys of purchasing my property rather than the stresses of getting a loan.  

• Really helpful  

• Couldn’t have arranged my finances without him. He was professional and took all my 
circumstances into mind before providing me with some competitive options which  
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saved me thousands of dollars. He went beyond to ensure the process ran as smoothly 
as possible and has provided ongoing assistance when I have needed it after 
settlement. 

• Absolute pleasure. Professional service, extremely helpful. Could not have done it 
without him. Highly recommended to everyone I can.  

• Our mortgage broker was friendly, helpful and went the extra mile to help us out with 
all aspects of the loan process. He made it a good and easy experience.  

• Our mortgage broker is always available for us. Frequently negotiates better rates with 
our bank without us asking and makes the process smooth and painless.  

• Great service  

• You have the comfort knowing you have choice in the total market offering rather than 
one source of options  

• I loved my experience with my broker - made my life a lot easier.  

• Made the process easy, came to my house after hours as it was more convenient for 
me, had bad experience attending a branch.  

• He made the experience very easy and we felt very confident with his advice  

• Good, especially those with investment experience.  

• Fantastic experience. We had a different situation to the usual mortgage and he went 
above and beyond to make sure our situation was sorted. Gave us advice on every 
aspect of the buying process and followed up many times after to check in.  

• Excellent  

• It is a happy experience to use my broker service.  

• It was great. He looked after us really well and got us the best deal we could have.  

• someone that I can rely of for accurate information and no hidden problems  

• Comforting to know and trust the process was being handled and attended to by good 
hands.  

• Great results  

• The broker knew the products and best options for my circumstances and made the 
process less stressful.  

• Service was 100 times better than my best experience with the banks  

• It was nice and easy to upload paperwork and any questions I asked were answered 
straight away  

• I felt our mortgage broker made a huge effort for us. He didn’t leave any stone 
unturned in the search for a perfect lender. And best of all, he got us the loan!  

• good  

• It was a great experience. Very through and received good advice and service. Very 
happy with the outcome.  

• You have choice from a whole of market not one provider - I don't know all the options 
available it is too complex  

• Fuss free process.  

• Our current mortgage broker is fantastic, transparent and helpful with any questions 
we may have. We believe they have our best interests in mind and help us reach our 
goals. They make the process easy and not stressful. We have worked with previous 
brokers who did basically nothing and made the process very difficult and stressful.  

• We struck up a good rapport from day one. My broker was recommended by family, so 
my expectations were high - and I was not disappointed with the service, all the way 
through to conclusion. And, in fact, beyond the conclusion in that I still receive a follow 
up service to ensure everything is as expected  

• Great experience, felt well looked after  
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• I'm so pleased that we were recommended to seek advice from Maryanne (our 
Mortgage Broker). 
She immediately instilled confidence in us that she had our best interests in mind.   
She simplified processes that were new to us and seemed almost overwhelming 
especially when our focus was on choosing the right house.   
She is prompt with her communication through all forms - email, phone discussion, text 
messages.  She is there for us when we need support.   
We will seek Maryanne's support for our next home loan too.  

• She is great and I’m more than comfortable having her take care of this process for me 
as she is the professional, I’m sure she can get me a better deal than I could get myself  

• It helps to know the mortgage broker personally knowing they will do the right thing by 
you giving you all the options and best service. The banks don't seem to care about the 
individual any more and make it difficult.  

• Mortgage Brokers provide a one stop shop for home lending needs, just super easy  

• Very helpful  

• Our loan hasn’t been approved yet. Our broker has always been helpful and easy to 
contact if we’ve had any questions.  

• Our mortgage broker has provided us with professional and exemplary service and we 
plan to always engage our services in the future  

• It put my mind at ease knowing I had the ongoing support and knowledge of my broker 
to guide me in the purchase of my first home. I felt confident I was getting the best deal 
to suit my needs/situation and felt very informed of the in's and outs of the entire 
process. Questions were always welcomed and support was readily available. I have 
used my broker before to purchase a car, and after purchasing our house we also just 
last month used him again to purchase a new car.  

• I have had only positive experiences with the same broker and used his service multiple 
times  

• Smooth, hassle free loan application and process for approval  

• easy process with various offers presented to find best one that suited us, all under the 
one companies service offerings  

• Simplified process, yet several different options to choose from to base decision on  

• Had a great experience and have recommended him to family and friends  

• Way easier and best solutions. It made a huge difference in our property portfolio we 
thought we could never do.  

• I've stayed with my mortgage from ANZ mainly because it's the only bank who will lend 
me money on my studio in the city (22sqm) which is less than 40sqm. Otherwise, I'd 
definitely look at a mortgage broker who isn't attached to a bank.  

• excellent A++++  

• My broker made me feel comfortable and explained the entire process.  

• Our mortgage broker was wonderful. Constantly communicated, helping us through a 
construction loan build which was complicated. Nothing was too hard and she always 
had our best interests at heart.  

• Recommend mortgage broker much better than a bank  

• So much easier then dealing with the bank directly. Home loan done in less then 4 
weeks during covid shutting down. Credit card took more then 3 months through the 
same bank  

• My experience with brokers is much better than a bank. I know that when I walk into a 
branch they won't help me unless they can sell me something. With a broker I know 
that they're trying to get me the best deal regardless of the banks interests  

• good experience  
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• I hope nothing changes  

• convenient and great service  

• I can’t believe you wouldn’t. Why would you go to a bank when they don’t explain 
other loans and you pay the same rate  

• Great expertise and easy to understand  

• Easy to deal with, kept me up to date  

• My broker made the process easier  

• The best customer service, always there to answer my calls and questions.  

• Broker did his best to get me the best results while accounting for my personal position 
and immediate and future needs  

• Why wouldn’t you!!?  

• He has helped me before and I am glad he was available to help me again.  

• brokers fit me to the bank that suits me  

• Good bloke  

• awesome service  

• all positive  

• I love my broker  

• Would not use any other option. Banks don't/ can't provide all the options for all 
borrowers  

• Very good  

• Fantastic experience  

• Ngnn  

• good  

• They handle all the difficult bits (research, knowing bank policies, streamlining what 
info i need to provide, hassling the bank and following up issues), and I just have to 
provide info and ID.  I'm too busy to have to waste time on the 'doing' part, but getting 
a good mortgage that suits me is critical!  

• Absolutely Great  

• Excellent  

• Awesome  

• Pleasure to work with and be recommended to other.  

• I went to the bank and three different brokers beforehand and the broker that got it 
sorted was the fourth and came highly recommended. He really knew what he was 
doing. These guys really don't get paid enough for the hours and effort they put in. Our 
broker fought for us the whole time and even managed to get our LMI reduced! I can't 
believe the bank has the ability to claw back, it's insane. They wouldn't get the business 
without the brokers!  

• My broker is awesome  

• Great! Made the application process easier, and was in constant communication  

• outstanding service and great time saver  

• My broker got me a great rate even though I asked for a mixed variable/fixed rate he 
came back with just a fixed one but after talking it though the fixed was the right choice 
for me  

• Worth every cent he receives!  

• ok  

• The process was very easy and I'm happy with the outcome.  

• Pleasant, happy, no surprises  

• Very good experience, reliable, trust worth competitive.  

• Highly recommend and I wouldn't hesitate to use again and refer my friends and family 
to them  
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• Have always trusted my broker to do the right thing by me - he has always reviewed my 
home loan rates and offered refinance options that are in my best interest. I have had 
one contact for many years and have had multiple lenders. The convenience is second 
to none. I always recommend my broker  

• Mortgage broker takes the headache of the process  

• mine is great have used him for 15 years  

• All good  

• It has been excellent  

• Great  

• He's always looking after our best interest and is there whenever we need his help and 
guidance at no cost to us.  

• you are not treated as a number - there is no loyalty with a BANK, gone are the days 
they knew everything about you and you had a manager that looked after you. Our 
broker is always keeping us up to date with any big changes, she is super busy but I 
know she calls back if i have a question, we are now looking at refinancing and buying 
another property - i will not deal with anyone else... period.  

• Excellent knowledge of lenders, products and lender policy and taking the time to 
understand my requirement to suggest best product for my requirements  

• exceptional service  

• Excellent knowledgeable service best experience ever  

• fantastic  

• My mortgage broker was excellent in everything she did to make our dream come true. 
Really appreciate her work and support.  

• Great service and experience in handling all my requirements  

• My broker was very helpful and went above and beyond for us to get our home  

• Professional  

• I will never trust a bank. Why go to a bank when they can only 'sell' you their products. 
Go to a broker and get access to many different lenders and different products. This will 
help find the best solution and price for me  

• Brad was excellent from start to finish, we had issues with a previous broker, we went 
to Brad and his service was second to none.  

• Brad and Micarla were wonderful from day 1. I couldn’t have gone through the process 
without their guidance and support  

• Brad’s been helpful and courteous with both of our loans.  

• She was great  

• O  

• great  

• I found it so much easier than trying to go through a bank as they stated up front all the 
paperwork they needed and explained everything to us in simple terms  

• Very helpful and knowledgeable!  

• Supportive in all aspects. Would have had no chance of bring approved without her 
help  

• Excellent Service. No problems whatsoever :)  

• good  

• Absolutely fantastic experience - made the process for busy people possible. Honestly 
we wouldn't have refinanced without them.  

• We will continue to work with Mark in the future for our personal and business needs  

• Much easier experience than I expected  
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• My mortgage broker was fantastic and I would recommend her/any mortgage broker to 
anyone as it really did make the process of getting a home loan much easier with 
constant communication and she was able to answer any questions I had  

• Excellent. It made the process easier and clearer for me. I am fully satisfied with my 
broker's work  

• Working with my mortgage broker was a great experience. They explained the process 
and best options available. Kept me up to date with how the process was going and 
have offered support and help since. All round a great experience and outcome that I’m 
not sure I could have got if dealing directly with lenders.  

• Continue to use due to simplification of the process, trusted service and good 
communication.  

• Mortgage Brokers take into account your needs, they do not sell and work for a bank 
with KPI's to meet.  

• Second time with Brad, impeccable service. Got both loans over the line exactly as I 
requested and required.  

• I have found mortgage brokers to be amazing it provides an opportunity to see other 
loan options that a bank wouldn't provide you  

• I've worked with Brad a few times now, and wouldn't go any other way.  It was hard to 
choose the Main reasons, or to put the comments in order, as every benefit of using a 
broker was very important to me. The simplicity, the personalisation of service, the 
choice of bank/features/rates, the assistance, the answering my stupid questions, the 
explaining everything to me, the patience with which he provided new worksheets 
every time I changed my mind, the handholding through the entire process, which I 
couldn't have navigated without a broker.  ALL OF IT!  

• Has latest information on most competitive rates and how to proceed with the varied 
institutions and acts as the main point of contact  

• Great lady who made it easier for me  

• She was extremely supportive, gave clear, specific information and a very caring person. 
I would use her again without question.  

• We had an overall positive experience  

• Banks only look after themselves. The Broker gave options  

• Very professional and customer service focused, I've recommended my broker to 
others based on my good experience  

• Very informative and explained the options thoroughly - I felt valued and satisfied that I 
was in good hands.  

• Really simplified the process, and was able to review and assess multiple providers that 
I would not have had the capacity to do.  

• They provide a great service. Trying to negotiate directly with the big banks would be 
intimidating and timely. I’d be less likely to get a better outcome.  

• Good  

• I wanted a quick answer about a loan in order to bid at an auction. I decided not to go 
ahead with the suggested deal as I thought the interest rate offered to me was far too 
high. I still paid the broker his commission as he had put time and effort into finding a 
suitable option for me. That was 2 years ago. I recently sold my home and bought an 
apartment for which I didn't need a loan. The broker still keeps in touch but I doubt that 
I would go down that path again. For me it was money wasted.  

• I like the fact that they fill in the forms and have a view as to what is most likely to be 
approved and cheapest rates. They don't know that much about the banking 
experience with the lender (online banking etc) and I wouldn't call them innovative. Its 
been the same since my first use of a mortgage broker 15+ years ago.  
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• I think the service a mortgage broker provides has provided me the best and easiest 
manner in managing my loans  

• My mortgage broker was incredibly helpful particularly when I first needed a loan to 
buy a property  

• Fantastic would not have got the loan without him!  

• Good knowledge, very friendly  

• I like it, they make the process easier and get a good rate  

• It was really good. Our mortgage broker broke down everything for us, really explained 
things. Made it very easy for us to understand and overall process very easy for us. 
Took a lot of stress off of us knowing we were in good hands. Our broker was always in 
contact with us and answered question. Overall experience with having a mortgage 
broker was fantastic and the overall process a lot easy to get through.  

• Fantastic  

• I'm from Victoria not Tasmania.  Our broker was great and responsive. Got us approved 
and settled even though our finances were complex  

• Great  

• Chris was outstanding.  

• Chris from Myfinanceagent has been a fantastic support from day 1. We wouldn’t be 
able to secure our loan with very favourable rate (especially since it was done during 
COVID-19 when banks were at their strictest) without his guidance and personalised 
service  

• I have been put in the too hard basket by most lenders and I was about to give up on 
getting a home loan and my broker stuck with me throughout the process and never 
gave up on me. For this I’m grateful as I now have a home of my own for my family  

• Always contactable, knowledgeable and provides sound advice over multiple options 
available to the customer  

• It was easy and broker look after all the necessary documentation. Process was very 
clear. Good feed back on the products available in the market . Listen to my 
requirements and act accordingly  

• Chris from My Finance Agent has been detrimental in our property investing journey. 
He acts with a sense of urgency to get us the best deal. I look forward to continue 
working with Chris for years to come.  

• Excellent service, highly knowledgeable and flexible, great experience.  

• We found our mortgage broker invaluable. I do not like the fact that they get 
commissions on the products they recommend to clients. It encourages them to look 
after their best interests, not the clients, however, the service was fantastic from our 
broker.  

• very easy, felt at ease and trusted what we were told. Process also really quick and 
trouble free.  

• It made the process easier  

• Responsive, friendly, considerate, personable, professional, knowledgeable. Chris & his 
team were all of these things.  

• Easy peasy  

• We couldn't have done it without them in the quick timeframe we needed. Amazing!  

• Helps to have someone walk through the loan process and manage it on your behalf - 
easier access than a lender direct, feel they have your best interests at heart and 
communicates well  

• Fantastic. Never want to deal with a lender direct  

• She was professional and looked after us from beginning to end. A very positive 
experience for a challenging process.  
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• We were originally dealing directly with the bank( HSBC then CBA), the latter was 
probably one of the worst experiences we’ve had. We were so scarred from one 
particular dealing we couldn’t comprehend doing this another 4 or 5 times just to shop 
around. Soon after we were referred to our current broker and the entire process was 
simplified, handled by one professional and we got a great outcome.  

• Love working with my mortgage broker - far better than if I was going directly to the 
bank. Have referred to many others as well.  

• My broker is the best.  
 
I will never ever deal with a direct bank. I had the worst experience of my life at direct 
bank branches. Bunch of fools they are.  

• Had good experience to date. Surprised that my new broker did not know about 
ongoing issues we have in dealing with one of their recommended banks (ie poor 
customer service etc)  

• Efficient and pleasant  

• very informal, convenient and simplified process  

• If he wasn’t there for me to help to purchase my first home then i would still renting.  

• great  

• he's fantastic. supportive throughout the whole process and explained patiently 
everything I needed to know as a first home buyer at the age of 24  

• Easy to communicate, quick answers, reassurance and personal service.  

• Great experience, easier process.  

• I only have to deal with him, he knows my business and my finances and situation. 
Available 24/7 ....  

• Great - they do all of the research for me. Plus they contact me annually to check my 
rates are still competitive and go in to bat for me.  

• convenient  

• trust and support  

• They are a crucial part of the industry...it would take too much time to try and visit find 
all banks and research the best bank for you and that will leans u the funds u need.  

• Christopher has always found the best solution to our needs and has communicated 
and provided excellent outcomes at all times.  

• Have had an excellent ongoing relationship with our Broker  

• Excellent thank you  

• Very helpful and convenient  

• Simple easy and very well handled  

• Great  

• Brad is an excellent broker, easy to contact and makes getting a loan simple and 
efficient  

• They make it much easier. But I wouldn't be afraid to do it myself.  

• Fantastic, very professional, accommodating, highly recommend.  

• My mortgage broker and team were there for me. They knew the ins and outs of the 
system, and they had my best interest at heart when helping me with the loans, which 
gave me confidence in letting them lead the way to securing the loan with the bank. 
They are experienced and know the rules and regulations better than I would know.  

• Very valuable time saving service and ongoing relationship  

• Made refinancing easier and i feel i got a better result. I wouldn't have found the leader 
without the broker  

• All good  
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• I had not previously used a mortgage broker as had secured Loans directly. It was 
difficult for me this time as the Banks were playing ‘hard ball’. My mortgage broker took 
control and secured me a refinanced loan at significant savings to me. I referred my 
daughter to this mortgage broker and she obtained similar results.  

• great help  

• Invaluable source of knowledge and support and i could not have/would not have done 
it without the mortgage broker  

• Great guy, great service  

• She’s amazing  

• Highly supportive  

• Excellent. Broker has given me a personalised service while I have access any time I 
want free of charge.  

• I believe our broker acted with honesty and integrity to ensure we were offered 
multiple competitive mortgage options.  

• Our broker was a true professional in every sense of the word, in my opinion he 
negotiated the most attractive product considering my circumstances.  He was on the 
front foot and assisted with every aspect of the borrowing process.  

• My broker and his team were incredible. As first home buyers we were incredibly 
nervous and intimidated by the process, they simplified and were with us every step of 
the way  

• Working with a Broker allows me to access information on several lenders rather than 
me having to do the research.  

• The process of applying for a home loan was made much easier and all my questions 
were answered. I was kept updated every step of the way and they even ensured my 
real estate agent & solicitor were updated. I will always use a broker for any future 
loans and would recommend them to everyone.  

• Brokers provide very valuable personal service and ability to get help around lending 
market and options.  

• I have no complaints about my mortgage broker and am happy with the service 
provided by him  

• love it  

• I have had a fantastic experience with my mortgage broker. Her communication is 
always clear and concise, she always has my best interest at heart and she is highly 
professional.  

• Fantastic seamless experience I could not get direct from a bank  

• He is excellent and well recommended  

• He communicated effectively, he made things easier for me to understand, he tried to 
get us the best deals, it was any easy process  

• Fantastic  

• They are worth every cent.  

• We found him extremely helpful especially with application questions and IT  

• ok  

• For someone who has no knowledge of how to get a home loan or how they affect me 
this was a no brainer to get a mortgage broker, the expertise and experience is priceless 
and helped me settle and obtain a mortgage.  

• Sunny has been a god sent to us and helped resolve a mess Bank Of Melbourne created 
for us! He listened and provided first class customer service with empathy throughout 
the horrible ordeal. Not only did he get us a great loan but it was done quickly to 
Meet our unrealistic time 
Frame! Thank you Sunny for all your efforts which will never be forgotten.  
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• My wife and I could not have been happier with the service from our broker. We had a 
terrible experience dealing directly with the Bank of Melbourne that almost destroyed 
us financially. Our broker was able to secure our loan in very difficult circumstances for 
us. Our family will be forever grateful for the services of our broker.  

• It is very good experience. No complain at any point  

• It was an exceptional experience and I would never choose to work directly with a bank. 
They are vital to keeping the market fair.  

• Really great!  

• I loved that they give you options so you are not stuck with the one lender. We never 
felt like a customer of old bank but with our broker we are treated ongoing like a 
human  

• Good  

• nil  

• It was easier  

• Just makes the whole process easier  

• He made the whole process stress free and gave us numerous options until a suitable 
package was obtained  

• Very good, clear and helpful.  

• First time with a mortgage broker and the experience was wonderful. Took the stress 
from the situation, gave lots of options, made clear what he was getting paid and by 
whom and he looked after me throughout the process and afterwards.  

• John was incredibly helpful, especially since we has no experience in the housing 
market at all! He was able to simplify the whole process for us so we understood what 
was going on and what we needed to do each step of the way.  

• Best available option in my interests  

• Very professional & easy to deal with  

• dfbfdhhd  

• Broker was great easy to deal with one person who knows us and about our business  

• Beat range of products put to us to choose from  

• My mortgage broker talks to you on a personal level not just a business level which 
makes you feel more at ease. Sends us birthday wishes every year. Even 5 years later 
when we have gone back to purchase another house he remembers us and we 
reconnect on a personal level.  

• They make the process easy and limit our dealings with the bank. With a full time job 
and a young family this was key time management for me.  

• Brokers help protect us from bank  

• Our broker is amazing, would never go to a bank direct as there is no service. 
Brokers all the way.  

• Very personalised service. He was looking out for ways to save me money. Willing to do 
all the leg work required for a positive loan approval  

• Easy process, was able to explain different options & loan types which worked for us  

• Pete was amazing from start to finish. He knew what he could and couldn't achieve and 
went from there..he was willing to fight for us when no one else was.  

• Bloody terrific  

• My broker worked with us over a year checking in to see when would be the best time 
to buy and I’m glad he did because we got the home builder grant of 25k which we can 
use to build our shed  

• He was recommended and I knew his wife (but not him). He was so easy to talk to and 
listened to our needs. Communication was and still is an ongoing thing (always keeps us 
up to date) will always get back to me quickly if I contact. Genuine nice guy  
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• I actually discontinued my relationship with my broker as the information I was 
receiving I did not feel had my best interests at heart, there was lack of communication 
or incorrect communication and after cancelling my services they were still noted on 
many of my policies which I thought they would have relinquished but had not.  

• Very professional but also personal. I felt heard and he got me the first loan I applied 
for with no complications. He made sure there were minimal 'back and forth' with the 
bank and kept me regularly updated along the way.  

• he is awesome  

• All good satisfied  

• Brad from tungsten home loans was amazing to deal with unable to fault in any aspect 
would happily recommend and use again.  

• In my wife and my opinion going with a mortgage broker gave us peace of mind. Purvin, 
our broker explained different mortgage lenders and also educated us about our home 
loan. If we have any queries regarding our home loan we can always ask Purvin and he 
is extremely prompt in replying to our correspondence. 
Having a broker also meant that we could rely on someone with financial knowledge to 
secure the best possible deal for our first home loan even during COVID-19 times as I 
was on a 20% pay cut from work. Times were a little uncertain especially in the 
hospitality industry as that is the industry my wife and I work in. Without Purvin we are 
unsure whether we would have not probably gone for building our first home. 
Getting the lender to pay for the home loan to the broker is ideal especially as lot of 
young Australians buying their first home will struggle otherwise to be able to pick the 
additional amount of the broker's fees as well as a home deposit.  

• Great experience all round. Win outcome for me and win for the broker.  

• I could not of been more impressed. Highly professional, provided me multiple options 
and told me what i needed to give me my best chance of getting approved.  

• Using a broker who we trust has been a godsend to us we would not have trusted a 
banker the same. they have given a clear choices and educated us along the way  

• Great. Wouldn't do it any other way  

• My experiences with using my broker are always great. I once dealt directly with a bank 
and will never do that again.  

• Its a no brainer. Why wouldn't you.  

• Was at hand to help anytime  

• Wouldn’t lend without one  

• I cannot speak high enough about my mortgage broker he has been amazing on 
multiple different occasions and answer numerous amounts of questions which I found 
really difficult to get out of the lenders.  

• We have been dealing with Banks all our lives but dealing with Peter Lamb was by far 
the best, given that he gave us chose and steered us in the right direction. Made it quite 
stress free  

• He was awesome  

• Good however to me once the deal is done there is no real tangible ongoing service.  

• My mortgage broker goes above and beyond to help me  
Peter lamb is the best in the business been using for around 4 years I think now  

• good  

• Exceeded all my expectations with impeccable level of service  

• we have worked with a bank before about a pre approval and the experience was very 
disappointing. In comparison, the experience with our broker was more like mates and 
things went very smoothly. He was available to take our calls even on sunday 
(unexpectedly) and showed so much caring. We were skeptical at 1st but our 
experience had been great. Definitely will be using same Broker all over again.  
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• Takes all the stress off me  

• I love that my mortgage broker gives me options (eg 100% offset) that my bank does 
not.  

• professional  

• Very helpful with explanations.  

• without a mortgage broker I had to go to all the banks and sometimes it is waste of 
time to deal with different people in different banks, the broker knows what do I need 
and he finds easy solutions.  

• The regulatory process that has resulted from the banking commission has complicated 
the process for seeking funds to a level that precludes me a businessman to be able to 
dedicate the necessary time and attention to be able to confidently navigate through 
the financial institution's requirements. The Banks themselves have set up the need for 
this sector of the industry to cover off what they traditionally used to provide in house. 
What I see is that beaucratic process has replaced the ability for an Bank Manager to 
personally consider an individual suitable for a loan facility based on their track record 
and history. Loyalty in sticking with any institution is not logical as you are simply 
pushed into an algorithm and either meet the requirements or not. Not all algorithm's 
are correctly weighted to every situation so the Broker assists in this language which 
you must have fully understood to be able to get this process understood and 
undertaken.  Interestingly the Banks always seem to be gaining in their share price with 
providing less service to the customer?????  

• It has been very helpful for me as a 1st home buyer to engage the services of a 
mortgage broker. He has not only helped with the mortgage but educated me on the 
process. I gained valuable information that I would not have gained if I had done this 
myself.  

• I wouldn't even consider not using my broker  

• We had an extremely positive experience with Ian. He took the time to explain concepts 
we were unfamiliar with, went above and beyond to guide us and provide us with the 
most appropriate recommendations. We recommend utilising a mortgage broker to all 
of our friends and family.  

• Our broker is very knowledgeable and always put us first. He knew products and acted 
professionally at all times. He communicated via phone and email and came to our 
house.  

• Excellent  

• It was good  

• My broker is very thorough and explains things in detail.  He is personable and has my 
best interest at heart.  He has great customer service.  

• I believe an experienced broker, working on your best interests, is virtually essential in 
the maze of loans in the market.  

• Our mortgage broker was nothing short of impeccable. Her communication was 
outstanding and personable services were amazing  

• Our broker worked with us to get us the best for us and the best for our future goals  

• Every dealing I have had with brokers has been a good experience  

• absolutely no complaints with the service I received from my broker, they were always 
available to speak with me, give me education and guidance with the application 
process. I was very unexperienced as this is my first home loan.  My broker held my 
hand with absolutely everything and kept me calm in regards to whole process  

• The government should be very careful not to take the suggestions of big banks who 
are only interested in protecting their interests.  

• Incredibly happy, they worked well to find the most competitive option for my situation 
and helped me throughout the process  
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• Our mortgage broker was absolutely amazing, went above and beyond. We still use her 
for future  

• I consider myself very fortunate to have come across my mortgage broker. She was very 
friendly, helpful, informative, consistent, available, communicative, knowledgeable and 
made my whole experience of something that I had been nervous about pleasant and 
not stressful.  

• Dealing with a broker is the only way to go  

• Excellent, I tell everyone they're crazy if they go direct to a bank  

• Was a easy process where they came to my home after hours when a bank would not  

• We could not have asked for a smoother experience with Rebecca Baker (dragon 
finance). We had a few credit issues, along with other issues, but she always very clearly 
explained each option and had back ups ready to go! She got us sooo red quickly, with 
the best rate and best deal! She replied instantly and gave us clear guild eve through 
the process. She has given us multiple sources and resources since having the loan 
approved. There is not one single part of the experience that wasn’t clear. I will forever 
use Rebecca for any loan EVER!!!  

• My mortgage broker act like a professional and was able to explain to me in the process 
and responded to my request or questions in timely manner  

• She was amazing and super helpful  

• Amazing  

• Excellent  

• So much better than the bank lenders.  

• Would never go direct to a bank. Mortgage broker made everything uncomplicated.  

• As previously stated.  

• My broker made the process stress free.  
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APPENDIX C:  RESPONDENTS’ PROFILE 
 

Respondents were asked to complete questions relating to their location, age and gender. 
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APPENDIX D:  BROKER SURVEY METHODOLOGY 
 

The data for this report was collected from the clients of mortgage brokers during the 

period 4 March 2021 to 16 April 2021.  

A combined quantitative and qualitative research methodology was adopted, with 

participants asked to complete a self-administered questionnaire via an online survey 

portal.  

Surveyed respondents were sourced from the clients of FBAA’s broker database of 7,973 

brokers and the survey responses were carefully assessed, measured, and validated through 

statistical data analysis.  

There was a total of 629 responses received from clients of brokers around Australia.  

A sample of this size provides an excellent confidence level for the study. The margin of 

error for a sample this size is 0.05136 at a 99% confidence level, indicating 99% confidence 

that the survey sample results represent true population values within a range of +/- 

5.136%. 

The FBAA estimates that each mortgage broker is responsible for settling 2.5 loans per 

month over 11 months per annum (allowing 1 month for holidays, sick leave, etc). 

Therefore, its member base of 7,973, mortgage brokers would have been responsible for 

settling 438,515 loans over the 2-year period leading up to this survey. This is the estimated 

population size used to calculate the confidence level. 
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About MyNextAdvice 

 

We are the leading provider of services that facilitate continuous business 
improvement by using customer-generated data targeting growth, customer 

experience and compliance. 
 

 

 

 

 



 

Powered by MyNextAdvice  59 
 

 

 

 

 

 

 

 

 

 



  

BROKER DENSITY – THE CONSUMER TO 

BROKER RATIO (CBR) 

PREPARED FOR FBAA – FEBRUARY 2021 

 



2 FBAA Broker Density 

 

 
 

CONTENTS 

INTRODUCING THE CONSUMER TO BROKER RATIO 3 

BROKER GROWTH 4 

LICENSEES GROWTH 6 

THE NATIONAL CBR 7 

WHAT THE FUTURE HOLDS 8 

BIBLIOGRAPHY 9 

ABOUT COREDATA 10 

  



3 FBAA Broker Density 

 

 
 

INTRODUCING THE CONSUMER TO 
BROKER RATIO 
 

The Consumer to Broker Ratio (CBR) is a measure of the penetration of finance/mortgage 
broker channels in a given market. The ratio reflects the broking industry’s value proposition 
and role in keeping markets competitive. 

In areas where the CBR is relatively low, it may reflect one or both of two things: a market that 
is driven to a greater extent by proprietary lending and/or a market where the average loan 
size is relatively low. In areas where the CBR is relatively high, markets are less dominated by 
proprietary lending and/or the average loan size is relatively higher. 

The CBR is derived by dividing population (expressed as thousands of people of adult age) by 
the number of credit representatives of licensees identified as a finance/mortgage broker. The 
ratio also accounts for additional employee loan writers. 
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BROKER GROWTH 
 

The total number of credit representatives in Australia sits at 19,683 in 2020, up from 17,881 

in 2019. The dip in 2019 interrupted a period of continuous growth since 2012, which was 

likely driven by the Royal Commission into Misconduct in the Banking, Superannuation and 

Financial Services Industry.  

While growth has recovered since, the ongoing COVID-19 pandemic has meant that the 

number of credit representatives remains below the record high seen in 2018, albeit only 

slightly. The rise of online mortgage broking platforms (such as Uno and Joust), which aim to 

connect home loan borrowers directly with mortgage providers, also continues to pose a 

threat to the growth in the number of brokers. 

The distribution of credit representatives in Australia generally correlates to population 

density, with New South Wales, Queensland and Victoria dominating the number of credit 

representatives. 

 

 

 

 
 
 
 
 
 
 
 
 

Brokers Australia-wide 
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Source: ASIC Credit Representative Register Calculation 

  

Brokers by state 
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LICENSEES GROWTH 
 

The total number of licensees identifying as finance/mortgage brokers in Australia has seen a 

steady increase since January 2019 and stood at 4,807 as of July 2020, including approximately 

3,000 licensees without any credit representatives.  

 

 

Source: ASIC Credit Representative Register Calculation 

 

 

  

Licensees identifying as finance/mortgage brokers 



7 FBAA Broker Density 

 

 
 

THE NATIONAL CBR 
 

Corresponding to the disrupted growth in the number of finance/mortgage brokers, the 

increase in the national consumer to broker ratio also stalled in 2019.  

The CBR trend is relatively consistent with the trend of brokers’ market share of new 

residential term loans to households approved. While their market share dipped in early 2019, 

it has continued to recover since late 2019 until the ongoing COVID-19 pandemic hit. Despite 

fluctuations in the national CBR, overall, the market share of brokers has been steady at 

around 50% (Source: APRA quarterly ADI property exposures).  

 

 

Source: ASIC Credit Representative Register Calculation; ABS National, state and territory population 

 

 
 
 

  

The national consumer to broker ratio 
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WHAT THE FUTURE HOLDS 
 

The consumer to broker ratio shows clear divergence by states, with Victoria, New South 

Wales and South Australia having the most broker resource per capita.  

It is noticeable that Tasmania, along with South Australia and the Australian Capital Territory 

bucked the trend of a declining national consumer to broker ratio in 2019. This is consistent 

with the property market trend in these markets in the June 2019 quarter, when the property 

price growth rate in Hobart, Adelaide and Canberra outperformed the other capital cities 

(Source: Domain House Price Report June 2019), and a warm property market meant 

increasing demand for brokers and growing attractiveness for brokers to service this demand. 

Looking ahead, the property market is expected to continue heating up in 2021, as interest 

rates are likely to remain at or near record lows given the Reserve Bank of Australia’s recent 

assessment that the cash rate is unlikely to be increased until at least 2024. The positive 

outlook is likely to impact the CBR ratio, with New South Wales, Victoria, and Queensland 

expected to see an uptick in the CBR ratio in 2021. 

With the highest CBR ratio, the Victorian market remains the most competitive market for 

brokers. The ACT market also has the potential to continue to attract brokers, as its property 

values and growth in values are higher than the national level (Domain House Price Report 

December 2020), but its consumer to broker ratio is notably lower.  

Tasmania and Northern Territory have been sitting on the lower tier in terms of the CBR ratio, 

and are projected to see stagnant growth, reflecting their relatively less heated property 

markets. 

Source: ASIC Credit Representative Register Calculation; ABS National, state and territory population; Assumptions: 

Current annual rate of population growth of 1.3% and one-year annual broker growth of 4.67%.  

The number of brokers per one thousand adult Australians - projection 
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ABOUT COREDATA 
 
CoreData Research is a global specialist financial services research and strategy consultancy, founded in 

2002 and headquartered in Australia, with operations in Sydney, Perth, London, Boston and Manila. 

CoreData understands the boundaries of research are limitless, and with a thirst for new research 

capabilities and driven by client demand, the group has expanded to deliver the capability and expertise 

to conduct syndicated and bespoke research projects on six different continents, while maintaining the 

high level of technical insight and professionalism our clients demand. 

With a primary focus on financial services, CoreData provides clients with bespoke and syndicated 

research services through a variety of data collection strategies and methodologies, along with 

consulting and research database hosting and outsourcing services.  

CoreData has developed proprietary syndicated benchmark indexes across a number of business areas 

within the financial services industry. The company offers a range of services, including: 

• Expert financial services research  

• Deep understanding of industry issues and business trends  

• In-house proprietary industry benchmark data  

• Industry-leading research methodologies  

• Rolling benchmarks 

CoreData provides both business-to-business and business to-consumer research, while the group’s 

offering includes market intelligence, guidance on strategic positioning, methods for developing new 

business, advice on operational marketing and other consulting services.  

The team is a complementary blend of experienced financial services, research, marketing and media 

professionals, who together combine their years of industry experience with primary research to bring 

perspective to existing market conditions and evolving trends.  

The team understands the demand and service aspects of the financial services market. It is 

continuously in the market through a mixture of researching, polling and mystery shopping, and 

provides in-depth research at low cost and with rapid execution.  

These methods produce a detailed picture of a client’s market from hard data, which allows them  

to make effective decisions which will have the biggest impact on their chosen markets, consumers 

and clients. 
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METHODOLOGY 
 
The objective of the research is to identify and analyse the presence of clawback provisions in various 
industries in Australia by delving deep into the professional codes, standards and legislations that are 
relevant to each industry. The research also explores the presence of clawback provisions in other 
countries for international comparisons. 

A combination of online information databases, legislative documents, media articles, academic articles, 
as well as Government and professional association sources, were used for the research. The sources 
used include: 

• The Federal Register of Legislation, 
• Austlii, 

• eJournals and academic sources from EBSCO Publishing and Factiva, 

• National Library of Australia, and 

• Media articles, such as from ‘The Adviser’ and ‘Money Management’. 

Key words such as “malus”, “buy-back provisions” and “clawback provisions” were complementarily 
used to enhance the research results.  

In this report, the Summary section briefly outlines the findings of the research undertaken, while the 
Industry Review section lists all the relevant professional codes, standards and legislations researched 
and identifies the extent of clawback provisions in that industry. The industries were classified as per the 
Australian Bureau of Statistics’ guidelines. 
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SUMMARY 
 

CONCLUSION 
Clawback provisions, defined in the context of repaying a certain percentage of a commission or salary 
under certain circumstances, are rarely found in Australian industries.  

Out of the 15 industries researched, only one industry (financial and insurance services) has a high 
degree of clawback provisions in the relevant codes, standards and legislations. There is no mention of 
clawback provisions in the codes, standards and legislations across eight industries, while codes, 
standards and legislations across six industries have a minor mention of clawback provisions, sometimes 
in extremely niche situations.  

As such, CoreData’s Research concludes there is a very limited usage of clawback provisions in Australia 

outside the financial and insurance services industry. 

MENTIONS OF CLAWBACK PROVISIONS* 

Extent of Clawback 
Provisions  

Number of 
Industries 

Name of Industries 

 
8 

Retail trade, wholesale trade, health care and social assistance, 
agriculture, forestry and fishing, accommodation and food services, 
transport, postal and warehousing, professional, scientific and 
technical services, and manufacturing 

 6 
Administrative and support services, mining, construction, 
information media and telecommunications, electricity, gas, water 
and waste services, and rental, hiring and real estate services 

 
1 Financial and insurance services 

 

  

 

 

 

 

 

 

* Includes searches for ‘malus’, ‘buyback provisions’ 
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SUMMARY OF FINDINGS 
No clawback provisions 

There is no mention of clawback provisions in the codes, standards and legislations relevant to the retail 
trade, wholesale trade, health care and social assistance, agriculture, forestry and fishing, 
accommodation and food services, transport, postal and warehousing, professional, scientific and 
technical services, and manufacturing industries. 

Minor clawback provisions 

There are minor clawback provisions in the codes, standards and legislations relevant to the 
administrative and support services, mining, construction, information media and telecommunications, 
electricity, gas, water and waste services, and rental, hiring and real estate services industries. These are 
summarised below: 

 

High degree of clawback provisions  

The financial and insurance services industry has the greatest extent of clawback provisions. These 
provisions are present in the life insurance and financial planning sectors, whereby a financial planner 
may have their commissions claw-backed in the event of a life insurance policy cancellation or other 
specific ‘trigger’ scenarios.  

Furthermore, clawback arrangements exist in the mortgage broking sector, although certain 
arrangements have been recently banned to reduce the cost of switching products and allow for more 
innovative lending. These are summarised below: 

Various industries -
Clawbacks for credit risk

• In the electricity, gas, water and waste services, administrative and support services and the rental, 
hiring and real estate services industries, there is a common legislation relating to the protection of 
the entity when there is default or credit risk present when dealing with a licensee (National 
Consumer Credit Protection Regulations 2010). 

Mining industry - Family 
companies

• Within the Mining Act (1978), there is a minor (three year) clawback provision for Western Australian 
land tax relating to family companies, where the separation of a family company is subject to a 
particular clawback duty/fee.

Construction industry -
Insolvency clawbacks

• In the construction industry, a minor clawback provision is present for the insolvency process of a 
company, whereby a liquidator can seek to claw back unfair preference payments from a creditor and 
also opt-out of a simplified liquidation process.

Energy industry - National 
Electricity Rules

• The energy (electricity, gas, water and waste services) industry has clawback arrangements under the 
Australian Energy Market Commission (AEMC) National Electricity Rules 2.3.5 for the non-delivery of 
some Ancillary Service. 

•In addition, the National Electricity Rules also briefly mention clawback provision risks and its potential 
materiality on the company’s financial position, although it is not a legislated provision.
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Financial planning -
Regulatory Guide 246

• In financial planning legislation, RG 246 (Conflicted and other banned remuneration) contains a rigorous 
analysis of clawback provisions - from its identification, calculation, as well as specific scenarios where 
the provisions may or may not be applicable.

Life insurance

• In ASIC Corporations (Life Insurance Commissions) Instrument 2017/510, further scenarios of where 
clawback provisions are allowed are explained, along with the specific amount of clawback (in 
percentage terms).  

•Similarly, clawback provisions are also prevalent in the Corporate Amendment (Life Insurance 
Remuneration Arrangements) Bill 2016, where the concept of conflicted remunerations is exemplified, 
along with the relationship with clawback provisions.

Mortgage broking

• Clawback arrangements that apply for more than two years have recently been banned under the 
Financial Services Reform (Hayne Royal Commission Response - Protecting Consumers) (Mortgage Brokers) 
Regulations 2020. 

• The modified legislations also set out further guidelines into the handling of repayment obligations and 
protections for the consumer.



7 Clawback Provisions Research Report 

 

 
 

INDUSTRY REVIEW 
MORTGAGE BROKING 
Clawback provisions are present in the mortgage broking sector. Final changes to new clawback 

requirements in the mortgage broking industry have recently been released under the Financial Sector 

Reform (Hayne Royal Commission Response – Protecting Consumers) (Mortgage Brokers) Regulations 

2020. In these legislations, certain clawback provisions have been banned, such as clawback 

arrangements that apply for more than two years from the beginning of the credit contract.  

More specifically, the period of two years applies from the first day of which an amount of credit is 

provided to the consumer, where the credit contract is “provided that is not wholly or partly to 

refinance credit”. 

The modified regulations also give further guidelines for clawback provisions including:  

• Specifying that the repayment obligation “must not require repayment of an amount greater 

than the benefit given to the licensee or representative”, and  

• Emphasising that “the consumer must not be subject to an obligation to pay an amount as a 

result of an amount being required to be repaid under the repayment obligation”. 

Our research concludes that only the mortgage broking industry contains such stringent and defined 

clawback provisions. These provisions have detailed rules and timeframes, while other industries either 

do not have clawback provisions or have clawback provisions only for specific or niche situations. 

The use of clawback provisions in other Australian industries is explored in the following sections. 
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WHOLESALE TRADE 
Based on the research conducted, it appears that no clawback/buyback/malus provisions are present in 

the wholesale trade industry. Specifically, there is no mention of such a provision in the following codes, 

standards and legislations: 

• Modern Slavery Act 2018, 

• Wheat Export Marketing Act 2008, 

• Grain Trade Australia (GTA), 

• National Competition Council (NCC), 

• Gene Technology Act 2000, 

• Oil Code under the Competition and Consumer Act 2010 (CCA), 

• Fuel Quality Standards Act 2000, 

• Australian Dangerous Goods Code, 

• Federal Department of Health, the National Industrial Chemicals Notification and Assessment 

Scheme (NICNAS), 

• Agricultural and Veterinary Chemicals Act (1994), 

• Agricultural and Veterinary Chemicals Legislation Amendment Act 2013, 

• Work Health and Safety Act (2011), 

• Occupational Health and Safety Act (2004),  

• Plumbing Code of Australia (PCA), 

• Therapeutic Goods Act, 

• Therapeutic Goods (Medical Devices) Regulations 2002, 

• Minimum Energy Performance Standards (MEPS), 

• Motor Vehicle Standards Act 1989, 

• Australian Design Rules (ADRs), 

• Motor Dealers Regulation 2010, 

• Food and Grocery Code of Conduct, 

• Tobacco Control Legislation Amendment Act 2019, 

• National Health (Pharmaceutical benefits supplied by private hospitals) Amendment (Budget 

Measure) Determination 2019, 

• National Health (Commonwealth Price - Pharmaceutical Benefits Supplied by Public 

Hospitals) Amendment (Budget Measure) Determination 2019, 

• Trade Practices (Consumer Product Information Standards) (Cosmetics) Regulations 1991, 

• Copyright Act 1968, and 

• Competition and Consumer Act 2010. 
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RETAIL TRADE 
Similar to the wholesale industry, there is no mention of clawback/buyback/malus provisions in the 

codes, standards and legislations covering the retail trade industry: 

• Modern Slavery Act 2018, 

• Motor Dealers and Repairers Act 2013, 

• Trade Practices (Industry Codes – Oil code) Regulations 2006 (the Oil code), 

• Trading (Allowable Hours) Act 1990, 

• Liquor Act, 

• Food Act (2003), 

• Fair Work Amendment (Protecting Vulnerable Workers) Act 2017, 

• General Retail Industry Award, 

• Nursery Award 2010, 

• Copyright Amendment (Parallel Importation) Bill, 

• National Health Act 1953,  

• Therapeutic Goods Act 1989, and 

• National Health Amendment (Pharmaceutical Benefits, Budget and Other Measures) 

legislation. 
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CONSTRUCTION 
In the construction industry, there is a minor clawback provision for companies during insolvency. 

Specifically, it stipulates that a liquidator can seek to claw back unfair preference payments from a 

creditor and also opt-out of a simplified liquidation process. This is a relatively new legislation that came 

into effect on the 1st of January 2021, as a modification of the Corporations Act 2001*.  

Beyond this, there is no other mention of clawback/buyback/malus provisions in the following codes, 

standards and legislations: 

• Modern Slavery Act 2018, 

• Building and Construction Industry (Improving Productivity) Act 2016 and the Building and 

Construction Industry (Consequential and Transitional Provisions) Act 2016, 

• Green Building Council of Australia (GBCA), and 

• Building Code of Australia (BCA). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

*https://piperalderman.com.au/insight/2020-construction-law-year-in-review-legislative-changes-security-of-payment-and-

insolvency-reforms/  

 

https://piperalderman.com.au/insight/2020-construction-law-year-in-review-legislative-changes-security-of-payment-and-insolvency-reforms/
https://piperalderman.com.au/insight/2020-construction-law-year-in-review-legislative-changes-security-of-payment-and-insolvency-reforms/
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MANUFACTURING 
Based on the research conducted, it appears that no clawback/buyback/malus provisions are present in 

the manufacturing industry. Specifically, there is no mention of such a provision in the following codes, 

standards and legislations: 

• Modern Slavery Act 2018, 

• Civil Aviation Amendment Act 2019, 

• National Standard for Commercial Vessels (NSCV), 

• AS/NZS 4790:2006 (R2016), 

• AS 5079.1-2003 (R2014), 

• AS 2143-1978, 

• AS 5079.2-2003 (R2014), 

• AS/NZS 1214, 

• AS 2905-2005 Steel Drums, 

• AS 4024.1-1996: Safeguarding of machinery, 

• Australian Packaging Covenant (APC), 

• AS 3666 Air-handling and water systems of buildings – Microbial control, 

• AS 1668.2 Mechanical ventilation for acceptable indoor-air quality, 

• Minimum Energy Performance Standards (MEPS), 

• Australian Refrigeration Council, 

• Rail Safety National Law (South Australia) Act 2012, 

• Office of the National Rail Safety Regulator (ONRSR), 

• Dairy Structural Adjustment Program (DSAP), 

• Dairy Industry Code of Conduct (DICC), and 

• Safe Work Act 2008. 
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MINING 
The mining industry has a very minor and niche mention of clawback provisions. Specifically, it relates to 

the three-year clawback provision for ‘family’ companies and the relevant clawback tax/duty if the 

company was to deviate from the ‘family’ status. The provision is for Western Australia Land Tax under 

the Mining Act 1978. 

“An exemption for transactions occurring between closely owned corporations and unit trust schemes 

that qualify as a “family” will be introduced. The exemption is subject to a three-year clawback, such that 

if the transferee entity is removed from the family group within three years and still holds any of the 

dutiable property for which the exemption was obtained, then a clawback of duty will apply. The 

exception to this is where the exit from the family group is due to the transferee being floated”.  

The other researched codes, standards and legislations contain no other mention of 

clawback/buyback/malus provisions.  

• Modern Slavery Act 2018, 

• Atomic Energy Act 1953, 

• Petroleum (Submerged Lands) Act 1967, 

• Roxby Downs Act 1982, 

• Native Title Act 1994, 

• Mineral Resources Regulation 2013, 

• Mineral Resource Rent Tax (MRRT) Act, 

• Petroleum Resource Rent Tax (PRRT), 

• Australian Domestic Gas Security Mechanism (ADGSM), 

• Australian Nuclear Non-Proliferation (Safeguards) Act 1987, 

• Environment Protection and Biodiversity Conservation Act (EPBC) 1999, 

• Mineral Resources (Sustainable Development) Act 1990, and 

• The National Environmental Protection Measure (Ambient Air Quality NEPM). 
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PROFESSIONAL, SCIENTIFIC AND TECHNICAL SERVICES 
Based on the research conducted, it appears that no clawback/buyback/malus provisions are present in 

the professional, scientific and technical services industry. Specifically, there is no mention of such a 

provision in the following codes, standards and legislations: 

• Corporate Law Economic Reform Program (Audit Reform and Corporate Disclosure) Act 2004, 

• Corporations Act 2001, 

• Australian Securities and Investments Commission Act 2001, 

• Tax Agent Services Act 2009, 

• Modern Slavery Act 2018, 

• National Association of Testing Authorities (NATA), 

• National Construction Code, 

• Building Code of Australia, 

• Environment Protection and Biodiversity Conservation Act 1999 (EPBC Act), 

• Competition and Consumers Act 2010, 

• AIA's Code of Professional Conduct, 

• Mutual Recognition Act 1992, 

• AS 4120, Code of Tendering, 

• AS 4121, Code of Ethics and Procedures for the Selection of Consultants, 

• AS 4122, General Conditions of Contract for Consultants, 

• Professional Engineers Act 2002, 

• Engineers Registration Bill 2019, 

• National Association of Testing Authorities (NATA), 

• Financial Reporting Council, 

• Corporations Legislation (Audit Enhancement) Bill 2012, 

• Tax Agent Services Act 2009, 

• Australian Accounting Standards Board (AASB),  

• Spam Act 2003, 

• Advertising Standards Bureau (ASB), 

• Australian Advertising Standards Council (AASC), 

• Privacy Act 1988, 

• Public Relations Institute of Australia (PRIA), 

• Australasian Veterinary Boards Council Inc (AVBC), 

• Commonwealth Environment Protection and Biodiversity Conservation Regulations 2000, 

• APRA CPS231, and 

• Quantitative Enterprise Software Performance (QESP). 
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TRANSPORT, POSTAL AND WAREHOUSING 
Based on the research conducted, it appears that no clawback/buyback/malus provisions are present in 

the transport, postal and warehousing industry. Specifically, there is no mention of such a provision in 

the following codes, standards and legislations: 

• National Heavy Vehicle Regulator (NHVR), 

• Fair Work Act 2009, 

• Modern Slavery Act 2018, 

• Independent Contractors Act 2006, 

• Road Safety Remuneration Repeal Bill 2016, 

• Federal Work Act 2009, 

• AS/NZS 4801:2015, 

• Disability Standards for Accessible Public Transport 2002, 

• Rail Safety National Law (Queensland) Bill, 

• Navigation Act 2012, 

• Marine Safety (Domestic Commercial Vessel) National Law Act 2012, 

• States or Territories' (Coastal Trading [Revitalising Australian Shipping] Act 2012), 

• International Air Services Commission Act 1992, 

• Air Services Commission Act 1992, 

• Civil Aviation Act 1988, 

• Transport Safety Investigation Act 2003, 

• Civil Aviation Regulations 1988,  

• Civil Aviation Safety Regulations 1998,  

• Civil Aviation Orders and Civil Aviation (Fees) Regulations 1995, 

• Australian Postal Corporation Amendment Act 1994, 

• Postal Industry Ombudsman (PIO), 

• Bureau of Infrastructure, Transport and Regional Economics (BITRE), 

• Maritime Transport and Offshore Facilities Regulations 2003, 

• Trade Practices Act 1974, 

• Airports Act 1996, 

• Aviation Transport Security Act 2004, 

• Aviation Transport Security Regulations 2005, 

• Customs Tariff Act 1995,  

• Excise Act 1901, 

• Excise Tariff Act 1921, 

• Road Safety Remuneration Act 2012, 

• Storage and Handling Agreement, 

• Section 79 of the Customs Act 1901, and 

• Wheat Port Code of Conduct. 
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RENTAL, HIRING AND REAL ESTATE SERVICES 
The National Consumer Credit Protection Regulations (2010) briefly mentions the use of a clawback 

provision in the event of a credit default of the entity, under specific conditions. Apart from that, there 

is no other mention of clawback/buyback/malus provisions in the following codes, standards and 

legislations covering the rental, hiring and real estate services industry:  

• Modern Slavery Act 2018, 

• Trade Practices Act 1974, 

• Car Rental Code of Practice, 

• ALC Guideline on Pooled Equipment Management, 

• Hire and Rental Association of Australia, 

• Elevating Work Platform Association of Australia Inc. (EWPA), 

• National Consumer Credit Protection Act 2009, 

• National Credit Code, 

• Circuit Layouts Act 1989,  

• Patents Act 1990,  

• Trade Marks Act 1995,  

• Designs Act 2003, 

• Plant Breeder's Rights Act 1994, 

• Intellectual Property Laws Amendment (Raising the Bar) Act 2012, 

• Intellectual Property Laws Amendment Act 2015, 

• Residential Tenancies Act 1997, 

• Work Health and Safety Act 2011, 

• Australian Capital Territory's Agents Act 2003, 

• Property Occupations Act, and 

• Franchising Code of Conduct. 

 

 

 

 

 

 

 

 

 

 

 

 

 

* http://www5.austlii.edu.au/au/legis/cth/consol_reg/nccpr2010486/s28vg.html - section 28VG 

 

http://www5.austlii.edu.au/au/legis/cth/consol_reg/nccpr2010486/s28vg.html
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HEALTH CARE AND SOCIAL ASSISTANCE 
Based on the research conducted, it appears that no clawback/buyback/malus provisions are present in 

the health care and social assistance industry. Specifically, there is no mention of such a provision in the 

following codes, standards and legislations: 

• Mental Health Act, 

• Modern Slavery Act 2018, 

• Performance and Accountability Framework, 

• Australian Health Practitioner Regulation Agency (AHPRA), 

• Australian Council on Healthcare Standards, 

• National Mental Health Strategy, 

• Health Practitioner Regulation National Law 2010, 

• Pathology Funding Agreement (PFA), 

• Medicare Benefits Scheme (MBS), 

• Health Insurance Act 1973 (HIA), 

• Health Insurance Amendment (Diagnostic Imaging Accreditation) Act 2007, 

• Strengthening the Provision of Quality Diagnostic Radiology Services, 

• Australian Physiotherapy Association (APA), 

• Council on Chiropractic Education Australasia Inc. (CCEA), 

• National Registration and Accreditation Scheme, 

• Health Complaints Act 2016, 

• Non-Emergency Patient Transport Regulations 2016, 

• Aged Care Act 1997, 

• Education and Care Services National Law Act 2010, 

• Education and Care Services National Regulations 2011, 

• National Quality Framework's (NQF), 

• Family Law Act, and 

• Marriage Act. 
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ELECTRICITY, GAS, WATER AND WASTE SERVICES 
Clawback provisions are present to a minor extent in the electricity, gas, water and waste services 

industry. The first provision relates to specific clawback arrangements during the event of an ancillary 

service non-delivery, under the National Energy Market legislation 2.3.5. 

National Electricity Rules (NER) 2.3.5 allows the Australian Energy Market Operator to claw back any 

payments for non-delivery including payments made for Ancillary Services (during non-delivery) and 

(should such event occur); clawed back amount will redistributed to Participants who paid for the service 

initially. Redistribution of the amount is based on the same recovery methodology for the corresponding 

ancillary service*. There is mention of clawback risk and its materiality – precaution under NER 2.3.5 

The second provision relates to the potential materiality of clawback arrangements in the industry and 

the effect on a company’s financial position during the event of insolvency. However, it is merely a 

precaution and not a legislated provision. 

Beyond these provisions, there is no mention of such a provision in the following codes, standards and 

legislations: 

• Clean Energy Act 2011, 

• Modern Slavery Act 2018, 

• Ministerial Council on Energy (MCE), 

• Demand Management and Embedded Generation Connection Incentive Schemes, 

• National Electricity Law, 

• National Gas Law, 

• Australian Domestic Gas Security Mechanism (ADGSM), 

• National Environment Protection Council Act 1994, 

• Australian Hazardous Waste (Regulation of Exports and Imports) Act 1989, and 

• Environment Operations Act 1997 (POEO Act). 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.aemo.com.au//media/files/stakeholder_consultation/working_groups/wholesale/settlement_managers_working_gr

oup/smwg-august-2017---meeting-presentation.pdf?la=en  

 

https://www.aemo.com.au/media/files/stakeholder_consultation/working_groups/wholesale/settlement_managers_working_group/smwg-august-2017---meeting-presentation.pdf?la=en
https://www.aemo.com.au/media/files/stakeholder_consultation/working_groups/wholesale/settlement_managers_working_group/smwg-august-2017---meeting-presentation.pdf?la=en
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ACCOMODATION AND FOOD SERVICES 
Based on the research conducted, it appears that no clawback/buyback/malus provisions are present in 

the accommodation and food services industry. Specifically, there is no mention of such a provision in 

the following codes, standards and legislations: 

• Franchising Code of Conduct, 

• Australia New Zealand Food Standards Code, 

• Body Corporate and Community Management Act 1997, 

• Modern Slavery Act 2018, 

• Corporations Act 2001, and 

• Gold Licence Accreditation Board. 
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ADMINISTRATIVE AND SUPPORT SERVICES 
Based on the research conducted, there is a clawback provision for when there is default or credit risk 

present, as stipulated in the National Consumer Credit Protection Act 2009. Beyond this, there is no 

other mention of clawback/buyback/malus provisions in the following codes, standards and legislations 

covering the administrative and support services industry: 

• Employment Services Industry Code (ESIC), 

• Modern Slavery Act 2018, 

• Travel Compensation Fund (TCF), 

• The Australian Federation of Travel Agents (AFTA), 

• Franchising Code of Conduct, 

• Privacy Act 1988, 

• Competition and Consumer Act 2010,  

• Bankruptcy Act 1966, 

• Financial Ombudsman Service, 

• Privacy Amendment (Enhancing Privacy Protection) Act 2012, 

• Do Not Call Register Act 2006, 

• Ticketing Code of Practice, 

• Fair Work Commission's Cleaning Services Award 2010, 

• Australian Environmental Pest Managers Association (AEPMA), 

• Pesticides Act 1999, 

• Food Standards Code,  

• Industrial Chemicals (Notification and Assessment) Act 1989, and 

• Cosmetics Standards 2007. 
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AGRICULTURE, FORESTRY AND FISHING 
Based on the research conducted, it appears that no clawback/buyback/malus provisions are present in 

the agriculture, forestry and fishing industry. Specifically, there is no mention of such a provision in the 

following codes, standards and legislations: 

• Plant Breeders Rights Act 1994, 

• Modern Slavery Act 2018, 

• Australian Grape and Wine Authority Act 2013, 

• Water Act 2007, 

• Live Animal Export (Slaughter) Prohibition Bill 2011, 

• Live Animal Export Restriction and Prohibition Bill, 

• National Feedlot Accreditation Scheme (NFAS), 

• Biosecurity Act 2014, 

• Wheat Marketing Act 2008, 

• Wheat Export Marketing Amendment Act 2012, 

• Gene Technology Act of 2000, 

• Sugar Industry Reform Act 2004, 

• Sugar Industry (Real Choice in Marketing) Amendment Bill 2015, 

• Export Control Act 1982, 

• Environment Protection and Biodiversity Conservation Act 1999, and 

• Fisheries Management Act 1991. 
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INFORMATION MEDIA AND TELECOMMUNICATIONS 
Based on the research conducted, there is no specific mention of clawback/buyback/malus provisions in 

the following codes, standards and legislations covering the information media and telecommunications 

industry: 

• Broadcasting Services Act 1992, 

• Privacy Act 1988, 

• Copyright Act 1968, 

• Office of Film and Literature Classification, 

• General Data Protection Regulation, 

• Telecommunications and Other Legislation Amendment (Assistance and Access) Bill 2018, 

•  Modern Slavery Act 2018, 

• Copyright (Moral Rights) Act 2000, 

• Classification Act 1995, 

• Australian Consumer Law, 

• Phonographic Performance Company of Australia (PPCA), 

• Broadcasting Legislation Amendment (Media Reform) Bill 2017, 

• Telecommunications Act 1997, 

• Trade Practices Act 1974, 

• Telecommunications Competition Act 2002, 

• Do Not Call Register Act 2006, 

• Telecommunications Legislation Amendment (Competition and Consumer Safeguards) Bill 

2009, 

• CPS 231 – APRA Regulation, 

• Libraries Act 1988, 

• Archives Act 1983, 

• Freedom of Information Act 1982, and 

• National Library Act 1960. 

However, there is a specific clawback for the company, gotalk limited* as stipulated by the Australian 

Competition and Consumer Commission (ACCC): 

“… the consequences of non-compliance can include termination of the call centre operator forthwith 

and the clawback of any compensation payable to the operator in respect of any identifiable non-

compliant conduct.” 

 

 

 

 

 

 

 

 

* https://www.accc.gov.au/system/files/public-registers/undertaking/833239-1-Undertaking.pdf  

 

https://www.accc.gov.au/system/files/public-registers/undertaking/833239-1-Undertaking.pdf


22 Clawback Provisions Research Report 

 

 
 

FINANCIAL AND INSURANCE SERVICES 
 
Life insurance and financial planning 

Clawback provisions exist to a major extent in the financial and insurance services industry. They are 

present in the life insurance and financial planning sectors, whereby a financial adviser or planner may 

have their commission payments clawed back in the event of a life insurance policy cancellation or other 

specific ‘trigger’ scenarios.  

In RG246 (Conflicted and other banned remuneration), there is extensive mention of clawback 

provisions. It lays out a legal framework into the identification, calculation and analysis of what a 

‘clawback provision’ is deemed to be and provides extensive information into the calculation of 

clawback provisions for specific and general scenarios. 

ASIC Corporations (Life Insurance Commissions) Instrument 2017/510 lists several scenarios when 

clawback provisions should be enacted and to what extent, for example “Acceptable repayment for 

second year client-initiated increase where trigger event in second year—100% clawback.” 

The Corporations amendment (life insurance remuneration arrangements) Bill 2016 defines and explains 

clawback requirements for life insurance remuneration arrangements (to a financial services licensee) as 

well as its relationship with the “benefit ratio”. It also outlines: 

• Prescribing circumstances where commissions paid in relation to life insurance products are 

considered to be conflicted remuneration (Regulation 7.7A.11B), and also circumstances 

when they are not considered to be conflicted remuneration (Regulation 7.7A.11C and 

7.7A.11D); 

• Prescribing circumstances where clawback does not apply (Regulation 7.7A.12EB and 

7.7A.12EC); and 

• Grandfathering benefits paid in relation to life risk insurance products issued after the 

commencement of the reforms (Regulation 7.7A.16H). 

Other 

Beyond the provisions in the life insurance, financial planning and mortgage broking sectors as outlined 

above, there is no other mention of clawback/buyback/malus provisions in the following codes, 

standards and legislations: 

• Four Pillars Policy, 

• Modern Slavery Act 2018, 

• Basel III Regulations and Basel Framework, 

• Banking Act 1959, 

• Australian Financial Markets Association,  

• Australian Payments Network,  

• Common Equity Tier 1, 

• Corporations Act 2001, 

• Financial Sector (Collection of Data) Act 2001, 

• Australian Council of Superannuation Investors (ACSI), 

• Financial Corporations Act 1974, 

• Treasury Laws Amendment (Banking Measures No.1) Act 2018, 

• Life Insurance Act 1995, 

• Life Insurance Act and the Superannuation Industry (Supervision) Act 1993, 

• Treasury Laws Amendment (Protecting Your Superannuation Package) Act 2019, 
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• Private Health Insurance Act 2007, 

• Private Health Insurance (Prudential Supervision) Act 2015, 

• Private Health Insurance Legislation Amendment Act (2018), 

• Insurance Act 1973, 

• Insurance Contracts Act 1984, 

• Insurance Acquisitions and Takeovers Act 1991, 

• Financial Ombudsman Service, 

• General Insurance Code of Practice,  

• First Home Super Saver Scheme, 

• Financial Services Reform (FSR) Act 2001, 

• Financial Services Reform (Consequential Provisions) Act 2001, 

• Financial Services Royal Commission (FSRC) (Final Report), 

• Financial Sector Reform (Hayne Royal Commission Response—Protecting Consumers (2019 

Measures) Act 2020 

• Future of Financial Advice (FOFA), 

• Superannuation Complaints Tribunal, 

• ASIC 'Review of interest-only home loans: Mortgage brokers', and 

• Financial Sector Reform (Hayne Royal Commission Response – Protecting Consumers) 

(Mortgage Brokers) Regulations 2020. 
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INTERNATIONAL COMPARISONS 
MORTGAGE BROKING  
Internationally, clawback provisions in the mortgage broking sector are less prevalent than in Australia. 

Based on our research, it appears that there have been no changes to the presence of clawback 

provisions in key countries since the research that was conducted by the FBAA in 2017. The following 

table outlines some key statistics from online desktop research using various sources. 

 

*Approximate AUD values are based on current exchange rates as at 17 February 2021 
 

As such, it appears that Australia continues to be the only major nation to have such a detailed and 

structured framework for clawback provisions in the mortgage broking sector.  

A summary of the use of clawback provisions in the identified key countries are outlined below. 

 

CANADA 
Currently, there are no clawback provisions laws in Canada. However, the Office of Superintendent of 

Financial Institutions (OSFI) strongly recommends the use of such provisions for employee 

remunerations for financial institutions.  

 

NETHERLANDS/EUROPE 
In most European countries, the EU Capital Requirements Directive 4 provides compulsory clawback 

provisions for companies that have variable pay, making them subject to recovery via malus and/or 

misconduct.  

Country Estimated Average Loan Size* Estimated 

Number of 

Brokers 

Clawback 

provisions 

(Jan 2017) 

Clawback 

provisions  

(Feb 2021) 

Australia AUD $453,000 19,683 Yes Yes 

Canada 
CAD $190,620 

(approx. AUD $193,600) 
38,000 No No 

Netherlands 
EUR €292,740 

(approx. AUD $454,400) 
unknown No No 

New Zealand 
NZD $456,000 

(approx. AUD $422,830) 
<2,500 No No 

South Africa 
ZAR R514,000 

(approx. AUD $45,100) 
unknown No No 

UK 
GBP £137,000 

(approx. AUD $245,400) 

Approx. 5,220 

companies 
No No 

USA 
USD $395,200 

(approx. AUD $509,500) 

Approx. 10,000 

companies 
No No 

Ireland 
EUR €246,000 

(approx. AUD $383,000) 

Approx. 1,200 

companies 
No No 
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IRELAND  
In Ireland, institutions supervised directly by the Central Bank of Ireland, such as small investment firms 

and credit institutions, are required to apply clawback arrangements to variable awards made to 

material risk takers.  

Furthermore, although there are no established legislations, banks such as the PTSB and the Bank of 

Ireland, have added internal clawback arrangements that allow commissions paid to brokers to be 

clawed back if the mortgage is redeemed, or switched, within three years of drawdown. 

 

NEW ZEALAND 
In New Zealand, clawback provisions are present for events relating to company liquidation. Specifically, 

the Companies Act 1993 allows liquidators to void any transactions made while a company was 

functionally insolvent but before the court order liquidation. In this situation, the individual must repay 

the funds, which are applied by the liquidator according to the distribution rules. There is also a two to 

three-year limit on this clawback provision. 

 

SOUTH AFRICA  
Despite a growing trend of clawback provisions in executive pay structure and employee incentive 

schemes, they are yet to be legislated under South African law.  

The Banks Act 1990 is the only other South African law that mentions clawback provisions. It briefly 

specifies the need for banks to disclose the details of any clawback policies in their financial statements, 

but there is limited mention of how the provisions should be designed or structured. 

 

UNITED KINGDOM  
In the United Kingdom, the Financial Services Authority Remuneration Code currently authorises 

businesses to apply clawback provisions in employee remunerations for specific events, such as 

employee misbehaviour and material company failures.  

 

UNITED STATES OF AMERICA  
Clawback provisions in the United States are mainly related to the areas of employee compensation and 

company insolvency. The Consumer Protection Act in particular, requires public US companies to 

implement a clawback policy that could potentially recover the incentive-based compensation paid to its 

current and former executive officers under specific circumstances, including firm insolvency/failure and 

employee misbehaviour.  

The Sarbanes Oxley Act 2002 and the Dodd-Frank Act 2010 also provide specific guidelines into clawback 

provisions which are related to employee compensation and their effects on financial statements.  
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ABOUT COREDATA 
 
CoreData Research is a global specialist financial services research and strategy consultancy, founded in 

2002 and headquartered in Australia, with operations in Sydney, Perth, London, Boston and Manila. 

CoreData understands the boundaries of research are limitless, and with a thirst for new research 

capabilities and driven by client demand, the group has expanded to deliver the capability and expertise 

to conduct syndicated and bespoke research projects on six different continents, while maintaining the 

high level of technical insight and professionalism our clients demand. 

With a primary focus on financial services, CoreData provides clients with bespoke and syndicated 

research services through a variety of data collection strategies and methodologies, along with 

consulting and research database hosting and outsourcing services.  

CoreData has developed proprietary syndicated benchmark indexes across a number of business areas 

within the financial services industry. The company offers a range of services, including: 

• Expert financial services research, 

• Deep understanding of industry issues and business trends, 

• In-house proprietary industry benchmark data, 

• Industry-leading research methodologies, and 

• Rolling benchmarks. 

CoreData provides both business-to-business and business to-consumer research, while the group’s 

offering includes market intelligence, guidance on strategic positioning, methods for developing new 

business, advice on operational marketing and other consulting services.  

The team is a complementary blend of experienced financial services, research, marketing and media 

professionals, who together combine their years of industry experience with primary research to bring 

perspective to existing market conditions and evolving trends.  

The team understands the demand and service aspects of the financial services market. It is 

continuously in the market through a mixture of researching, polling and mystery shopping, and 

provides in-depth research at low cost and with rapid execution.  

These methods produce a detailed picture of a client’s market from hard data, which allows them  

to make effective decisions which will have the biggest impact on their chosen markets, consumers 

and clients. 
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AUSTRALIA 

SYDNEY 

CoreData Pty Limited 
Suite 7, Level 9, 66 Hunter St 
Sydney, NSW, 2000 

T: +61 2 9376 9600 

E: sydney@coredataresearch.com 
 
 

PERTH 

CoreData Pty Limited 
191 St Georges Terrace, 
Perth WA 6000 

T: +61 8 6500 3216 

E: perth@coredataresearch.com 

 

PHILLIPINES 

CoreData Research Services Inc. 
Unit E-1608 Philippine Stock Exchange 
Centre, 
Exchange Rd, Ortigas, Pasig City, 1605 

T: +63 2 667 3996    

E: manila@coredataresearch.com  

 

UK 

CoreData Research Ltd 
6 Foster Lane, 
London ECV 6HH 
United Kingdom 

T: +44 (0)207 600 5555 

E: london@coredataresearch.com 

 

US 

CoreData Research LLC 
15 Court Square, #450 
Boston, 02108 

T: +1 (857)239 8398 

E: boston@coredataresearch.com 
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