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Our Commitment to Inclusion 

The Salvation Army Australia acknowledges the Traditional Owners of the land on which 

we meet and work and pay our respect to Elders, past, present and future. 

We value and include people of all cultures, languages, abilities, sexual orientations, gender 

identities, gender expressions and intersex status. We are committed to providing programs that are 

fully inclusive. We are committed to the safety and wellbeing of people of all ages, particularly 

children. Our values are: 

▪ Integrity  

▪ Compassion  

▪ Respect  

▪ Diversity  

▪ Collaboration  

The Salvation Army is a worldwide movement known for its acceptance and unconditional love for 

all people. We love unconditionally, because God first loved us. The Bible says, “God so loves the 

world” (John 3:16, RGT). As both a church and charity, we believe all people are loved by God and 

are worthy of having their needs met. Everyone is welcome to find love, hope, and acceptance at 

The Salvation Army. 

The Salvation Army Australia Territory wishes to acknowledge that members of the LGBTIQA+ 

community have experienced hurt and exclusion because of mixed comments and responses made 

in the past. The Salvation Army is committed to inclusive practice that recognises and values 

diversity. We are ensuring our services affirm the right to equality, fairness, and decency for all 

LGBTIQA+ people, rectifying all forms of discriminatory practice throughout the organisation.  

We seek to partner with LGBTIQA+ people and allies to work with us to build an inclusive, 

accessible, and culturally safe environment in every aspect of Salvation Army organisation and 

services. Everyone has a right to feel safe and respected. 

Learn more about our commitment to inclusion: <salvationarmy.org.au/about-us> 

 

More information about The Salvation Army is at Appendix A. 
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1.5 The Salvation Army’s Moneycare services see many community members who are 

experiencing financial abuse, seeking financial counselling. Although an exact percentage is 

not recorded, most financial counsellors anecdotally report to support at least one community 

member per week who is experiencing financial abuse in some form.  

1.6 In a previous survey completed by YouGov for the Commonwealth Bank, nearly 40 per-cent of 

respondents shared that they have experienced or know someone who has experienced 

financial abuse.1   

1.7 The people The Salvation Army support through our Moneycare, Doorways and Family and 

Domestic Violence services disclose financial abuse in all types of relationships. This includes 

intimate partners, immediate family members, carers, guardians, relatives, and people within 

family groups across various cultures and communities. 

1.8 Many of the community members who seek The Salvation Army’s assistance do not present 

financial abuse as their primary reason for coming. Rather, financial counsellors will often find 

that financial abuse is an underlying element contributing to financial hardship.  

1.9 There are warning signs which suggest financial abuse such as community members with 

multiple forms of debt, a community member whose partner has concealed their income, or 

discussions of receiving ‘allowances’ from their partner. In these instances, Moneycare 

financial counsellors will work with the community member to reflect on their situation and 

engage in discussion about the individual and financial rights of the community member 

themselves.  

1.10 Critically, Moneycare works to maximise the autonomy and confidence of the community 

member. If they are experiencing financial abuse as a manifestation of Family and Domestic 

Violence, our primary concern is the safety of the community member, as well as instilling a 

sense of control in choosing how to pursue their financial goals. 

  

 
1 Commonwealth Bank of Australia. (2020). Community Attitudes to Financial Abuse.  
https://www.commbank.com.au/content/dam/caas/newsroom/docs/CBA_Community_Attitudes_to_Financial_Abuse.pdf.  
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2.7 Even where there is no overtly offensive message in a transaction description, where a parent 

or carer receives a child support payment with a description of what the other party thinks the 

payment should be used for, such as ‘school fees’, this is financial abuse. Our services have 

seen this kind of prescriptive behaviour become a form of coercive control. To address this, 

work must be done by financial institutions to make appropriate transaction labelling the norm, 

such as the use of suggested descriptions or through a drop-down menu. Victim survivors 

could also request that all transactions from a specified account or payee appear with a 

specific description in their account. Banks must also retain the information of the original 

description used by the payee, as this information could be necessary as a form of evidence 

of harassment in legal proceeding.  

Recommendation 1  

2.8 The Salvation Army recommends that financial institutions continue to work 

to minimise the impacts of financial abuse and harassment communicated 

through transaction descriptions.   

 

 

   

 

“You need to ensure their safety first, need an escape plan, but also need a 
financial plan as well.” 

- A Moneycare Financial Counsellor 
   

2.9 Many individuals who experience financial abuse as a manifestation of family and domestic 

violence present to Moneycare experiencing other forms of financial hardship, often hiding 

hardship due to feelings of shame or fear, or unaware of the abusive nature of their financial 

situation.  

2.10 Where individuals are not aware that their situation could be described as economic abuse, 

our Moneycare financial counsellors are trained to identify red flags and to respond in a 

trauma informed way. Scenarios where a community member’s partner conceals their income, 

where a community member is unable to say who they bank with or has a lack of access to 

funds for discretionary purchases, are all common elements of financial abuse. Our financial 

counsellors engage in reflection with community members about their situation which 

sometimes becomes the first time they have considered financial abuse. The Salvation Army 

also benefits from the capacity to provide wraparound supports for victim survivors, including 

warm referrals to our Family and Domestic Violence services, housing, emergency relief, case 

management, No Interest Loans, and external services such as legal services and health 

specialists.  

'' '' 
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2.11 As ‘first responders’ to victim-survivors experiencing financial abuse, we continue to advocate 

for financial counsellors and the broader financial sector to be included within integrated and 

coordinated family violence responses, to deliver best outcomes for victim-survivors. Our 

experience delivering financial counselling, as well as family violence support, is that banks do 

not always have sufficient protections in place to safeguard against financial abuse. 

 

   

 

“It takes skill to work with people in this situation. They came for help, and if 
you don’t help them in the way they wanted, they can pull away and not 

come back”  

- A Moneycare Financial Counsellor 
   

 

Lily‘s Story* 

Lily* is a 28-year-old woman, who recently left a 7-year relationship in which she experienced 

psychological, verbal, sexual and financial abuse, including manipulation, controlling and 

stalking behaviours. During the relationship her ex-partner controlled all finances and forced her 

to perform sexual acts in return for money for nappies or milk for their children.  

During the relationship Lily’s ex-partner also obtained various loans in her name without her 

knowledge or consent. She discovered this late in 2019 as a result of accessing an email 

account unused for years. Lily continues to find new debts in her name. The debts currently 

total over $50,000, in addition to previous debts totaling tens of thousands of dollars in her 

name.  

These debts have severely affected Lily’s credit rating and she is unable to purchase a car, 

which she needs for transport for her children and to access her medical appointments. 

The Salvation Army has assisted Lily to contact all creditors and to provide the police with 

information. This process is a slow one, and continues to have a significant impact on Lily's 

mental health. 

*Name changed 

 

Recommendation 2  

2.12 The Salvation Army recommends that the Commonwealth Government work 

alongside state and territory governments to include the broader financial 

sector in coordinated family violence responses. This should include 

implementing specialist training for financial sector staff which is mandated, 

repeated regularly, and covers the impacts of trauma. 

'' '' 
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Older Australians 

2.13 Financial abuse is a common form of elder abuse, but prevalence is difficult to quantify as it 

often goes unreported.2 Some factors that increase the likelihood of elder financial abuse 

include dependence on others, poor health and reduced cognitive capacity.3   

 

   

 

“It is very hard to manage as a financial counsellor, you can discuss the 
options, but sometimes they have to choose between losing their money or 

losing their family.” 

- A Moneycare Financial Counsellor 
   

2.14 As a provider of both financial counselling and aged care services, The Salvation Army sees 

scenarios where older community members are taken advantage of and abused financially.  

2.15 Aged care staff sometimes become one of the few non-familial interactions older people 

access and are therefore vital to both detecting and responding to instances of elder financial 

abuse. This requires frontline aged care staff to have training and confidence in recognising 

and responding to financial abuse, alongside the time and ability to gain an understanding of 

the community member’s needs and to develop the trust needed for them to disclose abuse. 

This is complicated when our services report that current workloads of aged care staff are 

high, and attracting and retaining staff in the industry can be difficult. Job insecurity across the 

sector is also a problem, and there are sector-wide skill shortages.4  

2.16 The Salvation Army acknowledges the work being done in implementing the 

recommendations of the Royal Commission into Aged Care Quality and Safety. We urge the 

need to continue to prioritise this commitment by working alongside the aged care industry to 

support the retention and skill building of aged care staff. 

Recommendation 3  

2.17 The Salvation Army recommends that the Commonwealth Government work 

alongside aged care providers to develop and implement training for frontline 

workers on how to detect and respond to the financial abuse of older 

Australians. 

 
2 Qu, L. et al. (2021). National Elder Abuse Prevalence Study: Final Report. Australian Institute of Family Studies. 
https://aifs.gov.au/sites/default/files/publication-documents/2021_national_elder_abuse_prevalence_study_final_report_0.pdf  
3 Be Connected. (2022). Elder Financial Abuse: How to Spot the Signs. Elder financial abuse: how to spot the signs | Cyber safety tips | 
Be Connected (esafety.gov.au).  
4 PWC. (Undated). Four Practical Steps Providers Can Take Now to Support Our Aged Care Workers. 
https://www.pwc.com.au/health/aged-care-royal-
commission/workforce.html#:~:text=Challenges%20to%20attracting%20and%20retaining%20aged%20care%20workers,-
The%20royal%20commission's&text=Work%20is%20often%20physically%20and,shift%20work%20is%20the%20norm.  
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2.21 Moneycare works to ensure that our resources and advice are accessible and usable for 

people with disability and that our interventions are appropriately tailored. The option to utilise 

a signed letter of authority to approach creditors and other financial bodies on behalf of the 

community member, is always a possibility. We endeavour to work with community members 

who identify as having a disability to maximise their financial autonomy.  

2.22 It is important for disability service providers to always be conscious of potential financial 

abuse in relationships, not only with intimate partners. This should include service providers 

being appropriately trained in recognising warning signs of abuse in other relationships such 

as with carers or guardians. State based financial counselling organisations, and the national 

Financial Counselling Australia, provide critical training for financial counsellors. Part of this 

training includes assistance to tailor services to the needs of people with disability, and to be 

alert to the specific scenarios of financial abuse that people with disability experience.  

 

   

 

“There is a community member I work with regularly, she experiences 
memory impairment, so I work to summarise, and put our experiences and 

steps in writing. That works for her.” 

- A Moneycare Financial Counsellor 
   

 

Brad’s Story* 

Brad is in his late 20s and has a physical and cognative disability.  

His parents have supported him to maximise his independece and to move into a share house 

with aquaintances.  

When the residents of the share house changed, Brad found himself living with a different 

crowd of people. Funds began to disappear from his account and he experienced pressure to 

buy things for his new housemates.  

At one point, Brad was assulted by a housemate who stole his phone and bank cards which 

were then used to withdraw cash, and take out debt in Brad’s name.  

Brad was initially scared to report the incident to his family and the bank, feeling ashamed and 

unsafe in his home. He did eventually make a report to police and was referred to Moneycare.  

Here, financial counsellors worked with lenders and Brad’s bank to ensure the stolen funds 

were returned to his account, and the fraudulent debt was waived.  

*Name changed 

'' '' 
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Recommendation 7  

2.28 The Salvation Army recommends that the Commonwealth Government collaborate 

with Aboriginal and Torres Strait Islander community owned and controlled 

organisations and financial counsellors, to develop and deliver culturally appropriate 

financial abuse support services. 

Culturally and Linguistically Diverse Communities 

2.29 Financial abuse is often present within culturally and linguistically diverse (CALD) 

communities in Australia. Women are disproportionately impacted. Culturally and linguistically 

diverse cohorts can be isolated due to limited community connections alongside cultural and 

language barriers. Some women may have a limited understanding of their rights under the 

law in Australia which in turn may amplify their fear of leaving a relationship if they have no 

access to money for themselves and their children. 

2.30 It is critical that additional risks faced by people on temporary visas experiencing financial 

abuse and the additional barriers they face when trying to leave a violent relationship, are 

considered when developing responses. Women on temporary visas can face added threats 

of deportation by persons using violence and many are told they will not be able to take their 

children with them if they leave. Our services have encountered cases where the victim-

survivor is not aware that they have a working visa as information is concealed from them as a 

form of control. It is sometimes only when they engage with a service that they learn of their 

visa status. 

2.31 There remains a number of barriers for victim-survivors on partner visas, with both 

Commonwealth migration legislation, and state and territory services and supports limiting 

access for women in this cohort. The Salvation Army supports the Australian Women Against 

Violence Alliance’s (AWAVA’s) key recommendations to ensure that victim-survivors of family 

and domestic violence more broadly can access the supports they need.7 

 

 
7 Australian Women Against Violence Alliance. (2022). Blueprint for Reform 2022. https://awava.org.au/2022/12/06/research-and-
reports/the-blueprint-for-reform-2022.  

 

   

 

“Financial abuse is high within this (culturally and linguistically diverse 
women) cohort. They often have this as a threat – you have no money so 

where will you go?”  

- A Salvation Army frontline worker 
   '' '' 
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3 Potential Areas for Reform  
 

 

   

 

“People who are using violence, they look for vulnerability. They find cracks 
in any system and they will exploit them.”  

- A Salvation Army Family and Domestic Violence Specialist 
   

Regulation of the Buy Now Pay Later Sector 

3.1 The Salvation Army has engaged in joint advocacy, along with others in the financial 

counselling sector, calling for improved consumer protections of Buy Now Pay Later (BNPL) 

loans for many years. The current minimal regulation of the BNPL sector is of great concern 

and has led many community members into unmanageable debt.  

3.2 The existing regulatory structure for these instruments exempts providers from complying with 

the Responsible Lending Obligations (RLOs) the National Consumer Credit Protection Act 

2009 requires of other lenders. Despite the comparatively small sums available through BNPL 

loans, the lower requirements for verification leave the possibility for several loans to form part 

of financial abuse.  

3.3 The Salvation Army has seen BNPL lending impacting people experiencing financial abuse in 

several ways.  

▪ A person using violence may take out debt in the name of the community member without 
their knowledge, 

▪ A person using violence may force the community member to take out a debt in their 
name for fear of violence, and 

▪ The community member may be forced to take out a debt as a form of accessing vital 
funds to leave their unsafe environment, or to purchase necessities within the household.  

3.4 Each of these forms of abuse are made possible by the comparatively lax regulation that 

surrounds BNPL. The lack of RLOs has been the key to the success and expansion of this 

form of credit. Without suitable steps to prevent identity theft, intimidation, or verify the benefit 

of a loan to the debtor, they have also been a key source of financial harm and abuse.  

3.5 Although the government has recently tabled the Treasury Laws Amendment (Responsible 

Buy Now Pay Later and Other Measures) Bill 2024, to extend modified RLOs to BNPL 

lending, these still lack the safeguards to reduce the risk of financial abuse. Particularly, the 

limited requirements for verification documents, including the identity of the debtor.  

'' '' 
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Recommendation 10  

3.6 The Salvation Army recommends that the National Consumer Credit 

Protection Act 2009 be amended to extend greater Responsible Lending 

Obligations compliance requirements to Buy Now Pay Later lending. This 

should aim to maximise the protection of community members from financial 

abuse and include identity verification requirements.  

Pay Advance Services 

3.7 A new form of credit which has begun to become popular is Pay Advance services. These 

forms of credit differ from BNPL lending, providing individuals quick access to money in an 

account, to be repaid through automatic deduction from their next pay cycle, or over the 

course of several pay cycles. Pay Advance services can be coordinated through an app, with 

limited oversight, and often carries a transaction fee which is a percent of the amount 

borrowed.  

3.8 The implications of this type of borrowing are similar to that of BNPL. Late fees, and multiple 

pay advances from multiple providers quickly becoming unmanageable for community 

members.  

3.9 The Salvation Army has begun to see an increase in community members accessing our 

services with this form of debt causing financial hardship. We urge the Committee to consider 

tightening regulation around this newer form of lending early. There is a history of financial 

regulation lagging behind new forms of credit, only taking place after significant harm has 

occurred to community members. We encourage the government to engage in proactive 

consumer protection, including extending RLOs, to ensure Pay Advance instruments are a 

safe form of borrowing, and do not exacerbate community members’ risk of experiencing 

financial harm.  

 

   

 

“We are in an arms race of financial regulation. When we tighten one thing, 
they just develop something new. Wouldn’t it be good to be out in front of 

something for once? Before the horse has bolted”  

- A Moneycare Financial Counsellor 
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