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What we have all achieved together in Australia during the 
pandemic has been astonishing, both in absolute terms and 
relative to the rest of the world. The health response and 
the support and overall compliance of our community to 
achieve this should not be underestimated. Notwithstanding 
the small and large bumps in the road, which were to be 
expected, Australians have come together as a community 
and saved many thousands of lives and livelihoods too.

As the Financial Year 20/21 closed, the economic recovery 
was clearly ‘V-shaped’. However, the health situation rapidly 
changed in late June with a significant COVID-19 outbreak 
initially in Sydney and NSW, and then impacting Melbourne 
and Victoria and other states and territories across Australia. 
Consumer and business confidence levels took a hit, but we 
can expect that demand for goods and services across our 
economy will again rebound. As this wave of the pandemic 
peaks and reduces and as vaccination rates increase to hit 
targets for ‘re-opening’, we can also expect the extended 
period of lockdown will be over and this will allow us to 
progress through the next phase of the crisis and towards 
‘living with COVID’.

The role the finance industry has played in supporting 
our customers through the impacts of the pandemic on 
individuals, households, businesses, and communities has 
been exceptionally important to ‘get us to the other side’ and 
to set the nation up for our recovery. 

Our members deliberately stepped in to be the ‘shock 
absorbers’ of our economy. Our members focused on the 
purpose of our industry and on the principle of being truly 
customer centric. Our members understood their role in 
insuring that people could put food on the table and stay in 
their homes, that there was an economy to bring back from 
hibernation. Our members will again become the ‘pistons 
of our recovery’, as we emerge from the latest wave, as we 
navigate the highs and lows, as people and businesses build 
resilience, so that Australia thrives. 

In addition, the finance industry itself is a major employer in 
Australia, and our members took important steps to focus on 
keeping their staff employed, healthy and safe. Working from 
home, hybrid work models, and other new ways of working 
will become the norm. As an essential service, our members 
were able to continue to operate during lockdowns, which 
was key to ensuring ongoing support for customers. 

 

Financial Year 20/21 has certainly been a 
challenging year for us all. Sometimes the media 
coverage and the constant focus on the COVID-19 
global pandemic means we forget to stop and take 
a moment to acknowledge our achievements.

Chair 
Foreword
Peter Jones
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Our strategic goal to ‘embrace the challenges of the modern 
finance industry, by leveraging the insights of our diverse 
membership, to influence our future and drive a culture 
based on integrity, transparency and fairness, to achieve 
better outcomes for our customers and our industry’ was the 
guard rails for prioritising our advocacy, engagement, and 
leadership activities.

When the crisis hit, AFIA moved swiftly to:

•  giving real-time updates to members and stakeholders 
and being a clearing house for messages to and from 
governments, regulatory authorities, members, and 
stakeholders  

•  supporting evidenced-based policy decisions by taking 
soundings on emerging issues being faced by members 
and their customers, both households and businesses 

•  having an industry voice to influence outcomes on 
immediate challenges and to ensure the stability of 
the system – some obvious initiatives, such as liquidity 
measures and economic stimulus packages. Some less 
obvious, like ensuring finance and transport and logistics 
was defined as an ‘essential service’ and able to continue to 
operate through lockdowns

•  contributing ideas to influence decisions about important 
issues and to ensure our industry could best support 

customers and our recovery – including advocating for 
initiatives such as the Instant Asset Write Off (IAWO), SME 
Guarantee Scheme, and longer-term plans in advanced 
manufacturing, urban and regional economic integration, 
and digitisation. 

While being focused on supporting members and working 
with our stakeholders through a period of significant 
uncertainty and change, AFIA continued to deepen the 
governance, capability, and culture of the organisation. 

The AFIA Board has reviewed our strategy and the 
organisation’s performance, and against the backdrop of 
the crisis and the high expectations the Board has of AFIA, 
I just want to acknowledge Diane Tate and the team for all 
their hard work, dedication to our industry, and the many 
achievements, over the past year. 

As we move into the next phase of the pandemic and into 
Financial Year 21/22, there is still much to do economically 
and socially to ensure Australia remains ‘The Lucky Country’. 
AFIA is well-placed to be able to represent members, bring 
fresh thinking to solve problems and take advantage of 
opportunities, engage constructively with our stakeholders, 
and focus on overcoming the immediate challenges, while 
creating the platform for a better future. 

Through this crisis-dominated year, 
AFIA played a vital role in supporting 
members and our industry.

CHAIR FOREWORD



When the COVID-19 crisis hit Australia in FY20, the adrenalin 
of the situation probably masked the extent to which it 
significantly impacted AFIA and our members in terms of 
the nature and extent of the increase in advocacy activity 
required. Over the following months, AFIA reset our work 
program, focusing on managing the evolving phases of the 
COVID-19 crisis and re-focusing our business to best deal 
with both a sprint and a marathon. The pace of change and 
tempo of engagement did not really subside throughout  
the year – we had to constantly look at what we were doing,  
how we were doing it, and adjust our rhythm to our 
operating environment.

In a year dominated by the COVID-19 crisis, AFIA has 
continued to evolve, build our relevance and influence, 
and build value for members. There was a lot of behind the 
scenes work and doing things differently. There was a lot of 
engagement with consumer and small business stakeholders, 
we heard directly about their experiences and we made 
changes to our practices to make things easier for customers. 
There were new partnerships created so we could collaborate 
and elevate our outcomes for members, we worked closely 
with members to provide data to government to inform 
decisions and built new alliances with other industry bodies 
to maximise our impact.

 
 

A few notable moments during a not normal year:

  Two Federal budgets – hopefully AFIA will never need 
to make two pre-budget submissions in one financial 
year again. Given the impact of the crisis, it was sensible 
for the Federal Government to delay the 2020 Federal 
Budget to October 2020, but it did mean that the 
2021 Federal Budget was only seven months later in 
May 2021. It was pleasing that many of our ideas for 
rebuilding our economy and supporting longer-term 
recovery were captured in the budgets and surrounding 
announcements.

  First hybrid event – how amazing was it to be able to 
host our AFIA Annual Conference on such a gorgeous 
sunny day in Sydney and without a technology hiccup 
for those participating virtually across Australia and 
internationally (almost so amazing we forgot we missed a 
conference in 2020). There were so many big topics, big 
issues, and big conversations throughout the day,  
it is hard to identify the highlights. In my wrap up on the 
day, I asked members to consider the headwinds we will 
inevitably face as opportunities, to be opportunistic and 
use this crisis to reset our businesses and relationships, 
to see resilience as the pathway to opportunity. If we 
do three things, if we are to be bold, what will they be – 
people, data, climate change?   

A message  
from our CEO
Diane Tate
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  World first BNPL Code – the publication of the AFIA 
Buy Now Pay Later (BNPL) Code of Practice was an 
achievement for our BNPL members and important 
in raising consumer protections and setting industry 
practices in the sector. This code also provided a platform 
for our broader engagement on standards across our 
industry and created a space for us to talk with key 
stakeholders and the public about changes in our 
industry now and for the future. The global pandemic has 
upended business operations and customer interactions. 
Technology is no longer just an enabler or a channel in 
financial services.

Over the last decade and a bit, Australia has weathered 
both the global financial crisis and a global pandemic, the 
ongoing impacts of these have dovetailed with longer-term 
headwinds. As we move forward, we cannot be complacent 
about what still faces us and the role our industry must play 
in solving key issues, among them: 

•  Globalisation has turned to deglobalisation in some political 
and economic contexts and the changes in global trade, 
geopolitics, and supply chain impacts from the pandemic 
may well be long lasting – we are all going to have to 
manage a transition in how we access goods and services 
and potentially recalibrate plans and expectations. 

•  The demographics of the developed world still pose a 
significant economic threat – in fact, without immigration 
for a period, Australia’s population will age much more 
quickly than anticipated and our economy will not be  
able to sustainably grow (post-recovery) as fast as had  
been anticipated.

•  The pace of change in financial services has accelerated 
during the global pandemic – this is both demand and 
supply led. The ever-increasing demands of compliance 
and the ability of laws and regulation to keep pace with 
the changing nature of financial services will continue to 
challenge us all. The potential for a new digital divide to 
emerge in our community is also real, impacting financial 
inclusion at an individual level and financial wellbeing at 
individual and macro levels. 

•  Climate change and the adjustments we will have to make 
to join the world in managing, minimising, and mitigating it – 
and of course, taking steps to help transition our economy 
and infrastructure as well as manage the various financial 
and non-financial risks associated with the impacts of 
climate change and weather-related events. 

AFIA is a unique organisation representing a diverse 
membership across the entire finance industry – diversity is 
our strength. Our work over the past year has lifted the  
voice of AFIA, which in turn allows us to be better heard by 
our key stakeholders and communities. With a voice that 
is heard, we will have a wider impact, not just influencing 
the legal and regulatory settings that impact our industry, 
but also the economic and social settings that impact our 
customers and all Australians. We will be able to create a 
more resilient, inclusive, and sustainable Australia – this is  
my ambition for AFIA. 

FY21 has been a tough year, but a rewarding year – I just 
want to say thank you to our members, the AFIA Board for 
being champions for our industry, and the AFIA team for 
being dedicated to working with you to drive a culture of 
integrity, transparency, and fairness and a better future. 

A MESSAGE FROM OUR CEO
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It would be great if I could provide reflections about last year that didn’t  
mention COVID – not possible. Like members did for customers and employees,  
AFIA adjusted quickly to make sure we continued to serve members, changed 
our business model to best suit the operating conditions, made sure we focused 
on the immediate challenges and our strategic priorities, and ensured the  
AFIA team could continue to function in a heathy, safe, and enjoyable way.

A seismic shift is underway, globally. 
The global pandemic hasn’t caused it, 
but is certainly accelerating change in 
our industry. There is a new generation 
of finance emerging and AFIA and its 
members are the epicentre – it has 
never been truer that our members are 
‘Financing Australia’s Future’.
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AFIA Board

PETER JONES – CHAIR
Nissan Financial Services 
Australia

Peter has over 30 years’ experience within the 
Australian automotive sector, including across the 
Toyota and Nissan brands. He is the Managing 
Director of Nissan Financial Services Australia & 
New Zealand. Peter is also the Managing Director 
of Nissan Australia’s Casting Plant based in Victoria 
and a member of the Board of Directors of Nissan 
Australia and other associated Nissan companies.

DIANE TATE – CEO
Australian Finance 
Industry Association

Diane joined AFIA in November 2019. She has 
over 25 years’ experience in financial services and 
public policy, including representing the Australian 
financial services industry in international forums. 
Diane is an advocate for strong governance, 
balanced regulation, and the importance of financial 
literacy for the wellbeing of individuals, families, 
communities, and economies. 

Prior to joining AFIA, Diane held various senior 
executive roles at the Australian Banking Association 
where she led the industry through the Financial 
Services Royal Commission and was the architect of 
the Banking Reform Program announced in 2016. 
She has also worked in the Federal Government, 
AUSTRAC, ASIC, and FINSIA. Diane is a graduate 
of the Australian Institute of Company Directors, 
Harvard Kennedy School, and Macquarie University.

KATHERINE MCCONNELL - NOMINATION & 
REMUNERATION COMMITTEE CHAIR
Brighte Capital
Katherine is Founder and CEO of Brighte Capital, one of Australia’s 
fastest growing fintech companies. Katherine has 20 years’ 
experience in finance, previously holding senior positions at 
Macquarie Bank in equipment and asset finance and, early in her 
career, as an economist for the Australian Government at the 
Treasury and Department of Finance. Katherine has been recognised 
by the industry for her leadership, receiving multiple awards 
including Female Fintech Leader of the Year 2020 and Finder’s Green 
Leader of the Year 2020.

CAMERON POOLMAN –  
DEPUTY CHAIR
OnDeck Capital Australia

Cameron is the CEO of OnDeck Australia. OnDeck 
Australia, established in 2015, provides unsecured 
small business loans using their unique credit score 
- the “Koala Score”. Prior to launching OnDeck in 
Australia, he was the founding CEO of GraysOnline, 
one of Australia’s largest eCommerce groups, 
growing the company to over $500 million in online 
sales. Before this, Cameron worked as an engineer 
and production manager at Eveready Australia.

OFIR KRANZ - FINANCIAL 
MANAGEMENT & AUDIT 
COMMITTEE CHAIR
Latitude Financial Services

Ofir joined Latitude Financial Services in September 
2003. He has held several roles with GE Capital 
and is the General Manager for Enterprise and 
Operational Risk for Latitude Financial Services. 
Ofir has experience in designing and implementing 
compliance, enterprise, and operational risk 
frameworks and people leadership. Ofir has 
developed and implemented risk management 
strategies to support the achievement of business 
objectives through various business cycles and 
strategic change programs. 

AFIA BOARD
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AARON BAXTER
Custom Fleet Australia & New Zealand

Aaron is CEO of Custom Fleet, part of Element Fleet Management.  
He oversees Element’s Australia and New Zealand business, 
supporting its clients with valuable data and insights to run their 
fleets more efficiently and safely. Aaron brings extensive expertise in 
financial services, growth, and innovation strategies across several 
consumer and commercial businesses. He previously held senior 
positions with GE Capital, including Managing Director of Commercial, 
with responsibility for strategy and operations across its Australia and 
New Zealand business. Prior to that, he was CEO of GE Capital New 
Zealand. Aaron is a graduate of the Australian Institute of Company 
Directors, has a Bachelor of Business (Marketing and Economics), and 
an MBA from Victoria University in Melbourne.

GREG PELL
Westpac Banking Group

Greg is the National General Manager, Specialised 
Lending and Transactional Banking for the Westpac 
Group’s Business Division. He leads a multi brand 
specialist business consisting of equipment finance, 
trade and invoice finance, commercial broking, 
transactional banking, and Indigenous banking. 
Greg has over 35 years’ experience in the banking 
and finance industry and has worked extensively 
across both commercial and SME markets.

JOSEPH HEALY
Judo Bank

Joseph is the Co-Founder and CEO of Judo Bank. 
An experienced international banker, he has held 
executive positions at NAB, ANZ, CIBC World 
Markets, Citibank, and Lloyds Bank. Joseph was 
an Adjunct Professor at University of Queensland 
Business School and has an MSc in Finance, MBA, 
MSc in Contemporary Chinese Studies, MBA 
(Banking), MSc in Psychology and Neuroscience 
of Mental Health and MSc in International 
Management (China) from the School of Oriental 
and African Studies, University of London, Kings 
College London, London Business School and 
University of Nottingham in China. He has 
authored three books and is a Fellow of FINSIA 
as well as a Fellow of the Chartered Institute of 
Bankers in Scotland.

AFIA BOARDAFIA BOARD

JAMES DWYER
Komatsu Australia 
Corporate Finance
James was appointed Managing Director of 
Komatsu Australia Corporate Finance in 2017. 
He first joined Komatsu Finance in January 2009 
as General Manager, Business Development and 
served as Chief Credit and Compliance Officer 
and Company Secretary prior to his current role. 
James has over 20 years’ experience in banking 
and structured asset finance, including with the 
Commonwealth Bank and NAB.
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CINDY HANSEN
Qudos Bank

Cindy is the General Counsel and Company 
Secretary for Qudos Bank and has over 27 years’ 
experience in the finance industry specialising 
in legal, compliance, and governance. Cindy has 
worked with Qudos Bank for over 20 years and 
previously held senior legal and compliance 
positions with Australian Guarantee Corporation  
and Permanent Trustee. Prior to commencing  
in the finance industry, she was a solicitor in  
private practice.



Like everybody, the COVID-19 global pandemic continued 
to dominate our work, plans, and execution. The finance 
industry began to transition to the early stages of economic 
recovery, from what was a period of severe social and 
economic shock. Australia went into recession for the first 
time in nearly 30 years.  
 

Unlike previous recessions, this initial period of economic 
disruption was short lived, with our economy rebounding 
quickly, and growing 1.4 per cent over the financial year. 
With capacity in the financial system and strong balance 
sheets for households and businesses due to a combination 
of economic stimulus from governments, support from 
their lenders, and good financial management, the situation 
for Australia was far more positive than other countries 
struggling with the COVID-19 crisis. It also meant that 
Australia was well-placed to deal with the second wave in the 
second half of 2021.   
 
Financial services continued to change rapidly in response 
to the COVID-19 crisis, but the pandemic was not the only 
force shaping our industry. From shifting market dynamics, 
disruption to global supply chains, new and emerging 
regulation, new and emerging technologies, and changing 
consumer behaviours and expectations, members continued 
to face a raft of immediate challenges as well as confront the 
magnitude of changes that will inevitably change financial 
services forever. 

With our refreshed strategy focusing 
our priorities and activities on 
leadership, industry standards, 
engagement, industry data, and 
advocacy, AFIA entered Financial  
Year 20/21 from a strong position.  
We spent time on identifying new ways 
of working with members, building 
relationships and networks with key 
stakeholders, and strengthening our 
organisational capabilities.

Strategic Priorities 
During Financial Year 20/21, the greatest challenge facing 
members was not dealing with COVID-19 disruptions or the 
raft of new laws and cumulative impact of regulation, it was 
balancing attention to the various immediate challenges and 
issues requiring most attention and real-time decisions as 
well as maintaining focus on longer-term strategies. 

Change is difficult, but with change is an opportunity 
for creative leadership – the opportunity is to support 
households and businesses now and help them to be 
stronger into the future as well as for our industry to be 
better. This is a time for our industry to lead, provide 
competitive and innovative products, services, and 
technologies, and generate ideas and solutions to tackle  
the myriad of challenges facing our economy, society,  
and environment. 

Reinventing our Flagship Member Events

AFIA continued to provide a platform for knowledge sharing, 
collaboration and connection. We held our AFIA Risk Summit 
in February 2021. In previous years, members have gathered 
to discuss in-depth the new, priority, and emerging legal and 
risk issues impacting our industry and enjoyed networking in 
person with colleagues across our industry. It was with both 
of these ambitions that we held this reinvigorated event, 
recognising the networking element virtually would be a 
challenge. Feedback from participants was really positive, 
with members getting the opportunity to participate in a mix 
of different sessions, including interactive conversations, and 
we managed to make it fun too. 

The core function of an industry 
association is to work in 
partnership with members to 
represent members’ views and 
lead positive change, minimising 
risks, maximising opportunities, 
facing into the challenges to 
create advantages.
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FINANCING AUSTRALIA’S FUTURE

Embrace the challenges of the modern finance industry, by leveraging  
the insights of our diverse membership, to influence our future and  
drive a culture of integrity, transparency, and fairness, to achieve better  
outcomes for our customers and our industry.

AFIA’S STRATEGIC GOAL

STRATEGIC PRIORITIES / LEADERSHIPSTRATEGIC PRIORITIES

L E A D E R S H I P

https://afia.asn.au/


We also held our first ‘hybrid’ event, with the AFIA Annual 
Conference being moved to May 2021. While we missed 
out on this event in 2020 due to COVID-19, it was fortunate 
we were able to get many members to gather in person on 
a sunny day by the Sydney Harbour, with more members 
beaming in via our online platform. Another advantage of 
this format was being able to involve international speakers 
and participants. This event was deliberately a mix of different 
sessions, including a fireside chat between AFIA CEO, Diane 
Tate, and ASIC Commissioner, Sean Hughes, which got a fair 
bit of attention at the time and after the event. 

Similarly, feedback from participants, in person and virtually, 
was really positive, with the sponsor and Associate member 
areas busy with activity and chat, and a few ice creams. 

Driving Change through our Campaigns 

The Board has been driving a program of change at AFIA 
to elevate our relevance and influence. The COVID-19 crisis 
has not just disrupted our lives, but has changed the way we 
fundamentally interact, participate in the economy, and work. 

We created a space for AFIA to contribute to decisions 
and initiatives with government and financial regulators, 
particularly through our economic recovery campaign. By 
harnessing our diverse membership, we challenged thinking 
about emergency plans, provided real-time advocacy, and 
influenced longer-term actions. AFIA was able to elevate 
member needs to ensure the continuation of critical market 
functions and investment activity across our economy, 
including programs adopted by the Reserve Bank of Australia 
(RBA) in the repo market, the Australian Office of Financial 
Management (AOFM) in the securitisation market, and 
initiatives announced by governments through their budgets 
and economic stimulus packages. 

We also began to construct our campaigns on digitisation 
and mobility, recognising both these areas are big topics 
impacting all members. We started small by working with 
a couple of our Industry Groups to identify the themes 
and then targeting government decision-makers at times 
when they were open to the conversation. This approach 
has already been successful in influencing the Federal 
Government’s Digital Economy Strategy and various state 
governments plans and approaches to electric and hybrid 
vehicle transition, stopping the introduction of additional 
taxes and influencing the development of longer-term plans. 
We will continue to build and evolve these campaigns in FY22. 

Business and industry leaders  
opened conversations on important 
themes, such as ethics, disruption, 
digitisation, regulation and deregulation, 
the pace of technological change,  
the future workplace, and shifting 
consumer behaviours, which sparked 
lots of thoughts about the future of  
our industry and lively conversations  
in the breaks. 

STRATEGIC PRIORITIES / LEADERSHIPSTRATEGIC PRIORITIES / LEADERSHIP

Lifting the Industry Voice

AFIA was presented with many opportunities to lead and 
contribute to government, stakeholder, and industry  
thinking through our participation in roundtables,  
Q&A forums, industry events, and parliamentary inquiries.  
For example, speaking at industry events, such as the  
Credit Law Conference, Women in Finance Leadership 
Summit, and Australian Chamber of Commerce and Industry 
(ACCI) forums provided us with the chance to discuss and 
debate key industry challenges, risks, and opportunities, 
including financial vulnerability, enhancing consumer 
protections, accelerating economic growth, digitisation  
of finance, and delivering greater financial, economic,  
and social participation.

Through the financial year, we adopted a targeted approach 
with key stakeholders and introduced a new structure to  
our submissions, representations, and communications.  
By framing our input to the various consultations through 
guiding principles, we reinforced the outcomes most 
important to all AFIA members: promoting access and 
choice in finance, driving competition and innovation, and 
supporting participation. Using this formula, we will continue 
to reinforce this message with key stakeholders.

We also adopted a targeted approach with media, focusing 
on background briefs on a wide spectrum of issues, from 
how semi-conductors were impacting supply chains, how 
fleet managers and car rental providers were restructuring 
their businesses, to how the Instant Asset Write Off (IAWO) 
initiative, coupled with better technology and data, was 
enlivening the equipment and asset finance sector.

Fostering our Finance Community

With the boardroom lunch concept off-the-table  
due to COVID-19, AFIA looked at alternative ways 
to create dynamic conversations within our industry, 
generate ideas and solutions to problems for the future 
of our industry, and promote the champions in our 
finance community. 

AFIA’s inaugural podcast series – The Future of 
Finance is Here – was launched in FY21. AFIA CEO, Diane 
Tate, talked with industry leaders and extraordinary 
individuals that have shaped and continue to shape 
the financial services industry. During the series, 
leaders from across our industry discussed key issues, 
reflected on the COVID-19 crisis in the context of past 
experiences and future possibilities, and considered 
the important role the finance industry is playing in 
Australia’s economic recovery and will play beyond. 

Industry thought-leaders featured in the series included 
Dr John Laker, Chair of ING Australia and former 
Chairman for APRA, Ross Greenwood, Australian 
Journalist, Dr Simon Longstaff, Executive Director of 
The Ethics Centre, Chris Whitehead, CEO and Managing 
Director of FINSIA, and Alan Oster, NAB Group Chief 
Economist. We also had some great conversations with 
AFIA members facing off, but mostly facing into the 
future together; sometimes with different experiences 
and ideas, but with a common ambition to make our 
industry better – thanks to Katherine McConnell and 
Cameron Poolman, Joseph Healy and James Boyle, 
and Aaron Baxter and Tom Mooney. Due to popular 
demand, the second series will be published in the first 
half of 2022. 

The publication of the new BNPL Code 
provided a great platform for lifting the 
industry voice.

Strong media attention on the BNPL sector 
opened doors for AFIA to talk not just about 
BNPL, but about broader issues impacting 
customers, markets, and economic 
conditions. This allowed us to broaden 
the dialogue with key stakeholders and 
media to discrete issues relevant for some 
members, through to issues important for 
all AFIA members.
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Members told us that industry standards are an 
important member value, and we should seek to 
address identified problems, get ahead of customer 
and stakeholder concerns, and elevate our standing 
with the community. Our stakeholders have told us that 
industry standards are an important part of the overall 
regulatory framework, with self-regulation having its 
place in lifting standards above and beyond the law.

The AFIA Board, members, and 
key stakeholders all recognise that 
industry standards are critical to 
our ability to demonstrate a unified 
industry voice that stands for a 
better industry and to take real 
action to listen to our stakeholders, 
and the community more broadly, 
and to lift our standards. 

To drive the development of industry codes, 
the objectives of our industry standards 
strategic priority were agreed by the AFIA 
Board and are as follows:

 
PROTECTION: 
Members support fair and just outcomes for 
customers and more efficient compliance for 
signatories. 

INNOVATION: 
Members adopt conduct, disclosure, and 
consequence standards that supplement the law, 
going above and beyond, to create consistent 
standards and foster best practices. 

COLLABORATION: 
Members will work with key stakeholders on 
setting standards and evolving those standards to 
meet (or exceed) community expectations – this 
will help manage legal, regulatory, operational and 
reputational risks, but also create opportunities for 
competitive advantage. 

REPUTATION: 
Industry-level action will enhance the standing of 
the industry overall, promote the advantages of 
being industry leaders for the signatories, and lift 
overall confidence in our industry. 

CULTURE: 
Action through industry standards aligns with 
our strategic goal to drive a culture of integrity, 
transparency, and fairness across the industry as 
well as to deliver better customer outcomes and 
to create a better industry.

Our Objectives

Our Approach
The approach we have taken to identify risks and opportunities for members means AFIA is currently taking a sub-sector 
approach to introducing industry standards. Some sub-sectors present higher risks, and therefore, they have been prioritised. 
It is pleasing that the very positive public reaction to the publication of AFIA’s Buy Now Pay Later (BNPL) Code of Practice has 
elevated interest from other parts of our membership in introducing a code. Reviewing existing industry codes and finalising and 
developing new industry codes will be prioritised in FY22. 

Our approach to design, development, and implementation of industry standards will allow us to:

•  evolve and continue to meet member needs and demands, 
including through identifying specific stakeholder interests  
as well as monitoring international and domestic 
developments, as relevant. 

•  focus our industry codes on high priorities, thereby 
addressing issues or concerns with industry practices  
already identified through reviews, consultations, or  
inquiries, while also maintaining plans for development  
and evolution of industry standards in other areas  
(including formal instruments, such as industry codes, 
or other mechanisms, such as through professional 
development, members tools, etc).

•  introduce new agreements and partnerships to raise 
professional standards (including training, education, and 
accreditation in relevant disciplines), systems to improve 
complaint handling and dispute resolution, and consumer 
protections (including conciliation services and other 
approaches designed to protect vulnerable customers). 

•  facilitate and leverage constructive dialogues and 
partnerships with key stakeholders to address priority  
issues, minimise operational risks and resource impacts  
for members, and generate legal, operational, and 
reputational benefits.  

•  lift the industry voice through more credible industry 
practices and have a mechanism to deal with new and 
emerging industry issues – demonstrating how members 
support customers, strive for best practices, and are  
proactive in dealing with emerging issues, which is critical 
to managing risks as well as creating commercial and 
compliance opportunities.  

•  create additional member value and brand awareness,  
both for existing members as well as through attracting  
new members, making us a more influential advocate and  
a stronger industry association.   

 

Best practices,  
by adopting 
consistent standards 
to supplement the 
law and meet (or 
exceed) customer 
and community 
expectations.

Customer-centricity, 
through introducing 
industry codes that 
educate customers, 
address customer 
issues, and ensure 
language is clear and 
concise, avoiding 
statements and 
commitments that are 
too generalised. 

Raising awareness, 
by using industry 
codes as an important 
and meaningful way 
for our industry to 
describe itself and 
the professional and 
conduct standards  
to which it will be  
held accountable.
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Furthermore, the Board agreed that it will be important for AFIA to take a longer-term view about the purpose and intent of 
industry codes and continue to support and pursue: 

Legal approval,  
to ensure statements 
and commitments 
comply with the law, but 
strive to hit important 
product and fee issues 
direct, noting that ACCC 
authorisation or similar 
regulatory approvals 
may be required to 
achieve this outcome. 



Our merger with the Australian Salary Packaging Industry 
Association (ASPIA) was completed in August 2020. With 
some new members coming onboard, it was a good time to 
commence the process of developing and implementing a 
new industry code. Now that a draft code has been prepared, 
a new Salary Packaging Working Group is being established 
with the aim of collaborating with the National Automotive 
Leasing and Salary Packaging Association (NALSPA) on a new 
Salary Packaging Code of Practice. 

Our Achievements 

FY21 was a busy year for the development and 
implementation of industry codes. 

In the financial year, AFIA launched the Buy Now Pay Later 
(BNPL) Code of Practice on 1 March 2021, which involved a 
significant accreditation process for the eight BNPL members 
that became signatories to the code. A consumer information 
campaign was undertaken alongside the launch, including a 
dedicated code website. We are extremely proud of the work 
done with our BNPL members, culminating in the publication  
of this world first code. It is already influencing standards 
around the world. 

Our administration of the Online Small Business Code of 
Lending Practice and Car Rental Code is now shifting into a 
review program for both codes. These codes represented best 
practices at the time they were published, but over the past 
few years, the evolution of industry codes, changes within the 
industry, and changing expectations of customers has meant 
these codes need to be assessed, updated, and adjusted. 
Benchmarking assessments have been completed, identifying 
areas for improvement. AFIA small business lenders and car 
rental providers are supportive of making changes to their 
codes that create new standards in their respective sectors 
and continue to drive best practices. More details about the 
reviews can be found on the respective code sections on the 
AFIA website.

Our Insurance Premium Funding (IPF) Working Group has 
been working hard on the new IPF Code of Practice. The 
COVID-19 crisis has interrupted the development of this code, 
with the consultation period substantially extended to allow 
industry and other stakeholders to provide comments on 
the draft. With a new CEO of the National Insurance Brokers 
Association (NIBA) and new Australian Small Business and 
Family Enterprise Ombudsman (ASBFEO), time is needed to 
ensure all stakeholders are effectively engaged. The delay 
in publication means we get the best result through our 
consultation and establish new standards to promote fair 
competition and access. As with all codes, we anticipate this 
code will evolve as new legal and regulatory requirements are 
introduced and further feedback is received on the practical 
impacts of the operation of the new code. 

Our Next Steps 

New working groups have been established with 
members to run the reviews of the Online Small 
Business Code of Lending Practice and Car Rental 
Code. Key learnings from the development and 
implementation of our other codes as well as 
initial input from key stakeholders, benchmark 
assessment, and a desktop review of media and 
public commentary will be folded into our project 
plans. New practice, transparency, and governance 
standards will be identified in discussion with 
members, forming high priority areas for discussion. 
We expect to launch the new IPF Code of Practice 
in late 2021 and the new Salary Packaging Code of 
Practice in the first half of 2022. We will also look to 
fast-track the development of a new Motor Finance 
Code in FY22. 

The AFIA Board acknowledged the importance of stakeholder 
engagement and communications with members during this 
crucial phase of the COVID-19 global pandemic.

Our engagement activities ensured members received 
guidance on the latest developments and provided input on 
the evolving situation and various government responses 
and initiatives. We also ensured stakeholders considered 
members’ views in their decisions and actions and 
understood how the industry was dealing with the crisis and 
supporting their customers. 

AFIA continued to build our stakeholder engagement 
program even though we had to sideline our new outreach 
program and replace it with a virtual and less structured 
approach. This made sense given boardroom meetings and 
industry roundtables got replaced by zoom calls. 

We were quick to shift our operating model, which ensured 
we helped members to deal with the challenges impacting 
their businesses and customers and we strengthened and 
extended relationships with key government decision-
makers, financial regulators, influential business leaders, 
consumer advocates, and small business representatives. 

We broadened our networks with industry and business 
leaders as well as international counterparts, ensuring 
we were collaborating on the right issues and across 
international developments, ensuring we were ready to  
adapt to the challenges and opportunities that lay ahead  
for our industry. 

We also deepened our connections with key media, so we 
were able to provide insights on background and leverage 
these connections to get our message out in targeted and 
straightforward ways.  
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Membership Groups

By the second half of 2020, a raft of new laws and  
COVID-related disruptions were reforming the financial 
services industry, resulting in challenging operating 
environments for all members.

AFIA worked with our membership groups to drive  
a rapid response to the emerging issues in real-time, 
align work programs to guide members through the 
development and implementation of their change 
programs and compliance plans, and continue to  
focus efforts on our strategic priorities. 

Our sector-specific Industry Groups maintained connections on 
priorities within our membership, while we all had to continue 
to focus on adjusting our work programs to deal with the 
COVID-19 crisis and the various ways it impacted our businesses, 
customers, and employees. We focused on a range of specific 
priorities to assist members, including new member tools, such 
as TMD templates for certain sectors to support implementation 
of the new Design and Distribution Obligations (DDO), and 
a new Credit Reference Scheme Protocol, to support lending 
decisions through COVID-19. 

We advocated for initiatives to manage commercial risks and 
opportunities, such as the extension of the SME Guarantee 
Scheme and engagement with states on digital driver’s licences 
and safeguards for fraudulent crimes, and temporary relief 
measures, such as approaches to streamline registration 
and other fees pertinent to our car rental members. We also 
ensured we did not lose sight of the long-term, identifying 
new campaigns and building our presence with stakeholders, 
including economic recovery, technology and innovation,  
and mobility. 

The Health Emergency & Crisis Tactics Industry Committee 
(HECTIC) evolved to be business-as-usual and was replaced 
with our new Regulation Standing Committee. This Committee 
was instrumental – coming together to consider the many 
legal, regulatory, and strategic matters impacting members 
and providing input to governments and regulators to ensure 
evidenced-based policy outcomes. 

We influenced decisions about the economic stimulus packages, 
supply chain management, and temporary  
measures intended to support our economy, such as  
electronic documentation and meetings as well as insolvency 
and bankruptcy laws. We also influenced policy and regulatory 
settings, including payments regulation and reforms associated 
with the implementation of the recommendations of the Financial 
Services Royal Commission.

The Corporate Affairs Advisory Group (CAAG) also evolved to be 
business-as-usual, but importantly, was available to meet quickly 
when the COVID-19 crisis shifted and members’ experiences 
changed sharply across Australia. Exchanging information and 
perspectives really helped us identify priorities for the attention 
of the National Cabinet and leaders across states and territories, 
messages for the financial regulators, and briefings to keep key 
consumer, small business, and media representatives informed 
about industry developments. 

As the industry adjusted to a new 
operating environment, our Industry 
Groups, Advisory Groups, and  
Technical Working Groups met 
regularly throughout the year to 
identify industry positions in real-time 
on immediate crisis management 
challenges, discuss the different ways 
these changes would impact different 
business models, and share insights  
to best equip our diverse members  
to deal with the myriad of impacts. 

Professional Pathways

Very early in the COVID-19 crisis, AFIA realised we needed to move 
our member events online, ensuring members continued to access the 
professional development and industry insights needed to support 
their businesses, but also to continue to support the capability and 
competency of their teams. 

Our Member Services team delivered 50 targeted and tailored member 
events throughout the financial year using a variety of interactive 
formats, including informative presentations, educational webinars, 
virtual workshops, masterclasses, policy briefings, and Q&As with expert 
panels. These events covered a range of member interest areas, focusing 
on the latest legal and compliance issues, business transformation, 
market and economic analysis, industry data, and COVID-related 
developments shaping our industry. In addition, we also hosted our two 
flagship events – AFIA Risk Summit and AFIA Annual Conference. 

Our events program had members directly engage with industry peers 
and key stakeholders. Replacing our government outreach program, 
we introduced new virtual fireside chats with key Government and 
Opposition spokespeople. 

Our events program also provided members with the opportunity to 
engage with our Associate members, receiving timely industry updates, 
guidance on pending reforms, and thought leadership and insights on 
emerging issues relevant across our membership. 

With a number of members using our events program as the basis for 
their commitment to training and professional development for their 
teams, engagement remained strong throughout the year. Over 2,370 
financial services professionals attended our events at least once,  
many being frequent participants, to expand their industry knowledge, 
acquire CPD points to ensure they maintained their formal accreditation, 
and build their networks.

Member Communications

Very early in the COVID-19 crisis, AFIA realised we needed to improve 
our communications to maximise member value. This was also consistent 
with feedback from members asking for our communications to be 
clearer - policy updates versus member events - and easier to access.

Our member communications were reviewed and updated based on 
member feedback. Members use our communications to get information 
about the latest industry developments, guidance on key reforms, details 
about industry trends, and insights on emerging issues to help navigate 
the changing environment. 

AFIA CEO MESSAGE: 
We introduced a dedicated CEO message 
at the beginning of the COVID-19 
crisis; sometimes this would be weekly, 
sometimes more frequently, as needed, 
to update members on COVID-related 
developments and provide insights 
into discussions, AFIA CEO, Diane Tate, 
was having with government and other 
key stakeholders. We started to phase 
this approach out in the second half of 
2020, but due to the number of member 
requests for critical financial services 
updates, commentary on emerging 
risk issues and structural changes, and 
thinking on the evolving COVID-19 
crisis, we introduced a monthly AFIA 
CEO Message, supplemented with 
special CEO messages to coincide with 
key announcements or COVID-related 
developments impacting our industry. 

FINANCE IN FOCUS: 
We revamped our policy guidance and 
introduced our new AFIA Finance in 
Focus e-newsletter. This communication 
is distributed to members weekly, on 
Monday, covering the major domestic 
and international developments, policy 
changes, and legal and regulatory 
reforms. These updates provide 
members with summaries and guidance, 
which is particularly useful for members 
with less capacity to participate in our 
membership groups.

WE’VE GOT YOU COVERED: 
We created our new AFIA We’ve 
Got You Covered events eDM. This 
communication is distributed to 
members weekly, on Friday, covering 
our upcoming member events. This 
update ensures members can plan their 
participation and stay connected with 
the latest industry developments as well 
as their industry colleagues. 

AFIA worked hard this year in strengthening our 
industry partnerships to deliver the best possible 
outcomes for our advocacy activities.
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Strengthening our  
Industry Partnerships



BUSINESS GROUPS: 
We forged stronger engagements with the 
Australian Chamber of Commerce and Industry 
(ACCI) through our active participation in virtual 
boardroom discussions, business leaders’ forums, 
and membership of their Economics and Industry 
Policy Committee, helping to drive a more 
deliberate, future-focused agenda. 

INTERNATIONAL PARTNERSHIPS:
We deepened contacts with some of our 
international counterparts to ensure collaboration 
on international priorities and exchange of 
information to assist our industry friends deal  
with law reforms and/or COVID-related disruptions 
and to learn from their experiences. Regular 
international calls were conducted with the 
Canadian Finance & Leasing Association, UK 
Finance and UK Finance & Leasing Association, 
European Banking Federation, US Equipment 
Leasing & Finance Association and American 
Bankers Association, and the NZ Financial Services 
Federation (FSF). AFIA CEO, Diane Tate, also 
presented at the NZ FSF Annual Conference, 
unfortunately not in person, but technology kept 
the event in the calendar.  

FICA:
As Chair of the Finance Industry Council of 
Australia (FICA), AFIA CEO, Diane Tate, broadened 
the remit of the umbrella group representing 
the peak financial services industry associations 
in Australia. A lot of work was done this year 
on reinventing cross-industry collaboration, 
coordinating advocacy efforts, and re-branding 
with an improved FICA website.  

Creating Industry Collaborations

The raft of new laws and COVID-related disruptions were 
not just impacting AFIA members, but also others across 
the financial services industry, here and overseas. To stay 
informed, but also to work smarter and stay ahead of 
economic shifts and global trends, AFIA expanded our 
industry connections.

Increasing Government Engagement

During the financial year, AFIA continued to develop 
constructive dialogues and collaborative relationships  
with federal and state governments to support our 
economic recovery. 

Our dialogue with Treasury, participating in several 
consultations and attending multiple roundtables, was 
critical to identifying targeted actions and informing 
the development of key announcements to strengthen 
consumer and business confidence through the 
acceleration of right-sized regulation and red-tape 
reduction.

In addition to engagement behind the scenes with 
federal and state government officials, representatives 
from Treasury, including the Australian Office of Financial 
Management (AOFM), and other relevant departments, 
and the financial regulators, we introduced new virtual 
engagement sessions. 

We hosted sessions with Senator the Hon Jane Hume, 
Minister for Superannuation, Financial Services and the 
Digital Economy and the ALP Treasury team – Dr Jim 
Chalmers MP, Shadow Treasurer, Stephen Jones MP, 
Shadow Minister for Financial Services and Superannuation 
& Shadow Assistant Treasurer, and Senator Katy Gallagher, 
Shadow Minister for Finance and Chair of the Senate Select 
Committee on COVID-19. 

We held multiple events with the financial regulators, 
including Tim Gough, Senior Executive Leader, Credit 
& Banking at ASIC, Dr Christopher Kent, Assistant 
Governor (Financial Markets) at the RBA, Renee Roberts, 
Executive Director, Policy and Advice at APRA, and Bradley 
Brown, National Manager of Education, Capability & 
Communications at AUSTRAC. We also held multiple events 
with our key ombudsmen – Evelyn Hall, Lead Ombudsman, 
Banking & Finance at the Australian Financial Complaints 
Authority (AFCA) and Bruce Billson, the Australian Small 
Business and Family Enterprise Ombudsman (ASBFEO).

Our dialogue with governments, 
particularly on the industry impacts 
and implications of the Federal Budget 
announcements, were critical in 
delivering members the information 
and guidance they needed to 
manoeuvre safely through the COVID-19 
crisis as well as influencing decisions 
about initiatives to support lenders to 
support their customers and broader 
economic stimulus.
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CONSUMER ADVOCATES:
We established a new cross-membership forum, 
providing opportunities for members to meet 
with consumer advocates, financial counsellors, 
and legal aid service providers to discuss 
emerging issues. Consumer Action Law Centre 
(CALC), Financial Counselling Australia (FCA),  
and Financial Rights Legal Centre (FRLC) have 
been incredibly important stakeholders in helping 
us better understand customers’ experience.  
We expanded our engagement model to include 
Queensland Legal Aid and WA Consumer Credit 
Legal Service to help us better understand 
the specific issues facing customers in states 
impacted by the volatility in the mining and 
tourism sectors.  

Building Consumer &  
Small Business Engagement

The raft of new laws and COVID-related disruptions 
were not just impacting AFIA members, but 
importantly customers. To listen and learn, but also 
to work smarter and stay ahead of shifts in customer 
and community expectations, AFIA expanded our 
connections with representatives of consumers and 
small businesses.

Developing Media Engagement

During the financial year, AFIA continued to 
develop relationships with journalists, including 
financial, trade, technology and business specialists. 

Our dialogue with the media, particularly on the 
industry impacts and implications of the COVID-19 
global pandemic on the finance industry, was 
critical in ensuring members’ views factored in the 
thinking of public debates and media reports as 
well as the industry voice was prominent in TV, 
radio, newspapers, trade publications, and social 
media platforms.  

AFIA was cited or quoted 136 times in media 
transcripts and articles during the financial year, 
with the publication of AFIA’s BNPL Code a catalyst 
for broadening our media reach. In addition to 
BNPL, other industry issues of interest included 
retail payments regulation, small business lending, 
technology in financial services, and supporting 
customers and employees through our economic 
recovery. Journalists were interested in how 
our members supported their customers and 
employees through different approaches, ranging 
from providing hardship assistance and deferrals of 
repayments and access to private transport during 
COVID-19 outbreaks by car rental members, as well 
as supporting employees and their families with 
arrangements beyond traditional flexible  
work policies. 
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AFIA’S VALUES

Integrity 
& Respect
authentically engaging  
and being honest

Dynamic  
& Curious
actively listening and learning 
and being creative

Challenge  
& Passionate
connecting our community 
and striving for continuous 
improvement

Courage 
& Innovate
moving our industry  
forward to a better future

BNPL ENGAGEMENT: 
Consumer advocates were heavily involved in 
the development of AFIA’s Buy Now Pay Later 
(BNPL) Code of Practice and we continued this 
engagement following publication to ensure 
commitments in the code deliver better customer 
outcomes, including support for customers 
experiencing financial hardship. AFIA CEO, 
Diane Tate, also presented at the FCA Annual 
Conference, in person in Darwin in May 2021. 
This was a great opportunity to meet with 
financial counsellors from across Australia to hear 
their views, understand better the experiences 
of their clients, and discuss what further actions 
could be taken to help all Australians manage 
their money and spending when using BNPL, and 
more broadly, all finance products.

SMALL BUSINESS GROUPS:  
We shifted our engagement model with small 
business representatives, taking a more targeted 
approach given the demands caused by 
COVID-19 disruption, but without compromising 
our ability to exchange information and learn 
from their experiences in adjusting to the difficult 
conditions impacting different business models 
in different ways. Regular calls were conducted 
with the Council of Small Business Organisations 
Australia (COSBOA) and Commercial and Asset 
Finance Brokers Association of Australia (CAFBA).  



Members told us that data is an important member 
value and we should not just retain but elevate our data 
reports – rebuild our sub-sector market trends and build 
additional data series’. Our stakeholders have told us that 
data is critical to evidence-based policy, which has been 
especially noticeable during the COVID-19 crisis.  
 
Governments and financial regulators are increasingly 
relying on industry data to make decisions that impact 
on the finance industry. In a speech given by Dr Steven 
Kennedy, Secretary to the Treasury in November 2020, 
he highlighted how the government relied on real-time 
data to make decisions during the height of the initial 
outbreak of the COVID-19 global pandemic and that this 
data was invaluable to them and their decision-making. 

The AFIA Board, members, and 
key stakeholders all recognise 
that industry data is critical to our 
advocacy activities, influence and 
relevance, and ability to achieve 
outcomes through a unified 
industry voice. 

To enhance the value of industry data for 
members, the objectives of our industry data 
strategic priority were agreed by the AFIA 
Board and are threefold:

TRENDS AND BENCHMARKING:
Members can access relevant and timely 
data about their industry, create commercial 
opportunities and advantages, and/or identify 
business risks or inefficiencies.

EVIDENCE-BASED POLICY:
Industry can use insights about the finance 
industry’s contribution to the economy to inform 
decision-makers and policymakers about impacts 
on our industry.

INDUSTRY VOICE:
Members can contribute aggregated data, case 
studies, and stories about impacts of reforms, 
policy changes, economic conditions, and market 
developments on our industry to influence our 
advocacy activities and outcomes.

Our Objectives

Our Approach

The approach we have taken to improve our data capability 
will allow us to:  
•  evolve and continue to meet member needs and  

demands, including through more interactive 
communications and channels

•  focus our data sets on high priorities, thereby filling gaps 
and leveraging partnerships to streamline processes, 
minimise resource impacts, and generate benefits

•  deliver insights and build credibility, particularly with 
decision-makers and key stakeholders, including 
Government, Treasury, RBA, ASIC, APRA, AOFM, AFCA, 
ASBFEO – noting there is currently an absence of 
information about lenders, predominately AFIA members, 
which is limiting our ability to influence policy and 
regulation outcomes 

•  lift the industry voice through more robust data and tell 
more meaningful stories about the role of the finance 
industry – demonstrating how members support businesses 
and investment activity across our economy and help 
households to access credit and build their financial 
wellbeing, which is critical to managing legal, political, 
commercial, and reputational risks as well as creating 
business opportunities

•  create additional member value and brand awareness,  
both for existing members as well as through attracting 
new members, making us a more influential advocate and  
a stronger industry association.   

AFIA engaged a new data partner, Perpetual, to bring greater 
governance, data security, efficiency, data analytics, and 
expertise to manage the reporting process.

Our Achievements 

FY21 was a busy year with the onboarding of Perpetual and 
the creation of our new online portal. We have ensured 
members maintained access to relevant and timely data 
about their industry – with data reports covering Equipment 
Finance, Car Rental, Fleet Management, Motor Finance, 
and Insurance Premium Funding (IPF), and improved data 
governance and quality.

While transition was not seamless, some hiccups and delays 
were expected, we were pleased that the market trends have 
not been materially impacted and improved data capability 
and analytics means we can leverage greater insights. 
Industry data allows members to make better business 
decisions through trend analysis and benchmarking. 

Specifically:

  The new portal is interactive and dynamic. Members 
can filter data to derive insights on product mix, 
demographics, and time-series. For example,  
report data used to identify strategies and set metrics.  
The new online portal means we are no longer  
preparing a hardcopy report, but we know that some 
members like this and we are now making sure the 
functionality in the portal provides the same output  
with the click of a button. 

  Aggregated data can be used in internal analytics. 
Members use data in their own solutions to identify 
business performance and drive innovation. For example, 
report data overlay with internal customer and other 
segment data using machine learning and improved data 
analytics to better understand commercial opportunities 
and risks, including product design, distribution risks and 
opportunities, segment, or asset advantages, etc. The new 
data series means we are identifying new member value. 
In FY22, we will be focused on introducing new data 
series and points to get ahead of industry needs now, but 
foreshadowing emerging industry developments. 

  Better data lifts the industry voice. More robust data 
provides a solid basis to explain the role of the finance 
industry in our economy and society. For example, report 
data is used to build member value and create brand 
differentiation, telling meaningful stories about how 
members provide products, services, and technologies, 
influencing various public policy debates and inquiries, 
and representing real experiences that promote, and 
defend, the industry, where needed. 
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Our Next Steps

A new Industry Data Working Group is being 
established to review phase 1 outcomes and 
progress phases 2 and 3. Key learnings will be 
embedded into the data reporting process and 
new key deliverables will be identified in discussion 
with members. We will look to refine processes, 
clarify definitions, and make changes to:

Improve the speed and timeliness of existing data 
transfer from members and provision of data 
reports and develop new ways to interact with 
members on data to create additional member 
value, quality of data, and utility for members.

Introduce new data points into existing data 
reports to reflect changes in the industry in terms 
of product verticals and distribution channels.

Create two new data series on SME lending 
and financial difficulty – data will allow us to 
provide a new unique data resource for members 
and lift the industry voice, especially on public 
policy issues where an absence of information 
may result in additional regulatory burden or 
compliance costs.
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Broad-based declines were evident in aggregate across all sub-sectors in FY21. However, the multi-speed 
economy and shape of the initial economic recovery from the first wave of COVID-19 meant certain sectors, 
industries and geographical areas did better than others. Lockdowns and strict stay-at-home measures as a 
result of the COVID-19 global pandemic largely impacted the acquisition of new business. Disruptions to  
global supply chains and a deficiency of semi-conductors worldwide also started to pose challenges for 
industry sub-sectors. 

FLEET LEASING:  
ANNUAL NEW BUSINESS  

Fleet Leasing, Equipment Finance, Motor Finance and Car Rental
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ANNUAL NEW BUSINESS  
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ANNUAL NEW BUSINESS  
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CAR RENTAL:  
ANNUAL NEW BUSINESS  
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The acquisition of new equipment was one of the most challenging headwinds faced by the equipment  
finance sector. The mining and resources sector held strong, but overall, other sectors across our economy  
were all impacted in one way or another by COVID-related disruptions. For example, supply chain shortages 
delayed the delivery of new equipment and subsequently impacted the completion of infrastructure and 
construction projects. 

The supply of new vehicles, business disruption, and the start of transition to electric and hybrid vehicle fleets 
impacted the fleet leasing industry, leading to a broad-based downturn in FY21. Negative business confidence 
also influenced the industry as businesses were reluctant to establish or upgrade fleets of vehicles. 

Despite a downturn in new business in 2020, the motor finance sector rebounded strongly in the first half of 
2021. This was largely a result of record new vehicle sales across Australia and increased consumer spending.

The impacts of COVID-19 and associated lockdowns impacted the car rental industry. Decreased volumes 
of domestic and international travel contributed to the decline in new business. 
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BBuussiinneessss LLeennddiinngg:: NNeeww llooaannss bbyy MMoonntthh ((FFiixxeedd TTeerrmm LLooaannss))

NNeeww  LLooaann  ccoommmmiittmmeennttss  ttoo  SSmmaallll  BBuussiinneessss  (($$bb)) BBuussiinneessss  LLeennddiinngg::  nneeww  llooaann  ccoommmmiittmmeennttss  ffoorr  ccoonnssttrruuccttiioonn  (($$bb)) BBuussiinneessss  lleennddiinngg::  nneeww  llooaann  CCoommmmiittmmeenntt  ffoorr  ppuurrcchhaassee  ooff  pprrooppeerrttyy  (($$bb))

Business finance experienced broad-based increases across FY21. However, there has been volatility over the 
financial year caused by COVID-19 lockdowns as well as construction and supply chain disruptions. Economic 
conditions for small businesses in Australia began to improve in the second half of 2020 alongside the broader 
recovery from the economic disruption caused by the COVID-19 global pandemic. While small businesses’ 
access to finance from lenders tightened in the early stages of the pandemic, various policy measures were 
provided to help support the provision of credit across the economy. 

Business Finance: New Business Commentary

NEW LOANS BY MONTH (FIXED TERM LOANS)

Notwithstanding the difficult operating conditions in FY21, industry has been transforming with business restructuring, 
consolidation, acquisition, and mergers, advances in technology and data analytics, and new ways of managing assets 
across businesses to maximise efficiencies. 

Trends for the industry highlight customer demand for products and services will evolve post-pandemic, business needs 
and investment appetite will shift and access to finance will increase, digitisation will continue to drive changes in all 
sub-sectors, cyber-security will remain a priority, global trade and relations will have direct and indirect implications for 
business confidence, and government policy will impact infrastructure spending, taxation settings, and compliance. 

27 28

AFIA Annual Review FY21 AFIA Annual Review FY21

STRATEGIC PRIORITIES / INDUSTRY DATASTRATEGIC PRIORITIES / INDUSTRY DATA

GDP ANNUAL GROWTH 

0.10% 4.9%

INFLATION RATE         CASH RATE TARGET   UNEMPLOYMENT RATE

JUNE 2021

0

0.1

0.2

0.3

0.4

0.5

0.6

0.7

0.8

0.9

1

1.1

1.2

1.3

1.4

1.5

1.6

1.7

1.8

1.9

2

2.1

Jun-19 Jul-19 Aug-19 Sep-19 Oct-19 Nov-19 Dec-19 Jan-20 Feb-20 Mar-20 Apr-20 May-20 Jun-20 Jul-20 Aug-20 Sep-20 Oct-20 Nov-20 Dec-20 Jan-21 Feb-21 Mar-21 Apr-21 May-21 Jun-21

$ 
Bi

llio
ns

CCoonnssuummeerr FFiinnaannccee:: NNeeww MMoonntthhllyy BBuussiinneessss

TToottaall  ppuurrppoossee  eexxcclluuddiinngg  rreeffiinnaanncciinngg  (($$bb)) PPuurrcchhaassee  ooff  rrooaadd  vveehhiicclleess  (($$bb)) PPeerrssoonnaall  iinnvveessttmmeenntt  ((eexxcc lluuddiinngg  hhoouussiinngg))  (($$bb))

OOtthheerr  ppuurrppoosseess  (($$bb)) PPuurrcchhaassee  ooff  ootthheerr  vveehhiicclleess  aanndd  eeqquuiippmmeenntt  (($$bb)) RReevvoollvviinngg  CCrreeddiitt  (($$bb))

Source: ABS Lending Indicators

Consumer finance on a whole has steadily increased in FY21. Despite small downturns in Q1 and Q4 a result 
of COVID-19 lockdowns and stay-at-home restrictions, favorable lending conditions and supportive monetary 
policy saw broad-based increases among all sub-sectors. The purchase of road vehicles and personal 
investment increased significantly as a result of international travel bans. Revolving credit increased gradually 
off the back of increased consumer confidence. 

Consumer Finance: New Business Commentary 

NEW MONTHLY BUSINESS 

Source: ABS Lending IndicatorsSource: ABS Lending Indicators

3.8%1.4%



The COVID-19 global pandemic meant that the vast majority 
of our advocacy activities related to ensuring members were 
best positioned to manage through the crisis and support 
their consumer and business customers, and employees. 

AFIA continued to adjust our operating model to deal 
with the increasing demands on the industry association, 
particularly COVID-related advocacy. Responding 
immediately, we engaged with governments, financial 
regulators, and consumer advocates on COVID-related 
support, legislative reform, and regulatory frameworks.  
We synthesised views across our membership and facilitated 
direct and relevant interactions between members and 
industry stakeholders to ensure a strong, unified industry 
voice was heard.

Collaborating with Stakeholders

Our Consumer Advisory Group and Small & Medium 
Business Advisory Group have been critical in 
identifying priorities for leading an agenda with key 
stakeholders. 

Working collaboratively with government 
stakeholders, including the Australian Small 
Business and Family Enterprise Ombudsman 
(ASBFEO), Australian Financial Complaints Authority 
(AFCA), and the Australian Office of Financial 
Management (AOFM), we have been successful 
in advocating for changes to credit laws, making 
insolvency and bankruptcy laws better suited to the 
difficult economic conditions without introducing 
unreasonable risks, introducing and augmenting 
initiatives to support funding markets, clarifying the 
terms of reference for external dispute resolution, 
and clarifying the application of changes associated 
with the recommendations of the Financial Services 
Royal Commission. We have also been a conduit for 
providing input to key stakeholders in relation to 
access to finance, incidence of financial hardship, and 
access to financial literacy, all of high importance to 
these stakeholders through the COVID-19 crisis. 
 
AFIA is recognised by key stakeholders as uniquely 
placed as a leading industry representative due 
to the diversity of our membership and ability to 
represent members’ views, while interacting in a 
constructive, pragmatic, and future-focused way. We 
will continue to build and integrate our leadership 
programs through our Advisory Groups in FY22, 
using better industry data, more structured consumer 
and small business outreach, and more interactive 
advocacy models.

Advocacy is acknowledged by the AFIA 
Board as everything we do with, for, 
and on behalf of members. During the 
financial year, we shifted our advocacy 
activities from representation towards 
a collaborative partnership, so we 
could lift our relevance and influence 
by being more proactive, not just 
reactive, and more future-focused.

Promoting access and choice in finance

With two Federal budgets in the financial year, AFIA worked 
closely with the Treasurer’s office, Treasury, and the National 
COVID-19 Coordination Committee on identifying initiatives 
to support our financial and capital markets as well as 
address and minimise the economic risks and shocks to 
business activity caused by the COVID-19 crisis. We also 
supported the implementation of the recommendations 
of the Financial Services Royal Commission, while ensuring 
implementation achieved the policy intent without adversely 
impacting customers. 

We successfully advocated for tax concessions and 
investment incentives, including the Instant Asset Write 
Off (IAWO) initiative and the changes made to maximise 
its impact and extend its application, particularly with the 
impact of supply chain disruption to the availability of certain 
assets across our economy.

We highlighted the importance of putting in place strategies 
to integrate skills, manufacturing, infrastructure, and 
digitisation plans across our economy. Our 2020 and 2021 
Federal Budget submissions focused on, among other things, 
the interaction between urban and regional economies, 

especially through this COVID-19 era, such as the hospitality 
and tourism sectors being reliant on the agriculture sector, 
and vice versa. It was pleasing to see many of our ideas 
captured in the Modern Manufacturing Strategy and the 
Digital Economy Strategy. 

We identified key priorities and areas of most interest 
to members from the recommendations of the Financial 
Services Royal Commission, providing balanced industry 
positions on strengthening breach reporting, extending the 
deferred sales model for add-on insurance, making changes 
to complaint handling and internal disputes resolution, 
introducing the Design and Distribution Obligations (DDO), 
Financial Accountability Regime (FAR) and a Compensation 
Scheme of Last Resort, and making changes to credit laws 
and insolvency and bankruptcy practices. With the legislation 
or regulatory guidance for a number of these reforms 
delayed until FY22, we concentrated our advocacy activities 
on supporting and advising members through this period  
of uncertainty.

We worked closely with Treasury, ASIC and APRA on making 
sure members were able to deal with the significant increase 
in customer contacts due to lockdowns being imposed across 
Australia and ensured the financial regulators understood 
how members were managing customer requests for 
financial hardship and how members were supporting 
their customers with information, guidance, and support, 
especially SMEs and households and businesses that endured 
the extended Melbourne and regional Victorian lockdowns. 
Categorising ‘COVID loans’ and identifying the unique 
circumstances facing these customers has been instrumental 
in ensuring contract variations, relief arrangements, and 
other support measures could be identified and put in place 
simply, easily, and appropriately. 

We influenced governments and financial regulators to 
undertake policies to reduce inefficiencies and maximise 
productivity by taking advantage of the COVID-related 
acceleration in digital adoption. The modernising business 
communications reform is a significant first step in ensuring 
right-sized regulation. The cumulative impact of regulation 
and ensuring the design of new laws and regulations reflects 
the operating environment of today and tomorrow, not 
yesterday, and will continue to be the focus of our advocacy 
activities in FY22. 

Navigating Regulatory Change

While the Federal Government and financial 
regulators sensibly put many reforms on hold,  
so the industry could focus efforts on responding 
to the immediate impacts of the COVID-19 
crisis on their businesses and customers as well 
as track the trajectory of additional lockdowns 
across Australia through the financial year, the 
reform agenda did recommence.

Our Policy team made 64 formal submissions 
and many more informal representations 
to governments and financial regulators on 
legislative reform, policy changes, consultations, 
and regulatory frameworks, through extensive 
consultation with our membership groups and 
key stakeholders.
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Keeping up with Industry Developments

Not only did we provide 735 policy notices through 
our monthly CEO Message and weekly Finance 
in Focus e-newsletter, but additional updates 
on more sensitive advocacy outcomes were also 
provided through special CEO messages, alerts to 
the Regulation Standing Committee, as well as more 
major developments through our new website ‘hubs’. 
The Federal Budget Hub and COVID Hub have been 
used by many members to get the latest information 
and market commentaries as released or to find links 
to source the latest information, which has been 
particularly helpful for smaller members unable to 
keep up with the overwhelming surge in COVID-
related announcements, support packages, changes 
to rules and restrictions, etc. Finding faster ways to 
get information to and from members will  
be a priority in FY22, including the use of member 
polls and other interactive methods to support our 
real-time advocacy.

Driving competition and innovation

AFIA continued to work with members in understanding 
the changing shape of financial services and to identify 
the settings needed to ensure all members could take 
advantage of the opportunities and minimise the risks.  
We also engaged with key stakeholders to raise awareness 
and help them better understand the impacts of changes  
in the financial services industry.

We participated in Parliamentary inquiries into mobile 
payments and digital wallets, regulation of the use of 
financial services for online gambling, and Australia as a 
technology and financial centre, providing our views about 
the importance of proportionate, scalable, and targeted 
regulation; balancing consumer protection, financial 
stability, competition, and innovation to promote choice 
and access; and reducing barriers to entry and supporting 
new entrants into markets. 

We provided feedback on a number of key issues to 
strengthen our economic recovery and shift our industry 
into the future, including rules under the Consumer  
Data Right (CDR), heavy vehicle national law reform, 
and retail payments regulation. We also reinforced the 
importance of progressing improvements to the Personal 
Property Securities regime, irrespective of other priorities 
and distractions.

We influenced changes to the SME Guarantee Scheme 
and the shift to the SME Recovery Loan Scheme, ensuring 
banks and non-bank lenders could participate and support 
their SME customers, especially those most impacted by 
lockdowns and border closures. We also worked closely 
with the Australian Office of Financial Management (AOFM) 
on access to the Structured Finance Support Fund (SFSF) 
and the adaptation of the Forbearance Special Purpose 
Vehicle to address funding anomalies that may have 
impeded smaller and specialised lenders from offering 
extended support to their customers.

Supporting participation

Throughout the year, business leaders from across our 
membership worked closely with the AFIA team to drive 
industry-level outcomes, such as proportionate, scalable  
and targeted regulation, enhanced competition and 
innovation, and accessible financial services. 

Whether it was advocating for deeper and more liquid debt 
markets, including corporate bonds and other instruments 
to support expansion of fixed income for investors and 
diversification of funding for lenders, or whether it was 
advocating for restricting online gambling operators from 
receiving credit or borrowed funds, these industry positions 
are about supporting a culture of integrity, transparency,  
and fairness in our industry. 

In addition to promoting reforms and initiatives to enhance 
financial participation and wellbeing, our enhancements to 
the AFIA website have also made it easier for customers to 
find the right contacts in members and get the information, 
guidance or support they need. 

Our strong engagement with key 
stakeholders through our webinar 
fireside chats and virtual consumer 
advocates roundtables allowed 
members to hear about the issues 
facing the community, ask questions 
about the impact of legal and 
regulatory changes, and listen to views 
about how to ensure financial services 
is accessible and affordable for all 
Australians. 
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Our discussions with the Treasury, 
RBA, APRA and key industry 
stakeholders, including the 
Australian Small Business and Family 
Enterprise Ombudsman (ASBFEO), 
were critical in allowing smaller 
and specialised lenders the ability 
to provide right-sized, best-priced 
credit that assisted many otherwise 
viable businesses across our 
economy to get through the impacts 
of the COVID-19 crisis. 



Advocacy Activities

79
MAJOR ENGAGEMENTS

In FY21, AFIA participated in over 79 major engagements with 
governments, financial regulators, and other key stakeholders  
on issues important to members and customers. Of course, there 
were many more interactions, conversations, and debates, but these 
engagements ensured our industry positions on the myriad of 
reforms reflected real member experiences and that our advocacy 
and campaign activities were timely, targeted, and meaningful. 
While our engagements focused on immediate economic, 
regulatory, and policy settings, we always kept an eye on  
achieving the vision of a better finance industry.

735
POLICY NOTICES

To ensure members stayed connected and informed 
across the breadth of financial services issues 
that emerged throughout the financial year, we 
published 735 policy notices in our monthly CEO 
Message and weekly Finance in Focus e-newsletter 
– covering the major domestic and international 
developments in the finance industry. These regular 
updates provided members with real-time insights 
on the latest regulatory and market news, emerging 
legislation and policy settings, industry commentary 
and guidance, and new innovations.

64
SUBMISSIONS

To represent members’ views and shape positive 
industry change, the AFIA team made over 64 
formal submissions and many more informal 
representations to governments and financial 
regulators on legislative reform, policy changes, 
consultations, and regulatory frameworks through 
extensive consultation with our membership groups 
and with key stakeholders. These submissions 
and representations were focused on getting 
better industry and customer outcomes in access 
and choice in consumer and business finance, 
competition and innovation, and participation. 50

AFIA EVENTS

In FY21, AFIA delivered 50 targeted and tailored 
member events using a variety of interactive 
formats, including informative presentations, 
educational webinars, virtual workshops, 
masterclasses, policy briefings, and Q&As with 
expert panels. In addition, we held our two flagship 
events – AFIA Risk Summit and AFIA Annual 
Conference. These forums gave members the 
opportunity to collaborate and brainstorm with 
other industry leaders, business experts, financial 
regulators, market commentators, and policymakers 
to drive engagement, advocacy, and influence  
within our industry. Additionally, our FY21 events 
program ensured members further developed 
their industry knowledge, maintained their 
formal accreditation, and met their longer-term 
professional pathway ambitions.

136
MEDIA MENTIONS

As a consequence of various high-profile campaigns and 
initiatives, AFIA was cited or quoted 136 times in media 
transcripts and articles during the financial year, with the 
publication of AFIA’s BNPL Code a catalyst for broadening 
our media reach and presence. Notably, the Code received 
mass media coverage across mainstream channels and mass 
syndication of the news. In addition to BNPL, other industry 
issues of interest included payments regulation, small business 
lending, technology in financial services, and supporting 
customers and employees through economic recovery.

95
REGULATION STANDING 
COMMITTEE

AFIA retired the Health Emergency & Crisis Tactics 
Industry Committee (HECTIC) and evolved it into  
our new Regulation Standing Committee, with  
95 members participating. The Committee focused 
on developing industry positions on the priority 
recommendations of the Financial Services Royal 
Commission, working in partnership with Associate 
member – Deloitte – to develop bespoke member 
tools and training to assist members implement 
systems for the Design and Distribution Obligations 
(DDO), and influenced the review of the Terms 
of Reference for AFCA. It was also instrumental 
in getting us fast feedback to inform real-time 
decision making on COVID-related issues – thanks 
to everyone that participated!
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INDUSTRY 
CODES

Industry Codes

Why a Code of Practice?

A code of conduct is a set of rules governing the practices 
and responsibilities of an individual party or organisation. 
Whereas, a Code of Practice sets out the principles of proper 
practices and professional behaviour for an industry or 
profession. 

In the case of AFIA, our Codes of Practice detail the standards 
of conduct, disclosure, and consequence applicable to the 
sector or product that is covered in the code. It sets standards 
that go above and beyond the law and provides a higher 
standard of protection for customers. Signatories of our 
Codes of Practice understand that this is good commercial 
practice, with codes affording benefits for their business,  
their customers, and more generally, our industry. 

A Code of Practice is an important part of driving a culture 
of integrity, transparency, and fairness, which is a key 
element of our strategic goal. It is a way for the industry to 
be responsive and alert to changes in the offer of financial 
products, services, and technologies and how customers want 
to interact with our industry. It is a way for the industry to 
explain not just what they do for customers, but how.

A Code of Practice is not a comprehensive solution, but it 
is an incredibly important part of the regulatory framework. 
Education, training, and professional development is also part 
of continuous improvement and the evolution of standards 
across our industry. It is also up to the industry’s leaders to 
demonstrate and champion high standards of conduct and 
ethics in their attitudes, behaviours, and actions.  

  

What is the purpose of a Code of Practice?

The purpose of a Code of Practice can be multiple.  
Typically, there is initially a reactive reason to introduce 
or review a code, for example, law reform needs to be 
supported through a change in industry practice or issues 
have been identified that are not best solved through 
prescriptive law or regulation. 

A Code of Practice can be easier to adjust than legislation 
and less intrusive than legislation or regulation. Industry 
codes also create a sense of ownership and are a useful tool 
to make commitments to customers, set standards to deliver 
good customer outcomes, and explain industry practices  
and sections of the law, which can be confusing to 
customers. Industry codes are expected by customers 
and can instil confidence and trust in an industry. Overall, 
industry codes create a benchmark, with signatories able to 
minimise risks by improving controls and complaint handling 
processes, and maximising opportunities by creating 
competitive advantage. 

Therefore, there are proactive reasons for an industry to 
come together to develop and introduce a Code of Practice. 
In all instances, it is critical for member discussions, which  
are undertaken for the purpose to set standards or 
commitments to implement certain initiatives across an 
industry, to be managed in compliance with various legal 
obligations. For this reason, we ensure industry collaboration 
on codes is conducted to adhere to the AFIA Competition 
Law Protocol. 

The AFIA Board has determined that industry standards is a strategic priority, with 
industry codes a core function in setting and raising standards across our industry.
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INDUSTRY CODES / OSBL CODE REPORT

On behalf of the Code Compliance Committee (CCC), and 
as outlined in section 12.1 of the Terms of Reference for the 
AFIA Online Small Business Lenders Code of Practice, we are 
delighted to table our report for the 12 months ending 30 
June 2021 for inclusion in the AFIA Annual Review.

What oversight ensures the standards in a  
Code of Practice are met?

There are three parts of our self-regulation architecture:

The Code – sets out the commitments and standards, and 
is benchmarked against ASIC’s Regulatory Guidance on 
Industry Codes (RG 183).

The Terms of Reference for the Code Compliance 
Committee (CCC) – an independent body set up to oversee 
code compliance, with the ability to take action, including, 
but not limited to, issuing sanctions to update practices, 
change internal controls or require remediation, instructing 
additional staff training to be undertaken, and/or publicly 
‘naming and shaming’. The accreditation processes ensure a 
member can be, and can continue to be, a signatory to the 
code (otherwise known as a Code Compliant Member).

The By Laws – sets out the process where a member 
becomes and receives the benefits of being a Code 
Compliant Member, and can be removed from this status.

AFIA’s Codes of Practice 
are currently separate 
based on sector or product 
specific issues. However, a 
longer-term view is being 
taken to the creation of our 
codes, with upfront conduct 
principles and sector/
product-specific standards 
and commitments, which 
may ultimately form 
chapters in an overall 
industry code. Not all
our codes are structured 
according to the self-
regulation architecture just 
outlined, this is a priority for 
us to update all our codes in 
this way in FY22.

ANNUAL REPORTING ON ACTIVITIES 
OF THE AFIA CODE COMPLIANCE 
COMMITTEE (CCC) IN RELATION TO 
THE AFIA ONLINE SMALL BUSINESS 
LENDERS CODE OF PRACTICE

No information to report.(a) de-identified information as to any reported or 
investigated Alleged Breaches and any corrective 
measures agreed with the relevant Code Compliant 
Member(s) (CCMs)

TERMS OF REFERENCE – CLAUSE 12.1 COMMENTARY

As outlined in its Terms of Reference, the CCC 
monitors code compliance and collects data to gain 
insights into potential areas of non-compliance. 
For the year to 30 June 2021, there is no available 
evidence to suggest non-compliance.

(b) consolidated de-identified analysis of Code 
compliance by CCMs for the period of the report

No sanctions were imposed by the CCC.(c) information as to any Sanctions imposed by the 
CCC (de-identified where appropriate)

The CCC met on:
• 3 December 2020
• 11 December 2020
•   11 January 2021 (via email due to availability) 
•  9 June 2021
All CCC members attended every meeting.

(d) information as to the number of CCC meetings 
held and the attendance of CCC Members at them
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(e) any recommendations on Code improvements and industry issues relevant to the operation of any Code arising 
out of its experiences of Code compliance in the relevant period, including where non-compliance with a Code 
indicates an industrywide issue or weakness of a Code

TERMS OF REFERENCE – CLAUSE 12.1

•  to confirm with external legal if the current 
definition of ‘we, us, our’ can be broadened to 
include key stakeholders such as the ASBFEO for 
complaint purposes. 

•  to convene a meeting with CCM CEOs to discuss 
transparency + the potential reduction in the 
number of pricing metrics as well as other matters. 

The Administrator met with CCM CEOs, and  
the above actions will be considered as part of  
the  three-year review of the Code, which is due 
January 2022.

D – CCMs provided their quarterly complaints  
data to the Administrator for aggregation and 
reporting. As a result of data being collected,  
the CCC has implemented the following data 
collections changes. 

The collection of: 

•  closed complaint information in the same manner 
as new complaints

•   the total number of customers and dollar value 
of receivables at quarter-end to provide a 
comparison of complaints relative to book size

•  complaints arising from the Government’s SME 
Guarantee Scheme 

•   complaints data specifically on fees and charges 
disclosure.

From 1 July 2021, the capture of average time to 
resolve complaints, as an indicator of the efficiency 
of complaint handling capability of CCMs.

During the period the Administrator and the seven 
CCMs: 

A – worked closely with the Government, Treasury, 
and the Australian Office of Financial Management 
on Phase 1, 2 and 3 of the Coronavirus SME 
Guarantee Scheme (the Scheme) including on the 
Scheme Rules. 

Six CCM (and nine other AFIA small business 
lenders) were Participating Lenders in Phase 1, four 
CCM (and 14 other AFIA small business lenders) 
were Participating Lenders in Phase 2, one CCM 
(and seven other AFIA small business lenders) were 
Participating Lenders in Phase 3. 

B – the Administrator and the seven CCM updated 
the Code to include loans made under the 
Coronavirus SME Guarantee Schemes.

C – the Code Administrator and Andrea Beatty, 
representing the CCC met with the ASBFEO and the 
bankdoctor.org on 20 November 2020. This was 
part of their semi-annual discussions on the Code. 
Issues raised included: 

•  whether early repayment fees are transparently 
disclosed on each CCM’s website, and 

•  if stakeholders (other than customers) had 
an understanding under the Code to make 
a complaint to the CCC. In its meeting on 3 
December 2020, to address this, the CCC agreed:  

COMMENTARY

The CCC has complied with its Terms of Reference 
and any binding obligations on it under a Code or 
other relevant Protocol documents, if relevant.

(f) a statement that the CCC has complied with  
its Terms of Reference and any binding obligations 
on it under a Code or other relevant Protocol 
document and, if there has been any non-
compliance, the report must identify that non-
compliance and the reasons for it, including any 
action that may have been instituted by the CCC  
to ensure that such non-compliance does not  
occur in the future

TERMS OF REFERENCE – CLAUSE 12.1 COMMENTARY

On 3 December 2020 and 11 December 2020, the 
CCC met to consider the applications of the then 
seven CCMs to retain their code compliant status. 

In attendance were Symon Brewis-Weston, Bruce 
Auty and Andrea Beatty. 

All [seven] CCMs were re-accredited and have been 
notified as such. 

The CCC looks forward to the formal three-year 
review of the Code and the re-accreditation process 
commencing in early 2022.

(g) any other matters that the CCC considers should 
be included that are consistent with the functions of 
the CCC

Kind regards
Symon-Brewis Weston
Chair
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INDUSTRY CODES / BNPL CODE REPORT

Financial Year 20/21 marked the commencement of AFIA’s 
Buy Now Pay Later (BNPL) Code of Practice, and the inception 
of the Code Compliance Committee (CCC) to oversee the 
Code. The CCC began meeting in early 2021 to administer  
the Code and assess and accredit members to the Code. 

The Code itself formally commenced on 1 March 2021. A total 
of eight BNPL providers applied for accreditation and are now 
Code Compliant Members.

On behalf of the CCC, and as outlined in section 12.1 of the 
Terms of Reference for the AFIA BNPL Code of Practice,  
we are delighted to table our report for the 12 months ending  
30 June 2021 for inclusion in the AFIA Annual Review.

ANNUAL REPORTING ON ACTIVITIES 
OF THE AFIA CODE COMPLIANCE 
COMMITTEE (CCC) IN RELATION TO  
THE AFIA BUY NOW PAY LATER (BNPL) 
CODE OF PRACTICE

Three complaints about CCM conduct were received 
to 30 June 2021. One of the complaints also included 
an alleged breach. The alleged breach related to an 
underwriting assessment and was not proven.

The three complaints about CCM conduct related 
respectively to:

1.  an inability to unsubscribe from payment reminders

2.  placing a stop on an account when the customer 
was in arrears

3.  a complaint about vendor conduct, which had not 
yet been addressed through AFCA.

Items one and two were closed with correspondence 
provided to the customer. In relation to item three, 
the CCC will monitor AFCA’s and the CCM’s actions.

(a) information collected under clause 9.2, 9.3 and 
9.4 of any reported or investigated Alleged Breaches 
and any corrective measures agreed with the 
relevant Code Compliant Member(s) (CCMs)

TERMS OF REFERENCE – CLAUSE 12.1 COMMENTARY

As outlined in its Terms of Reference, the CCC 
monitors code compliance and collects data to gain 
insights into potential areas of non-compliance. For 
the year to 30 June 2021, there was no evidence is 
available to suggest non-compliance.

(b) consolidated analysis of Code compliance by 
CCMs for the period of the report as collected under 
clauses 9.2, 9.3, 9.4

TERMS OF REFERENCE – CLAUSE 12.1 COMMENTARY

No sanctions were imposed by the CCC.(c) information as to any Sanctions imposed  
by the CCC

None arising.(d) information about any serious and systemic 
issues of breaches of the Code which have come to 
the CCC’s attention

The CCC formally met on nine  occasions during the 
financial year:

1. 22 January 2021 2. 28 January 2021
3. 1 February 2021 4. 9 February 2021
5. 24 February 2021 6. 26 February 2021
7. 5 March 2021  8. 9 April 2021
   9. 9 July 2021

All CCC members attended every meeting.

(e) information as to the number of CCC meetings 
held and the attendance of CCC Members at them

After only four months of formal operation of 
the Code, the CCC is not yet able to identify any 
recommendations for code improvements. 

The focus of CCMs and of the CCC is on initial 
embedding of the Code.

The CCC looks forward to CCMs continuing their 
strong engagement. 

In addition, the CCC is undertaking ongoing 
constructive dialogue with key stakeholders, such 
as ASIC, ACCC, AFCA, the Privacy Commissioner, 
and various consumer advocates. This will allow 
consideration of changes that can be made to 
practices that will further support customers.

(f) any recommendations on Code improvements 
and industry issues relevant to the operation of 
any Code arising out of its experiences of Code 
compliance in the relevant period, including 
where non-compliance with a Code indicates an 
industrywide issue or weakness of a Code
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TERMS OF REFERENCE – CLAUSE 12.1 COMMENTARY

The CCC has complied with its Terms of Reference 
and any binding obligations on it under the Code 
and other relevant Protocol documents, if relevant.

(g) a statement that the CCC has complied with its 
Terms of Reference and any binding obligations 
on it under a Code or other relevant Protocol 
document and, if there has been any non-
compliance, the report must identify that non-
compliance and the reasons for it, including any 
action that may have been instituted by the CCC to 
ensure that such non-compliance does not occur in 
the future

As part of the accreditation process, the CCC examined 
in detail relevant processes within each BNPL provider 
to ensure compliance with the Code and protection for 
consumers. 

All applicants were required to make some changes 
to existing practices and operational issues to ensure 
they were compliant before accreditation was granted. 
Changes included, for example, improving hardship 
policies, amending internal and external dispute 
resolution policies, and updating their internal policies 
to align with the specifics of the Code.

The CCC looks forward to commencing the 
re-accreditation process in early 2022.

(h) any other matters that the CCC considers should 
be included that are consistent with the functions of 
the CCC

MEMBERS
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INDUSTRY CODES / BNPL CODE REPORT MEMBERS

Kind regards
Dr Michael Schaper
Chair



‘AFIA is very responsive to changes 
in the business environment and 
promptly engages with its members 
via the respective groups they are part 
of to discuss the issues impacting its 
members, collect and convey feedback 
to various government organisations/ 
decision-makers.’

To maintain focus on the future direction 
of our work, continuously improve how 
we serve members, and confirm the 
areas where we have performed well, 
AFIA conducted a member survey, and 
also included feedback from some key 
stakeholders this year. 

Hearing our 
Members The feedback showed members are very 

happy with AFIA’s advocacy and performance, 
with improved results between FY20 to FY21. 
Members are strongly engaged and see strong 
leadership for our industry, with results across 
the metrics all above 78%, which is very high. 

Our overall advocacy score at +44% is a very 
strong result and reflects the work achieved  
by AFIA and industry leaders in lifting relevance 
and influence. Survey participants signalled 
that AFIA’s performance continues to elevate 
with an improved rating of 8.1 out of 10 
(compared to 7.8 in FY20).

In the FY20 survey, members were asked 
to identify top areas for performance 
improvement, with four performance areas 
identified – stronger, more strategic advocacy 
to lift the industry voice, more effective 
stakeholder engagement, more purposeful 
member engagement, and better execution 
and communication, particularly use of 
interactive communications and social media. 
It is pleasing that we have seen solid increases 
across all these performance areas.

Key Findings of the Member Survey

Importantly, AFIA has seen significant progress in 
developing and maintaining relationships with key 
stakeholders, with a noticeable 25-point increase in 
the rating for engagement with consumer groups 
compared to results in the previous year (64% 
compared to 39% in FY20).

92% of respondents believe that AFIA’s strategic 
direction appropriately captures the ambitions of  
the industry association and 87% agree that our 
strategic priorities reflect the needs of members  
and the industry. When rating the performance 
of AFIA’s leadership and management, 90% of 
respondents rated the team in the top performance 
band (being 7 or above out of 10). 

87% of respondents believe that AFIA submissions 
are high quality and on the right issues for our 
membership and 83% of respondents agree that 
we have the right advocacy skills and capabilities to 
support the industry and the right decision-making, 
issue identification, and prioritisation structure with 
our membership groups.

Respondents continue to see the team display the 
right leadership skills and capabilities to support  
the finance industry (83% compared to 81% in FY20) 
and rated the accessibility and interaction of  
AFIA staff with members, through formal and 
informal channels, higher than in the previous  
year (91% compared to 85% in FY20).

Reflecting the introduction of our new strategic goal 
and organisational values, respondents recognised  
a greater emphasis on the right behaviours, with  
88% seeing AFIA living its values in the way it deals 
with members and stakeholders (a substantial jump 
from 73% in FY20). 

MEMBER
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100% of respondents confirmed that AFIA 
communications with members are useful, effective, 
and timely, with members recognising there have 
been major changes to the AFIA website, social 
media presence, and other member updates, with 
significant shifts of over 30-point increases across 
these channels. Even though we have seen big 
improvements, it will remain important for us to find 
new and innovative ways to engage more directly 
and proactively with members. 

Notwithstanding, these extremely positive results, 
there are areas that require further attention, with 
the lowest rating on ‘value for money’. This highlights 
the need for AFIA to focus more on explaining the 
changing environment, helping members adjust to 
the fast pace of change, and continuing to focus 
on legal and regulatory change as well industry 
transformation. It also highlights the importance of 
the review of the membership fee methodology to 
be conducted in the first half of FY22. 

‘The growing influence of  
AFIA has been great. Input into 
government policy and the level 
of respect that continues to 
grow. The communication with 
members has been fantastic.’
MEMBER

MEMBERS / HEARING OUR MEMBERS
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AFIA represents its members 
well and has a strong presence 
in the market. Great seminars 
and conferences with very well-
orchestrated content.’
MEMBER



MEMBERS / HEARING OUR MEMBERS

Respondents were asked to provide us with 
commentary on the biggest issues facing members 
and our industry. Regulatory compliance was the 
stand-out theme, with the ongoing volatile business 
environment and critical talent shortages forming the 
top three themes. 

For the FY21 survey we also gathered some 
additional views from key government and regulatory 
stakeholders. Overall, AFIA’s performance and 
reputation was positively rated 7 out of 10 and  
7.5 out of 10 for our advocacy skills and approach. 
Stakeholders said they enjoy working with AFIA 
and perceive their relationship to be strong, 
particularly at senior levels. All stakeholders identified 
improvements in the last 1-2 years across advocacy, 
engagement, and communication. 

‘AFIA is a strong voice for the finance 
industry. This year has been a tough 
year, but AFIA has lifted its game with 
superhuman effort.’
MEMBER

47 48

It is remarkable what can 
be achieved while navigating 
challenging, uncertain conditions. 
Our members have maintained 
unwavering commitment to their 
customers, social investment,  
and helping communities to  
succeed during turbulent times.  
This commitment is delivering 
economic and social advancement 
and supporting communities to 
prepare for tomorrow.

Celebrating  
our Members

AFIA Annual Review FY21 AFIA Annual Review FY21

‘The increased focus on lobbying 
government and having input on 
legislative and regulatory changes  
is making a difference.’
MEMBER

There are many moments to celebrate – we could fill an 
entire book on the extraordinary programs and initiatives 
our members have in place to support their employees, 
customers, and communities, so we are providing just 
a glimpse of the initiatives and achievements by our 
members through Financial Year 20/21.  

A number of our members have entered a new era of 
business growth, customer focus, and market significance 
with listing on the ASX – congratulations to Laybuy, Plenti, 
Liberty, Payright, Latitude and Pepper Money for their 
successful floats. 

With environmental, social, and governance (ESG) 
expectations shifting and businesses focused on initiatives 
and long-term investments in sustainability, we are proud 
that Brighte was named the exclusive partner for the ACT 
Sustainable Household Scheme – a nation leading scheme 
offering zero-interest loans for more sustainable homes. 
Brighte also won the 2021 Finder Green Lender of the Year 
and Green Leader of the Year.

To celebrate their 21st birthday milestone, Pepper Money 
is planting 21 trees for every Pepper Money employee in 
Australia, New Zealand, and the Philippines – that’s the 
equivalent of seven hectares of native protected forest – 
their way to contribute to a healthier planet and provide a 
successful future for everyone. 

MEMBERS / CELEBRATING OUR MEMBERS

‘AFIA has been very good at 
navigating tricky policy issues 
facing the sector and finding 
solutions for government.’
STAKEHOLDER

More detailed information on the member and 
stakeholder survey results can be accessed by 
members here

https://afia.asn.au/AFIA-FY21-Member-Survey-Results#
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Bendigo Bank was once again recognised for outstanding 
customer service at the DBM Australian Financial Awards 
2021, taking home four business banking awards, including 
for the third year in a row, Most Recommended Business 
Bank award. Bendigo Bank also shone in the Mozo People’s 
Choice Awards 2021 - Financial Services, receiving awards  
for Outstanding Customer Satisfaction and Excellent 
Customer Service. 

In one of the first business alliances announced to support 
our efforts to get back to some level of normal, many of our 
members have supported the ‘Great Aussie Vaccine’ drive 
and provided employees with paid vaccination leave days 
and flexibility to cover scheduling and attending vaccination 
appointments. Great work by Prospa and Zip Co who were 
part of the cohort to launch the vaccine drive. AFIA has also 
supported our employees to get vaccinated!

Zip Co is one of the first Australian companies to offer two 
weeks paid leave following a miscarriage – the loss of a 
pregnancy before 20 weeks (employees who experience the 
loss of a pregnancy after 20 weeks, their parental leave policy 
kicks in providing 16 weeks paid leave for primary carers,  
in addition to four weeks paid leave for secondary carers). 
This has been described as ‘smart business’, but is also a 
clear demonstration of leadership in supporting and caring 
for employees, particularly through difficult times. 

Employee wellbeing has been of significant prominence 
for businesses. We’ve witnessed some very creative and 
innovative ideas to support employees and the community. 
Prospa has provided employees with wellbeing development 
workshops, bonus ME days, and kids creative kits. They have 
also been recertified as a Great Place to Work® Australia New 
Zealand.

Thrifty was recognised for their kindness during the 
pandemic and received a CHOICE Shiny Award 2020 for their 
Here to Help campaign providing over 550 vehicles and 
more than 13,700 days of free car hire to essential medical 
personnel. This initiative has played such an important role  
in keeping front-line workers safe on their journey. 

 
 

Many charitable organisations have suffered huge revenue 
and fundraising losses at a time when demand for their 
services has increased considerably. Continued support 
for these organisations has been critical to their survival 
and ability to serve communities in need. We have many 
members that contribute significantly to community 
organisations through giving programs and social 
investment. Over the past 15 years, the AFIA Equipment 
Finance members have helped John Dennis (CEO of 
Australian Structured Finance and Chairman of Variety 
Australia Limited) raise around $1 million in sponsorship  
and donations to support Variety the Children’s Charity. 
Amazing effort! 

GRC Solutions helped OzHarvest continue delivering  
food into Sydney’s vulnerable communities by contributing 
to their Hamper Hero campaign and encouraging their 
clients to join them. They also offered their Salt applications 
free of charge to OzHarvest to help them create and manage 
their ongoing staff training requirements.

We were delighted to see GetCapital announced, for the 
fourth year in a row, as one of APAC’s fastest growing 
technology companies in the Deloitte Fast 500 Asia Pacific 
2020 awards. At the 5th Annual Fintech Awards 2020, several 
AFIA members were awarded for their ability to adapt 
and innovate – FlexiGroup (now Humm) took home the 
Best Fintech Consumer Lender, while Plenti won the Best 
Alternative Investments Product/Platform, and Afterpay 
won the Best Fintech Growth Story award. IDS was selected 
as one of the Global Top 20 Fintech providers by Enterprise 
Viewpoint. Finally, Katherine McConnell, Founder and CEO  
of Brighte and AFIA Board member won Female Fintech 
Leader of the Year – yay!

Speaking of awards, COVID-19 derailed our plans for an AFIA 
Awards Program in FY21, this has not dampened our spirit 
to celebrate the great things our members do and achieve. 
We look forward to celebrating these and many other 
achievements with our members, in person, when we can  
and are planning on bringing back in person events  
and introducing our AFIA Awards Program in FY22. 

We will need to continue to navigate an incredibly 
challenging era. We will continue to face many challenges 
due to the COVID-19 crisis. Sometimes it will feel like great 
steps are taken to move forward. Sometimes it will feel like 
we are losing ground. As with all change, it is usually never 
a straight line and even though it might feel like things 
immediately change, it is rarely the case that these things 
happen in an instant. 

We’ve all heard the saying, never let a crisis go to waste – 
AFIA has been working hard to make sure we address the 
immediate challenges and advocate for sensible changes to 
our laws and regulations, but also to look through today to 
see possibility and be creative for our future. 

There are some big challenges ahead, but perhaps the 
biggest challenge is keeping focused on the detail and the 

big picture. Tackling the immediate right here, right now 
issues as well as understanding and seeing how things 
are changing. Not shying away from those longer-term 
issues facing our industry and our nation – economic 
transformation and transition, sustainability, climate change 
and energy policy, mobility, technology, data ethics, 
digitisation, financial inclusion, innovation, productivity,  
and people and the workplace.

Last year in this section of our Annual Review we said 
we would focus on industry standards, industry data, 
membership governance, and member services. As an 
industry association, work on these areas will never be 
complete. Significant steps have been taken in all these areas 
and we will continue to build, evolve, improve, and create 
member value. 

FY21 has been a year of change,  
adaption, and resilience.

Looking 
Forward
2022 AND BEYOND
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Regulatory Change

We have a strong acumen for managing legal and regulatory 
change. However, the cumulative impact of law reform, 
consultations, reviews, inquiries, and regulation is taking its 
toll on our industry; it is beyond compliance fatigue. Time 
spent by our leadership on compliance is increasing. Time 
spent by the financial regulators on surveillance, assessments 
and enforcement is increasing. Time spent by decision-
makers and policymakers on implementing more changes 
is increasing. Consumer and community expectations of 
the behaviours of industry are changing (again). With an 
intensified focus on proportionate, scalable, and targeted 
regulation as well as deregulation, we will continue to 
strengthen our industry position by working with others 
through coalitions, alliances, and partnerships, to lift our 
industry voice, and find creative ways to get ahead of the 
‘change curve’ by advocating for modernising our financial 
services laws. 

Advocacy 

The AFIA Board has recognised the outcomes achieved 
through our advocacy activities. Like with engagement,  
the disruption of COVID-19 has pushed older models aside, 
so we must introduce a more interactive advocacy model.  
We will continue to introduce new ways to achieve real-time 
advocacy, such as a new roundtable series, membership polls, 
and new industry data to tell better stories about how our 
industry contributes to our economy and society. We will 
identify a proactive agenda with government and regulatory 
authorities. We will further integrate policy, member services, 
and communications functions so we work smarter, achieve 
even better outcomes, and make sure members gain 
greater insight into the extent of work done on their behalf. 
Our approach to collaboration will recognise the pace of 
change and uncertainty of the COVID-19 crisis will continue 
to reinforce the need to focus efforts on reshaping and 
repositioning the industry moving forward.

Leadership

The AFIA Board has reaffirmed our strategic goal as 
appropriate for guiding our work and setting our vision for 
the future. With an intensified focus on our campaigns, we 
will continue to strengthen our organisational capabilities, lift 
our industry voice, and find creative ways to champion our 
vision of a modern and diverse industry. Our campaigns will 
cover – economic recovery and digitisation, mobility and the 
future of transport, workplace and the future of work, and 
innovation and financial inclusion. We will invest in reviewing, 
updating, and introducing industry codes to raise standards, 
drive best practices and better outcomes for industry 
and customers, and demonstrate a culture of integrity, 
transparency, and fairness across our industry. We will 
enhance our data capabilities so we can better represent the 
sub-sectors within our membership without compromising 
our unique and unified industry voice.

Engagement 

We have a strong platform of stakeholder engagement. The 
disruption of COVID-19 has pushed older models aside, so 
we must introduce a more structured outreach program. We 
will continue to build and adjust our membership groups. 
We will embed engagement programs with key stakeholders, 
including more direct and interactive dialogue between 
members and stakeholders, particularly consumer and small 
business representatives. We will review our membership 
fee methodology to simplify the calculation, streamline the 
model, including elements of ‘user-pays’ to target and contain 
costs, and deliver more benefits and demonstrate greater 
member value. Our FY22 events calendar will remain focused 
on keeping members connected and expanding member 
participation, extending stakeholder interactions, building 
relationships with key government and business leaders and 
fostering a sense of community within our industry.

 ‘AFIA will continue to investigate and introduce new and innovative 
approaches to working with members and stakeholders. It is a very exciting 
time to be in our industry, an extraordinary time for creativity and change…  
it is a time to reimagine and grab our vision for the future with both hands.’

51 52

MEMBERS / LOOKING FORWARD MEMBERS / LOOKING FORWARD

AFIA CEO, DIANE TATE
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