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Liberty acknowledges the Traditional Custodians of Country throughout Australia. We acknowledge 
the continuing connections that Aboriginal and Torres Strait Islander peoples have to the lands, 
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A message from our CEO

Liberty is a major non-bank lender in Australia and 
New Zealand, with a clear purpose of helping more 
people get financial. We understand the importance of 
financial inclusion in our community and are committed 
to helping people lead better lives using finance.

We believe through a Financial Inclusion Action Plan, 
we can make a measurable contribution to increasing 
financial inclusion and wellbeing in Australia.

We are a motivated and values-driven team that 
wants to have a positive, sustainable impact in our 
community.  We are proud of what we have achieved 
for consumers so far and we’re excited about how the 
FIAP will help us do more.

We believe our FIAP will create additional value in 
three important ways.

First, it will increase our understanding of the 
financial wellbeing of our customers. This will help 
us tailor our credit products and support services to 
help meet the needs of the community, promoting 
inclusive growth and reducing inequality.

Many people experience unexpected challenges or 
hardship during their life. We want to be in the best 
position to provide the support that helps them 
recover quickly.

Second, it will guide us to increase the accessibility of 
our products and services. We will assess accessibility 
in the context of the products and services we offer. 
We will also consider the way in which we engage and 
communicate with customers, recognising as we do 
that unconscious bias can drive inequality.

Third, our FIAP includes actions to continuously build 
and maintain a skilful, resilient and diverse Liberty 
team. These qualities are important if we are to 
sustainably provide the highest standard of service 
and care to all our customers. Our focus on gender 
diversity means we are aware of the barriers women 
face in applying for a loan.

In preparing our Foundation FIAP we are grateful 
for the support of the FIAP team at Good Shepherd. 
The guidance we have received has been very 
helpful. We look forward to ongoing collaboration 
with our stakeholders, with Good Shepherd and EY 
as we implement and measure the impact of our 
Foundation FIAP. 

James Boyle 
Chief Executive Officer, Liberty Financial
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About Liberty

Liberty was founded in 1997 on the premise of 
fairness and financial inclusion. A premise which 
understands that providing credit for good purpose 
has a sustainable and positive impact on the 
community. 

We are headquartered in Melbourne and have almost 
500 people working in the Liberty Group across 
Australia and New Zealand. We align our businesses 
across three areas, being residential finance, secured 
finance and financial services. 

Our approach to risk management, combined 
with our culture of innovation focused on tailoring 
products and solutions to meet changing customer 
needs, promotes financial accessibility and inclusion. 
Ever since we were established, we have been able 
to provide lending solutions to customers who 
conventional financial institutions have been unable, 
or unwilling, to serve. 

In addition to our innovative lending solutions, we 
have proven capability in servicing customers. Our 
skills in supporting customers through their life 
challenges are crucial to protecting and enhancing 
financial inclusion and wellbeing.

Liberty has a rating of “STRONG” from Standard 
& Poor’s for the servicing of prime and non-prime 
mortgages as well as for servicing auto loans and 
commercial mortgages. Liberty is also Australia’s 
only investment grade rated non-bank issuer (BBB-, 
outlook positive by S&P). We are one of only a few 
lenders with an unblemished capital markets record 
with no ratings downgrades or charge-offs ever 
experienced by our securitisation program.

We listed Liberty Financial Group on the ASX in 
December 2020 (ASX:LFG). We have helped more 
than 600,000 customers and advanced over $36 
billion in finance. We have just over 500 people and 
manage about $12.4 billion on loan assets1. We align 
our businesses across three areas, being residential 
finance, secured finance and financial services.

In residential finance we offer prime and custom 
home lending for owner occupier and investment 
purposes in Australia and New Zealand. 

In secured finance we offer motor and commercial 
finance in Australia. In financial services in Australia 
we offer personal loans, SME loans, general insurance 
and life insurance.

Liberty customers access our services through an 
extensive national network of over 14,000 active 
independent introducers including, mortgage brokers, 
finance brokers, real estate agents and accountants 
and a growing direct distribution capability. This 
network directly facilitates accessibility and inclusion.

The Liberty Group is led by a highly tenured group 
of Directors and senior managers with extensive 
financial services expertise. The senior management 
team has an average tenure of over 10 years with the 
Liberty Group.

1  Refer Liberty Financial Group AGM presentation, 17 November 2021
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Our values
Our five values, known as FLAIR, guide the way we do things at Liberty. FLAIR is a special ability or instinctive 
intention for doing something well, and aptly describes our approach. Each value has meaning to us:

FAIR: Do the right thing by our customers, our people and our stakeholders.F

LEARNING: Be curious and keep growing so we can realise our potential.L

ACCOUNTABLE: Take responsibility to own and create solutions as needed.A

INVESTED: Act like an owner of the business in striving for positive outcomes.I

RESOURCEFUL: Collaborate and think outside the box to get the best results.R

PRODUCTS & SERVICES
How we focus on tailoring products and solutions 

to meet changing customer needs.

FINANCIAL CAPABILITY
How we train and empower our team to support 
all our customers, without bias, to provide credit 
for good purpose or to provide support in times  

of difficulty.

UNDERSTANDING OF  
FINANCIAL VULNERABILITY

What we are doing to continuously learn about 
diversity and inclusion and financial vulnerability 
and how we respectfully apply our knowledge to 

support customers.

ECONOMIC SECURITY
How we engage and support equality within 
the community we live and work, to provide 

opportunities for economic security.

FIAP Action Areas
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Our Financial Inclusion Action Plan

Products & Services

No Action area Output Outcome Stakeholder Timeframe Responsibility
SDG 
Alignment

1 Analyse portfolio data to 
identify and proactively reach 
out to customers who may be 
experiencing hardship.

Processes established to proactively 
identify customers in hardship.

Implemented customer outreach 
program  for customers at risk of, or 
who maybe, experiencing hardship but 
have not reached out to Liberty.

Implemented a customer care initiative 
that supports and strengthens 
Liberty’s relationship with customers 
experiencing hardship.

Improved support for financially 
vulnerable customers, staff, suppliers 
and wider community.

Increased ability  to meet current 
financial needs and expenses.

Customers Ongoing Portfolio 
servicing team

2 Continue to develop and 
provide affordable lending 
products  to assist customers 
who are not able to purchase 
late model vehicles.

Lend for vehicles up to 10 years old 
thereby assisting consumers not able to 
purchase a late model vehicle.

Increase in strategies to address 
economic inequality* (e.g. equitable pay, 
mentoring, superannuation, education, 
housing).

Improved access to appropriate 
financial products and services.

Customer Ongoing Motor lending 
team

Michael.Joyce
Sticky Note
Replace "Action Area" with "Committed Action Statement"
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As part of a commitment to understand our 
customers better, the portfolio servicing team is now 
measuring how satisfied customers are with the 
service and support they’ve received. Not all the calls 
are straightforward nor all the problems presented by 
our customers, easy to resolve.

We collect the feedback at the end of a call by asking 
our customers to rate how satisfied they were on 
a number between 1 (Not Satisfied) and 5 (Very 
Satisfied). Depending on the customer’s response, we 
then ask what they think we can do better (if rated 
low) or we ask them what they loved.

Positive feedback tells us that we are earning the 
trust of our customers. A trusted relationship is a 
driver of good customer outcomes. That’s because 
it generally means we have established an open 
and honest relationship. That’s critical in helping us 
provide the support that’s needed.

We’ve also learned that negative feedback, or certain 
patterns of feedback, can be a lead indicator of 
whether a matter remains unresolved and requires 
further attention and support. This information is key 
to us being proactive with our customers in providing 
support, which also leads to better outcomes.

Asking our customers how satisfied they are with 
their engagement with us, is helping improve the way 
we work with our customers. We continuously review 
the feedback we receive and adjust how engage to 
better meet the expectations of our customers.

CASE STUDY 
Measuring Customer Satisfaction
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No Action area Output Outcome Stakeholder Timeframe Responsibility
SDG 
Alignment

5 Continue to evolve and 
Implement policies that provide 
team members with access 
to resources which build and 
preserve their emotional and 
financial resilience, wellbeing 
and engagement with the 
business.

Team members accessing a full suite 
of subsidised financial advisory 
services provided by Kearney Group, 
including financial planning strategy, 
superannuation and investing. 

Team members and their close family 
freely accessing Staff Assist Program 
provided by Converge for free and 
confidential personal coaching and 
counselling for work and personal 
problems.

Organisational culture enables staff to 
better identify and support financially 
vulnerable groups.

Increase in targeted and scalable 
resources to build financial capabilities.

Increase in awareness and availability 
of appropriate financial services.

Increased financial capability of 
individuals.

Staff Ongoing CCO

15 Develop and make broadly 
available a tool for consumers 
which helps them estimate their 
future living expenses when 
considering taking on credit.

Tool available to customers. Increase in targeted and scalable 
resources to build financial capabilities.

Increase in awareness and availability 
of appropriate financial services.

Customers Jun 22 TBD

Financial Capability

“ Possible quote from Paul Holmes, Principal Lawyer, Civil 
Justice Services (Consumer Protection) Legal Aid Queensland”

PAUL HOLMES 
PRINCIPAL LAWYER, CIVIL JUSTICE SERVICES (CONSUMER PROTECTION)  
LEGAL AID QUEENSLAND

Michael.Joyce
Sticky Note
Replace TBD
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No Action area Output Outcome Stakeholder Timeframe Responsibility
SDG 
Alignment

7 Measure the financial wellbeing 
of customers.

Internal financial wellbeing 
measurement strategy.

Financial wellbeing measurements 
reported to Liberty management and 
Board.

Increased understanding of barriers 
to FI, FR & FW (including economic 
inequality. 

Improved support for financially 
vulnerable customers, staff, suppliers 
and wider community. 

Increased pathways & tools for ongoing 
support for vulnerable groups.

Policies, processes & actions 
implemented to address economic 
inequality. 

Customer Dec 21 Data Science 
& Corporate 
Affairs?

8 Improve the ability of customer 
service teams to identify 
and support customers 
experiencing mental health 
issues (including emotional 
stress tied to financial 
vulnerability).

Training delivered to customer service 
teams on identifying and supporting 
customers with mental health issues.

Customers given access to Converge 
independent counselling service.

Increased understanding of barriers 
to FI, FR & FW (including economic 
inequality). 

Organisational culture enables staff to 
better identify and support financially 
vulnerable groups. 

Increase in targeted and scalable 
resources to build financial capabilities.

Improved support for financially 
vulnerable customers, staff, suppliers 
and wider community. 

Customer, 
Staff

Ongoing Portfolio 
servicing team 
and Customer 
Engagement 
team

Understanding Financial Vulnerability

Michael.Joyce
Sticky Note
remove question mark

Michael.Joyce
Sticky Note
Is this timeframe still accurate for publishing?
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10 Support team members 
and customers experiencing 
domestic and family violence

Community & Culture team members 
trained to be capable of responding to 
concerns and situations of  domestic and 
family violence 

Evolve the Domestic and Family Violence 
Policy for staff and customers to ensure 
it continues to provide for appropriate 
and timely support

Skills and capability to support a staff 
member or customer in a crisis situation

Improved support for financially 
vulnerable customers, staff, suppliers 
and wider community.

Increase in awareness and availability 
of appropriate financial services.

Customer, 
Staff

Ongoing CCO

18 Provide support services 
to customers experiencing 
structural unemployment.

Engage Converge EAP to provide 
career guidance and support services 
to customers experiencing structural 
unemployment.

Increase in strategies to address 
economic inequality* (e.g. equitable pay, 
mentoring, superannuation, education, 
housing);

Customers Ongoing Portfolio 
servicing team

“ Liberty engaged Good Shepherd to deliver both financial hardship and family violence 
training to their front-line staff. After the training, the staff set up an initiative to further 
assist their customers experiencing hardship, particularly after COVID-19. It has been 
refreshing to work with Liberty and we look forward to potential future collaborations 
as they continue to be dedicated to enhancing staff skill and customer experience.”

HANNAN AMIN, TRAINING AND DEVELOPMENT CONSULTANT  
GOOD SHEPHERD AUSTRALIA NEW ZEALAND

Michael.Joyce
Sticky Note
Customers, Staff
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No Action area Output Outcome Stakeholder Timeframe Responsibility
SDG 
Alignment

12 Continue supporting our 
corporate Lend-a-Hand 
partnerships with Mirabel, 
Beacon and Aardvark and build 
on opportunities for financial 
wellbeing and inclusion for the 
children and adolescents they 
support.

These are long term 
partnerships with charity 
organisations who care for 
vulnerable people in the 
community whose access to 
finance is, or is likely to be, 
diminished.

Opportunities identified for mentoring  
and providing access to appropriate 
finance, where possible.

Organisational culture enables staff to 
better identify and support financially 
vulnerable groups.

Increase in strategies to address 
economic inequality* (e.g. equitable pay, 
mentoring, superannuation, education, 
housing).

Improved access to appropriate 
financial products and services

Increase in financial inclusion (access to 
products and services).

Community Ongoing CCO

13 Continue to evolve leave 
policies at Liberty to support 
gender diversity and inclusion 
and maximum participation in 
the workforce.

Parental leave benefits for all eligible 
employees, include:
• Superannuation entitlements up to 

52 weeks
• Adoption, foster and surrogacy 

medical  parenting leave
• Increased paid secondary carer 

leave to three weeks
• Special parental leave in the event 

of miscarriage, stillbirth or infant 
death

• Fertility support leave for all eligible 
employees

COVID-19 vaccination leave

Increase in strategies to address 
economic inequality* (e.g. equitable pay, 
mentoring, superannuation, education, 
housing). 

Policies, processes & actions 
implemented to address economic 
inequality.

Staff Ongoing CCO

Economic Security
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Liberty team members wishing to volunteer in 
arranged activities with Liberty’s Lend-A-Hand 
Program, are entitled to three fully paid days per 
calendar year. We revised the policy in October 
2021 to enable greater scope and more time in our 
volunteering activity.

As part of our long-standing relationship with 
Mirabel, Liberty team members volunteer their time 
at events throughout the year. One of the events we 
support is the Mirabel Big Day Out. 

In July 2021, 17 Liberty team members took a day 
out from work to be with Mirabel children and carers 
as they explored the Melbourne Aquarium. The 
group had lunch together and went to the movies to 
watch Space Jam 2, rounding out a day of fun and 
adventure.

Our involvement in the Big Day Out complements 
the ongoing support we provide to assist Mirabel to 
provide social inclusion opportunities, family holidays 
and respite services.

Our FIAP will help us further explore the relationship 
and the support we can provide Mirabel Children, 
Mirabel Teens their carers and other volunteers.

CASE STUDY 
Lending a hand at Mirabel

Liberty team volunteers on the Mirabel Big Day Out
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Statement from the FIAP Partnership Group

On behalf of the FIAP Partnership Group, I would like to acknowledge and 
congratulate Liberty Financial for your ongoing public commitment to financial 
inclusion and financial resilience. 

Together we are embarking on a journey to explore, learn and grow—both as a 
program through this Foundation FIAP and as partners undertaking the important 
process of reducing inequalities and promoting inclusive growth in our communities. 

Financial hardship can impact us all, at any stage in our lives—through the FIAP, 
our hope is that every organisation will be able to respond in time and every 
time to ensure financial hardship can be identified early, managed and overcome. 
By building capacity, awareness and greater access to appropriate products 
and services, organisations will see the social and economic benefits in their 
engagement, outcomes and prosperity of customers and employees. 

The FIAP Partnership Group exists to support the growing community of practice 
to identify opportunities to better respond to financial risks, develop meaningful 
actions across key stakeholders and measure the social and economic impact. 
Drawing on our individual expertise the FIAP Partnership Group will provide 
implementation, evaluation and quality assurance support to ensure key actions you 
have identified are (i) on track to achieve the intended impact and (ii) engaging those 
stakeholders in most need of support. We are proud to be on this important journey 
with Liberty Financial. 

At the heart of the FIAP program is the belief that together we can achieve more. 
Liberty Financial joins the growing community of organisations that understand 
they play a critical role in Australia’s financial future— together we can reduce 
inequalities and realise inclusive growth for all Australians. 

Sincerely,

Vinita Godinho  
General Manager, Advisory  
Good Shepherd Microfinance 
On behalf of the FIAP Partnership Group 

Supported by

Michael.Joyce
Sticky Note
This will need to refer to the FIAP Advisory Group instead of Partnership.  We will provide new text from Stella.   We also need to remove the Govt logo and update the Good SHepherd Logo



Helping more people get financial




