
Dear Members,

Welcome to my quarterly update to 
keep you abreast of the Institute’s 
activities on your behalf.

First, a bit of background. As you 
will know, in 2017 we embarked 
upon the long process to establish 
the Institute to represent the 
interests of those of us working 
in debt recovery, ensure ethical 
guidelines were established 
and generally be a voice for 
practitioners.

We did this at a time of intense 
engagement with the NSW 
government and members of the 
NSW parliament regarding new 
rules around local government 
debt recovery. During those 
discussions it was clear that our 
legislators had a lot to learn 
about the debt recovery industry.  
Put simply, we had not been 
engaging this sector anywhere 
near enough and consequently 
myths and misinformation 
abounded. Unfortunately, this 
resulted in legislation that was 
not fit for purpose. Indeed, during 
our meetings we were spending 
a lot of time educating ministers, 
departments and members of 
parliament about our real world.  

We were strongly urged to ensure 
the Institute remains vigilant in 
representing the industry, as well 
as educating decision makers 
about the concerns debt recovery 
practitioners, and our clients, face.

In early 2018, we engaged 
board members, developed a 
constitution, hired an executive 
officer, built a website and ensured 
our code of ethics met industry 
standards of excellence. Indeed, 
our first board meeting was held 
at the Ethics Centre (formerly the 
St James Ethics Centre) where we 
were addressed by noted ethicist, 
Dr Simon Longstaff.

We also engaged an Executive 
Officer, (Ms Maricarmen Wacher) 
to manage our office including 
the Board. You are welcome 
to contact Maricarmen at 
maricarmenwacher@aicr.net.au.

Since our formation, the Board 
has continued to engage with 
appropriate ministers and their 
staff to discuss our concerns 
regarding debt recovery legislation 
and to suggest appropriate 
remedies and wording for 
legislation.   
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Chairman’s Update – continued

We have made submissions 
to a number of parliamentary 
and government enquiries 
including the Senate Economics 
References Committee Inquiry 
into credit and financial services 
targeted at Australians at risk of 
financial hardship. We have also 
offered advice to the Victorian 
government’s proposed review 
of the debt collection industry, 
including its review of ambulance 
service debt recovery.

The Institute continues to engage 
with the NSW government 
regarding concerns with the recent 
guidelines for debt collection. To 
that end, in July, I led a delegation 
of Board members to a meeting 
with Mr Troy Wilkie, adviser 
to the NSW Minister for Local 
Government, Ms Shelley Hancock.  
We have also raised our concerns 
about the guidelines with other 
Ministers and the Attorney General, 
Mr Mark Speakman.

As many of you know, the ALGA 
National General Assembly 
was held in Canberra in June.  
Members of the Institute’s Board 
and our Executive Officer, Ms 
Maricarmen Wacher held a stall at 
the Assembly where we were able 
to engage with a vast number of 

local councils across Australia, who 
almost all employ debt recovery 
professionals. Through our stall, 
(and the enticement of artisanal 
chocolates), AICR was able to 
engage with attendees and let 
them know what the Institute is all 
about. In particular, it was noted 
and appreciated that we are not 
only a national voice for commercial 
recovery professionals, but we 
also ensure that AICR members 
commit to the highest professional 
standards. 

Our commitment to upholding 
these standards, and our role 
as a voice for the industry, was 
highlighted in my July article,  
“The key to successful debt 
recovery” published in Government 
News. The article will be on our 
website aicr.net.au soon.

The AICR Board continues to meet 
with members of our profession, 
and allied industries as well as 
some of the major users of debt 
recovery services to listen to their 
concerns and promote ideas 
for effective engagement with 
legislators and regulators.

We have more to do. As I 
have said, there remains deep 
misunderstanding about the 
industry which has unfortunately 

led to regulation and legislation 
that is not fit for purpose. The AICR 
will continue to meet with relevant 
ministers and their departments 
to help remedy this, and to 
develop better understanding 
and trust in our industry. I must 
say that our ideas to engage and 
educate parliamentarians has 
been welcomed at all levels of 
government and we are consulting 
with MP’s and the Government to  
plan a series of educational events.

We will also be developing easily 
accessible training modules to 
ensure our members are aware 
of compliance requirements, 
and to help keep their skills and 
knowledge up to date.  

The AICR exists as your voice, and 
I encourage you to drop me a line 
or call me with any concerns you 
might have or suggestions on ways 
you think the industry could be 
improved.

Thank you for your support.

Yours sincerely,

Brian Carter
Chairman

Contact: brian@aicr.net.au

ALGA pictured from left to right: Chairman Brian Carter presents the business card drop bag to identify the lucky 
winner of the prize draw. Carl Scully, Maricarmen Wacher, Brian Carter, and Ashley Carter attend the Welcome Dinner. 
The final two pictures depict the incredibly popular AICR stand, featuring our now infamous artisanal chocolates.

ALGA National General Assembly



The key to successful debt recovery

In May Burwood, Hunters Hill, 
Ku-ring-gai, Randwick, Sutherland 
and North Sydney councils each 
received approval from the 
NSW Independent Pricing and 
Regulatory Tribunal (IPART) to 
apply increases to their rate payers. 
This means that from July 1 council 
rates will increase by between $40 
(the lowest in Ku-ring-gai) to $170 
(Hunters Hill). North Sydney Council 
had sought a rise of 40.3 per 
cent over five years, but was only 
allowed around half that, 22.5 per 
over three years.

There are mixed messages for 
local government. When issuing 
the approvals, IPART also urged 
councils to look to other sources 
than rates to fund their projects 
and reduce costs. At the same 
time, the NSW government has 
urged Councils to be flexible with 
parking fines and other costs to 
households.

Rate rises are important to 
ensure that councils can provide 
their communities with services 
like roads, parks and pathways. 

Councils seek rises mindful that 
Australia has one of the highest 
debt to income ratios in the 
world. One in six Australians are 
apparently struggling to pay  
their bills.

Indeed, in our experience, Councils 
have appreciated that many of their 
ratepayers face financial difficulties 
from time to time. That is why they 
make hardship provisions available 
to ratepayers, including ensuring 
time payment arrangements.

Debt recovery a last resort 
Engaging debt recovery 
professionals is always a last resort. 
It is only those rate payers who fail 
to contact their Council and discuss 
ways to resolve their payment 
issues, who eventually face debt 
recovery action and its extra costs. 
But even if the matter gets to this 
stage, there are always options that 
can be discussed.

After all, recovery of the 
outstanding account is in the 
best interest of both the council 
and the debt recovery firm. This 

is best achieved by the recovery 
professional, the debtor and the 
Council working together to ensure 
a mutually acceptable outcome.

The Institute is dedicated to 
ensuring retrieval professionals use 
ethical, honourable and respectful 
practices when going about their 
work recovering debts. Our Code 
of Conduct sets out the behaviours 
expected from collection recovery 
professionals. These include to  
be fair, and to act with integrity  
and respect.

The AICR also encourages 
members to be frank with our local 
government clients. We remind our 
clients of privacy provisions that 
are enshrined in law, and that we 
must all be fair and reasonable and 
offer appropriate opportunities 
for people to pay debts. Our 
experience is that Councils share 
these values. 

This story is kindly reproduced from Government 
News https://www.governmentnews.com.au/
type_contributors/the-key-to-successful-debt-
recovery/

With six Sydney local governments recently receiving approval to increase the rates charged to their 
residents, referrals from councils to debt collection agencies haves increased – by as much as 30 per 
cent in some areas.



“News and Insights” Section

A “News and Insights” tab will be added to the AICR 
website where monthly updates will be provided on 
current affairs and the Institute’s thoughts on various 
topics.

“Resources” Section 

A “Resources” tab will also be added to the AICR 
website. This section will provide debtors with some key 
information around what help is available to them and 
about the commercial recovery process.

2020 National General Assembly

As the AICR’s participation in the Australian Local 
Government Association’s National General Assembly 
was a success, the Institute is planning to host a booth 
again next year. 

AICR Board Meeting 

The next quarterly Board Meeting for the Institute will  
be held on the 26 November 2019.

Earlier this quarter, Chairman Brian 
Carter, Secretary Ashley Carter 
and Board Member Jacquelynne 
Willcox attended a meeting 
with Troy Wilkie, adviser to Local 
Government Minister Shelley 
Hancock. The group discussed 
current legislation around debt 
collection and concerns around such issues as 
personal information of debtors being made 
available to collectors.

Just last week, Chairman Brian Carter, Secretary 
Ashley Carter and Board Member Jacquelynne 
Willcox also met with Evelyn Halls, Lead 
Ombudsman Banking and Finance for the Australian 
Financial Complaints Authority (AFCA). It was a 
very positive and welcoming meeting. There is 
large support for what is being done to educate 
the community and industry relating to compliance 
issues. The AFCA also shares our concerns around 
dealing with financial hardship/vulnerability; and, 
breaches of debt collection guidelines.
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The code of ethics 
The AICR code defines our values, mindset and ethos. It creates certainty for our 
industry partners that when engaging with members of AICR, they can expect 
professionals dedicated to the highest industry best practices.  

Our code is very centred around the consumer and their feelings and ensuring that 
all members treat the consumer the way they would like to be treated: with dignity, 
fairness, respect and care. It is through our code that we as commercial industry 
professionals can set the example for what is expected in the industry and to 
improve the perception of the industry.

aicr.net.au/ourgoal.html

Available on our website 


