
FINANCIAL  
COUNSELLING  
SUPPORT FOR 
OLDER PEOPLE
FREQUENTLY ASKED 
QUESTIONS



FINANCIAL COUNSELLORS ARE SKILLED PROFESSIONALS WHO  
WORK WITH YOU TO PROVIDE FREE ASSISTANCE WITH:

• A financial assessment, including whether debts are legally owed and the amount is correct;

• Information, budgeting and money management strategies;

• Understanding and accessing entitlements such as concessions and grants;

• Bills, loans, tax debt, Centrelink debt or fines you’re struggling to pay;

• Being harassed by debt collectors;

• Gas, electricity or phone disconnection;

• Options available to address your financial situation which may include: debt negotiation, 
hardship applications, payment plans, waivers and bankruptcy; and

• Access to other support services in your area such as free tax returns and material aid.

WHAT IS A FINANCIAL 
COUNSELLOR? WHAT IS 

FINANCIAL  
ELDER ABUSE?

QUESTION

ANSWER

Elder abuse is any harm or distress caused to an older  
person by a person they know and trust (for example,  
a family member, friend, neighbour or carer). This abuse  
can be financial, emotional/psychological, physical or sexual. 
It can also involve deliberate social isolation or neglect.

Financial elder abuse is the use of an older person’s property, 
finances and other assets without their informed consent or 
where consent is obtained by fraud, manipulation or duress.   
It may be deliberate or unintentional and it can occur once  
or several times. 

Examples may include: unexplained withdrawals from your 
bank account; ongoing requests for money where you can’t 
say no; feeling pressure or urgency to sign a legal document 
like a will, power of attorney, loan documents without an 
explanation of why or what it is; or a friend/relative moving 
into your house and not contributing to costs such as utilities.

Financial counsellors will work with you, without judgement 
to understand your situation and support you through a 
difficult time. ECLC will only act with your permission and  
can help you make a fully informed decision.

1. A thorough assessment of your situation by gathering 
information about your finances such as your income,  
expenses, assets and debts.

2. Hearing your story.
3. Advocacy or talking to credit providers such as banks  

and other lenders, utility providers – gas, water, 
electricity, and telecommunication providers on 
your behalf.  With your permission ECLC can gather 
information about the account, set up safeguards like 
a code word, flag your situation for unusual financial 
activity, have important documents sent to a different 
address, and discuss options available to you to resolve 
your situation.

4. Negotiation to reach an agreement of an affordable 
payment plan or access to grants and other supports

5. Help to prepare applications such as hardship or access  
to superannuation.

6. Support to escalate a matter to an internal dispute 
department or ombudsman service where matters are  
not being addressed.

7. Connecting you with other community organisations  
such as Centrelink support staff.

EXAMPLES OF HOW ECLC MAY BE ABLE  
TO HELP INCLUDE:

The FAQs in this brochure are  
examples of Financial Elder Abuse  
and how Financial Counsellors can help.

Eastern Community Legal Centre (ECLC) has  
a Financial Counsellor who works specifically with 
people over 65 years (50 years for Aboriginal or 
Torres Strait Islanders) who are experiencing or 
at risk of elder abuse. At ECLC, our Financial 
Counsellors work alongside Community Lawyers 
and Advocates to provide holistic support.

ALL CONSULTATIONS START WITH A THOROUGH 
ASSESSMENT INCLUDING INCOME, EXPENSES,  
ASSETS AND LIABILITIES.

Please note: Financial Counsellors do not provide investment  
advice or complete tax returns and hold an ASIC license exemption  
to undertake their work. 



MY DAUGHTER RECENTLY MOVED BACK IN WITH  
ME AFTER SHE LOST HER JOB.  I KNOW SHE IS 
STRUGGLING BUT MY BILLS HAVE INCREASED AND  
I AM FALLING BEHIND.  I HAVE TRIED TO TALK TO  
HER BUT SHE SAYS SHE IS BROKE.  I AM STRESSED 
 AND DEBT COLLECTORS HAVE STARTING CALLING  
ME EVERY DAY.  I AM WORRIED MY ELECTRICITY WILL  
BE CUT OFF.  WHAT AM I GOING TO DO?

QUESTION

ANSWERANSWER

IT IS INAPPROPRIATE AND ILLEGAL FOR ANYONE  
TO TAKE MONEY FROM YOUR ACCOUNT 
WITHOUT YOUR PERMISSION. 

A Financial Counsellor can work with you on strategies to  
protect yourself and your money by: 

1. Ensuring you have access to information such as bank 
statements and know who to contact;

2. Providing information and support to understand your  
bank statements and financial situation;

3. Talking to your bank to explain what is happening;
4. Discussing options/strategies available to protect your  

money; and
5. Assisting you to complete a hardship application if you  

have a debt/s you are having difficulty repaying.

I THINK MY SON IS USING 
MY DEBIT CARD ONLINE 
WITHOUT MY PERMISSION.  
WHAT CAN I DO ABOUT IT?

QUESTION

THERE ARE LAWS AND CONSUMER CODES  
THAT PROTECT YOU FROM HARASSMENT  
AND ENSURE ONGOING SUPPLY OF  
ELECTRICITY, GAS AND WATER.  

Living on a pension or fixed income will always present 
challenges, however it is not unreasonable to ask your 
daughter to contribute a regular affordable amount to  
you for shelter and living costs.  

Working on a budget together with even a small regular 
contribution from her can change your budget dramatically, 
lower financial stress, role-model budgeting skills, improve 
their financial literacy and understanding regarding the cost 
of keeping a roof over your head, and assist in negotiating  
an affordable payment plan. 

A Financial Counsellor would begin working with you by: 

1. Explaining your legal rights and obligations with regards  
to utility supply and debt collection;

2. Discussing options available for your consideration  
and negotiate on your behalf;

3. Assisting with access to concessions and state 
government grants;

4. Assisting with hardship applications and a tailored 
solution appropriate to your situation; and

5. Providing a budget and information which may assist  
you to raise the topic with your daughter in a way that  
is non-confrontational.



ANSWER

Any change to your income or assets may change  
how Centrelink will assess your entitlement to the  
Age Pension. Regardless of your circumstances,  
seeking information before making a financial decision  
will ensure continued access to income and minimise 
potential losses.

Centrelink offers a free Financial Information Service 
on 13 23 00 with face to face or telephone confidential 
appointments.  The officers are Centrelink employees  
with expert knowledge of the social security framework  
and financial services such as investment and 
superannuation. 

Free community seminars are also available  
on 13 63 57.

If, after speaking to Centrelink, you decide to loan 
your granddaughter the money, you should make an 
agreement with your granddaughter about the loan, 
including how much you will loan your granddaughter  
and when she must return the money to you. 
This agreement should be signed by you and your 
granddaughter. Ideally, the agreement should be  
written by a lawyer but, if you are unable to or  
choose not to see a lawyer, you may consider writing  
this agreement yourself.

For information about this, please call ECLC  
on 1300 32 52 00 or 0429 697 960.

MY GRANDDAUGHTER NEEDS A CAR.  SHE ASKED ME IF I WOULD 
LEND HER MONEY TO BUY ONE.  I WANT TO HELP BUT I AM WORRIED 
ABOUT HOW GIVING MONEY TO FAMILY WILL AFFECT MY PENSION?

QUESTION

ANSWER

YOUR CONCERNS ARE VALID. BEING  
A GUARANTOR IS RISKY.

As the guarantor, you are responsible for paying back the 
entire loan if the borrower can’t.  It is very reasonable for 
you to feel uncomfortable and appropriate for you to have 
access to impartial legal and financial information to explain 
your rights and obligations without pressure before making 
any financial decision.  A Financial Counsellor can assist  
with information regarding your rights and obligations.  

If you have become a guarantor through pressure or fear;  
you had a disability or mental illness at the time of signing; 
you didn’t get legal advice before signing and didn’t 
understand the documents or the risks — for example,  
you thought you had guaranteed a smaller amount or  
you think the lender or broker tricked or misled you -  
a Financial Counsellor can:

1. work with you to understand your situation fully;
2. work with a lawyer to understand the contract, your 

circumstances at the time to work out what remedies 
may be available to you; and

3. negotiate with lenders for hardship support. 

A FRIEND RECENTLY MOVED  
IN WITH ME AFTER I BROKE MY 
HIP TO PROVIDE CARE.  SHE  
HAS BEEN USING MY CAR AS  
I DON’T DRIVE ANYMORE AND  
IS INCURRING FINES IN MY NAME.   
I AM GRATEFUL FOR HER HELP 
BUT I CAN’T AFFORD THE FINES 
AND I’M SCARED SHE WILL MOVE 
OUT IF I RAISE IT WITH HER.   
WHAT DO I DO?

QUESTION

I HAVE BEEN ASKED TO BE A 
GUARANTOR ON A BUSINESS  
LOAN FOR MY SON.  I AM FEELING 
PRESSURED TO SIGN, AND 
UNCOMFORTABLE AND IGNORED, 
WHEN I ASK QUESTIONS.  I DON’T  
WANT TO LOSE MY HOME BUT HE  
IS GETTING IMPATIENT.

QUESTION

ANSWER

Whenever your car is driven by another person you  
run the risk of them incurring fines in your name such 
as traffic camera fines.  A Financial counsellor will assist 
you by;

1. gaining access to a statement of fines;
2. explaining your rights and obligations including 

potential options to resolve the matter such as 
driver nomination and setting up a payment plan;

3. discussing ways to protect yourself and stay safe; 
and

4. referring you both to free/low cost mediation 
service, such as Relationships Australia, who may 
help you draw up an informal agreement of what 
you can offer your friend in return for her helping  
to care for you.



IF YOU OR SOMEONE YOU KNOW IS 
EXPERIENCING FINANCIAL ABUSE, FREE  
AND CONFIDENTIAL HELP IS AVAILABLE.
Eastern Community Legal Centre (ECLC) is a multi-disciplinary legal service that works to prevent 
problems, progress fair outcomes and support the wellbeing and resilience of communities and 
community members in Melbourne’s East. ECLC has extensive experience in preventing and 
responding to elder abuse and other forms of family violence. 

ECLC has two dedicated elder abuse response teams, ROSE and ELSA. 

ROSE (Rights of Seniors in the East) provides legal, social and financial counselling 
advice, advocacy, support and information to older people experiencing or at risk of  
elder abuse. The ROSE Community lawyer, Advocate and Financial Counsellor  
work together so that you only tell your story once.  

ROSE is available to older people who live, work or study in Boroondara, 
Manningham, Whitehorse, Knox, Maroondah and Yarra Ranges. 

ELSA (Engaging & Living Safely & Autonomously) provides legal and financial 
counselling support specifically to older people receiving support from Eastern Health 
who are at risk of or experiencing elder abuse. If you are receiving Eastern Health 
services, you can ask your health worker to make a confidential referral to ELSA. 
While ELSA can work with Eastern Health staff to support you, your information  
will be shared only with your consent.

ELSA & ROSE ARE DISCREET, CONFIDENTIAL, RESPECTFUL AND FREE 
SERVICES. THEY WILL ASSIST YOU ONLY IF YOU WANT THEM TO.  NOTHING 
HAPPENS WITHOUT YOUR CONSENT. YOU ARE IN CONTROL AT ALL TIMES.

CONTACT US
Phone  1300 32 52 00 or 0429 697 960
Email  eclc@eclc.org.au
Web www.eclc.org.au/rose or www.eclc.org.au/elsa 

FREE INTERPRETER SERVICE 131 140*
*Ask to call: 1300 32 52 00

The translation of this resource is 
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