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15 October 2025 
 
Mr James Milligan MLA 
Chair, Standing Committee on Public Accounts and Administration 
ACT Legislative Assembly 
E: LACommitteePAA@parliament.act.gov.au  
 
RE: Submission to Inquiry into Home Buyer Concession Scheme 
Administration 
 
We would like to thank the Standing Committee on Public Accounts and 
Committee for inviting Care to appear at a public hearing for the inquiry into 
Home Buyer Concession Scheme administration at 10:40 am – 11:25 am on 
Wednesday 15 October 2025. We wanted to provide a brief submission 
outlining some insights into our clients’ experiences that highlight 
opportunities for the ACT Revenue Office to improve systems, processes, and 
practices especially as they relate to people experiencing financial hardship 
and other vulnerable circumstances.  
 
Drawing on client experiences, this submission highlights the negative 
impact of inflexible processes. The ACT Revenue Office’s processes were 
described as lacking empathy and flexibility, exacerbating distress and 
disengagement. Our submission stresses the importance of early access to 
financial counselling, legal advice, and mental health support. Current 
repayment options are inadequate and hinder financial stabilisation. We are 
calling for more responsive and tailored hardship arrangements, including 
interest-free repayment plans and discretion when hardship or vulnerability 
is evident. 
 
We observed that on 20 May 2025, the Minister for Finance, Ms Rachel 
Stephen-Smith MLA, expressed her concern about the distress experienced 
by some Canberrans as a result of their engagement with the ACT Revenue 
Office, noting that: “While it is important that the Revenue Office undertakes 
compliance work, it seems clear that it could engage with people in a more 
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constructive and supportive way.” 
 
Our key recommendation is that the ACT Revenue Office should work with 
the financial counselling sector, the broader community sector, and people 
with lived experience to develop a policy or framework aimed at achieving 
best practice around financial hardship and vulnerability. Drawing on 
guidance from the financial counselling sector and recent ombudsman 
reports, this should include: 

• Embedding trauma-informed, people-centred service delivery 
• Reframing non-payment through a vulnerability lens 
• Ensuring transparency and accountability 
• Making vulnerability a whole-of-agency responsibility 
• The creation of a stewardship group or consumer panel to ensure 

lived experience informs ACT Revenue Office policy and practice. 

ABOUT CARE 
Care has been supporting the Canberra community since 1983 and we 
believe in financial fairness for all. We are a community organisation that 
provides free and confidential support and assistance to people living on low 
to moderate incomes or who are experiencing financial difficulty. Care 
operates the National Debt Helpline in the ACT through our Financial 
Counselling and Capability program. Care provides further support to clients 
across our Consumer Law, Community Loans, and Community Education 
programs. 
 
REFLECTIONS ON CARE CLIENT EXPERIENCES OF HOME BUYER CONCESSION SCHEME 

ADMINISTRATION AND OTHER ACT REVENUE OFFICE SYSTEMS AND PROCESSES 
Care has had only a small number of clients who have presented to us with 
debts or financial hardship related to the Home Buyer Concessions Scheme. 
Below we provide two client case studies. Key reflections from these case 
studies include: 

• Inflexible and unfair systems and practices for clients experiencing 
financial hardship and/or vulnerable circumstances (e.g., mental 
health, and domestic and family violence) 

• The need for early intervention and access to financial counselling and 
other supports 

• Inadequate repayment options that can hinder financial stabilisation, 
cause significant distress and disengagement, and result in greater 
and unmanageable debt. 

Based on our work supporting clients who have presented with debts relating 
to other ACT Revenue Office matters – e.g., rates and land tax - these 
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waiver, enter arrangements to pay over time, and ensure they have 
access to sufficient information to fully participate in the process 

4. Provide contacts for people to find out more information: While clear 
and tailored communication from the beginning goes a long way, 
there will always be circumstances where people have additional 
questions, require more information, or just need to speak to a person 
about their situation 

5. Learn and improve: Undertaking a process such as recovery of old 
debts is a valuable opportunity to identify lessons learnt and 
implement changes to improve future practices. 

Valuable lessons should also be drawn from the Australian Taxation Office 
(ATO) as it develops a Vulnerability Framework. In a joint response to the 
ATO’s Vulnerability Framework Consultation Paper, Financial Counselling 
Australia has recommended ten consumer sector principles needed to 
ensure the framework enables the ATO to be more responsive, more 
equitable, and more in step with the needs and expectations of the 
community it serves. Care endorsed these principles in our submission to the 
ATO Vulnerability Framework Consultation Paper and we see them as 
relevant to efforts to improve ACT Revenue Office systems and processes. 
The following is a modified version of Financial Counselling Australia’s 
consumer sector principles that we recommend be used to guide ACT 
Revenue Office efforts to deliver better outcomes for people experiencing 
vulnerability: 

1. Acknowledge the ACT Revenue Office’s obligation to act in the best 
interests of the community. This means that the ACT Revenue Office 
should prevent, identify, support, refer and resolve the issues affecting 
people experiencing vulnerability. 

2. Embed a culture of people-centred process. The ACT Revenue Office 
should embed a culture grounded in compassion, dignity, empathy, 
and flexibility, while staying true to the law. Culture change should be 
championed by senior leaders and embedded across all levels of the 
organisation, especially in frontline interactions, to ensure consistently 
empathetic treatment in every interaction and policy. 

3. Reframe non-payment through a vulnerability lens. The ACT 
Revenue Office should adopt a systems approach informed by AFSA’s 
bell curve model, which explicitly recognises that many people who do 
not comply with their obligations want to but cannot. Policy and 
practice should be grounded in this understanding, rather than an 
assumption of systems misuse or personal failure. 

4. Acknowledge and take responsibility for the ACT Revenue Office’s 
contribution to vulnerability. This means acknowledging that ACT 
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Revenue Office processes can create, contribute to, and exacerbate 
vulnerability. There should be a commitment to minimising this impact 
through better design, staff training and service improvements. 

5. Embed transparency and measurable accountability. The ACT 
Revenue Office should set clear, measurable objectives in relation to 
delivering better outcomes for people experiencing vulnerability. The 
ACT Revenue Office should identify current challenges, define what 
success looks like, and commit to tracking and publicly reporting 
progress over time. This is essential to build trust and demonstrate 
change. 

6. Commit to trauma-informed service delivery. A trauma-informed 
approach recognises that people engaging with the ACT Revenue 
Office may have experienced hardship, violence, or systemic 
discrimination. It ensures that service delivery does not retraumatise 
or cause harm. It also supports better communication, decision 
making, and outcomes. 

7. Modernise community sector engagement. The ACT Revenue Office’s 
collaboration with the community sector should be underpinned by a 
genuine, ongoing commitment to engaging directly with the 
community and their advocates. This includes recognising the 
professional expertise of community representatives and the value of 
lived experience. The ACT Revenue Office should explore a new 
stewardship group with broad community representation or a 
consumer panel, modelled on those used by ASIC or AFSA, ensuring 
lived experience and frontline insight inform policy and practice. 

8. Make vulnerability a whole-of-agency responsibility. Delivering fair 
outcomes for people experiencing vulnerability is not the job of a 
single team. The ACT Revenue Office must embed responsibility for 
vulnerability across its entire workforce including policy, design, digital 
systems, enforcement, legal, and senior leadership. 

9. Set timeframes and commit to evaluation. There should be a clear 
commitment to review and refine the ACT Revenue Office’s approach 
to vulnerability that should assess impact, identify unintended 
consequences, and centre the voices of people affected by ACT 
Revenue Office processes. 

10. Commit to an action plan, and co-design it with advocates. The ACT 
Revenue Office should work with the community sector to co-design a 
clear action plan to address vulnerability. This should aim to ensure 
equity of access and fair treatment for all people interacting with the 
ACT Revenue Office and address specific barriers and harms 
experienced by victim-survivors of domestic and family violence. 

Just last month, Financial Counselling Australia also released their 10 
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principles of good hardship practice. We also encourage the Committee to 
consider these principles as a source of guidance for the ACT Revenue Office 
to provide fair, compassionate, and effective support – ensuring that 
responses to people in financial difficulty are consistent, respectful and 
genuinely focused on resolving the underlying issues people face. The 
headline principles are: 

1. Clear and respectful communication 
2. Support is easy to access 
3. Timely action and responses 
4. Proactive identification and outreach 
5. Preventing harm 
6. Support is trauma-informed and non-judgemental 
7. Support is tailored, realistic and sustainable 
8. Empowered and well-trained staff 
9. Respect for advocates and support people 
10. System-wide consistency and accountability. 

 
CONCLUSION 
Care thanks the Standing Committee on Public Accounts and Administration 
for the opportunity to contribute to the Inquiry into Home Buyer Concession 
Scheme Administration. 
 
The purpose of this submission has been to highlight systemic issues in the 
administration of the Home Buyer Concession Scheme and broader ACT 
Revenue Office systems, processes, and practices as they affect people 
experiencing financial hardship and vulnerability. 
 
Care endorses principles developed by the financial counselling sector and 
ombudsman bodies to guide reform of ACT Revenue Office systems, 
processes, and practices. This would include: 

• Embedding trauma-informed, people-centred service delivery 
• Reframing non-payment through a vulnerability lens 
• Ensuring transparency and accountability 
• Making vulnerability a whole-of-agency responsibility 
• The creation of a stewardship group or consumer panel to ensure 

lived experience informs ACT Revenue Office policy and practice. 

We would welcome any further engagement on this matter and the content 
of this submission. Further information can be sought from Mr Geoffrey 
Buchanan, Policy Advocacy & Business Development Director, Care on  

 or .  




