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Product intervention orders: Short term credit and continuing credit contracts

1. Background to Consumer Credit Law Centre SA (CCLCSA)

This submission is in response to Consultation Paper 355 (CP 355) seeking feedback on the
use of ASIC’s product intervention power with respect to short term credit and continuing
credit contracts. The submission is based on the Consumer Credit Law Centre SA’s (CCLCSA)
experience advising consumers who entered into short term credit and continuing credit
contracts with BHF Solutions Pty Ltd (BHFS), Gold Silver Standard Finance Pty Ltd (GSSF) or
BSF Solutions Pty Ltd (BSF) and service agreements with Cigno Pty Ltd (Cigno) or Cigno
Australia Pty Ltd (Cigno Australia), which has resulted in them suffering significant
detriment.

Consumer Credit Law Centre SA

The CCLCSA was established in 2014 to provide free legal advice, representation, legal
education, advocacy and financial counselling to consumers in South Australia in the areas
of credit, banking and finance. The CCLCSA is managed by Uniting Communities who also
provide general and state-wide specialist community legal services specialising in Social
Security, disability advocacy and elder abuse, as well as a range of services to low income
and disadvantaged people including mental health, drug and alcohol, and disability services.
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Uniting Communities

Uniting Communities (UC) is an inclusive not-for-profit organisation that works alongside
more than 80,000 South Australians every year. We seek to reduce inequality and improve
wellbeing for those who are striving to overcome disadvantage. Our service delivery,
advocacy, and community building activities are central to achieving this goal. We offer
more than 90 services to support the needs of both individuals and our community, across
a range of areas. These include mental health and counselling, residential aged care and
support for independent living, housing crisis and emergency support, disability services,
services for the Aboriginal and Torres Strait Island people, financial and legal, drug and
alcohol counselling, family relationships, and respite and carer support.

Uniting Communities, through the CCLCSA, supports ASIC using its product intervention
power to address the significant detriment for consumers from disadvantaged households
who have entered contracts with GSSF/BHFS/BSF and Cigno / Cigno Australia.

Through our financial counselling and consumer credit legal services, the CCLCSA has
observed significant harm caused by these entities:

e The issuing of loans using these models that evade compliance with responsible
lending laws and other consumer protections;

e Excessively high fees (including establishment, default and ongoing account
maintenance fees);

e Loans arranged that appear wholly unsuitable for the borrowers, and require
unrealistic repayments to be made;

e Difficulty our clients have reported having when trying to contact Cigno to discuss
issues with their loans;

¢ Not being members of the Australian Financial Complaints Authority (AFCA), leaving
borrowers with limited access to justice; and

e Aggressive debt collection tactics.

The CCLCSA welcomes ASIC making the product intervention orders to prohibit credit
providers and their associates from issuing short term and continuing credit contracts,
except in accordance with strict limits on total fees that can be charged.
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2.

Feedback on list of proposals and questions

The CCLCSA provides the following feedback on selected questions outlined on pages
19 — 21 of CP 355.

Short term credit product intervention order

D1 Q1 Do you consider that short term credit facilities, when issued to retail clients
in the way described in paragraph 23, have resulted in, or will or are likely to
result in, significant detriment to retail clients? Please provide any relevant
case studies and evidence (including qualitative and quantitative data) which
support your response.

Yes. The CCLCSA have advised numerous retail clients who have experienced significant
detriment as a result of entering into short term credit facilities with BHFS/GSSF and
Cigno (and more recently BSF Solutions and Cigno Australia). As identified by ASIC at
para 15 of CP 355, the detriment to clients includes:

e absence of rights to hardship;

e absence of legitimate IDR and EDR processes:

e absence of any caps on fees and charges; and

e failing to assess capacity to repay.

Beyond this, the CCLCSA is concerned about the debt collection practices of Cigno and
their exploitation of vulnerable consumers. Clients are likely to be unfamiliar with
enforcement processes and intimidated into prioritising their Cigno debts over food,
other essentials and regulated creditors. CCLCSA clients have received collection letters
titled (in red) “THIRD AND FINAL NOTICE LEGAL ACTION: INVESTIGATION PENDING” that
states a failure to contact Cigno to arrange payment will lead to “an internal
investigation and verification of all the information provided when you entered into the
recorded contract — discrepancies will be evaluated and if considered fraudulent, will be
reported to police and possible also to AUSTRAC if deemed necessary”.

Due to intimidating debt collection activity by Cigno, clients frequently report to the
CCLCSA that they are forced to prioritise unaffordable Cigno repayments over day-to-
day living expenses in order to avoid Cigno’s excessive default and rescheduling fees.
Clients have reported increased contact from Cigno after the commencement of the
Covid-19 Centrelink supplement, including predatory marketing after the supplement
was announced. The marketing appears targeted at accessing COVID-19 supplements by
encouraging consumers to pay out outstanding accounts and to take out further loans
using Cigno during COVID-19 pandemic responses. Marketing to Cigno customers at the
beginning of the pandemic involved suggestions that no other lenders will be able to
assist them. There was also the indirect suggestion that consumers should have cash at
home during a pandemic to encourage consumers to enter into further loans through
Cigno. Please refer to Annexure A for an example of Cigno marketing material and a
collection notice.
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Case study

Nancy* borrowed $150 from Cigno back in 2016 while experiencing a family violence
crisis. Within two months, Nancy’s account balance had rapidly grown to $861.50.
Nancy had not heard from Cigno for four years. Then after the government announced
income support packages due to the COVID-19 pandemic in March 2020, Nancy

received debt collection emails from Cigno stating that she owed them $861.50.

More information about Nancy’s* experience and further case studies in support of our
submission can be found at Annexure B.

Case study:

Claire* was a single parent of a pre-schooler and receiving Centrelink benefits. Claire
needed funds to purchase textbooks for her university studies. Claire entered into
short term loan with GSSF and Cigno for $300.00. Claire did not realise that Cigno was
not the lender of the funds advanced.

Claire had already paid $600.00 but Cigno were demanding a further $700.00 (a total
of $1300). Claire had already defaulted on other bills and entered variations with other
creditors in order to ensure there were sufficient funds available to repay the Cigno
loan. Claire had not bought any winter clothing for her daughter and had sought
emergency relief to obtain food for her daughter. Claire was worried she had reached
her quota for emergency relief and the stress and lack of food made it hard for Claire
to focus on her study.

D1Q2 Do youconsiderthat ASIC should make the order, which is in substantially the
same terms as the 2019 order (i.e. ASIC Corporations (Product Intervention
Order—Short Term Credit) Instrument 2019/917)? Please give reasons to
support your response, including whether you consider that there have been
any significant changes in matters relevant to ASIC’s decision (such as the
financial circumstances of retail clients) since 14 September 2019.

The CCLCSA supports ASIC's proposal to use the product intervention power under Pt
7.9A of the Corporations Act 2001 (Cth) to prohibit credit providers and their associates
from providing short term credit and charging for additional or collateral services where
the total fees that can be charged exceed the maximum permitted under the short term
credit exemption.

While Cigno / BHFS did switch to the continuing credit model after the product

intervention order, it appears to the CCLCSA that Cigno / BHFS has recommenced using
the short term credit model. The CCLCSA therefore supports ASIC making the order to
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eliminate the use of the short term model by Cigno and its associated entities or other
industry participants.

The reasons the CCLCSA support the making of the order are consistent with those
raised in our previous submissions. There have been significant changes to the financial
circumstances of retail clients since September 2019; economic stability and social
conditions have worsened for large numbers of consumers. These changes increase the
urgency and importance of making the product intervention orders.

In the past, the majority of the clients that we assisted in relation to Cigno loans relied
on Centrelink as their primary source of income. However, since the 2019/2020
bushfires and the COVID-19 pandemic, we have been contacted by clients who were
employed prior to these events and had not experienced financial hardship. For an
increasing number of clients, these events have led to them losing their employment
and being in need of cash to meet immediate living expenses, meaning an increased
demand for short term credit.

With COVID-19 case numbers continuing to escalate around Australia and the
corresponding disruptions to employment, the financial circumstances of retail clients
are becoming increasingly strained. This means the need to stamp out exploitative
practices is greater than ever. Although a Cigno loan may assist an individual in the very
short term, the CCLCSA’s experience is that Cigno loans exacerbate existing financial
stress due to the high cost of maintaining Cigno’s extortionate fees. The vulnerabilities
and desperation that leads clients to apply for this type of short term finance also
prevents them from being able to make informed decisions and fully comprehend the
associated fees and costs of the money they are borrowing.

D1Q3 Are you aware of entities, including BSF Solutions and Cigno Australia, that
are currently issuing, or likely to issue, short term credit facilities in the way
described in paragraph 23?

The CCLCSA has seen short term credit contracts / service agreements issued by Cigno
Australia and BSF Solutions dated July 2021 and August 2021.

D1 Q4 What alternative approaches could ASIC take that would achieve our
objectives of preventing the significant detriment identified in this paper?

The CCLCSA believes that the issuing of product intervention orders should only be a
short term measure and that legislative reform is vital in order to address the significant
detriment caused to retail clients by the use of these models.

As raised in previous submissions, and highlighted by the 23 June 2021 judgment in
Australian Securities and Investments Commission v BHF Solutions Pty Ltd [2021] FCA
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684, our legislation requires updating to make it clear that “helper” contracts and other
such models are not intended to be exempt from the National Credit Code.

The CCLCSA calls on ASIC to implore the Australian Parliament to urgently pass the
National Consumer Credit Protection Amendment (Small Amount Credit Contract and
Consumer Lease Reforms) Bill 2019 (No. 2).2 This will bring into effect the proposed
broad anti-avoidance provisions which will prevent credit providers from circumventing
the rules and protections contained in the National Consumer Credit Protection Act 2009
(Cth).

The CCLCSA wants to further emphasise the importance of all industry participants being
required to hold membership of the independent external dispute resolution scheme,
AFCA. This would provide consumers and their advocates with options for redress and
ensure visibility over future practices of Cigno (or related entities).

Continuing credit contracts product intervention order

D2Ql1 Do you consider that continuing credit contracts, when issued to retail clients
in the way described in paragraph 48, have resulted in, or will or are likely to
result in, significant detriment to retail clients? Please provide any relevant
case studies and evidence (including qualitative and quantitative data) which
support your response.

The continuing credit model has resulted in significant detriment to retail clients and will
continue to result in such detriment. Regardless of the model used (short term or
continuing credit) the underlying exorbitant cost of the credit remains. Vulnerable retail
clients, who could never afford to make the contracted repayments, are pushed further
into financial despair by these models.

The CCLCSA were deeply concerned that COVID-19 supplements paid to Centrelink
recipients were being directly targeted as a revenue stream by predatory third party
service providers, such as Cigno. This defeated the principle behind COVID-19
supplements, to stimulate the economy to ensure Australians are able to purchase food
and essential services during the economic downturn. At a time when other credit
providers were supporting consumers with increased hardship assistance and support,
Cigno was marketing to further exploit vulnerable Australians. The CCLCSA is also highly
concerned at the use of data scraping as a marketing tool to contact consumers when
funds in their bank account are low.

1 Decision on appeal, awaiting judgment from 23 November 2021 hearing.
2 Introduced 2 December 2019, second reading debate 15 March 2021
https://www.aph.gov.au/Parliamentary_Business/Bills_Legislation/Bills_Search_Results/Result?bld=s1234

CCLCSA submission - CP 355



Case study: Continuing credit contract

Jane*, a mother of two children, was experiencing financial hardship due to numerous
debts, while living in a private rental. Jane borrowed $340 by entering into a continuing
credit contract with BHFS and a Cigno services agreement. Under the agreement, Jane
was required to make a single repayment of $538.85 in four weeks time; a payment
she could have never afforded. In May 2021, Jane* presented to a local homelessness
service and sought assistance from a financial counsellor. By this time, Jane had made
payments of $380 towards her debt but the exorbitant fees charged meant her
outstanding account was $565.00. Following some challenging discussions and
negotiations, the financial counsellor was able to get the outstanding amount waived.

Further case studies in support of our submission can be found at Annexure B.

Case Study and Documentation: Continuing credit contract

Refer to Annexure C for an example of a continuing credit contract / services
agreement dated 22 May 2020.

Client borrows $230 on 22 May 2020 and is required to pay $373.40 on 9 June 2020
(two weeks later).

D2 Q2 Are you aware of entities, including Cigno and BHFS, that are issuing, or likely
to issue, continuing credit contracts in the way described in paragraph 48? If
so, please provide any relevant evidence to support your response.

The CCLCSA cannot conclude whether continuing credit contracts are currently being
issued by Cigno / Cigno Australia and BHFS / BFS, or whether they are solely issuing short
term loan agreements (agreements dated July 2021 and August 2021). Nor can we
identify when the continuing credit contracts commenced, as we have seen a continuing
credit contract dated 2016 (noting that the client requested and received this document
in 2020 after Cigno recommenced collection activity).

D2Q3 Are you aware of any changes in the continuing credit contracts market—
including changes to the continuing credit contracts that were issued in the
way described in paragraph 48—since the publication of CP 330 (July 2020)
and the Addendum to CP 330 (November 2020), which may be relevant to
ASIC’s proposal to make a continuing credit contracts production intervention
order? If so, please provide any relevant evidence to support your response.

The CCLCSA are not aware of any changes in the continuing credit contracts market since

the publication of CP 330 and Addendum to CP 330, relevant to the issuing of a product
intervention order.
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Based on the CCLCSA’s identified case studies (Annexure B), continuing credit contracts
(as issued per paragraph 48) have continued perpetrating significant consumer harm. It
appears that when shifting to the continuing credit contract model, the default fee has
risen to $79. During COVID-19 consumers have reported to us that they were not able
to contact Cigno via phone, nor was Cigno responding to emails or texts / other contact,
thereby restricting consumers ability to reschedule payment dates (resulting in more
default fees being charged on their accounts). This demonstrates the ongoing disregard
for fair practices by Cigno and their unconscionable conduct directed at vulnerable
Australians.

In a 2021 correspondence with a CCLCSA financial counsellor who was negotiating for
a vulnerable consumer who was experiencing homelessness, a Cigno staff member
responded, “We are doing what we can to help in any way possible but please try to
conceive that there are also certain limitations because we must consider CIGNO’s

welfare as a corporation in terms of getting a reasonable revenue.”

D2Q4 Do you agree with our proposal to make a continuing credit contracts product
intervention order by legislative instrument as set out in the draft product
intervention order in Attachment 2 to this paper?

The CCLCSA agrees with ASIC’s proposal to make a continuing credit contracts product
intervention order.

D2Q5 What alternative approaches could ASIC take that would achieve our
objectives of preventing the significant detriment identified in this paper?

As detailed in D1Q4 above, the CCLCSA believes that the issuing of product intervention
orders should only be a short term measure and that legislative reform is vital in order
to address the significant detriment caused to retail clients by the use of these models.

As raised in previous submissions, and highlighted by the 23 June 2021 judgment in
Australian Securities and Investments Commission v BHF Solutions Pty Ltd [2021] FCA
684,° our legislation requires updating to make it clear that “helper” contracts and other
such models are not intended to be exempt from the National Credit Code.

The CCLCSA calls on ASIC to implore the Australian Parliament to urgently pass the
National Consumer Credit Protection Amendment (Small Amount Credit Contract and
Consumer Lease Reforms) Bill 2019 (No. 2).* This will bring into effect the proposed
broad anti-avoidance protections which will prevent credit providers from
circumventing the rules and protections contained in the National Consumer Credit
Protection Act 2009 (Cth).

3 Decision on appeal, awaiting judgment from 23 November 2021 hearing.
4 Introduced 2 December 2019, second reading debate 15 March 2021
https://www.aph.gov.au/Parliamentary_Business/Bills_Legislation/Bills_Search_Results/Result?bld=s1234
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The CCLCSA wants to further emphasise the importance of all industry participants being
required to hold membership of the independent external dispute resolution scheme,
AFCA. This would provide consumers and their advocates with options for redress and
ensure visibility over future practices of Cigno (or other entities).

Thank you for your consideration.

The Consumer Credit Law Centre SA

2 UNITING

COMMUNITIES

Consumer Credit Law Centre SA

Annexures:
Annexure A — Cigno marketing and collection notice (p10-13)
Annexure B — Case Studies (p14-21)

Annexure C - Continuing credit contract loan agreement / services agreement — May 2020
(p22-26)
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Annexure A — Cigno marketing and collection notice

From: Cigno <cipnofidcignoloans. conaw=
Date: 25 Masch 200 at 5:51:48 pm ACDT
To: O i

Subject: Cigno - important Update

A5 you e aaare, we are al [pcing ough limes ahead due % the potantial impact of the Cororanars, The vius isef s
& haalih issos bul e Dger mpecl wili be the lose of jobs and the Fard limes Shal will Taliow

A 3 resull, mey lenders may adpust oredil sssessmen] polices and & a resull 'will be more reluctd jo lend ta those
in nessd, This will heppan as (hey aeea bigger rah in bears of Deing repakl.

We oller a sersice wharaby wa locus on e emergency needs of clanls thal ofan cannot gel credl ssewhers. Please
b BEgLred thal Cigna will sland by you, pur cliants, snd do o very besl 1o pasiel 0 the sRe manner 85 wa aleays
have

WP e aei Of wou now [5 T wou rerdign your Tils and stael @ new affandable repaymsnt plan 16 Seite your acoount
with us. Sa that § a time comes when you are in need af assissance, we can be hare for you. In fact, if possible, settla
yaur ascount in il ard pul money Side for an emergency - fhal way you have byo smegency oobions,

Remember, from a hessh perspectiva there's no need o pania. There are many ways you can proses) yourssf oy
adopling fusl @ hew amal rabits 2uch g

1. Personal Hygisne

« Fraquerdly wash your hands with soan or an aicohalic besed salution. Ensure when you wash it's for ol leest 20
s&candd

= Ory your bands wisll afenyands
Myvoid tounhing your face {mauth, noss and ayes).
= Awoid close contact with pecple wha am wrrsell or showing symploms such as @ cough o ruremy nase.
2, wvosd Spraading the Slckness
- Qowar your maith and nose WIn your elbow when BnEszing of coughing

- Thigw Srasy UBel 1Ea0es,

= If you are sick or feal that you may be showing some aany symaloms, ensure you promolly ses a doclor and asll-
izateta 1o slop wou apraading 1o somecns see,

1. Be Propared

« In the ewer ihal you can't laave your home, have a good siockpile of food, medicatian and cifer scsential goods
rasdiy avaitabis,

- Have moray saved in cash al home iT an emengancy arisas,

IF you woulkd bes more irlammatian on the Coroodyns plesss wail the Dagariment of Heslthe
webaite hinpeiweaw healih gou aul

Fie informalion an wiur seeoun] witli us and 1o star paying today, plaass kog in fo The Membar Podal o reach aut o
aursuppart joam

CIGNO

Copriz Fip Lt

P (D7) 5644 FE00 | Fax: 1 50066 14 85| SRS DA37 573 540 | Er guiman st onf pkanaionn 5. oom il
Pt PO Bes 3362 Ausrafia P, OLO 48

Sl | Cigna b bl [ (=TT

| i fww inmtzgeam comisg e | T biom it cam Cinstam

ABKY: £1 913 373 T4
E
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From: Cigno <clenofmcignol nans. com. su=

Drate: 15 April "I'}...i?I at 9 18:42 pm ACST

To:

Subject: Are Your Debts Spiralling Out of Control?

Have you recently lost your job?

Were you already struggling with overwhelming debt?

Unsure about your future?

There may ba & solution 1o get you out of debt, once and for all.

Many Australians have lost their jobs as a result of Governmant restrictions and
thousands that were already struggling with unmanageabla dabt have fallan further
into financial hardship.

Although the Govemment has introduced support packages for Australians, for
many, this may not be enough,

If you wera already in financizl hardship or fighting uncontrotiable debt before the
cutbreak, losing your job could further your dilemma.

Linfartunately, your current financial situation will not support a loan approval, but
there are cther solutions availabie 1o reduce debt stress and improve your financial
siuation,

We may have a solution for you to get you through this difficult time with a number of

debt relief solutions that may be tallorad 1o individual needs and sae you free of
debt,

Solutions include:

* Debt negotiation and morigage refinance
*  Debt Setflement

= A Debt Management Plan (DMP)

These solutions aim to reduce your averall debt, pause interast and combing your
debts into one, easy-to-manage payment.

Be on track like thousands of Australians evenyday and get out of dalbit with realistic,
affordable selutions,

FIND OUT E

W

CIGNO

Cigria Py Lig

P (7] B4 3000 | Face: 1300 B 14 15 | SMS: M7 AT3 910 | Bm
Paat: PO Ban X362 Ausiralla P, 60 AT
Wk e Cignologon om ay | Cigno Mambers:
ASKE 81 E1 23T T

F it fowsss, | ik SN (TR VT
imporiars 1 you hass receiad this emall Sy midsks, mese adess o omnd discac Tha drvk htian
rlull'.'rmxhnm*mwamwmﬂmﬂmlmﬂulmlmmwhlh wea of the ecipiem and orhers wita havs been sseciically

o e L

Disthuirmar Cignd Py il nesiren ol nghos 10 D reimvsson, induding sImcnhmesis, contened wilhin (s smad. Mo mmmalon o Rl enoiosed
it fiis wmeil i Lo b isgroduced, copie o weid S ot n U Ao miy, Wil wtlen BONTESSies Dy e GppAopnane alhosty
withim Eligre Py Lid. informatne or sitechrmanis within e smsil ey be o s paraie netie aoed may ol ke isio oo yoor patsondl
Eustion Yoy ghoold sesk he sersce of § pofeseonsl befors mskerg ey vl fnence Secarom.

Privady: Mo persanad infrematon contsned et thig smad s svoldshis o third pany snd is i= onpunciion with e Povacy Sisiemant, Pleass
ak, 0ur DfTice AT @ Doy of ouf Privady Suiemen and more iwormanion reganding aur Privacy Palcy.

[RIFRE S
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From: Cigno <cignodficignolopns. com. gz

Date: |5 Apeil 2020w 11:21:39 pm ACST

To: . fe

Subject: Don"t Let the Coronaviras Infect Your Debis

A place that you can count on in uncertzin imes.

Coronavirus |s having a major impact across the country as many Australians are
now facing financial insecurity and strass due to job loss or decreased hours of
work,

Many businessas have bean forcad to close due to the Govemment's tight social
distancing measures to help stop the spread of the virus. This has resulted in a
number of companies given no choice but to stand down or terminate their staff
mambers.

Dezling with overahelming debt can be a stressful experience. If you were already
struggling with out-of-control debts, pairing that with the Coronavirus pandemic may
make it feel as though there is no way out,

Don't worry, we have a solution for you. It's time to put a plan in place to get out of
debt, once and for all.

To support you through these challenging times find yourseif with a tailored Debt
Management Plan (DMP). A DMP eases financial stress by:

+  Reducing your cebd

*  Pausing your interest

« Putting a stop fo harassing phone calls

+ Combining your debts into one, easy-lo-manage payment

If you're struggling with debt due to the impact of Coronavirus, you're not alone. Lets
start by focusing on supporting you financially so you don't have o deal with
unnecessary debl strass,

Experienced debt specialists are on-hand to assess your current financial situation
and get your finances back on track with a realistic, affordable selution.

Get started on your debt relief journey today!

W
CIGNO

Cogne Prp Lid

Phe (T Sa4A 5001 | Fan: 1300 52 14 15 § SME: DAAT 873 018 | B peslim b e e RnClouns Com g
Pioal: PO Boe 36T Aualrala Fak. QLD 4215
Wetn wwes tancioane comay | Cigea Blte baa b
AN @1 313 273 T4

 itimautimonm i iloak s/ onsion i | 1 BIREDwe spemic ! {T: ipa s comiS ool oar

Impartani: s tares sceted $is sl by mistak, pleess sdvier s nd ey Sz immedaiely. The imomason containgd hemein
ard any aticbmanl Becs | wes prvieged and comtidantial and mmsrded onky for e use of he raggmes] ind oihns who hiss Bean specifaty
muthorises io wostes &

Duscisirier Ty Pry Lod sesserve all sighls to the idamaion, incheding stiachments. comtmned witen e emal. Mo mkemabion or e ancinaed
withun thes aread] s 5 be reproduced. copeed o used i athar fran the niended way, without wrifan permisgion by e spiropisie ssthoriy
warthin {Cigre Py L, informanion o eechiin b widiin Bis e may be of o gonesal natuns and may not Sake into pocoint pour personal
whaton. You vkl sesk the wheses of o profcaionsl teloie makieg any Fral Prancis decsoms.

Privacy: Mo pereanal infgrmation comisised wittin this s i sl o e thind gty a0 & i conjuncion with sur Privacy Stismen. Pesse
a9 out office for @ sopy of ur Privacy Statment and mons informstion rgasiing our Privscy Polcy,

Wnnbsnbe
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Cigno Pty Ltd
ABN: 43612 373734

Phone: 107) 5644 2500
Mot 0437 B73 010
Fax 1300 66 14 15
Mail PO 8ox 3362
CIGNO AUSTRALIA FAIR, SOUTHPORT QLD 4215
Web WWW,CQ00ICaNS. Com au
Email info@cignoloans com au

URGENT ATTENTION REQUIRED!

Daspite our collaction effors regarding your small loan, we have not bean able 1o sette the matier

Your accounts i now on hokd for 7 days in which you need to make contact with us,

If you do not make contact with us, we have no altemative but to commence an investigation to determing whether the information you provided.
including your firancis! sltuation, was correct and accurate st (he time of taking the loan. Our decision was based on thal information and
misrepresantalion will be regarded as exiremely serious

If you do make contact and your situation is such that you are experiencing hardship, we are happy to accommodste you and make an arrangement (hat
Is suitabis

if you have multple it debts and a consoldason lan would help you, then through our finance assocdste company BHF Solutions Pty Lid or another
lender we can apply for & consolidation loan of up to $5000.00 to cover all your dabts. This will however be reliant on your conduct and ability ko seitie
your debts.

if you are not in contact with us we cannot halp you

Please call us from a landline on (07) 5644 3500 or from a moble on 0437 873 910
You can also sand us 3 text or an emall and we will call you on your prefemed number

Please comact us so we can help you put an suitabie arrangement in place. If youconuctusbdor-acan
reduce the amount you owe up to 30%. We can only help you if we speak 1o you.

Asywmwmmﬂenapmmamw-uwl Debit this amount from your bank sccount untll your loan is seliied. Your
payment intervals are Weekly and your next paymen| dale i

This is your last opportunity to ramedy the default and prevent further action against you. You need to comply with your contracl. and contact us within
14 days to confirm the sbove payment or jo make an arangement thal is suitable o you

Falure % do so will lead 10

- an Intermal investigation and verifs of all the info \ o when you entered nilo the recorded contrad! - discrepanciss will be svakuated
and if considered fraudulent, will be reparied to the police and possibly also to AUSTRAC if dosmed necessary

« the passibity of you being sued for the tofal amount cutstanding under your contract

- seaking of 3 Judgemant against you In the Courts and pursuing you for the amount of judgemeant sither by way of an examination of your means in
Court or 8 garnishes of Income or bank account.

If thim action is taken, there will be additonal fees added to your account 8% 58t out In the credit gude you were provided upan applying for this loan I
you subssequantly detault during the penod speciied for remedying Iha default raferred to in this letler, you may be subject of anforcement proceedings
without further notice H It is not remedied within the penod. Under the Privacy Act 1988, this debl may be induded in a credil reparting agency's credil
infarmataon file aboal you if.
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Annexure B — Case Studies
*Names have been changed

The CCLCSA has worked in conjunction with the South Australian Financial Counselling
Association (SAFCA) to provide ASIC with case studies of vulnerable people who were provided
with short term credit and continuing credit contracts in South Australian and the Northern
Territory.

1. Lauren*

Lauren resides in a remote community in the Northern Territory. In November 2021, Lauren
approached a financial counselling service because she was confused about why Cigno Australia
were continuing to use direct debit to take money from her bank account when she had already
paid by the loan. On 15 September 2021 Cigno Australia facilitated the provision of a short term
loan of $70.00 to Lauren. According to a statement of account received by the financial
counselling service, by 5 November 2021 Cigno Australia were claiming an outstanding balance
of $490.00 (seven times the original amount borrowed).

2. Bill*

Bill is a single father of one child with severe disabilities. He is unable to work due because he is
his child’s full-time carer. Bill only receives income from Centrelink. He had been homeless and
was residing at a shelter at the time he obtained a short term loan of $250.00 through Cigno
Australia on 28 June 2021.

Bill sought the assistance of a financial counselling service in relation to his debts. An assessment
by the service showed that Bill’s bank account was overdrawn 42 per cent of the time and that
there were frequent dishonour charges and failed direct debits. The financial counselling service
also found that Bill he had a range of existing payday loans, buy now pay later debts, wage
advances and debt collection payments at the time Cigno Australia advanced the loan to him.

Despite never being able to afford the Cigno Australia loan repayments, throughout the course
of the loan contract Cigno Australia direct debited $375.00 from Bill’s account. With the help of
the financial counselling service the outstanding balance of $390.45 owed to Cigno Australia
under the short term credit contract was waived.

3. Lily*

Lily resides in the Tiwi Islands, Northern Territory and was in significant financial hardship, living
off Jobseeker and borrowed money to survive. In 2021 she applied for a short term loan of
$175.00 through Cigno Australia to pay for food. When Lily applied for the loan she was unaware
of the fees and charges that would be added to her account. Cigno Australia administered a
$145.22 fee to Lily to borrow the requested $175.00 (nearly 80 per cent of the borrowed amount
in one fee alone). Lily could not afford to make loan repayments and continued to incur further
fees including $79.00 default fees and $22.00 change of payment schedule fees.

14
CCLCSA submission - CP 355



Lily sought the assistance of a financial counselling service who contacted Cigno Australia and
requested that they waive Lily’s debt. Cigno Australia refused to waive the debt, citing that they
had a right to sell credit and raise fees.

4. Monica*

Monica is a carer and supports a child living with disability. Monica had been affected by the
Adelaide Hills bushfires in 2019. Monica worked minimal part-time hours and was unable to
work after the bushfires. Monica needed cash to meet her living expenses. Monica applied for a
$175.00 loan online through Cigno.

Monica paid $54.00 each week for a total of ten weeks totaling a sum of $540.00. In early 2020,
around the time that the COVID-19 pandemic started, Monica then became suspicious that she
had not paid off the ‘loan’. Monica called her bank and told them to cease the direct debits so
that she could review her agreement.

When Monica called her bank, they were familiar with Cigno and issues with clients experiencing
hardship and direct debits paid to Cigno. Monica tried to access Cigno’s members’ portal but it
did not work. Monica tried calling Cigno but there was a voice message advising that nobody
was in the office due to the COVID-19 pandemic. Monica tried calling a multitude of times over
many weeks, however she was unable to speak to Cigno and kept hearing the same voice
message. Monica then tried emailing Cigno and did not receive any response. Throughout this
time Monica kept receiving marketing messages from Cigno encouraging her to pay off her
account and to borrow more money during COVID-19.

Monica tried using Facebook Messenger and SMS to contact Cigno. Monica used every contact
source listed on Cigno’s website, to no avail. Monica then began receiving weekly dishonor
letters from Cigno. In some weeks, Monica received the same letter twice but with different
repayment amounts. Monica was confused and again tried to contact Cigno and was still unable
to get through to them. She then received a letter from Cigno stating that she owed a further
amount of around $500.00. This would mean she would pay back over $800.00 in fees alone,
excluding the principal sum borrowed. Each week, further default charges of $79.00 had been
charged despite Monica not being able to access the members’ portal to change scheduled
payment dates or view her agreement. The default letters implied that if she did not resume
the direct debit payments or enter into another loan with the lender, that she would get into
trouble with the police or AUSTRAC; that the debt was being referred to a debt collector; and
that Cigno would garnish her income or bank account.

After the third week of missed payments, a default letter emailed to Monica threatened
investigation action:

“If you do not make contact with us, we have no alternative but to commence an
investigation to determine whether the information you provided, including your
financial situation, was correct and accurate at the time of taking the loan. Our decision
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was based on that information and misrepresentation will be regarded as extremely
serious.

If you do make contact and your situation is such that you are experiencing hardship, we
are happy to accommodate you and make an arrangement that is suitable.

If you have multiple little debts and a consolidation loan would help you, then through
our finance associate company BHF Solutions Pty Ltd or another lender we can apply for
a consolidation loan of up to $5000.00 to cover all your debts. This will however be reliant
on your conduct and ability to settle your debts...This is your last opportunity to remedy
the default and prevent further action against you. You need to comply with your
contract, and contact us within 14 days to confirm the above payment or to make an
arrangement that is suitable to you. Failure to do so will lead to:

e an internal investigation and verification of all the information provided when
you entered into the recorded contract

e discrepancies will be evaluated and if considered fraudulent, will be reported to
the police and possibly also to AUSTRAC if deemed necessary.

e the possibility of you being sued for the total amount outstanding under your
contract.

e seeking of a judgement against you in the Courts and pursuing you for the
amount of judgement either by way of an examination of your means in Court
or a garnishee of income or bank account.”

One week later, Monica received a Notification of Referral to External Collections:

“Despite our collection efforts regarding your small loan, we have not been able to settle
the matter. Your account is to be forwarded through to an external collections agency
Milton Graham within three business days. Milton Graham can be contacted on 13 23
33 or via email clientservices@dnb.com.au to accommodate a new affordable
arrangement that is suitable.

As at the date of this letter, your total outstanding balance is [approximate amount of
$500.00]

Please find attached a copy of your up to date Account Statement for your own personal
records”

Monica contacted the CCLCSA and sent a dispute to Cigno. Cigno offered to waive the
outstanding balance that Cigno were claiming. At no time was Monica able to speak to anyone
from Cigno (even though Cigno asked Monica to get in touch with them each time she received
a letter). Monica was too fatigued and overwhelmed to pursue recovering the balance she felt
she overpaid to Cigno through court action. Monica was unable to access AFCA to file a dispute
about the service agreement as Cigno and BHFS are not members.

5. Melissa*

Melissa is a person living with a disability and has a gambling addiction. Whilst she was at the
Adelaide Casino at the end of May 2020, she applied online for a $230.00 Cigno loan. Earlier that
same day, Melissa had made several withdrawals using her debit card and had exhausted all of
her funds. At the time, Melissa already had two other payday loans and was receiving the

Disability Support Pension.
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Melissa had previously borrowed $300.00 from Cigno and believed that she had ‘paid off’ the
loan. Melissa did not understand that she had entered into a continuing credit contract. Melissa
entered into another drawdown through Cigno under the continuing credit exemption model
but did not understand what this meant or that it was different to her other regulated small
amount credit contracts. Melissa gambled and lost the $230.00.

The repayment schedule was to repay approximately $373.40 the following fortnight which was
an amount that Melissa was never able to afford. Fees and charges were added to her account.

Melissa sought the assistance of the CCLCSA and reported that when she was trying to repay the
$300.00 loan, she was going without food and seeking emergency relief in order to repay Cigno.
Melissa had previously renegotiated her payments but that each time she did, she was charged
a $22.00 fee. Melissa was worried that she would never be able to ‘pay off’ the drawdown or
have enough money to buy food as Cigno were seeking repayments that she could not afford or
would add further fees and charges. Melissa was also worried about how she would seek
emergency food relief during COVID-19 pandemic. Cigno claimed approximately $700.00 and
had referred the amount to a debt collector, Milton Graham.

Had Melissa sought to borrow money from a regulated small amount credit provider:

e The lender would have been required to have regard to the fact that she already had
two other payday loans;

e The lender would have been required to obtain a copy of her bank statements for the
preceding 90 days which would have shown she was at the Adelaide Casino and that she
had withdrawn all of her funds; and

e The cost of credit would have been capped (i.e. the lender could only recover 200% of
the adjusted credit amount in the event of default);

e |If the lender advanced the loan, Melissa would have been able to raise a dispute that
the loan was unsuitable and had recourse to AFCA.

6. Nancy*

Nancy is a single mother who left a situation of family violence in March 2016. After she left,
Nancy needed immediate cash and entered into a contract online that she believed was with an
online payday loan company for the sum of $150.00. The proposed payments were to repay an
initial amount $129.00 and then $127.30 one fortnight later, which Nancy was never able to
afford. Nancy was unable to make the scheduled payments due to her family violence crisis. She
was also unable to afford the further default and collection fees and charges Cigno had charged
to her account. Within two months in May 2016, Nancy’s account had rapidly grown to $861.50.

Nancy had not heard from Cigno for four years. Then after the government announced income
support packages due to the COVID-19 pandemicin March 2020, Nancy received debt collection
emails from Cigno stating that she owed them $861.50.

Nancy sent a message to Cigno seeking copies of her contract. The copies of the contracts
forwarded by Cigno for the BHFS ‘loan’ stated that it was a ‘continuing credit contract’.
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Nancy contacted the CCLCSA and advised that she would have to use all of the COVID-19
supplement and increased amounts from JobSeeker to repay Cigno the outstanding amount
claimed.

7. Kym*

Kym suffered chronic health issues and had been injured in a workplace accident in February
2019. Kym had joint custody of raising his child with his ex-wife. Towards the end of March 2019,
Kym had exhausted his savings and was struggling to meet his basic living expenses. Kym
borrowed $350.00 through Cigno Loans believing that it would operate like any other regulated
payday lender. By the first week of May 2019, Cigno were claiming that he owed them $1171.70.
No responsible lending assessment was undertaken by Cigno and Kym was never in a position
to be able to afford to repay the loan. The loan was granted using the short term credit
exemption model which notably had lower dishonour fees of $49.00.

Kym attempted to resolve the dispute with Cigno but reported that it seemed that “one arm of
the business was not communicating with the other arm”. When Kym raised a dispute with
Cigno, he was sent inconsistent letters by them and it seemed there was no effective internal
dispute resolution system with effective oversight. In the end Kym gave up dealing with Cigno.

On the 22 March 2020, Scott Morrison announced JobSeeker and the COVID-19 supplement
payment to support Australians receiving Centrelink benefits during the pandemic. Kym was
relieved to learn that he would be able to pay his basic living expenses and keep himself and his
child safe throughout the pandemic.

Three days later on 25 March 2020, Kym received the following message from Cigno:

Subject: FINAL NOTICE - Referral to Milton Graham

Dear [Kym]

IMPORTANT: YOUR LAST PAYMENT HAS FAILED

Due to failure to repay your loan, your file is at risk of being forwarded through to our

external collections agency, Milton Graham, in 3 business days time.

To resolve your debt to Cigno internally, please make payment today via Member
Portal or to details below:

https://members.cignoloans.com.au/
Username: [redacted]

That same day, Kym received an SMS text message from Milton Graham, debt collectors acting
for Cigno. Kym sought assistance from the CCLCSA. Kym believed that the messages were
intentionally timed to be sent after the Centrelink income support measures were announced
by the federal government and targeted at Centrelink recipients who might agree to use the
COVID-19 supplements and Jobseeker payments to pay amounts claimed by Cigno.
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That same day, Kym received an email in his junk email box suggesting that he needed a reserve
of emergency cash for the pandemic, as well as the following:

As a result, many lenders may adjust credit assessment policies and as a result will be
more reluctant to lend to those in need. This will happen as they see a bigger risk in terms
of being repaid.

We offer a service whereby we focus on the emergency needs of clients that often cannot
get credit elsewhere. Please be assured that Cigno will stand by you, our clients, and do
our very best to assist in the same manner as we always have.

What we ask of you now is that you review your file and start a new affordable
repayment plan to settle your account with us. So that if a time comes when you are in
need of assistance, we can be here for you. In fact, if possible, settle your account in full
and put money aside for an emergency - that way you have two emergency options.

After reading this email Kym called the Cigno phone number but there was a voicemail message,
and he was unable to speak to anyone from Cigno. Six days later, Kym received the following:

Hi [Kym]!

Need a Cash Boost? Great news! You're already APPROVED!

Simply verify your bank details for deposit to receive funds TODAY!

Visit: https://cignoloans.com.au/[redacted]

Once received, your contracts will be sent to you in MINUTES! Too Easy right?
Get started today!

Two weeks later, Kym received emails marketing the services of Debt Management Plans
through Cigno. CCLCSA is concerned that consumers were contacted immediately after the
COVID-19 supplements were announced and they were unable to speak with anyone from
Cigno.

8. Tom*

Tom resides in a remote community in the Northern Territory. He has limited comprehension of
English language. Tom’s sole income is from Centrelink. Tom sought assistance from a financial
counselling service who assessed his financial position. The service found that Tom’s bank
account was overdrawn 32 per cent of the time and that Cigno loans direct debits were the
primary cause of this. The financial counselling service also found that Tom had been advanced
four Cigno loans in 2020, with amounts advanced by Cigno ranging from $75.00 to $100.00 and
that his repayments to Cigno totalled $1,011.00. Tom had never been in a position to afford the
credit provided by Cigno.

9. James*

James lives in a remote community in the Northern Territory. James approached a financial
counselling service to apply for a No Interest Loans Scheme (NILS) loan to pay outstanding debt.
The financial counselling service assessed James’s financial position and advised him that he was
not eligible for a NILS loan because he couldn’t afford to NILS loan repayments due to several
existing direct debits he did not remember signing up for. While assessing James’s financial
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position, the financial counselling service reviewed his bank statements which showed frequent
overdrawing of his account by Cigno.

The financial counselling service contacted Cigno and obtained a copy of James’s statement of
account which showed that on 3 December 2018 he was advanced a $350.00 loan. By 9 January
2019, just over one month later, James’s account had rapidly grown to $862.75.

Upon emailing authority Cigno advised the financial counselling service account was finalised
and final balance of $432.65 was waived. Despite this waiver, a total of $1,650.00 (nearly five
times the original amount borrowed) had been direct debited by Cigno from James’s account
prior to the loan account being closed.

10. Dylan*

Dylan had recently separated from his wife and son, was made redundant and was receiving
Newstart Allowance. He entered two small amount credit contracts as he was desperate to see
his son and wanted to keep making Child Support payments to appease his former wife in order
so that he could still have contact with his child. Dylan then applied for a third pay day loan but
was declined by the pay day lenders that he had previously borrowed money from.
Unbeknownst to Dylan, the small amount credit providers most likely declined Dylan’s
application on the basis of the rebuttable presumption that, as he already had two payday loans
in the preceding ninety days, he could not meet repayments without substantial hardship.

Dylan ended up getting a loan believing that he was applying for an ordinary pay day loan, but
the lender was in fact GSSF facilitated by Cigno. Dylan received a sum of $350.00 in short term
credit from Cigno and GSSF. Within 49 days, the balance had more than tripled to $1171.00.

Dylan was not able to afford the first repayment. He asked for hardship assistance and was
charged $20.00 to change the payment date. After he failed to make two repayments, Dylan
noticed that Cigno had changed the date of processing the direct debit; the third repayment
date had been brought forward one day without notice to him. Dylan did not have adequate
funds and was charged $30.00 Payment Reschedule Fee and a $49.00 Dishonour Fee. Dylan also
incurred direct debit dishonour payments from his bank.

Concerned at how rapidly the debt was growing and the changing payment dates, Dylan
contacted Internal Dispute Resolution (IDR) for Cigno and outlined his complaint. Dylan felt
stressed when he realised he would never have capacity to make the repayments. He was unable
to meet the demands of Cigno without not paying rent and risking eviction.

However, while Dylan was awaiting a response from IDR, he continued to be contacted by the
collections section of Cigno, who continued to demand that Dylan make payments and to
process direct debits from his account.

The response from IDR was that a full review for affordability had been undertaken and that he
was only approved for an amount that was deemed to be repayable based on his income and
expenditure. Cigno then referred Dylan to the terms of the contract that stated he agreed he
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was of sound mind and judgement to make decisions regarding his finances. Cigno presented
Dylan an offer to settle the dispute for $512.00 but Dylan made a counter-offer to settle the
dispute for the sum of money borrowed. Dylan did not hear back from IDR regarding his counter
offer.

Cigno collections continued to contact Dylan threatening to forward the debt to an external
collections agency if he did not make payment within three days. Cigno then contacted him and
said they would either accept payment for the full outstanding amount of $1171.00 in lowered
repayment amounts or alternatively accept a reduced amount of $820.00 if he made four weekly
payments of $205.00. Dylan asked whether the response from collections was a response to his
earlier counter-offer email to IDR. Later that same day, IDR sent an email offering to settle the
dispute for $512.00.

Two days later, Cigno sent an email advising that his account had been forwarded to an external
collection agency, llion and Milton Graham. Dylan reported that the contact from Cigno was
confusing, unprofessional and that he felt harassed. Dylan also felt he had been tricked as he
did not realise that Cigno were different to a regulated small amount credit contract provider
and was shocked at the very high-cost of credit.

Dylan then received weekly emails from other online lenders. When he applied for other loans,
he was declined. However, the decline emails directed him to an online business that he believed
used the same phone number as Cigno.

11. Amy*

Amy* is a single mother with complex mental health issues. In December 2019 Amy needed
immediate cash and applied for a $300.00 loan through Cigno. Amy’s sole income was
Centrelink. Amy had also previously obtained a loan through Cigno and that she was unable to
pay back because it was unaffordable. Despite all of these factors, Cigno facilitated the provision
of the $300.00 loan to Amy on 21 December 2019. Amy was unable to make the scheduled
payments because they were never affordable. She was also unable to afford the further default
and collection fees and charges Cigno had charged to her account. By 30 January 2020, just over
one month later, Amy’s account had rapidly grown to $863.75.

By December 2021, Cigno claimed that Amy’s total debt owed for the $300.00 loan was
$2,100.00 (seven times the original amount borrowed). Throughout the life of the loan Amy paid
Cigno $1,273.61 (more than four times the original amount borrowed). Amy obtained the
support of a financial counsellor who undertook an assessment of her bank statements and
found that Amy’s account was overdrawn 61 per cent of the time. Through the advocacy of the
financial counsellor, Amy was able to obtain a refund of 50 per cent of fees she had paid to
Cigno.
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Annexure C — Continuing credit contract loan agreement / services
agreement — May 2020

Clgno Pty Lid

ABM, 43812373734

Ph: (07) 5644 3500

kab:; D437 873 910

Em Inf@cigralnans.com au

keail: FO Box 3362,
AUSTRALIA FAIR, SOUTHPORT QLD 4215 1 IGNO

SERVICES AGREEMENT |

Dates: 22052020
Sarvice Provider: Cigno Pty Lid

Cliont Details:
CAama Numbar
Chianl Mame:
Cale of Bith
Ackiress:

Bank Datals:

Tha foliowing is a Sarvice Agremmani betawsen Cigno Pty Lid (Barvice Provider) and

The Cliart has chasen 1o engage the Sanice Provider In gssist, rathar then dealing directly with & landar or provigar, The Service Provider will faciltate
in all enguines, management, paymenls and a8 ather services ralated o tha losn or financial praduct

Irs sasturn far the Sardice Provider providing these serdces, the Clent agrees 1o mmuneraie the Service Provider in ihe following manner:

Sarvices and Faes

Financiel Supply Fes 511660

Tatal Account Keeping Fees {3585 charged waekly): 11,90

Additional Costs

Chanpgs of Paymean Schedule Fes 522,00

Drawdoan Fae: To be advised prior 1o procassing 1ha drawdawn

I dhve evenl, and oaly on reguest, you wish to chanpa yow paymant chiigations under tha loan arrangad for you, a Change of Paymant foa will be
added. Nate, you may incur addiioral weakly Aceount Keeping Fess i the guration af your agreemant |s extendad.

Each tme that you reguest 8 drawdown, we wil calculate and communicaba the Drawcown Fee 1o you for your acceptance prior (o processing the
drawdawn. We will delerming the amount of the Drawdown Fae based on our masonable estimate of the cost of arranging and managing the additonal
cradit oblained through the drasdawn of funds. Thes Dravwdown Fee will be atded 1o the total Bmaunt owing W tha Senica Pravider

Baymant Schedule

The Servdca Provider will faciltabe al paymenis dus io the kndar as wall 82 Ihe Serdes Pravider in sceordance with bolh sgresments. The Servics
Prowider will collact payments from you by direct dabg (see belew], Upon collection and on your beha#!, repayments will be allocaled propoticnalety
betwean ha Bmoam cwing Lo the lander and tha amount ewing o fhe Sardoe Provider, in accordanca with the refalive ameums owed by you under (his
Servica Agreamenl and your ks cantract wilh Ihe lendee IF thans ks 8 shartfall i amaunts owing, pavments will be apolied Detwean the respactive
abigaions af the discretion of the Servos Provider

All paymenls will be colacted in intarvals and smounts as set oul in the loan contract Ihat you antar inks with the: lendar. The Sarvica Provider wil retain
a capy of that Ipan contract o enabde L o caleulake and callect repayments ram you io forwerd to the lendar, The amount of each mpaymsan will
depand on fransactions thal you make an lhe loan accaunt. W will maks mesorable sllempls b nolify you any lime Ihene =8 change 1o he smaur of
eath penodic payment thal wa coflect fam you

The lable below sets oul your repaymenls under this agrssmenl ard your sgreament wilh the lender, &= al tha commencameanl date ol bath
agraements, assuming no furthar sdvancas of credit in the period covered by tha kable. Your payment obligabions will change if you recaive any lurthar
advance of credil fom the lender

Rapayment 1 $8062020 $37340

I dve event pour repayments ane &l a cafict to the lander. you egres o make payments io the Sarvice Provider untl the deficlt and your cbiigalions
urder this agreamen| are dischargsd.

A Defaull Even
A Defrull Event pocurs when you are unable (o mesl your obligalions unter your agreamant (which, lor the svoldance of doubl. includes a direct debit
reques bring dishanoured by your bark). Upon which, the Sanvics Provides will make all reasorabés attempts 1o inform you of he Dafaull Event 38 wall

as negotising with the lendar a new arrangament Tor repeyments (0 assist you in fusiling your coligations. If a Default Event occurs, you imevocably
aufharise (e Serdes Pravider Lo changs the liming of any direst debil reguest ar other payment meshod that may ba mads under tha Agraamant in
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The Cliert acknowiedgas hat they have not neled an ary reoreseantalions made by the Service Provicer o g0 agant of tha Senace Providar in enlering
irda ks Agrsamenl

The pariles agres io te e of this agresmend.

order o reducs B likelihood of thal direct debit request boing cishonoured, You sf%c agrea that iIf & direc debit reguest is Eshonoured, Tie Sandce
Provvider may atternpd to furhar prosess that direct dabil or olksr payment meshad on subdequent days and is not §abla for any @bty thet you may
Incur io your financial inslituion as a result of dract dabit requasts processad by ha Service Provider beirg dishanounsd

IF thara are: amounis dus.and owing o Cignoe and unpaid, Ciond may refuss o provide any further sereces 1o you under this agreemant.

Default Foes snd Chasass
Dedaull Fes: 57800
Changs of Paymant Faa: 52200

Dredaull Fees and Changas are incured as & msull of a dafaull evenl, disbursal, adminstration, communication and mecand liatan of your scoount.

You acknawiedge that & &= your responsibility o contac tha Servce Provider 1o nagotiats a sullable akamalie o your paymant arangament, Where
posskia, if vou conlecs the Sarvdca Provider, theae fees can be reviewed and potanlislly remaved.

Your Account Detais
Account Nama:

BEE Number;
Accaunt Mumbar

By eraring nto Tres agreement. you scknereiedge (hat you sutheriss snd request the Cirect Deba Provdans in the fable balow as wel as ary athar
paymant mathad provider Shat Cigno (the Sarvice Provider) may e 1o recede, aceount and remil payments oo your seoount delals provided (o= per
ihe 1abile sbove] ar army alfr acoount you provide in the fubure, for both the Sarvico Provadar and the Lender in aceardanca with your agreameant and tha
farma ard candtions of tha drect debi or other payment mened providens which can be faund &l wew.cgnoloans. com.authird-parly-direcl-debs-
agreemant!. The debits wil be in imerals and amaounts as dincted by the Service Provider as per tha terma and conciicons of This sgreemant induding
&l fulure draw downe. You will receive nolics of debil paymants fram your bank account in accordance with [his agreement and she tems and
condilions of amy direct debit or ciher paymant method sardcs provider

Rireet Dabil Providars

Direct Cubil Provider Wser IO

Eipit Paymants Py Lid HA2448, 549045

EziCehii Py Ltd G596, 303604, 301203, 234040, 34077 347104, 428108
FayGais Fry L ]

Dther Paymunt Providers

QCPay Audhorised mcurning paymesnis

Additicnal

By araring info thin Agraamsant, you adnmwlkedge snd agres Thal:

= you are gl leas 18 years ok, of sound mind and judgement and abls o make decisions regarcing your fnances:

* you understand thal you have ha right 1o get indspendent lagal and financial achice belone anteding inta the Services Agreemeant.

* if you have any gueslions abaut the tarms of the Sardces Agreament you wil nol anler Inba 8 Sardcas Agreament uriess thaose quastions ame
arpwared 10 pour satsfection;

By antering inlo fhes agreement you are ghing your express consant for the Senvics Provcer and ks affilases 1o contact you by way of amail, SMS,
Fhane {inchuding pre-recorded and compuier peneraled messagaes), push nolification, user portal massage, fax and other forms of communication for
tha purpases of cusiomar service, dabt colaction, markating and promolian, This corsent surded The lermnation of this conlract and conlinues
inderfinitely unless you nolify the Service Provider in weiling thal you withdrae your cansent

Eiwctronic Transactions Act 1899

¥oid giva consert in accordanca with the Eactronic Transactons [Quaanaland) Aot 1000 for e purposes of entering inlo ks documer and all
documents relaled o il

“fou agres that your efecmonic acoeplance of this cocumant shall be as wolid &5 an original signatura of such party Brd shal ba binding,

Savarnbility

1 gy part of s agrasmant k5 Fsid to be vald ar unenlorceatie the parl shall ooy be ineSsctive Lo the axent of such tnenforosabd iy withowt
imvakcating the remaining parts.

Esaculion sad Enfire Agreament

Thia Agreermant batwaen Fs Clian and e Sardos Prodder (s spbansd mwmhMDandmanhﬂmﬂmam“mnmn
pariias and suparsedes all prior negotiations, regrasentations, proposals, underakings end agreemants. whether wilhan or aral, falading 1o the subject
rmtter of fhis sgresmeant.

Ta the maximum extent possitle, the pariies excluda ail ferms implisd inte this Agreemant oy law
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t ABM: 15631 77512

EM:  Infofinhdsohations com. &

BHF soLuTions oo BORARA 0

4218

LOAN AGREEMENT
CONTINUING CREDIT CONTRACT

THIS LOAN AGREEMENT (this "Agreement”) dated this 22nd day of May, 2020

BETWEEN:

BHF Soluticns Pty Lid of PO Bex 7001, AUSTRALLA FAIR OLD 4215
{the "Lender”)

AND

IN CONSIDERATION OF ihe Lendsr prowiding a contfinuing credil faciity (e “Loan®) ta e Bormower, and the Borrower repaying $he Loan Amaunt o
fthe Lender, Dolh parlke agres to keep, perform and dfil tha promises and condilians sed oul in This Agraement

Loan Amount & Obligation to Repay

1. The Lendar promizes to pravide & e of cradil of up 1o 5230.00ALD0 {the "Credii Limil") to the Bormower and the Borower pramises o repay al
rrameyE advanced to the Borower by the Lander phis sy feas payable By the Bormower undier this. Agreaimanl

2. The "Loan Amoun™ 8l any ms is the sum of 8 moneys sdvanced i 1 Borrower undsr this Agreement and any feas payable under this
Agreamsnl, I655 any peymanks resakeed from the Bormowar undar this Agracmant

Fees

3. The Barravesr mual pay o Yee of $15.00ALD each lims thal an advards of funds &= requealsd Tram the Landar, up % & maximum of 312000 AUD in
Ry 17 moran pering

4. |l afeeis rol pasd Dy 1he Borrowesr &l IMa lime specified in ciauts 3. it 19 caplabaad and bacomes parl of the Loan Amounl

Continuing credit contract

5. Tha Loan iz a aonlinuing credil comiract. I ihe Loan Amount. axduding any fees incumed, does nol excesd the Cradit Limil, e Borows: may equest
& furhier advanca of monay from iha Lendar, for an amaunt rl ks nen S50.00 and up R

4. Ihe Loan Amount al the Gme of the reoussl is 2een - (ke Credil Limd, ar
b, iihe Losn Amowr at the tme of the request is not zere - up bo 25% of the dManonce batwear
i. e Loan Amount immediaiely after the: most recend {2i the Sme of the request) advance of momays By the Lendar, and
li. &y payments rmoatved by the Leades fom or on sccaunt of e Barower, less the amount of such paymenis that has bean applied o
milslarding fags in accomance with davisa B

E T Lender may, i its eale and abaclubs diecralion, reluss 1o pevvide an sdvancs raguesiad under claves 5 i

. lhe Barmwer hes defaulled on an chiigaton o make o payment under this Agresmen! and has nol remedied That dafaull by the Eme thay
reuas an sdvance of funds, or

b, at the time that the Bormower mouests the advance of funds, the Lander has masonabie grounds 1o Deliews thal the Bormowes will not be abie fa
camply with its abigatiors under clause 8 of is Agreemnant il the advance were made, or

& Ihe Lardar kacks tha funds and k5 wnable (o oblaln finds fo provicia (e pehvance:

7. Tha Lnder msay, in its 5ole and absclute dizcration
&, an s et intiakiee il ® e Thal he B valll (o b able 16 repaEy &0 armourt of credit sgquivalend to Bhe Credit Limit in accord arce willh

ihis Agragmant, rdica the Cradit Limit ko 80 amount that & consadars 1o ba within tha Bormoesa s Cepachly o repey, or
1. 8l the request of the Barmswer, increase or reduce the Credit Limi by the amount requesied by the Bormower
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For the avasidance of doubl, nofhing In Mits dause 7 or any policy publisned o represantaton mada by tha Lendarabliges tha Lendar to rediscs or
Incraasa tna Credn Limi.

Payment
B, 171 INE (08200 BN eVery SRCOrKIT URSOay (NRMEANGS CUNTYg MM TR0 Of NS ADTEMErTL IN WIKCH TE LOan AMaLTY & Qreaser 1nan Iem, ine
Borteraes rmusl pany b Ihe Landar

& 2245 D0AUD (ihe "Repayment Amaount)

&5 Al tha commencemant af NS Agraamant, sesieng thal there wme 0o lurher advances of funds, you wil ba requred 19 make repaymens in
accardance with He labie below.

%WP &Lﬁ JI

o (haes gen any Sethar acanoos of Rende, yous conoduio of repoayreonin wil dhangn ond you @l bo givon 3 new ropaymoent cohadiula

A Paymenis mage by @ Dormoser il e sppied st o oy oussEneing e coplalsed e S Lean Arsn, sl e e ol monveps
scfuanced |o tha Borroasar by tha Landar

Term

0. This Agreamand conlinues in afiacl untl e ssrkest of he folicing @vants coours:

&, i Laan Amourd & zere ke & peniod of 12 consacuties monihe, o
b, thiz Bampsvar repays tha enline Loan Amount and natifies She Lender that thay wish i lerminabe this Agreement.

Default

11. Molwithsianding arydhing io $e sanirary in Shis Agresmeant. d the Barowsr dafsulls in the periormancs of any chigation urdar this Agrsemant. Fie
DN ATMCUNT ST NG 198 DRCOmEs mmadiaialy dus ani payanes.

12, M & defaull in perforrance of an abligaton under e Sgreemant, indurg wilhout Britation o irenediaiely pay the Laan Amount dus o cause 10,

15 rood remidied wethin ¥ days afer being gheen a notice by the Lander demanding thad the detaull i remedied. the Londar may leminate his Agreement
without further natice ta the Barmowe:

Governing Law

13, This .ﬂgmﬂmlnl wall be construed in accardance with and E:wmnd by the lawes of The Siale of Ousensiand

Genarsl Provisinms

14. Headings ame inserind dar the convemsance of the parties anly and are nof io be consdered whan interpreting this Agresment. Words in the sngular
mean ard inchude he plural and vice versa Words in tha masculing maan and incluge tha leminna and vice varza

18 For i avoidance of doubt, thes temm “Laan® in this Agrsamant is a mifersnos to #ie continuing credit faclity pravided under this Agresmant.

16 A defauli under inis Agresment cannot b walved sxcept Inowrisng sgnad by fhe party giving e watver. Failuna by & party to oriorcs & rght does
nat consttule waiver af that right.

Entire Agraement

17. Except as ofheraiss provided in this Agreemenl, Sis Agreemert may be vared by the Landar giving notics in wiling ko (he Borrower ro less than 14
Bays befons thi varalion wil tahe afact, Il e vanation & dona for any of the Tollawing rmesons

i te comply with Bny change or anclpated dhangs 1 vy relevant law, sode of procties or quidaree:
I, 1G: TEAGER ANY BHGIEGN 0F A GoAIM. HYRUBEMEN ar &g laar

o 1o refect a change in cur systems or procedures, including for security reasons

o 88 & result of changed draumstances {inchiding by adding Denedis or rew laaburas )

@, lg respond proporticrataly o changes in the cost of providing tha credit or

f. to make #a provasions of this Agresmen ceanarn

For the awaidancs of foubl, fis cause 17 doss nal spoly ts changas (o the Crecit Limil, which masy be chengad only in sccordance wilh clause T

1B The Agreameni conslitutes the anfire sgreamant blween fe paries ard sup des &l prior regoliabons. rap Latong, proposals,
umiariakings and agresmants, whathar withen oraral, relaling 5 tha subject matler of this sgreemant
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14, To tha magmum axent possible. e partas excluda il ferms impied inlo this Agreamant by law.

0. Thea Bamowar acknoadges thal they have nol reled on any epresentafions mada by e Lander or an agent of Tha Lendar in anbarng inko this.
Agreemen

N WITNESS WHEREQF, Iha padties han duly aMesd thair sgrahures an this 2ind day ol May, 2050

SIGMED, SEALED, AND DELIVERED BHF Sclutions Ply Lid
this Z2nd day of May, 2020 DL

SIGNED, SEALED, AND DELIVERED

I 220d day of May, 2030
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