
A short interview with Ed & Marie 

Greetings from the team at ANZ, we wanted to check in with Financial Counsellors, Community 

Solicitors and Financial Capability workers and provide an update during a year that stretched us out 

of our comfort zone. 

How has ANZ been assisting our customers during the COVID19 pandemic? 

The COVID-19 pandemic impacted all sectors of our communities, with ANZ receiving an 

unprecedented number of applications since March of this year. 

Faced with these unprecedented volumes, we moved quickly to retrain and redeploy staff from 

across the bank to help respond to customers seeking support due to the impacts of COVID-19. As 

well as recruiting into our newly expanded Hardship team, we have continued to review and 

improve our processes to better assist our customers when they need us most.  

We are committed to supporting our customers through the COVID-19 pandemic and the ensuing 

recovery period. Many of our retail, small business and commercial customers have faced significant 

loss and uncertainty since the pandemic began. We have been able to support these customers, 

including through the provision of loan payment deferrals. 

So how are we planning to support customers as they come to the end of their COVID19 assistance 

package?  

In September we announced ANZ’s COVID-19 Customer Support Statement of Intent; a 

comprehensive set of principles by which we will support customers throughout the COVID-19 

pandemic and beyond. 

Fortunately, most customers who were on COVID assistance have told us that they expect to be able 

to resume their regular repayments at the end of the assistance period. 

We have already commenced working with those customers who say they may need additional 

temporary assistance, including assessing whether they may be able to resume repayments if their 

lending is restructured, or whether they may be eligible for a further four-month loan repayment 

deferral.  

We are also focusing on identifying those customers that may be in longer term financial difficulty. 

These customers are given individualised support by our specialist Hardship team to find longer term 

solutions; as well as referred to Financial Counsellors and other community support services where 

appropriate. 

What else are we doing to support the community? 

This year ANZ donated $500,000 to the Financial Counselling Foundation. The donation will be used 

to fund specialist domestic and family violence financial counsellors, and to support the wellbeing of 

financial counsellors. 

Saver Plus! To further assist people on low incomes reach their savings goals, ANZ continues to 

support the Saver plus program and you don’t have to be an ANZ customer! Please take a look at 

this short video  

Cassie’s Story Saver Plus story 

https://www.anz.com/content/dam/anzcom/shareholder/COVID-19-customer-support-Statement-of-Intent.pdf
https://media.anz.com/posts/2020/03/anz-donation-community-partners-covid19
https://www.youtube.com/watch?v=A9N0FxuzEEE&t=2s
https://www.youtube.com/watch?v=A9N0FxuzEEE&t=2s


Cassie, a single mother of five used her savings and matched savings to purchase a laptop to enable 

her children’s remote schooling. 

“If it had not been for Saver Plus, my kids would have gone months without school. We had to drop 

back to isolating at home because I have an auto immune disease and my youngest is asthmatic, so 

we had to stop going to school about three and half weeks before schools closed…Because I had the 

money and skills from Saver Plus, I could maintain our living standard and not let the kids realise 

there was anything really going on. I purchased two laptops and one tablet and still had $200 left for 

food.” 

 

You can read more about how ANZ supports the community in ANZ’s Environmental, Social and 

Governance (ESG) Supplement pages 21 and 22. 

 

 

 

https://www.anz.com/content/dam/anzcom/shareholder/ANZ-2020-ESG-Supplement.pdf
https://www.anz.com/content/dam/anzcom/shareholder/ANZ-2020-ESG-Supplement.pdf

