
Financial  
Hardship
Life’s challenges can 
sometimes affect your 
finances. At Hume Bank, 
we’re here to help you 
regain control and move 
forward confidently.



What is  
financial hardship? 
Financial hardship simply means facing temporary financial 
challenges. It’s more common than you might think, and support 
is available to help you get back on track. This might involve 
options like setting up a payment plan, altering repayments, 
or modifying the terms of a loan. These changes might be 
temporary or long-term, depending on your situation.

Do you need a little extra help? 
Examples of when you might need a little extra help:
•	 If you’re finding it tough to pay bills and make ends meet 
•	 If an illness, accident or permanent disability has left you with no or less income 
•	 Terminal illness 
•	 If you’re out of work or working less 
•	 After an emergency event, like flood or bushfire
•	 If a relationship ends 
•	 If family circumstances change (i.e pregnancy or death in the family)
•	 During or after Family and/or Domestic Violence
•	 If you’re facing or considering bankruptcy
Help is available, and reaching out early can make a big difference.  
Together we can explore your options and take the first step toward  
easing your financial stress.
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What support can I get?

How to ask for help

The type of support will depend on your personal  
circumstances, and we’ll work with you to explore the best options.

Types of support can include:

•	 Short-term payment reduction  

•	 Waiving certain payments like fees and charges, or in extreme cases arrears 

•	 Extending payment dates or loans 

•	 Debt consolidation 

If you’re going through a rough patch, or feel like you might soon,  
we’re here to provide the support you need.   

It’s important to know that you don’t need to be behind  
on your payments to ask for help. You can ask anytime. 
Our focus will always be on providing judgement-free plans and resources to improve your situation.

Send us a secure message via the Hume Bank App, or email us at  
customercare@humebank.com.au 1
If you’d prefer to chat in person, you can call 1300 004 863 and we can set up a 
time for you to visit your nearest Hume Bank branch or to meet with a staff member 
virtually. All appointments are free, confidential and can be held in a private setting.2

Here are four ways you can reach out:

4 Or you can request an Application for Financial Hardship from one of our 
branches or download it from our website.

3 If you’re a business owner who banks through Hume Bank, please reach out to 
your Relationship Manager for help.
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Next steps

From there, we’ll work with you to connect you with our trusted Financial Hardship partner, 
who specialises in helping customers during financial hardship. 

Our Financial Hardship partner will ask more detailed questions to find the best possible 
support for your situation. While they review your request, we encourage you to continue 
making any payments you can, even small ones, until a solution can be found.

You’ll receive a response from them in writing within 21 days of submitting a formal request.  
If financial hardship isn’t appropriate for your circumstances, they’ll explain their decision and 
discuss other options available to you.

When you contact us, we’ll need a few key details such as your name, customer number, the best day and time to 
contact you and a brief overview of your circumstances. We know it can feel daunting to open up about your current 
situation, but just know we’re here to support you every step of the way.

Please note that applications for financial hardship are not automatically guaranteed.  
However, we’ll continue to work closely with our Financial Hardship partner to support you throughout this time.
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What if I need more help?
If you’re still needing help after your financial support period ends,  
it’s important you contact us as soon as possible.  
We may refer you to back to a Financial Hardship partner for more support.

Where to find extra support 
There are other support services that are here to help you during this time too. 

Independent help

Support services

Help from other services like Food and Community, Employment Services, 
Housing and Emergency Relief can be accessed through:

If you’re experiencing financial hardship due to domestic and family 
violence, please reach out for support:

You may like to seek independent financial advice to help your short and long-term financial goals.

The National Debt Helpline has a range of services available including ways to find a Financial Counsellor,  
who offers free, confidential and independent advice.

Your workplace may also have a confidential Employee Assistance Program (EAP) that offers free financial help.

Uniting Vic.Tas | Community Services Organisation (unitingvictas.org.au)

The Carevan Foundation – It’s easier to care than to turn away (carevan.com.au) 

Food Share (foodshare.org.au)

Family Violence Support Services | Uniting Vic.Tas (unitingvictas.org.au)

Domestic and family violence and financial hardship - National Debt Helpline (ndh.org.au)

The Zahra Foundation | Australia (zahrafoundation.org.au)

Remember, you’re not alone. These services are here to help you get back on your feet.
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How will financial hardship 
affect my credit report?
Credit reports have information about your credit 
history, and help institutions decide whether to approve 
your credit applications. You’re entitled to a free copy of 
your credit report every three months, or if your credit 
application was declined in the last 90 days. 

Want to share feedback on your experience? 
If you feel at any point you’re not being heard,  
we want to know and our Customer Advocate  
is here to listen.  
 
Our Customer Advocate is someone you can reach out to  
for an in-person (Olive Street, Albury) or virtual appointment.  
To book, email advocate@humebank.com.au
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                 Need this document translated?  

Call 131 450 for a translator provided by the Department of Immigration and 
Multicultural and Indigenous Affairs. 
There is a fee for this service. 
For more information www.tisnational.gov.au 
For the National Relay Service call 1800 555 660. 
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Be Scam Safe.

Go to scamwatch.gov.au to learn how to protect yourself against scams. Be aware of emails with suspicious attachments, spelling errors, 
or that ask for your personal information. You can report a scam at scamwatch.gov.au and cyber.gov.au

Some documents we provide you with may include hyperlinks - always check you are using our official website by confirming the 
internet domain is humebank.com.au.

We will never ask you for personal details, account, or login information over email.

Hume Bank Limited ABN 85 051 868 556 AFSL and Australian Credit Licence 244248. Any advice in this document is general in nature. 
Before acting on it, read the Product Disclosure Statement where applicable or terms and conditions and consider if it’s right for you. 
These documents and Target Market Determinations are available at humebank.com.au, in branch or on 1300 004 863.  

Hume Bank’s Privacy Policy can be found at humebank.com.au/privacy-policy

492 Olive Street, Albury NSW 2640 
1300 004 863

humebank.com.au

http://scamwatch.gov.au
http://scamwatch.gov.au
http://cyber.gov.au
http://humebank.com.au/privacy-policy
http://humebank.com.au

