
accc.gov.au

Hosted by the Australian Competition and Consumer Commission

Thursday, 14 March 2019 
Zinc, Federation Square, Melbourne

2019 National 
Consumer Congress



1

Program

8:30–9:00 Registration, tea and coffee

9:00–9:05 Welcome to Country
Speaker Wurundjeri Elder

9:05–9:10 Welcome
Congress MC Delia Rickard, Deputy Chair, Australian Competition and Consumer Commission

9:10–9:15 Welcome to Melbourne 
Speaker  The Hon. Marlene Kairouz MP, Victorian Minister for Consumer Affairs, Gaming and 

Liquor Regulation

9:15–9:25 Minister’s address 
Speaker The Hon. Stuart Robert MP, Assistant Treasurer

9:25–9:35 ACCC Chairman’s address
Speaker  Rod Sims, Chair, Australian Competition and Consumer Commission

9:35–9:45 Keynote address
Speaker Fiona Guthrie, CEO, Financial Counselling Australia

9:45–9:55 Q&A session
Opportunity for questions from the audience for the Hon. Stuart Robert, Rod Sims and 
Fiona Guthrie

9:55–10:55 Panel discussion | Misconduct in financial services: what will the Royal 
Commission change for vulnerable consumers? 
Synopsis Australia’s banks have been plagued with numerous scandals over the past decade, raising 

concerns about the banks’ culture and their compliance structures. The government called 
for a Royal Commission into Misconduct in the Banking, Superannuation and Financial 
Services Industry to look into the extent of misconduct by the industry. With the Royal 
Commission reaching its conclusion, it’s time to ask; where to now?

This session will focus on the outcomes of the Financial Services Royal Commission and the 
impact financial misconduct can have on disadvantaged consumers. The panellists will then 
consider what steps may be taken for this to potentially be avoided in the future.

Moderator Alan Kirkland, Chief Executive Officer, CHOICE

Panellists Anna Bligh, Chief Executive Officer, Australian Banking Association

James Shipton, Chair, Australian Securities and Investments Commission

Karen Cox, Coordinator, Financial Rights Legal Centre

David Locke, Chief Ombudsman, Australian Financial Complaints Authority

10:55–11:15 Morning tea
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11:15–12:15 Panel discussion | General Product Safety Provision
Synopsis The safety of products we buy and use is important to every Australian. An unsafe product 

can have far reaching consequences on a person’s life if something goes wrong. Most 
current regulations around the safety of products are specific to each product and therefore 
limited. The introduction of a general safety provision would place a clear requirement on all 
businesses not to market or supply unsafe products within the Australian market. 

In this session panellists will discuss how unsafe products can impact consumers, especially 
disadvantaged or vulnerable consumers and the challenges of ensuring products 
remain safe.

Moderator Delia Rickard, Deputy Chair, Australian Competition and Consumer Commission

Panellists Erin Turner, Director, Campaigns & Communications, CHOICE

Gail Greatorex, Owner, Product Safety Solutions

Dr Ruth Barker, Director, Queensland Injury Surveillance Unit

12:15–12:30 Introduce yourself to someone new before lunch

12:30–13:15 Lunch

13:15–13:25 Presentation | The new Consumer Data Right
Presenter Sarah Court, Commissioner, Australian Competition and Consumer Commission

13:25–13:35 Q&A session
Opportunity for questions from the audience for Sarah Court on the new Consumer 
Data Right.

13:35–13:45 Debate | Is data working for or against consumers?
Synopsis As more personal information is collected, big data is shaping the modern world. Businesses 

know more about us and how we behave, and are using data to transform marketing, 
product development and service delivery. But is the use of data as beneficial for consumers 
as it is for business? Can data empower consumers and lead to more competitive and 
innovative markets or will it lead to more information asymmetry? Will the availability and 
use of data increase inequity and have negative outcomes for vulnerable consumers? 

This debate will explore the opportunities and risks associated with big data particularly for 
vulnerable consumers. 

Moderator Julian Morrow, co-founding member of The Chaser  

Speakers Elizabeth O’Shea, Lawyer, Maurice Blackburn Lawyers

Christopher Zinn, Director campaigns & communications, Determined Consumer

13:45–14:45 Panel discussion | Emerging issues in data and technology (consumer data, 
AI, machine learning and algorithms)
Synopsis Algorithms are already helping consumers to switch utilities, suggest songs or books, 

provide financial advice, handle consumer complaints and influence public discourse. It is 
a reality that in no time, AI and machine learning will take over our roads, our hospitals and 
more. Behind all of this development, is big data. 

In this session our panellists will discuss the emerging issues with the use of data, machine 
learning and algorithms and how these things can impact consumers. Will some consumers 
be impacted more than others? Can these issues be avoided, or are their benefits greater 
than their inherent cost? Finally, on a larger scale, who will be the biggest winners and losers 
of this technological revolution?

Moderator Julian Morrow, co-founding member of The Chaser

Panellists Rod Sims, Chair, Australian Competition and Consumer Commission

Lauren Solomon, Chief Executive Officer, Consumer Policy Research Centre

Dr Katharine Kemp, Lecturer, the University of New South Wales

Stuart Stoyan, CEO, MoneyPlace
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14:45–15:05 Afternoon tea

15:05–15:35 Keynote address | How to deliver better outcomes for vulnerable consumers 
in regulated markets
Synopsis Australia’s fair trading agencies have long prioritised the welfare of disadvantaged and 

vulnerable consumers, particularly through consumer education initiatives and enforcement 
outcomes. However, people experiencing vulnerability still experience worse outcomes 
in competitive markets like financial services, energy and telecommunications. In this 
presentation, Gerard will outline the way in which the poor continue to pay more, and what 
regulators and consumer advocates can do about it.

Speaker Gerard Brody, Chief Executive Officer, Consumer Action Law Centre

15:35–16:10 Showcasing advocacy for vulnerable consumers
Synopsis This session will call on five people who represent different cohorts; older and younger 

Australians, culturally and linguistically diverse communities, people with a disability and 
indigenous Australians, to explain what they do to get better outcomes for vulnerable 
consumers in respective markets.

Convenor Gordon Renouf, Deputy Chair, Consumer Federation of Australia

16:10–16:30 Wrap-up session | Congress take-outs
Synopsis One thing delegates commit to doing. Share a learning or action with the people at 

your table.

Speaker Catriona Lowe, Chair, ACCC’s Consumer Consultative Committee

16:30 Close
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Delia Rickard
Deputy Chair, Australian Competition and Consumer Commission

Delia Rickard is the Deputy Chair of the Australian Competition and Consumer Commission (ACCC). 
Delia has been working in the area of consumer protection for the last 25 years. Delia is passionate 
about ensuring that consumers can operate in a fair and ethical marketplace and have access to the 
information and tools they need to make good choices and exercise their rights. Prior to her return to the 
ACCC, Delia spent 13 years at the Australian Securities and Investments Commission in various senior, 
consumer protection-related roles. She is also trustee of the Jan Pentland Foundation and Chairs the 
Good Shepherd Microfinance—Financial Inclusion Action Plan Advisory Group. On Australia Day 2011 
Delia was awarded the Public Service Medal for her contribution to consumer protection and financial 
services.

The Hon. Marlene Kairouz MP
Victorian Minister for Consumer Affairs and Gaming and Liquor Regulation

Minister Marlene Kairouz entered the Victorian Parliament in a by-election in the seat of Kororoit in 2008, 
and has continued to represent the people of Kororoit ever since. Before entering state politics, Marlene 
studied Medical Laboratory Science at RMIT and worked as a Histologist; and later at the Australian 
Workers’ Union and the Shop Distributive and Allied Employees Association. Marlene was elected a 
Councillor in the City of Darebin in 1998 and twice served as Mayor during her 10 years on the Council.

Since being elected in 2008, Marlene has held various positions in Parliament including Opposition Whip 
from 2010 – 2014. From December 2014 until June 2016 Marlene held the role of Cabinet Secretary 
in the Victorian Government, until she was sworn in as Minister for Consumer Affairs and Gaming and 
Liquor Regulation. In September 2017, Marlene was sworn in as Minister for Local Government. 

In November 2018, Marlene was again sworn in as Minister for Consumer Affairs, Gaming and Liquor 
Regulation and now holds a new position as Minister for Suburban Development. Minister Kairouz has 
responsibility for three portfolios and has overseen major reforms.

The Hon. Stuart Robert MP
Assistant Minister to the Treasurer

Stuart Robert was first elected as the Member for Fadden (Gold Coast) in 2007. He is currently the 
Assistant Treasurer in the Morrison Government. 

Stuart was first sworn in as a Minister of the Crown upon the election of the Coalition Government 
in September 2013, serving first as Assistant Minister for Defence, then Minister for Veterans’ Affairs, 
Minister for Human Services and the Minister Assisting the Prime Minister for the Centenary of Anzac. 

Prior to entering Parliament, Stuart owned a medium sized Information Technology company, following 
serving in the Australian Army for 12 years.

Stuart holds an MBA, M Info Tech and a BA (Hons). 

Stuart is married and has three sons. He loves 4WDing with his children, paragliding, playing the piano 
and serving in his local church.
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Rod Sims
Chair, Australian Competition and Consumer Commission

Rod Sims was appointed Chairman of the Australian Competition and Consumer Commission (ACCC) 
in August 2011 for an initial five year term, reappointed for a further three years in August 2016, and 
reappointed again in September 2018 for an unprecedented further three years until July 2022, making 
him the longest serving Chair of the ACCC.

Rod has extensive business and public sector experience. Immediately prior to his appointment to the 
ACCC, Rod was Chairman of the Independent Pricing and Regulatory Tribunal of New South Wales, 
Commissioner on the National Competition Council, Chairman of InfraCo Asia, Director of Ingeus 
Limited, and member of the Research and Policy Council of the Committee for Economic Development 
of Australia. Rod was also a Director at Port Jackson Partners Limited where he advised the chief 
executive officers and boards of some of Australia’s top 50 companies on commercial corporate strategy 
over many years. Rod relinquished all of these roles on becoming Chair of the ACCC.

Fiona Guthrie
Chief Executive Officer, Financial Counselling Australia

Fiona is the CEO of Financial Counselling Australia. Fiona has 30 years’ experience in consumer 
advocacy, including a number of years on the executive of the Consumers Federation of Australia. 
She has held directorships on Energex Retail, the Insurance Ombudsman Service and the Financial 
Ombudsman Service and was previously Chair of ASIC’s Consumer Advisory Panel. 

Fiona is currently a member of the ACCC’s Consumer Consultative Committee, the Australian 
Government Financial Literacy Board and is on the boards of Choice and the Queensland Competition 
Authority. She has a BA, LL.B and MBA.

She was a recipient of an Order of Australia in 2017 for significant service to the community through 
social welfare and financial counselling roles.

Alan Kirkland
Chief Executive Officer, CHOICE

Alan Kirkland has been CEO of CHOICE, Australia’s largest consumer organisation, since 2012.

Alan has a strong background in access to justice, having worked as CEO of Legal Aid New South Wales, 
Executive Director of the Australian Law Reform Commission and Chair of the National Legal Assistance 
Advisory Body. He has also been a part-time member of a number of state and federal tribunals. 

Alan has also served on the boards of a number of social justice organisations, including the Australian 
Council of Social Service, the Public Interest Advocacy Centre and the Welfare Rights Centre.

In 2016–17, Alan was a member of the panel for the Review of the Financial System External Dispute 
Resolution and Complaints Framework (the Ramsay Review).
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Anna Bligh
Chief Executive Officer, Australian Banking Association

Anna Bligh is the Chief Executive Officer of the Australian Banking Association. Her priorities include 
strengthening the culture in banking and delivering the right outcomes for customers.

Anna has had a long and distinguished career in politics, and was the Premier of Queensland for 
almost five years until March 2012. She was also Deputy Premier and Treasurer of Queensland and held 
ministerial responsibilities in Education, Social Welfare, Arts, Economic and State Development and 
Infrastructure.

Anna’s leadership came to national and international attention as she led the response and recovery 
effort to devastating floods in Queensland in January 2011.

Prior to joining the ABA, Anna was the CEO of YWCA NSW, a not-for-profit organisation striving to 
build a safer world for women and children with programs and services dedicated to ending domestic 
violence.

In recognition of her eminent service to the Parliament of Queensland, and as an advocate for education, 
the role of women in public life and services to the not-for-profit sector, Anna received a Companion in 
the General Division of the Order of Australia award in the 2017 Australia Day Honours list.

Anna holds Honorary Doctorates from the University of Queensland and Griffith University.

Anna Bligh is a non-executive director of Medibank Private and Bangarra Dance Company.

James Shipton
Chair, Australian Securities and Investments Commission

James Shipton commenced as ASIC Chair on 1 February 2018.

James has more than 20 years experience in regulation, financial markets, the law and academia—
internationally and in Australia.

Most recently, he was the Executive Director of Harvard Law School’s Program on International Financial 
Systems. Prior to that, James led the Intermediaries (Supervision & Licensing) Division of Securities and 
Futures Commission (SFC) of Hong Kong. 

Before the SFC, James spent almost a decade at Goldman Sachs in Hong Kong managing government 
and regulatory affairs for the Asia Pacific and the Prime Brokerage business. 

James began his career as a funds and securities lawyer at law firms Linklaters and Blake Dawson 
Waldron.

James has previously served on the boards of the Alternative Investment Management Association’s 
Hong Kong & China Chapter, the Asian Securities Industry and Financial Markets Association and the 
Hong Kong Treasury Markets Association. 

Karen Cox
Chief Executive Officer, Financial Rights Legal Centre

Karen Cox is the CEO of Financial Rights Legal Centre. The Financial Rights Legal Centre provides 
information, legal advice and assistance, and financial counselling to people in financial stress, or 
in dispute with their credit provider or insurer. The centre also undertakes education and systemic 
advocacy to improve outcomes for consumers of financial services, particularly disadvantaged or 
vulnerable consumers. The Centre made a number of submissions to the Royal Commission and 
Karen appeared as a witness. Trained in law, Karen has been with the Financial Rights Legal Centre for 
18 years, and previously worked in other community legal centres.
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David Locke
Chief Ombudsman, Australian Financial Complaints Authority

David Locke commenced as Chief Ombudsman and CEO at the Financial Ombudsman Service (FOS) 
and Australian Financial Complaints Authority (AFCA) on 25 June 2018. David was previously Assistant 
Commissioner Charity Services at the Australian Charities and Not-for-profits Commission (ACNC).

Prior to the ACNC, David was the Executive Director of Charity Services at the Charity Commission 
of England and Wales, with responsibility for the strategic leadership and operational delivery of the 
Commission’s one-to-one services to charities.

David has also worked as an adviser to several international governments on the regulation of non-
government organisations.

David is a qualified lawyer in the UK, and he started his career in community legal centres where he 
spent over 10 years managing the delivery of services to the public. David has served as a Board 
member and volunteer of a number of charities and not-for-profits.

Erin Turner
Director of Campaigns and Communications team, CHOICE

Erin Turner is the Director of CHOICE’s campaigns and communications team which fights to keep 
industry and government accountable and achieve real change for Australian consumers. She is a board 
director of the Australian Financial Complaints Authority, Management Committee member for the 
Financial Rights Legal Centre and a member of the ACCC’s Consumer Consultative Committee. She has 
a Bachelor of Arts and a Master of Politics and Public Policy.

Gail Greatorex
Owner, Product Safety Solutions

Gail has more than 30 years’ experience in consumer product safety. For 25 years she was with the 
ACCC’s product safety branch. In 2012 she started her own business, Product Safety Solutions, as a 
product safety consultant and advocate.

Gail represents the Consumers Federation on several Standards Australia committees and is a member 
of the National Retail Association’s technical standards committee. 

Gail maintains a website that provides resources for all sectors, and actively posts on issues such as the 
General Safety Provision. 

Last year Gail published a white paper on the growing challenges of product safety in today’s dynamic 
marketplace. 

Dr Ruth Barker, MBBS, FRACPaeds, MPH
Director, Queensland Injury Surveillance Unit

Ruth is an Emergency Paediatrician based at the Lady Cilento Children’s Hospital, (Brisbane, Australia) 
and Director of the Queensland Injury Surveillance Unit (QISU). Ruth utilises her 25 years of clinical 
emergency experience and understanding of injury surveillance data to advocate for injury prevention 
through education and legislative/ policy change in a variety of fields.
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Sarah Court
Commissioner, Australian Competition and Consumer Commission

Sarah Court was appointed a Commissioner of the ACCC in April 2008, and reappointed for a third term 
in 2018. She is also an Associate Commissioner of the New Zealand Commerce Commission.

Sarah is a full-time commissioner, and a former senior executive lawyer and Director with the Australian 
Government Solicitor. She brings to her role extensive experience in Commonwealth legal work, 
including restrictive trade practices, consumer protection and law enforcement litigation.

Sarah oversees the ACCC’s enforcement and litigation program and chairs the Commission’s 
Enforcement Committee, Strategic Compliance Committee, Consumer Data Right Committee and Legal 
Committee. She also sits on the Merger Review Committee and Adjudication Committee.

Sarah holds a Bachelor of Arts (Jurisprudence) and a Bachelor of Law (Honours) from the University of 
Adelaide as well as a Graduate Diploma in Legal Practice from the ANU. She is a Fellow of the Australian 
Institute of Company Directors.

Julian Morrow
Co-founder, Giant Dwarf

Julian Morrow has made a career of public nuisance in various forms, co-founding satirical media 
empire The Chaser and joke company Giant Dwarf, as well as making TV shows including The Election 
Chaser, CNNNN, The Chaser’s War on Everything and The Checkout. His work has been nominated, 
unsuccessfully, for many awards, and prosecuted successfully in many courts.

Elizabeth O’Shea
Lawyer, Maurice Blackburn Lawyers

Lizzie O’Shea is a lawyer, writer, and broadcaster. Her book, Future Histories (Verso, 2019), looks at 
radical social movements and theories from history and applies them to debates we have about digital 
technology today. She is also a founder and board member of Digital Rights Watch, which advocates 
for human rights online. She is regularly featured on national television programs and radio to comment 
on law, digital technology, corporate responsibility, and human rights, and her writing has appeared in 
the New York Times, Guardian, and Sydney Morning Herald, among others. She is a senior associate in 
Maurice Blackburn’s class action team, where she manages the case against Uber, which is set to be one 
of the largest class actions in Australian history.

Christopher Zinn
Advocate, Determined Consumer

Christopher Zinn works in the emerging marketplace of consumer empowerment to encourage the 
mass of people in the middle to take advantage of the consumer revolution such as the data right. He 
is a co-founder of Adviser Ratings which brings transparency to financial advisers and is a campaigner 
with start-ups such as Life Sherpa and the 350 000 strong 50Up Club. Christopher also energises codes 
of practice for data-driven marketing, fundraising and health insurance comparators. He has been active 
across the media with One Big Switch, CHOICE, Channel Nine, ABC TV and radio and The Guardian. On 
Sydney’s Eastside community radio station he has a weekly Consumed by Soul show. 
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Lauren Solomon
Chief Executive Officer, Consumer Policy Research Centre

Lauren was appointed Chief Executive Officer to establish the Consumer Policy Research Centre in May 
2017. Lauren has worked in a range of policy roles across the corporate, government and not-for-profit 
sectors for over a decade, including Manager of Consumer Policy and Programs at AGL Energy. She has 
also worked in senior policy roles in the New South Wales Government and as a non-executive Director 
of the Energy Efficiency Council.

Lauren holds a Bachelor of Resource Economics (Hons) from the University of Sydney. Taking a strong 
interest in the people side of markets, she has completed further postgraduate studies in behavioural 
economics at the London School of Economics, a Graduate Diploma in Psychology at Monash University 
and the Executive Program for Nonprofit Leaders at the Stanford Graduate School of Business. Lauren 
is passionate about cross-sectoral collaboration, interdisciplinary research and diversity of thought and 
experience when tackling complex policy issues.

Dr Katharine Kemp
Professor, UNSW Sydney

Dr Katharine Kemp is a Lecturer at the Faculty of Law, UNSW Sydney. Katharine’s research focuses 
on competition law, consumer protection and data privacy. She has published widely in these fields, 
including ‘Misuse of Market Power: Rationale and Reform’ (Cambridge University Press, 2018), 
‘Competition Law of South Africa’ (LexisNexis) with PJ Sutherland, and numerous peer-reviewed articles. 

Katharine is the Co-Leader of the ‘Data as a Source of Market Power’ research stream for The Allens 
Hub for Technology, Law and Innovation. She previously practised as a commercial lawyer at Allens and 
as a barrister at the Melbourne Bar. She also consulted to the Competition Commission of South Africa 
and was a sessional lecturer at Stellenbosch University during the six years that she lived and worked in 
South Africa.

Stuart Stoyan
Chief Executive Officer, MoneyPlace

Stuart Stoyan is founder and CEO of consumer lender MoneyPlace.

Founded in 2015, MoneyPlace is one of Australia’s fastest growing personal loan providers, using risk-
based pricing to offer consumers the best rate possible.

Stuart has helped shape national fintech and innovation policies as Chair of Fintech Australia (Australia’s 
national fintech association) and as the founder of the National Fintech Census, Australia’s first and 
largest survey of the local fintech industry. Stuart is also a member of the Federal Government’s Fintech 
Advisory Group and the open banking Data Standards Board Advisory Committee.

Prior to founding MoneyPlace Stuart was the Head of Strategy for NAB Business and a management 
consultant at Bain & Company.

Gerard Brody
Chief Executive Officer, Consumer Action Law Centre

Gerard is CEO of the Consumer Action Law Centre, an independent, not-for-profit consumer 
organisation based in Melbourne. Consumer Action provides financial counselling, legal advice and 
representation to support vulnerable and disadvantaged Victorian consumers, and draws on its direct 
knowledge of the consumer experience in modern markets to pursue consumer interest campaigns and 
policy reform at both state and national levels.

Gerard is also the Chair of Consumers’ Federation of Australia, the peak body for consumer 
organisations in Australia, representing a diverse range of consumer groups, including most national 
consumer organisations. 
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Gordon Renouf
Deputy Chair, Consumers’ Federation of Australia

Gordon Renouf is Deputy Chair of the Consumers’ Federation of Australia and Founder and Chief 
Executive Officer at Good On You, the fashion-focused ethical shopping app that helps consumers to 
buy products that match their values—those that have lower impacts on people, planet and animals 
(goodonyou.org.au). He is a Director of the Telecommunications Industry Ombudsman, a member of the 
Banking Code Compliance and Monitoring Committee, Deputy Chair of Justice Connect and a Director 
of Good Environmental Choice Australia. Gordon was previously Director, Policy and Campaigns, 
CHOICE, a member of the Commonwealth Consumer Affairs Advisory Committee, a Council member 
for Consumers International, Director of the Northern Territory Alcohol Framework, and Foundation 
Director of the National Pro Bono Resource Centre.

Catriona Lowe
Chair, ACCC’s Consumer Consultative Committee

Catriona Lowe is a company director and public policy consultant. Catriona has worked as a consumer 
lawyer and advocate for almost 20 years, including roles at the Consumer Action Law Centre, the 
Australian Competition and Consumer Commission (ACCC) and the Consumer Law Centre Victoria. 
Catriona is passionate about making markets work for consumers and ensuring real consumer behaviour 
is front and centre of relevant policy making. She is committed to promoting change-focussed legal 
practice and good governance. Catriona is Chair of the ACCC’s Consumer Consultative Committee and a 
Director on the boards of the Financial Adviser Standards and Ethics Authority, the Australian Financial 
Complaints Authority, the Legal Practitioners’ Liability Committee and the Telecommunications Industry 
Ombudsman.




