
Mary and Diane’s story
Mary ran a successful trucking business and 
had a $215,000 mortgage on her home 
property when she signed on as guarantor 
for the $345,000 mortgage on her daughter 
Diane’s first home. Their financial strife 
came from nowhere. 

It should have been a time of excitement 
and joy, instead tragedy struck both 
generations. Mary’s business was 
devastated by the 2011 Queensland floods 
and Diane’s husband died suddenly leaving 
her grief stricken with an eight year old 
daughter to raise.

With Diane unable to generate a sufficient 
income and Mary’s business temporarily 
seizing up, both women quickly fell behind 
in their mortgage repayments.

Mary had already spent 18 months fighting 
the lender for hardship status. The lender 
would not budge and issued eviction 
warrants for both Mary’s and Diane’s homes.

Mary and Diane were less than two weeks 
away from eviction on both their home 
properties when their specialist bank 
negotiator began discussions on their 
behalf with their lender.

Their specialist bank negotiator was able 
to stop the evictions and halt all legal 
proceedings. They were then able to 
negotiate a solution where both women’s 
arrears were capitalised and they could 
keep their homes.

Having a secure home to raise her 
daughter has returned certainty to Diane’s 
life… and Mary’s granddaughter loves her 
weekend visits to ‘Nanna’s house’.

How could this have been 
avoided?
Hindsight is a wonderful thing and this 
type of situation can be avoided by 
following these easy steps:

1.  Ensure you have appropriate 
insurance

There are a number of insurance products 
available such as mortgage protection 
insurance which can assist if you are unable 
to meet your repayments.  

Other risk insurances would have also 
helped Diane if her husband invested in 
these as well.

2. Act fast
Time is of the essence.  As soon as you 
identify you have a problem making your 
mortgage repayment, you need to talk 
with us. The smaller the financial problem, 
the more options available to both yourself 
and the lender. 

Acting fast will also reduce the time you need 
to worry about the future of your property - 
and more importantly your family.

3. Engage an expert
As we saw with the case of Mary and 
Diane, the use of a specialist bank 
negotiator allowed a solution to be 
found where the individuals had been 
unable to make any progress through 
their own efforts.  

A specialist negotiator brings with them 
an expert understanding of the bank’s 
priorities and also processes which can lead 
to better outcomes for all.

We take great care to match our clients 
with an appropriate loan product to 
prevent this very situation from occurring 
in the first instance so we don’t often see 
such severe cases of financial stress. 

However we do hear about them as many 
of our clients know  friends or family 
members under significant mortgage 
stress. They have either lost or are about to 
lose their home and/or business and need 
urgent help. 

Mary and Diane were lucky enough to find 
a solution through the use of a dedicated 
expert and intermediary.

If you know someone in financial trouble, 
ask them to call the office now so we can 
help them take the necessary action.

Remember they must take action FAST to 
ensure the best outcome. 
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It is quite rare in Australia for a home owner to experience mortgage stress: in fact the latest RBA report 
indicates that only 0.6% of housing loans are in excess of 90 days in arrears1. It is this sort of statistic that 
causes most of us to not even consider losing our home or property a possibility.  The problem is that it is 

usually an unforeseen event, such as the story of Mary and Diane* that can trigger financial problems.
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