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3 case studies
Complaints: How 
to ‘whinge well’

A big new 
challenge: 
Finfluencers

Recent 
challenge: 
Electricity deals 



The big new challenge

http://drive.google.com/file/d/1dfXAOQ5KnDGBsQDSOeqrrFFx8Lgkct19/view


The comments



The experts

http://www.youtube.com/watch?v=BotQzkGcgHE


The experts

https://www.stuff.co.nz/business/money/300825091/heres-why-1aday-tiktok-home-loan-hack-wont-work


Regulating 
‘finfluencers’

ASIC warned influencers that providing unlicensed 
advice can result in penalties of up to five years in 
prison or hefty fines.

It also raised concerns about payments from investment 
platforms to “finfluencers” for promoting links to their 
followers.

33% of 18-21yos followed at least one finfluencer. 
Almost 2 in 3 have changed some financial behaviour as 
a result.

https://www.smh.com.au/business/banking-and-finance/asic-finfluencer-crackdown-curbs-social-media-finance-posts-20220408-p5ac2n.html


Regulating 
‘finfluencers’

https://asic.gov.au/about-asic/news-centre/find-a-media-release/2022-releases/22-371mr-federal-court-makes-findings-against-social-media-finfluencer-tyson-scholz/


The bigger picture

https://www.afr.com/companies/financial-services/finfluencer-crackdown-highlights-ludicrous-advice-laws-20220322-p5a6t1


The bigger picture

https://www.afr.com/companies/financial-services/why-fixing-financial-advice-is-a-hot-mess-for-labor-20230209-p5cj9e


Recent Challenge: 
Electricity ads



Solution:
The Electricity Reference Price 

● Introduced in 2019
● Govt regulator sets a ‘fair price’
● Every offer must be compared to that 

‘Reference Price’
● If you don’t shop around, you get placed 

on the ‘Reference Price’
● 15% off is always cheaper than 10% off



Solution:
The Electricity Reference Price 



Example



What happened next?



Govt claims a win

https://ministers.treasury.gov.au/ministers/josh-frydenberg-2018/media-releases/accc-report-confirms-government-delivering-cheaper


My 2020 column

https://www.smh.com.au/money/planning-and-budgeting/electricity-price-reform-but-at-what-cost-20200622-p554wc.html


EASY MONEY

Chapter 10:

‘The Squeaky Wheel’



How to ‘whinge well’
STEP 3:

Whinge to the 
regulator

STEP 1:

Whinge to the 
boss

STEP 2:

Whinge in public



Whinge to the boss
“Your complaint is like one of those little
penguins in the David Attenborough
docos, competing with hundreds of other
penguins to climb out of the roiling ocean
without being dashed against the rocks
before it can make it to the front of the
queue.”



Whinge in public

“Facebook and Twitter are
the new ‘shop window’.
Most businesses resolve
social media complaints as
a priority because they don’t
like their dirty laundry
hanging out in public. Big
businesses have whole
teams of people who just
monitor comments and try
to resolve them ASAP.”



Whinge to 
the regulator

Complaint 
description

No internet service to the area for 15 days so 
far. No proactive communication from Optus 
as to what the issue is or when it will be fixed. 
Only a reply to a tweet on Jan 17 stating ‘Hey 
Joel :) Thanks for that. I can see from the 
note on the fault number that we’re working 
with the power company to get this resolved 
as quickly as possible. Still no ETR – Marie’. 
Ausgrid has tweeted saying its work is not 
preventing Optus from fixing the issue.

Your preferred 
outcome

Restore service ASAP. Communicate with 
customers the progress of the fix regularly. 
Refund the month’s broadband fees. Refund 
the month’s mobile fees too (I am using up all 
my Optus mobile data to cover the lack of wi-
fi).



John Rolfe, 
‘Public Defender’

'Call once, write once, then take it to a higher 
power if you don’t get a result – the relevant 
ombudsman, regulator or consumer tribunal. Don’t 
engage in a tit-for-tat. Your initial letter should 
contain:
· The issue
· What you want them to do about it
· A reasonable deadline for action
· What you will do if they don’t take action (e.g. 

“I intend to take my complaint to the 
ombudsman if it’s not resolved in the manner 
and the timeframe described above.”)

And remember to attach relevant evidence, such 
as proof of purchase or an independent 
assessment of the problem.'



Regulators
A.F.C.A. (Financial products)

T.I.O. (Telco)

A.P.R.A. (Health Insurance)

State Energy Ombudsman (Electricity & Gas)

A.C.C.C. (Australian Consumer Law)

A.S.I.C. (Financial regulator)

A.P.R.A. (Banking & Insurance regulator)



Resources
ASIC Moneysmart

Fair Trading

CHOICE

Legal Aid

Consumer Action Law Centre

Financial Rights Legal Centre

https://moneysmart.gov.au/
https://www.choice.com.au/
https://consumeraction.org.au/
https://financialrights.org.au/about-us/about-financial-rights-legal-centre/


EASY MONEY

Email: joelgibson@gmail.com
Web: joelgibson.com.au
Twitter: @joelgibson
Insta: @joelkillsbills
TikTok: @joelmgibson

mailto:joelgibson@gmail.com
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