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APPENDIX C
14 May 2014
Katherine Lane Gerard Brody
Principal Solicitor Chief Executive Officer
Consumer Credit Legal Centre Consumer Action Law Centre
PO Box 538 Level7, 459 Little Collins Street
SURRY HILLS NSW 2010 MELBOURNE VIC 3000
Fiona Guthrie Roger Clarke
Executive Director Chair, for the Board of the Australian Privacy
Financial Counselling Australia Foundation
Ground Floor, River Tower Australian Privacy Foundation
20 Pidgeon Close Email: chair@privacy.org.au

WEST END QLD 4101

Dear Ms Lane & Ms Guthrie & Messrs Brody and Clarke,

Thank you for your letter of 14 April 2014. It has been referred to me for response as the executive
responsible for our consumer credit bureau operations.

You have raised a number of important issues each of which | will address in turn.
1. Access to free credit reports
2. Compliance with the Credit Reporting Privacy Code (CR Code).

Access to credit reports

As Australia’s oldest and largest credit reporting body, Veda has a long-standing commitment to
providing consumers with their credit reporting information, annually providing around a quarter of a
million reports through a variety of channels. Most often, reports are provided free, while some are paid
for, usually for express delivery. In addition, Veda offers credit reports as part of various subscription
services. The majority of requests however are for free credit reports; in fact, in March 2014, when the
amendments to the Privacy Act 1988 came into force we provided four times the number of free credit
reports as we did any of our paid consumer services.
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Ease of Access

With the passing of the Privacy Amendment (Enhancing Privacy Protection) Act 2012 VVeda put in place a
project, with a number of different steams of work, to address the sizable changes arising from these
amendments.

One of the many project streams dealt specifically with consumer facing issues, including access.

This was a major piece of work which included updating or replacing IT infrastructure in a very short
timeframe, these issues were exacerbated by late finalisation of the code and regulation changes that
required significant revision to in-flight IT projects. In recent months we have experienced teething
problems with some of the new IT infrastructure, resulting in slow workflow processes. This has
coincided with unprecedented demand for free credit reports.

- We have worked extremely hard to fix these teething problems and to ease waiting and response times
and, most importantly, further efforts made to streamline the current process for requesting a free
credit report.

In this regard, Veda is investing in the development of a new portal, aligning processes and
requirements for free reports with those available for paid services. This too is a sizable undertaking but
most relevant to your correspondence.

The new site will considerably ease the free report application process, allowing consumers to be able,
online, to order and receive a copy of their free credit report. Consumers seeking a free report will have
the same straight through process as applies for paid reports, that is, they will be able to type-in their
information onto an on-line application form.

Advocates are aware of Veda’s heavy obligations about security of information, particularly about
ensuring we provide the right report to an applicant. | am pleased to advise you that new capabilities for
on-line verification of identity means free reports will now undergo the same verification process as

individuals who request one of Veda’s paid services.

As you would appreciate, new systems require significant time and resources (technical and financial) to
implement and, barring any unforeseen circumstances, we have targeted the new portal to be available
around October 2014.

While Veda’s new portal will simplify how consumers apply for their report and addresses concerns
expressed about access, the current systems already meet our CR Code obligations, including access to



free reports. Despite assertions about the “very difficult free option”, in March 2014, when the start of
new credit reporting regime resulted in heavier than usual demand, more than 80 per cent of
consumers using the current website requested a free credit report over the paid service. Inall, over
10,000 customers in March alone requested their free file.

This clearly demonstrates that Veda’s promotion of the free services is as prominent as the fee based
service.

To assist your consideration, | also note the following about web pages and searches:

www.veda.com.au, is Veda’s main website and also its landing page. On this page a consumer can see

information about access to credit reports as well as other Veda services:
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Main veda page — Consumers
wanting their credit report click on
the big button “Get your Credit
Report”
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When consumers click on GET YOUR CREDIT REPORT, they are taken to Veda’s mycreditfile website
which includes information about the information on credit reports as well as a large free file button:



On the next page — Consumers
wanting their free credit report
click on the biggest button on the
page button “Free File Find out
More” — with text outlining
circumstances in which a consumer
can get their free report
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Clicking on the large red button brings consumers to the free credit file page, below.
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How to get your credit report free of charge

Very clear instructions on how to
order your free credit file are
provided
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A consumer enters in details and
the ordering form and instructions
are emailed immediately to the
consumer to complete

In addition, if individuals google “free credit report” there is a paid link to Veda'’s
www.mycreditfile.com.au” website and the second free site displayed is also the mycreditfile website.

When consumers click on the link, they are taken straight to the “How to get your credit report free of

charge” (my emphasis). See below.
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Free Credit Report - CreditRepairAustralia.com
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Furthermore, Veda’s yourcreditandidentity website, which is the portal for access to our paid scored

services, is not displayed.

In addition to the above, a search on the terms “Veda Credit Report” returns the following response:
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As you can see, the lead return is Veda’s main website, followed by two references to the OAIC,
followed by Veda’s mycreditfile.com.au website. A search using “credit report” does not return the
Your Credit and Identity reference.

Essentially, when an individual does a google search to obtain a copy of their credit report it is much
easier to find the free report than the Your Credit and Identity.

Finally, I also note that all our websites, www.veda.com.au, www.mycreditfile.com.au and
http://www.veda.com.au/yourcreditandidentity have a link to Veda’s credit policy which clearly sets out
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how individuals can obtain free access to their credit reporting information.

Telephone access

As you state, access to a free report by telephone is not an issue covered by the CR Code.

Nevertheless, even before the CR Code was introduced, Veda provided and continues to provide
individuals with information over the telephone, about access to their credit report free of charge,

namely:

e They are directed to our website to obtain the free file details; and

e Thereis an option for a recorded message to provide details on what is needed. This is a detailed
message, outlining what is required to be supplied and where the request should be sent.

e The Act specifically addressed the needs of this potentially vulnerable group of individuals by
allowing them to appoint a third party to assist them in dealing with Credit Reporting Businesses

(CRBs).



Compliance with the CR Code
In your letter you allege that Veda is in breach of paragraphs 19.3(a) and 19.3(b) of the CR Code. Veda
denies this.

My reasons are:

e Veda obligations are clear. Paragraph 19.3(a) states that information made available about the
fee-based service “must prominently state that the individuals have a right under Part llIA to
obtain their credit reporting information free of charge” and the circumstances when that right
arises. Paragraph 19.3(b) requires a CRB “take reasonable steps to ensure that is service,
whereby individuals may obtain their credit reporting information free of charge, is as available
and easy to identify and access as its fee-based service”.

e By your own admission, you state that Veda provides information over the telephone as to how
an individual can obtain a copy of their credit report free of charge. In addition, the recorded
message makes it very easy for an individual to identify and understand how Veda provides free
access to credit reports.

e Where information about the fee-based service is available, the CR Code requires a CRB to
provide information about free access. It does not oblige a CRB to provide free access per se in
all cases, as you imply.

Veda has always taken its obligations very seriously. You will recall prior to the current Code, Veda
provided unlimited free access to their credit reporting information, regardless of the reason for the
request or the number of requests made be an individual; most recently, with the Code changing, more
than 10,000 consumers accessed their free file in March alone.

And as noted above, Veda’s work on the new portal is well underway and will provide even further
improvements to a consumer’s access to important credit information for free.

| trust my reply has addressed your concerns. For obvious reasons we have copied the OAIC into this
reply. We are happy to keep the lines of communication open and discuss these matters further with

you; please contact Matthew Strassberg of External Relations on (02) 9278 7838.

Yours sincerely,

Simon Bligh
Chief Data Officer





