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About Us 
The Sterling First Action Group initially began as a Facebook group, following the collapse of the Sterling 

Group of entities in May 2019. The group was originally intended to be a place where all victims of the Sterling 

Group collapse could exchange views, discuss how the collapse had impacted them, and to share information. 

The group is managed/administrated by a committee of volunteers who have been affected, be it directly or 

indirectly (i.e. family members acting on behalf of elderly parents). 

In the 22 months since the collapse, the Sterling First Action Group has continued to support victims. This has 

included assistance with preparation of AFCA complaints and proof of debt lodgements with insolvency 

administrators; lobbying local, state and federal MPs; submission of questions to be raised at the PJC on 

Corporations & Financial Services (September 2019, February 2020, July 2020); and raising awareness 

through the media. 

In preparation for this submission, we also conducted a short online survey of victims who had lodged 

complaints with AFCA. The survey was designed to collect data on their interactions with AFCA during the 

complaints process. This data will be referenced throughout our submission, with a full copy of the survey 

results available in the Appendix.  

Against this background, we can declare we have experience with the AFCA process for complaints against 

both Theta Asset Management Ltd (victims with investments in the Sterling Income Trust), and Libertas 

Financial Planning Pty Ltd (victims with investments in Sterling Corporate Services and the Silverlink 

Investment Company). 

Historical Context 
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Disappointed that no complaints manager was assigned, updates slow and spent most of the time wondering 

what was happening. 

I have had only phone calls which I have made you have never contacted me. I have every right to ger my money 

back and absolutely NOONE will help me. 

I found the AFCA people courteous and helpful. However, I believe the process is very slow and they could make 

quicker decisions once they have all the facts. Also, I am not sure how strong they are legally, and have they got 

all legal bases covered? 

Speed up the process; provide more regular feedback to complainants. 

The people I have dealt with seem to be very nice and helpful, so I assume the AFCA structure and ways of 

working are the problem. 

More feedback as to the status of the complaint. The data cube is practically useless as it is always many months 

out of date. 

Seems AFCA has no intention to help. 

We were very angry having got so far along in the process, probably about halfway only to be told by our case 

manager everything had been stopped indefinitely. Also, it was very hard to get any answers after that, nobody 

wanted to know. 

They haven’t done much. The only thing they done is reply to on the 17/1/2020 with a case number, since then I 

have lost my partner of 20 years. 

Unable to answer as I have had little or no contact. 

I haven’t heard much from them really. Had an email saying they had lodged my complaint. 

Just too slow, we would like to know the insurance company if they can't help us. 

Still waiting and appears no-one is interested in following up my case as COVID is the excuse. 

Don't just allocate a case number and then advise because they are now in receivership you can't help.  How do 

you think we feel when we hear because a complaint was received 3 months earlier with the same circumstances 

that their case is now resolved whilst we wait and wait and wait? To be given Coronavirus as an excuse is not 

good enough. Surely you all didn’t go on holidays whilst the rest of Australia worked from home. We have been 

left in limbo this is not good enough. Rents are increasing we live in fear that we may not be able to survive 

financially on a pension. We need our claims actioned now. ASIC have been aware of our situation for years; they 

rang me in 2018 and advised me all ok not to worry. 6 months later we had plenty to worry about didn’t we. We 

want AFCA to act on our behalf now. 

They don’t care. 
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