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Congratulations and welcome 
to the next stage of the NILS 
Volunteer recruitment process.

The Volunteer Handbook will provide you 
with information regarding Good Shepherd’s 
history, overview of the NILS Program as well 
as more detailed information regarding 
the NILS Volunteer opportunity.

Please read through the handbook 
before your interview.

We look forward to meeting with you to 
discuss any questions you may have.

Kind regards,

Good Shepherd team
NILSvolunteers@gsmicrofinance.org.au

Welcome to the NILS 
Volunteer Program.
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Our 
History

The Sisters of the 
Good Shepherd were 
founded in France in 1835 
by Saint Mary Euphrasia 
Pelletier to assist women 
and children in most need. 

More than 180 years later, 
Good Shepherd continues 
to provide courageous and 
compassionate service to 
women, girls and families 
in vulnerable circumstances 
around the world.



6 Good Shepherd
NILS Volunteer Program

Good Shepherd | NILS Volunteer Program

Saint Mary Euphrasia Pelletier

On 24 June 1863
The first four Good Shepherd Sisters landed in 
Melbourne. They were sent by Mary Euphrasia 
to provide support and safe housing for 
women and girls who were marginalised or 
left behind following the Victorian gold rush.

They built the Abbotsford Convent and set 
about creating a self-sufficient community 
to provide shelter, education and spiritual 
support for young girls and women. They 
quickly developed strong relationships 
within the local community, and they 
were supported by many people.

In 1879
A day school for children of the 
surrounding districts was opened.

The Sisters made every effort to be self-
sufficient. They maintained a farm and 
food gardens. A commercial laundry was 
built to generate income for the Convent.

Abbotsford Convent

End of 19th Century
By  the  end  of  the  19th  century  
the  number  of  Good  Shepherd  
Sisters  in  Australia  and  New 
Zealand had grown to over 200.

Mid-20th Century
In the mid-20th century the philosophy of 
protecting vulnerable people from harm 
or exploitation within institutionalised care 
evolved to focus on helping people in need 
in their own community. As a result, the large 
convents began to close from the mid-1960s.
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In 1976
The Sisters established Good Shepherd 
Youth & Family Service in Melbourne to 
provide community strengthening and 
financial inclusion services to women 
and girls, young people and families.

In 1981
The Sisters set up the No Interest Loans 
Scheme (NILS), a program that has 
grown across Australia and New Zealand 
to offer people on low incomes the 
chance to purchase essential items 
through a loan with no interest.

In 1995
The Sisters set up a not-for-profit fair 
trade program, as a way of empowering 
women in developing countries to 
trade out of poverty with dignity and 
respect, known as The Trading Circle.

In 2008
As part of their succession planning, 
the Sisters established Good Shepherd 
Australia New Zealand to create a formal 
framework for sustaining and developing 
the Good Shepherd mission into the future.

Today
The Sisters today are passionate 
in their advocacy and support 
of women and girls experiencing 
social injustice and entrenched 
disadvantage. Good Shepherd 
Australia New Zealand is part 
of the global Good Shepherd 
network, focusing on issues such 
as poverty, human trafficking, 
gender inequality and violence 
towards women and children. 

Good Shepherd International has 
“Special Consultative Status” with 
the Economic and Social Council of 
the United Nations for its work with 
women  and  girls. Together with the 
Sisters, Good Shepherd’s employees, 
volunteers and supporters are all 
mission partners, working towards 
creating a world where every woman 
and girl can experience a full, safe 
life and be in control of their future.
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Good Shepherd 
Microfinance 2018

Cost of Living Survey

“Clearly, we need a more open, honest 
national conversation about our cost 

of living challenges and what we 
can do to fix economic inequality.”

Acting CEO Peter McNamara

1 in 3 
Australians borrowed 
money to pay their bills.

1 in 20 
Borrowed money for household 
essentials each month.

54% 
Turn to family to help them get 
through financial tough times.

34% 
Don’t tell anyone.

32% 
Feel ashamed of their 
financial situation.

18%
Feel left out because everyone 
else seems to be coping.
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Overview & 
Background

NILS is a safe and affordable 
credit alternative. It is a program 
that provides small loans to 
people on low incomes without 
any fees, charges or interest 
payments during the loan 
process or loan cycle. Ever.

In other words, the loan amount 
is the only amount the client will 
be required to pay. In addition, no 
form of security over the NILS loan 
is allowed. This includes the use of 
the goods purchased with the loan.
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NILS is exempt under the National Consumer 
Credit Protection Act 2009 (Cth) because 
there are no fees, costs or interest associated 
with NILS loans. Any costs associated 
with a NILS loan would be interpreted as 
interest under this act. To best ensure 
responsible lending, a list of rights and 
responsibilities has been developed.

NILS was developed in 1981 by the Good 
Shepherd Sisters and has since grown 
beyond Victoria to all Australian states 

and territories, and in 2014 to New 
Zealand. Since 2007, the National Australia 
Bank (NAB) has been providing loan 
capital to accredited NILS Providers.

The NILS loans process is based on 
dignity and respect, and underpinned by 
the Circular Community Credit model. 
When a borrower makes a repayment, 
those funds then become available 
for more loans in that community.

Funds are recycled back 
to future applicants 
in your community.

Interview Assessment

ApprovalEnquire

PaymentRepayment
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NILS is a registered trademark that can be 
used under license by programs that are
registered or accredited by Good 
Shepherd Microfinance (also known 
as Good Shepherd or Good Shepherd 
Australia New Zealand) to deliver NILS.

In addition to access to safe, affordable 
credit for people living on low incomes, 
the value of the NILS program comes from 
borrowers building their financial capability 
and confidence through the experience 
of applying for a loan and successfully 
meeting their repayment obligations.

A Client Support Provider is registered 
to promote NILS and to assist eligible 
people to apply for a NILS loan. Client 
Support Providers (also referred to as 
Partner Organisations) conduct NILS 
loan interviews (financial conversations), 
gather the necessary information and 
authority from the applicant, and submit 

the application to a Loan Provider for 
assessment and ongoing loan management.

A Loan Provider functions as both a 
Client Support Provider and in addition, 
is accredited to undertake the ongoing 
management of loans, from assessment 
to loan completion, including follow up 
of loans not currently paying. Both Client 
Support Providers and Loan Providers 
must continue to meet standards and 
fulfill obligations to remain registered 
or accredited NILS providers.

No Interest Loans are 
offered by 164 local 
community organisations 
in over 613 locations 
across australia.

Find your nearest service provider
goodshep.org.au/services-near-me
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To assist our community providers 
Good Shepherd has established 
the NILS Volunteer Program.

The program aims to establish 
a register of trained volunteers,  
available  for  placement  with the 
provider of their choice in metro and 
regional locations across Australia.

Would you like to help 
people in need? 

Do you have good 
attention to details? 

Are you confident 
working with numbers?

A NILS volunteer is a fulfilling 
volunteer opportunity as it is a 
skills based position which is 
ideal for people of all ages and 
backgrounds including:

• a person with passion to help 
the community and people on 
low incomes a person seeking 
skills development to transition 
to the workforce or study

• a migrant whose skills aren’t 
recognised in Australia and would 
like Australian work experience

• a person who is looking for 
a career change due to an 
injury, life changes etc.

As a NILS Volunteer, Good 
Shepherd staff will provide:

• free training and support

• conduct all relevant safety 
checks at our cost 

• resources to be successful 
in the role.

Do you enjoy 
meeting new 
people?
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Good 
Shepherd 
Services

The Good Shepherd Sisters 
showed a zeal for financial 
and social equality and it’s 
what drives Good Shepherd 
to grow and innovate and 
has led to the creation of the 
following products & services.



15Good Shepherd
NILS Volunteer Program

Counselling and support
We offer a range of 
Counselling Services to 
help families improve 
their relationships.

Youth Services
Good Shepherd supports young 
people to overcome barriers 
and create a brighter future.

Family Violence services
Good Shepherd Australia New 
Zealand helps women, girls 
and families who are seeking 
safety from family violence.

Former Resident Support
Good Shepherd supports former 
residents of Good Shepherd 
institutions and welfare homes.

Parent Support
We provide programs 
for parents and carers to 
help them raise children 
in a safe, healthy and 
nurturing environment.

Community Housing
Good Shepherd community 
houses are places where 
people of all ages, cultures 
and backgrounds can come 
to connect, make friends, learn 
skills and build confidence.

Financial Services
Good Shepherd financial 
counselling programs assists 
people to develop a healthy 
relationship with money and 
become financially secure.

Financial Counselling
Good Shepherd offers a free 
and confidential financial 
counselling service that assists 
people to gain control over 
debt and financial pressures.

Loans and insurance
Life happens. We’re here 
to help you feel more 
on top of things.

Financial Resources
We have created resources 
to help more people gain 
financial independence.

Our Services
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No Interest Loans
No interest loan for people on low incomes 
for essential household items and services

• can borrow $800  –  $2,000

• up to 12 months (under some 
circumstances 18 months) to pay 
back circular community credit

• no interest, no fees, no charges 
- EVER! No Credit checks

• Safe, Fair, affordable credit option 
for people on low incomes.

Household Relief
In collaboration with the Federal 
Government and NAB, Good Shepherd 
offers Household Relief Loans Without 
Interest for those affected by the 
coronavirus pandemic – along with a 
free COVID Hardship Support Hotline.

Other Economic 
Wellbeing Programs

Household Relief
COVID Response
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Good2GoNow
A partnership with The Good Guys to provide:

• An ethical buying service that 
gives NILS & stepUP clients access 
to commercial prices on energy 
efficient whitegoods, computers 
and other household appliances.

• Each financial year, Good2GoNow 
customers save around $1 million 
off the retail price of products.

• Average savings of 24% per item (can 
be as much as 40% per item).

• FREE delivery  on  fridges  &  washing  
machines  across  Australia  – 
including regional communities (as 
long as road is bituminised).

• Provider staff/volunteers are able to 
make purchases via Good2GoNow 
and receive same commercial 
pricing, (delivery fees will apply).

Essentials by AAI
Insurance designed for low income earners

• Developed with Suncorp

• Comprehensive insurance for 
car, home contents, or both 
Premiums can be paid annually, 
monthly or fortnightly instalments

• Can use Centrepay to manage 
payments First 2 standard excess 
payments are waived

• Can be accessed by anyone that meets 
eligibility eg. not just NILS & Step Up clients.

Car
• Theft and accident coverage 

of up to $3,000 or $5,000; Up to 
$20 million liability cover

• Practical and fair-minded insurance that 
acknowledges pre- existing car damage.

Contents
• $10,000 or $20,000 - contents 

cover for key items.
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To date, 37 organisations 
have joined the FIAP program. 
Together they employ over 
250,000 people and have almost 
80 percent of the Australian 
population as customers.

FIAP Program
The FIAP program provides an opportunity for 
organisations to take real action to realise 
financial inclusion – especially for women.
A FIAP is an agreed strategy of practical 
actions that an organisations will undertake 
to improve financial inclusion in Australia. 
A FIAP provides an opportunity for these 
organisations to take real action to enable 
financial inclusion and resilience.

Together with Good Shepherd Microfinance, 
organisations are able to put together a 
series of measurable actions that commit to 
financial resilience for their staff and clients.

Good Money Store
58 John St, Salisbury

Walk in clients
NILS and StepUP applications 
Monday - Friday
9.30am - 4.30pm

LaunchME Business 
Startup Program
Microenterprise start up program 
for people on low incomes

LaunchME is a free program which 
gives people the opportunity to 
develop, finance and launch their 
own business, eg. microenterprise
Participants receive support from experts 
in the field The program is tailored 
to the needs of each participant.
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Volunteering 
Information
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Volunteers are required to

• relate to clients in such a way as 
to protect their dignity, respect 
their privacy and confidentiality 
and foster their independence;

• comply with policies and procedures 
of Good Shepherd and the Partner 
Organisations and the provision 
of any laws and guidelines 
governing their conduct;

• be impartial and competent advisors 
to the Partner Organisations;

• perform their duties with professionalism 
and integrity as well as work efficiently 
and effectively serving the needs 
of clients and customers;

• exercise proper courtesy, consideration, 
sensitivity, fairness and equity in their 
dealings with members of the public, Good 
Shepherd and Partner Organisations;

• avoid real or apparent conflicts of interest;

• be conscientious in the performance 
of their duties and scrupulous in the 
use of organisational information, 
equipment and facilities;

• conduct themselves in their private 
capacities in a manner that will not not 
reflect seriously or adversely for Good 
Shepherd and Provider Organisations, 
fellow volunteers and employees; 
exercise proper standard of financial 
management and accounting at all times;

• take reasonable care to protect 
their own health and safety and 
the health and safety of others.

Volunteering 
Requirements



21Good Shepherd
NILS Volunteer Program

Attendance & Reliability
Reliability is paramount to the clients of 
the NILS program and it is necessary for 
volunteers to honour their commitments 
to the best of their ability. If circumstances 
change or situations arise, either the 
volunteer or client can make alternative 
arrangements themselves or this 
can be facilitated through the site 
supervisor or program coordinator.

Reporting requirements
Some of our Partner Organisations may 
require Volunteers to fulfill reporting 
requirements determined by their 
funding body eg. activity diary, travel 
or expenses claims. Volunteers should 
see their site supervisor or program 
coordinator for more information.

Duty of Care
Duty of Care applies to a range of 
situations and can be described as 
an obligation that a sensible person 
would have in the circumstances when 
acting toward others and the public.

Volunteers DO NOT
• become involved in the management 

of clients’ financial affairs or accept 
responsibility for clients property;

• become involved or interfere 
in client situations;

• accept money from the client;

• accept or give gifts other than those 
of a nominal value subject to the 
policy of the Partner Organisation;

• receive a wage or payment.
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Volunteers are expected to
• Perform your duties diligently and with 

care, impartially, and with integrity

• Take responsibility for your health 
and safety and that of others 
when carrying out your duties

• Keep up to date with advances and 
changes in the body of knowledge and 
the professional and ethical standards 
relevant to your area of volunteering

• Strive to always achieve the 
highest product, service and 
professional standards

• Refrain from inappropriate use of 
the internet and social media at all 
times, and minimise your personal 
use of these whilst volunteering

• Comply with any relevant legislative 
requirements including anti-

discrimination, occupational health and 
safety, child protection, child labour laws, 
privacy and the human rights charter

• Comply with the principles of 
environmental responsibility

• Foster teamwork and collegiality 
among all employees, and give due 
credit to the contributions of others

• Maintain adequate documentation 
to support any decisions made

• Take no improper advantage of 
any official information gained in 
the course of your volunteering

• Refrain from allowing personal political 
views and/or affiliations or other personal 
interests to influence the performance of 
your duties or exercise of responsibilities.
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Good Shepherd is 
generously supported by

NAB provides up to $130 million in loan capital 
as well as a variety of ongoing business, 
strategic and administrative support.

In November 2018, NAB announced 
an extra $50 million for NILS capital 
over the next three years.

The Australian Government Department of 
Social Services (DSS) provides operational 
funding to deliver NILS through a national 
network of community organisations.

Good Shepherd is also backed by State Governments in
South Australia, Victoria, Queensland and New South Wales.

We are also grateful for corporate supporters.

The Good Guys provides NILS and 
StepUP clents with the opportunity to 
get a better price and free delivery 
on fridges and washing machines

Suncorp provides an insurance product 
- Essentials - suited for people on low 
incomes enabling insurance protection 
for cars and household belongings
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Important 
Documents

Policy documents
Good Shepherd Australia New Zealand 
(GSANZ) has a mission to disrupt the 
intergenerational cycle of disadvantage 
for women and girls. GSANZ commits 
to operate to the highest ethical and 
legal standards.   These  standards  are  
aligned  to  GSANZ’s  values  and  our  
commitment  to the  Australian  Council  
for  International  Development’s  Code  of  
Conduct,  to  which  we  are  a signatory.

Policies and procedures are designed to 
influence and determine all major decisions 
and actions, and all activities take place 
within the boundaries set by them.

The following policies and procedures 
will be provided to you:

• Volunteer Handbook (his document)

• NILS Volunteer Code of Conduct 
(Appendix C) NILS Volunteer 
Program Policy (Appendix B)

• NILS Handbook (upon training 
commencement and also available 
via Good Learning) myNILSApp User 
guide(upon training commencement 
and also available via Good 
Learning) myNILApp User guide (upon 
training commencement and also 
available via Good Learning)

myNILSapp User guide
This guide will assist you to navigated 
the myNILSapp platform and will be an 
invaluable support in the early days as 
you begin completing loan applications.

NILS Handbook
The NILS Handbook is designed as 
a policy document and reference 
tool that you can return to when you 
need to and as often as you like.

myNILSapp
myNILSapp is a online loan application 
form that makes fast, personalised 
and secure online loan applications 
easier and more efficient for Client 
Support Providers and their clients.
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Training
We appreciate that people learn through 
different methods and to make sure our 
volunteers feel confident in their roles 
we have created a combined learning 
approach to support everyone’s needs.

As a NILs Volunteer you will have 
access to attend various training 
opportunities for the duration you 
are volunteering. Good Shepherd has 
developed 5 categories of training.

• Introduction to NILs Series; this is for 
all new starters and/or microfinance 
workers who may need a refresh

• NILs skills; Professional development 
training to support microfinance workers

• Financial capability; training to support 
our providers to improve the financial 
literacy of their clients and community

• Good Shepherd partner programs; 
information training for providers and 
microfinance workers to increase their 
knowledge on Good Shepherd services 
to support our clients holistically 
and speak with partners directly

• NILs management skills; Training 
to support Client Service provider 
management in the delivery 
of NILs to the community

Training & 
Screening

It is a mandatory requirement for all 
microfinance workers to complete the 
Introduction to NILs training series.

The training series consists of 5 modules:

• 3 instructor-led  2 hour interactive modules 
that are run over 3 weeks via Zoom

• 2 Self-paced modules. Details 
on these modules will be made 
available in the sessions.”

Open learning platform: 
NILS Online Modules
There are online, skill-based modules in 
our web based learning platform called 
Good Learning. These will provide an 
overview of NILS and take you through 
the whole NILS process and more.
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NILs Skills Training
NILS Volunteers receive classroom 
based training as part of their 
induction. The workshops training 
outcomes equip participants with:

• A deeper understanding of the history 
and philosophy of NILS in the context 
of financial resilience in Australia

• Increased knowledge of how to 
apply NILS policies and procedures 
in relation to loan purpose

• Developed interview and 
communication skills to use when 
communicating with clients

• Greater confidence in completing a 
budget with a client on the myNILSapp.

National Police certificates
A police record check/screening provides 
a summary of   your   offender   history   
in   Australia.   It   is   usually requested by 
organisations as part of their recruitment 
process    for    staff    and    volunteers.    A    
satisfactory clearance will be required.

DCSI - Working with 
Children and Vulnerable 
Adult Check
The Working With Vulnerable People Act 
requires those who work or volunteer 
with vulnerable people to undergo a 
background check and become registered. 
A satisfactory clearance will be required.



Volunteering 
Agreement

The following Agreement is to be completed 
after discussion and consultation 
between the Volunteer Worker and the 
NILS Coordinator. This Agreement seeks 
to clarify and make clear the impending 
relationship between Good Shepherd, 
Partner Organisations of the Good Shepherd 
NILS Program and the Volunteer worker.

Details of the registered partner 
organisations can be found on 
the NILS website nils.com.au

The NILS Volunteer agrees to freely and 
willing give their time and services to 
Good Shepherd and Partner Organisations 
involved. in the NILS Program without any 
financial remuneration or payment. Good 
Shepherd will manage the recruitment, pre-
engagement safety clearances and provide 
appropriate training and support. In addition, 
it is likely that each Partner Organisation will 
provide a site induction and organisation 
overview upon commencement.

The Volunteer agrees to be listed on the Good 
Shepherd NILS program Volunteer Register. 
Only registered Partner Organisations of 
the NILS Program, Good Shepherd and the 
Volunteer register (Better Impact) will have 
access to the volunteers’ information to 
engage them in volunteer opportunities.

The Volunteer agrees that they have read 
and understood the NILS position description 
for a NILS Volunteer worker, the code of 
conduct and the NILS Policies and Procedures 

document requirements in relation to privacy 
and confidentiality and they have been 
provided the opportunity to ask questions.
The Volunteer agrees that in conjunction 
with training,  they will read and understand 
the content  of the myNILSapp User Guide 
and NILS Handbook prior to commencement 
at a Provider Organisation.  The Volunteer 
agrees in good faith that they will commit 
to a minimum 3-4 hours   per week for a 
minimum of 6 months and this availability 
is within normal business hours.

Reimbursements
Good Shepherd does not offer 
reimbursement to NILS Volunteers as costs 
associated with recruitment (such as police 
checks) will be borne directly by Good 
Shepherd. Some Provider Organisations 
may offer limited reimbursements. These 
will be in line with each organisation’s 
policies and will be communicated 
by the Provider Organisation.

Supervision
The Volunteer will be managed by Good 
Shepherd until appointment with a Provider 
Organisation. Once the volunteer’s services 
have been engaged, the associated 
Provider Organisation will allocate 
and provide the contact details of the 
appropriate person/s and/or supervisor to 
provide organisational specific induction, 
day-to-day support and guidance.



Training
The Volunteer understands that to 
commence their NILS Volunteering they  
will  need  to  participate in the associated 
training. In addition they will have access 
to appropriate on-going training which 
will include the online Good Learning 
Portal and professional development 
training and opportunities, that Good 
Shepherd offers to the NILS network.

Rewards and Recognition
Good Shepherd values all NILS workers 
and encourages Provider Organisations 
to recognise NILS worker contribution. 
Periodically Good Shepherd and/
or its Provider Organisation may offer 
rewards and recognition programs to 
value the NILS Volunteer contribution.

Privacy and Confidentiality
The No Interest Loan Scheme is 
bound by the GSM Privacy Policy.

https://goodshep.org.au/privacy-
and-confidentiality-policy/

All documentation and other information 
related to Loan Applications will be kept 
within in a secure manner, both during 
and after loan application, as advised 
by Provider Organisations. As a volunteer 
you agree to abide by the Privacy and 
Confidentiality policy for Good Shepherd 
and the Provider organisations.

Sensitive client information (such as name, 
address, financial activity etc) is not to 
be shared outside of the need for the NILS 
application, without prior client permission. 
It is the responsibility of the volunteer to 
understand and adhere to the Provider 
Organisation policies and procedures 
in relation to such information sharing 
including, (but not limited to), referrals 
within the organisation, referrals to external 
organisations/agencies/services and 
seeking information from external agencies 
in relation to NILS application documentation.

Termination
As a volunteer you are able to resign from 
NILS volunteering at anytime. However, as a 
courtesy for the Provider Organisations and in 
consideration of NILS clients, Good Shepherd 
would encourage giving the Provider 
Organisations as much notice as practicable.

Good Shepherd and Provider Organisations 
reserve the right to decline volunteer 
services and when appropriate, will aim 
to provide the volunteer a notice period, 
however additionally reserves the right 
to terminate this agreement to the 
volunteer role without prior notification.

Medical Incident 
or Emergency
In the event that a medical incident or 
emergency occurs whilst the volunteer 
is providing volunteer services, Good 
Shepherd and/or Provider Organisations 
will take reasonable steps to support the 
volunteer and inform their designated next 
of kin/contact person/s. It remains the 
volunteers’ responsibility to ensure that 
such details remain up to date with Good 
Shepherd and/or the Provider Organisation, 
along with any medical considerations.



I                                           (volunteer full name) accept the terms and 
conditions as outlined in the Volunteer Handbook, agreement and associated 
documentation and agree to work within the framework described and at all 
times will follow and maintain the aims and philosophy of Good Shepherd 
Australia New Zealand, Partner Organisations and the NILS program.

I have read and understand:

• NILS Volunteer Handbook

• NILS Volunteer Position Description Good Shepherd NILS Volunteer Policy

• Good Shepherd NILS Volunteer Code of Conduct

I confirm that I agree to be added to the Good Shepherd NILs Volunteer register.

I understand that from time to time I may be expected to be photographed, filmed or 
asked for feedback in relation to my NILS volunteering. I agree to be responsible for 
advising the supervising personnel, should I not wish to participate in such activities.

By signing below, both parties agree to the terms of this Volunteer Agreement.

NILS Volunteer

On behalf of Good Shepherd

Signature

Signature

Printed Name

Printed Name

Position

Date

Date
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