
INDUSTRY SPOTLIGHT
20

WAVING THE FLAG
Pepper’s new director of sales and distribution tells Australian Broker how he plans to 
wave the flag for brokers every step of the way, and why client demand for specialist 
lending won’t slow down any time soon
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IN THE 2016 calendar year, specialist lender 
Pepper Money experienced an increase of more 
than 36% in the number of originations for 
Australian residential mortgages, reaching 
$2.53 billion. The non-bank also saw a surge  
in its broker numbers of more than 25%, with 
530 new loan writers becoming accredited  
with the lender over the period. 

Approximately 2,630 brokers are now 
working with Pepper Money across the country, 
and the lender has proclaimed it aims to have 
3,100 brokers in its distribution network by the 
end of the 2017 calendar year.

understand what their options are,” he says.  
But for brokers to be still in the dark about  
non-comforming products is even more 
shocking, and the ramifications for both their 
clients and their businesses are huge.

“At a bank, you help people’s dream of home 
ownership come to fruition. At a specialist 
lender, that is a far more special transaction  
in the fact that people … [see] great challenges 
to realising their dreams, and we’re in the 
fortunate position of working with brokers  
and consumers to make that happen.”

Specialist lending, according to Milburn,  
is one of the biggest opportunities currently  
in the market for mortgage brokers. “The  
upside is huge,” he says. 

“If you’re not offering [specialist lending], 
a broker down the road is going to offer it. If 
you want to maintain high levels of customer 
service, you need to be able to offer the whole 
spectrum of options available for that consumer. 
And if you can only offer, say, three options 
versus the available five options, then they’re 
going to find someone who can offer all five.” 

Milburn’s comments come a year after Pepper 
conducted research that revealed six out of 10 
customers who are seeking finance and are told, 
‘No, we can’t help you’ by a broker, in fact would 
have had a loan approved by a specialist lender 
like Pepper. 

“It then takes three to five years [for these 
customers] to have the confidence to re-enter 
the market. And that is unacceptable to me,” 
Milburn states.

“No family should leave a broker’s office  
and have to wait three to five years to have  
the confidence to go back into the market,  
when they could have been sold an alternative 
product in the first place.”

Communicate and educate
The reason for this ill-informed communication 
on the broker’s part is simply a lack of education 
about specialist products, according to Milburn. 
“It seems to be a little like commercial lending 
used to be and SMSF lending, where it was a 
case of ‘I know about it, I sort of understand  
it, but I’m not too confident to discuss it, so I’m 
either going to refer it or I’m going to not really 
go down that avenue’, ” he says. 

“And that’s our job. Our job at Pepper is 
to provide the opportunity, the product, the 
process, and the training to enable a broker to 
be confident about selling specialist lending.” 

Milburn is palpably passionate about Pepper’s 
role in enabling more families to enter the 
housing market. During his interview with 
Australian Broker, he explains that on his 
second day on the job, he and a Pepper credit 
officer worked through a deal to restructure 
a customer’s unsecured lending debt into a 
mortgage. This ended up saving the family 
$2,500 for the month. 

“Now, not only did we remove the financial 
stress from that family, but when they sat down 
at the dinner table that night with their three 
young children … [we] fundamentally changed 
the scope and dynamic and the lifestyle that this 
family enjoys. 

“Now, what is unacceptable to me is that  
every broker doesn’t offer that opportunity  
to every customer,” he says.

But what exactly is Pepper Money doing to 
prevent more brokers from saying ‘no’ to their 
customers when they could be saying ‘yes’? 
Quite a bit, Milburn explains. The non-bank 
offers a five-step sales process course for 
brokers who have never sold a specialist lending 
product before, with the BDMs offering further 
assistance on this. This year, Pepper Money will 
also again be hosting its “infamous” Insights 
Roadshow in each state around the country 
to educate brokers on specialist lending and 
inspire them with impressive speaker line-ups.

“Numbers are well above last year, which 
shows me that the appetite for brokers to learn 
about specialist lending continues to grow,” he 
says. Milburn also reveals that Pepper Money 
will be holding its first state-based broker 
roundtable next month, to which both users and 
non-users of Pepper products from each state 
are invited to attend. “We’re interested in people 
who have never used a specialist lender and to 
learn from them, as that’s just as important as 
hearing about the things that are going well.”

Milburn also hinted that there will be new 
technology-driven products coming through  
in 2017 that will dramatically help mortgage 
brokers in their businesses.

It’s not just about life events
The uptake of specialist lending products  
in 2016 was in part fuelled by the regulatory 
changes introduced in 2015, which allowed  
non-banks to ‘swoop in for the kill’ on those 
clients no longer eligible for finance through the 
banks. But Milburn doesn’t see Pepper Money’s 

growth slowing down after last year’s hot year. 
As more and more families occasion on big life 
events such as divorce, unexpected financial 
hurdles or loss of job, the more they will need 
specialist lending. “I don’t see [the uptake 
in specialist lending] abating … I think it’s 
becoming more the norm.”

The climbing divorce rate, for one, has 
massive financial ramifications and that’s  
where lenders like Pepper can help people 
recover, he says.

However, Pepper is not set up to solely deal 
with people who have experienced life events, 
which Milburn says is a common misperception. 
“That’s one of the biggest myths about specialist 
lending – that it’s just about if you’ve had a life 
event where you’re going to find it hard to get 
credit, a non-bank is there. That is only one part 
of it. A huge part of it is around that specialist 
income and understanding that, and being able 
to provide a solution,” he says.

“If I look at what is termed ‘specialist income’, 
then mortgage brokers have a specialist income 
– their income ebbs and flows with their trail 
and upfront payments. So does an NRL player, 
so does a freelancer,” he says. “So the more these 
jobs or these roles come on line in our society, 
the more a non-bank such as Pepper will come 
to the fore in enabling a solution for them.”

And enabling this solution is, as Milburn is 
acutely aware, the humble mortgage broker, and 
he stresses that in his role at Pepper Money, he 
will be campaigning for them every step of the 
way. “My goal is that every Australian family 
understands their options, and my job is to work 
with our brokers to ensure they have adequate 
training and adequate programs and processes 
to feel confident to do that.” 

Off the back of what was a record-breaking 
year for the company, this goal is in no way 
unrealistic, and there couldn’t be a more 
dynamic time for Aaron Milburn to start his 
post as Pepper Money’s director of sales and 
distribution, and take in the view.

Fresh from a role at Westpac as general 
manager for brokers and, prior to that, a  
three-year tenure as head of broker distribution 
at Citibank, Milburn knows brokers, and they 
know him – but it’s transitioning from years 
working with the banks to now a non-bank  
that is the biggest change for Milburn.

“The understanding of what specialist lending 
is in Australia is nowhere near what I thought 
it was,” he tells Australian Broker. “Specialist 
lending can be around income, it can be around 
life events, it can be around structures ... we’ve 
got a job to do to continue that education and 
support, until we achieve our true north of every 
Australian understanding their options.”

For his part, he tells Australian Broker 
that in 2017 it’s mind boggling the number 
of Australians who don’t comprehend – or 
even have any awareness of – what a specialist 
lender offers. “No family in Australia should not 

THE PEPPER MONEY INSIGHTS ROADSHOW

Aaron Milburn

MILBURN ON THE NEW BREED OF 
BROKERS ENTERING THE INDUSTRY

“I think we still have a 
challenge, and that’s 
how do you bring 
somebody into our 

industry and largely say that after your 
tertiary education, ‘come on in, but 
we’re not going to pay you a salary,  
and you’re not going to earn any 
money for 9–12 months’. I think there’s 
a challenge there that we still, as  
an industry, need to face head on.”

“Some of the more 
successful partnerships 
out in the marketplace 
at the moment are 
these newer brokers 

coming into the industry, partnering 
with some of our more tenured 
brokers, and learning and being guided 
by them. Coupled with the young 
enthusiasm and go-get nature, the 
businesses are flourishing.”

Melbourne 

Leonda By The Yarra
Wednesday 31 May 2017, 8:30am - 12pm

Perth

Crown Perth
Tuesday 6 June 2017, 8:30am - 12pm

Adelaide

Adelaide Convention Centre
Wednesday 7 June 2017, 8:30am - 12pm

Sydney

Waterview Bicentennial Park
Tuesday 20 June 2017, 8:30am - 12pm

Brisbane

Moda Events Portside
Friday 2 June 2017, 9:30am - 1pm


