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About FCA and Financial Counselling  

Financial Counselling Australia (FCA) is the peak body for financial counsellors in 
Australia. FCA is a federated body and its member groups are the State and 
Territory financial counselling associations. 

Financial counsellors provide advice, support and advocacy to people with 
problems with money and debt. Working in community organisations, their 
services are free, confidential and independent.  Appendix 1 is a one page flyer 
that describes the role in more detail. 

 

Our Vision, Purpose, Positioning Statement  

Our vision 

An Australia with fewer people in financial hardship  

Our purpose 

We are the voice for the financial counselling profession.  
 
We provide resources and support to the financial counselling sector and to 
financial capability workers.  
 
We advocate for people who are financially vulnerable. 

Positioning Statement  

A trusted voice around financial hardship. 
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1. INTRODUCTION 

 

1.1. About this Plan 

 
This is a plan to guide what Financial Counselling Australia (FCA) will do over the next three 
years. Our vision is an Australia with fewer people in financial hardship. Everything we do 
needs to contribute towards that ultimate aim. 

 
1.2. About this Document 

 
This document:  
 
• describes FCA’s current operating environment, looking at the external forces and 

trends that will influence us in the next few years as well as our internal position; 
 

• sets out our four goals and the actions that will contribute toward meeting those goals; 
  

• explains how our goals link to our vision of an Australia with fewer people in financial 
hardship 

 
 
1.3. FCA’s Governance Structure  

 
The development of this plan was based on input from FCA’s Board and Representative 
Council. 
 
The FCA Board has overall responsibility for the financial management of the organisation, 
its strategic direction and legal compliance. It is made up of four directors from the financial 
counselling sector and three external directors, appointed by the Board, based on their 
skills, background and expertise. 
 
The Representative Council is best placed to consider issues that affect the members of 
financial counselling associations, particularly those requiring a national approach. The 
Council also provide advice to the FCA Board about strategy and policy issues. The Council 
comprises two people from each State/Territory financial counselling association1 (one of 
whom must be the Chair), plus the Chair of the FCA board, one other FCA board member 
and FCA’s CEO. 

 
1.4. Planning Process and Cycle 

 
This plan was developed with the input of both the Board and the Representative Council. 
The process began with a workshop in February 2017 with the Representative Council that 
undertook a stocktake of progress against the previous plan and looked at the broad focus 
                                                             
1 The State/Territory Associations are: Financial Counselling Tasmania, Financial and Consumer Rights Council, 
Financial Counsellors Association of NSW, Financial Counsellors ACT, Financial Counsellors Association of 
Queensland, Financial Counsellors Association of WA, South Australian Financial Counsellors Association.  
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needed for the future. The board refined the plan further in November 2017 and February 
2018. 
 
The planning cycle is set out in the diagram. 

 
         
 Environment  Goals  Actions  Monitoring and 

reporting 

 

 Understand the 
factors in the 
external 
environment (trends, 
forces) as well as 
FCA’s internal 
resources, strengths. 
We then assess the 
implications of these. 
 

> Confirm or change 
the goals that will  
guide us for the 
three year 
planning cycle. 
These are not 
expected to 
change. 

> What we will do to 
achieve each goal. 
Actions/projects 
however are 
expected to change 
over the planning 
cycle.  

> Assess progress 
against each 
goal/action and 
add/change as 
needed 

 

         
 
 

 
 

2. PLANNING ENVIRONMENT 

 

This section describes the planning environment, considering the internal factors affecting 
financial counselling agencies and FCA, and then the larger trends or forces in the external 
environment. Taken together, these all have implications for the final shape of the strategic 
plan. 
 
2.1  Our sector 

 

Ongoing demand, but limited funding to meet it, is a theme that has been a constant in all 
of our planning processes. On a more positive note, there is more funding stability in some 
States than in the past (including WA, SA, Victoria) and governments appear to better 
understand the vital role of financial counselling. 

Financial counsellors point to growing complexity in their work, for example, they say they 
are seeing more clients with mental health issues.  This is one factor in financial counsellor 
burn out, which is a continuing concern.  

Organisational responses to technological change are patchy. There is no additional funding 
to keep up and this means many agencies have very poor access to basics, such as adequate 
computers.  

Financial capability workers are now a part of the sector and ensuring that financial 
counsellors work with them in a cooperative way will maximise their impact. 
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2.2  FCA 

 

For FCA, an ongoing challenge is meeting continued demands to be involved in meetings 
and consultations.  The organisation itself is in a sound financial position and its staff 
complement has grown in recent years as a result of project specific funding. This has meant 
FCA has been able to do more than in the past. 

 
2.3 Mega Forces and Trends 

 

Financial stress in the community continues to be a serious issue and is more likely to 
increase than decrease. It is increasingly affecting the middle class as well. Particular groups 
face additional challenges, such as those who are newly arrived, some of whom are badly 
exploited. Younger people have HECS debts and are locked out of the housing market. We 
are not doing nearly enough to reach them. Many First Australians continue to be 
disadvantaged. There are also new causes of financial hardship such as from online 
gambling.  

The welfare sector itself is becoming increasingly corporatized. Governments appear to be 
preferring to fund large agencies, rather than smaller ones. Welfare is increasingly 
“conditional” and income management continues to roll out across Australia. The 
community still sees people experiencing financial stress as largely responsible for their own 
problems, due to a lack of money management skills rather than broader systemic 
problems, such as irresponsible lending.  

Financial disruption will change the market in the next few years. This is happening through 
the rise of fintechs. The advent of open banking will bring both risks and opportunities.  
 
Small business people are a growing segment of casework, but the financial counselling 
sector is not adequately trained to assist. 

 
Industry does not always recognise its responsibilities toward people experiencing financial 
hardship, with some sectors better than others. There are opportunities to work more 
closely with the superannuation industry.  
 
Government is moving away from block funding to fee for service, for example, the BSWAT 
Payment Scheme or funding structures attached to individuals eg NDIS. The NDIS may result 
in increased work and this requires new relationships and training. 
 

There are strong forces changing the face of work – job insecurity, people being displaced by 
artificial intelligence, more volatile incomes. 
 
Minority government, and the influence of crossbenchers, is increasingly important in 
Canberra. A Royal Commission into the banks is becoming more likely.  
Government decision-making also seems more short-term and overtly “political”. 

People gain their information in new ways, with the internet and social networks now a 
major source, compared to say newspapers and free to air television. 
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2.4 Opportunities   

 

FCA needs to help the sector respond to emerging technologies. Financial counselling 
practice will also need to evolve.  
 
We need to harness the wisdom and assistance of the FCA Representative Council. 
 
There is an opportunity to tap into data and information from the sector to better paint a 
picture about financial hardship and the impact of financial counselling. Investing time and 
money into evaluation per se however may not be sensible. There are a litany of point-in-
time evaluation reports that no one has read. We need to find a way to tell a story that has 
ongoing impact. 
 
There is also an opportunity with the Financial Counselling Foundation to seek industry 
contributions. 

We can grow our influence and increase understanding of the work of financial counsellors 
through some type of immersion program for MPs and key decision-makers to explain what 
financial counsellors do. 

We need to explicitly focus on improving service delivery in the next plan. This is the next 
frontier, now that many of the professional building blocks are in place (code of ethics, 
national membership standards and so on). The missing piece is ensuring consistent, high 
quality advice to clients.  
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3. OUR GOALS AND ACTIONS 

 
 
3.1  Goals 

 
 
The strategic plan has four goals: 
 

• Building and supporting the profession 
 

• Increasing access to financial counselling 
 

• Raising the profile of financial counselling 
 

• Advocating for fair treatment of people in the financial services marketplace  
 
These goals are unchanged from previous strategic plans. What does change are the actions 
and projects for each goal, responding to the current external and internal environments. 
 
For the 2018-19 year, the priorities for action are set out in the “plan on a page” on the nest 
page. These priorities will be updated over the life of the plan. 
 
3.2  Reaching our Vision 

 
There is also a one-page diagram below that shows how the goals link together. It begins 
with supporting the profession – this is at the core of our work.  Financial counsellors and 
FCA then “tell our story” – using our knowledge of the issues facing the clients of financial 
counsellors to inform policy and advocacy and to raise the profile of the profession. From 
this comes ”influence” which translates into increased funding and access. In turn, this helps 
us reach our vision: An Australia with fewer people in financial hardship.  
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OUR VISION

An Australia with fewer people in 
financial hardship

Build and support the profession

A major role for FCA is to help financial counsellors to do their jobs. We 
do this in consultation with the State and Territory financial counselling 
associations. We will:

●● investigate how financial counselling could make better use of 
technology to improve service delivery

●● implement a workforce strategy so that there are enough trained 
financial counsellors

●● provide specific support and resources for financial counsellors and 
financial capability workers, including those working predominantly 
with Aboriginal and Torres Strait Islander clients

●● develop eLearning modules and organise relevant webinars

●● run the annual FCA conference to keep the sector up to date, share 
information and look at new ways of doing things

Increase access to financial 
counselling

Demand for financial counselling 
exceeds supply by a large margin. 
Existing funding from the State and 
Federal Governments is inadequate, 
ad hoc and uncertain. We will:

●● advocate for a levy on the 
industries that benefit from financial 
counselling—banks, utilities, telcos, 
insurers and debt collectors—to 
fund financial counselling

●● continue to support the 
organisations delivering the 
National Debt Helpline service in 
each State

●● provide administrative support 
for the Financial Counselling 
Foundation

●● take a strategic approach to 
evaluation and data so that 
we use it to tell the story about 
financial counselling

●● work with the banking industry to 
implement the Debt Repayment 
Service

Advocate for fair treatment

Many of the issues affecting the 
clients of financial counsellors are 
a result of unfair or exploitative 
marketplace practices, an 
inadequate social security safety 
net or lack of access to appropriate 
financial products. We will:

●● continue to promote the need for 
a savings buffer for all Australians 

●● find a way to set up a gambling 
law centre and continue our 
policy work in this area

Raise the profile 

Financial counselling is a vital community 
service, but many people in the wider 
community, including people experiencing 
financial hardship, do not know of 
its existence. Key decision-makers in 
government and industry are also not aware 
of the role played by financial counsellors 
and/or sometimes misunderstand it. We will:

●● continue to promote financial counselling 
in the media and through targeted 
communication, particularly to politicians

●● promote the existence of the National 
Debt Helpline service website (ndh.org.au) 
and phone line (1800 007 007)

●● put together “taking the pulse”  reports 
and release publicly (short, sharp reports 
about financial counselling issues and 
data)

●● implement an “immersion program” so 
that key decision-makers can visit financial 
counselling agencies to understand what 
financial counsellors do at first hand and 
talk to clients

FCA STRATEGIC PLAN 2018 – 2021

• This plan includes major projects only

Our purpose: FCA is the voice for the financial counselling profession. We provide resources and support to the financial counselling sector and advocate for people who are financially vulnerable.
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How the FCA strategic plan links together to contribute toward our vision  


