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Financial Counselling Australia (FCA) is the national voice of 
the financial counselling profession in Australia. A not-for-profit 
organisation, FCA:

	■ provides resources and support for financial counsellors and financial 
capability workers;

	■ advocates to increase access to financial counselling, including 
through adequate funding;

	■ works to raise the profile of financial counselling;

	■ advocates for a fairer marketplace, focusing mainly on issues 
affecting  
people who are financially vulnerable. 

FCA is a federated body and its members are the state and territory 
financial counselling associations. There are around 800 financial 
counsellors working throughout Australia. Through their efforts, 
hundreds of thousands of Australians are able to overcome existing 
financial difficulties and minimise the chance of future problems.
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Joint Chair and CEO report

The Financial Services Royal Commission 
This was a year dominated by the Royal Commission into Misconduct in the Banking, 
Superannuation and Financial Services Industry. And while that has brought a lot of  
pain — necessary as it was — to those industries, there were positive spin-off effects  
for financial counselling.

In the final report of the Royal Commission, delivered in February 2019, 
Commissioner Kenneth Hayne wrote that the “desirability of predictable and stable 
funding for the legal assistance sector and financial counselling services is clear 
and how this may best be delivered is worthy of careful consideration”. He noted that 
many of the witnesses appearing before the Royal Commission had only done so with 
the support of financial counsellors and consumer credit lawyers. 

In response to these comments, the Coalition Government announced an 
independent review of financial counselling to be conducted by Louise Sylvan AM. 
Ms Sylvan’s short and sharp review was handed to the Government at the end of 
March 2019. The country went to an election in May 2019, with the Coalition returned 
to government. At June 2019, the date of this annual report, we were still awaiting its 
release (which occurred eventually in early October 2019).

What is significant about these developments is that adequate and sustainable 
funding for financial counselling is squarely on the political agenda. We therefore 
remain optimistic about a brighter future for the sector so that more people can 
access financial counselling. 

Federal Government funding 
In other funding developments, the sector also welcomed longer funding agreements  
from the Federal Government, with the 2018 tender process based on contracts 
lasting 4.5 years (from January 1, 2019 to June 30, 2023). This contrasts with 
contract extensions in recent times of six, 12 or 24 months. Such short timeframes, 
with agencies often only notified of extensions just weeks before a contract was due 
to finish, create obvious difficulties for financial counselling agencies in managing 
their workforces and client loads.

Unfortunately, the 2018 tender process was reminiscent of the difficulties the sector 
faced in 2014, with too little time between lodging of the tender documents and the 
announcement of the outcome. The Government recognised these problems and 
provided 12 months of transitional funding to unsuccessful agencies (for calendar 
year 2019).

There are still two outstanding funding issues, however. The first is that from July 
1, 2021, the Federal Government will no longer provide grant funding to cover 
payments for the equal remuneration order (ERO). Recognising the underpayment 
of community sector workers, the ERO was a 2012 landmark decision of the Fair 
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Work Commission that led to wage increases across the sector. If the ERO funding 
ceases, agencies will be faced with reducing staff hours or losing positions. It would 
be the ultimate in irony that at the same time as there may be additional funding from 
industry as a result of the Sylvan review, there are reductions in government funding.

The second issue is funding for 50 specialist gambling financial counsellors and  
Money Support hubs. These contracts finalise at June 30, 2020. Given there is still 
a clear need for these services, we are hopeful that government will continue its 
funding.

A year of delivery 
FCA itself is now a bigger organisation, which means we can get more things done.  
We’ve been able to contribute to more submissions, deliver and develop more training  
and resources for financial counsellors and capability workers and put significant 
time and effort into making the case for industry levies. We’ve had a bigger media 
presence, rebuilt the National Debt Helpline website and managed the administration 
of the Financial Counselling Foundation.

The “A Day in the Life” project, which links politicians and decision makers in  
government and industry with their local financial counselling agency, has been  
instrumental in raising awareness about financial counselling. There is no doubt that 
this initiative has a big impact on participants and has played an important part in the 
growing support the sector receives from these key people in our community.

The FCA conference was in Melbourne and was the largest ever. The “Garden of 
Gratitude” — an installation at the venue with postcards showing thank you notes 
from clients —  reminded us all why our work matters. And the keynote speech from 
journalist Peter Greste was inspirational.

Governance 
FCA’s relatively new governance framework, with a Representative Council 
comprising leaders in the sector, and a Board that includes external directors with 
specific expertise, continues to work well. This structure means that debates and 
decisions are made by people with the relevant expertise. 

At the November 2018 annual general meeting, we farewelled John Harte from the  
Board. John was a board member from the start of the new structure and we valued 
his warmth and strong sense of values. Anne Crouch was elected in John’s place and 
we look forward to working with her.

We sincerely thank the many people involved in both the Representative Council and  
the Board for their time and guidance. 

Carmel Franklin (Chair) and Fiona Guthrie (CEO)
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Three highlights

Looking back over the year, some projects and events stand out as highlights.  
For 2018–19, we are particularly proud of three: the hard yards behind the scenes in  
making the case for industry funding, our advocacy on regulation of online sports  
betting and our A Day in the Life project.

Industry levy work

“Nothing is as powerful as an idea whose time has come.”  Victor Hugo
The financial counselling sector has long advocated for industry levies, in addition 
to government funding, to fund financial counselling. This idea has finally gained 
traction. 

Together with the National Association of Community Legal Centres, we made a  
comprehensive submission to the Financial Services Royal Commission that 
documented the additional funding required by financial counsellors and community 
legal centres to more adequately meet demand. 

This submission was referred to by Commissioner Hayne in his final report. We 
subsequently put together more detailed analysis, in a funding options document, 
that was used in meetings with key government departments and politicians in early 
2019. 

We appreciate the support of the banking industry in relation to funding, noting  
the comments of Anna Bligh, the chief executive of the Australian Banking 
Association:

“The industry is right now working with government to increase the 
availability of financial counselling services by providing increased 
funding … Banks are committed to improving customers’ access to 
this vital service and to fund their share of that expansion. And we 
encourage other sectors to partner with us.”1

1 Speech to the Australian Financial Review’s Banking and Wealth Summit in early 2019
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Gambling policy
The announcement by the federal government that it would introduce a National 
Consumer Protection Framework for Online Wagering capped off years of hard 
work. The Framework introduces 10 measures to protect people. Among the key 
protections are: 

• Online wagering providers will be prohibited from offering credit, vouchers, 
rewards, or any other benefits as incentives to open an account or to refer 
another person to open an account.

• A voluntary opt-out pre-commitment scheme will be introduced under which 
people will be able to set limits, which cannot then be increased on the spot, 
before they start gambling.

• A national self-exclusion register will enable people to exclude themselves from all 
interactive wagering services via a simple online registration process.

This work has been led by Lauren Levin, Director of Policy and Campaigns. Lauren 
has worked tirelessly for better protection for people who gamble and in recognition 
of this, the Consumers’ Federation of Australia awarded FCA its 2019 campaign 
advocacy award. Lauren’s work has resulted in significant media coverage by ABC 
Online, ABC’s 7.30 program and The Age/Sydney Morning Herald.2 

FCA also put in a submission to the Financial Services Royal Commission focusing on 
gambling and the need for better protections in the banking sector.3 

 Lauren facilitating the discussion with representatives of the major banks about responses to 
gambling at the FCA annual conference, May 2019.

2 ’Three months, half a million bucks’: Paying the price for a punt; ‘Turning point’: Betfair ordered to repay ‘red-flag’ gambler 
$150,000’; ‘Sportsbet’s big punt’; ‘Inside Australia’s biggest online wagering company - Sportsbet’ 

3 Royal Commission into Misconduct in the Banking, Superannuation and Financial Services Industry: Issues Relating to Gambling

https://www.smh.com.au/business/companies/three-months-half-a-million-bucks-paying-the-price-for-a-punt-20181026-p50c5u.html
https://www.smh.com.au/business/companies/three-months-half-a-million-bucks-paying-the-price-for-a-punt-20181026-p50c5u.html
https://www.financialcounsellingaustralia.org.au/docs/submission-to-the-royal-commission-into-misconduct-in-the-banking-superannuation-and-financial-services-industry-issues-relating-to-gambling/
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A Day in the Life project
The A Day in the Life project coordinates visits from members of parliament and 
decision makers in government and industry to their local financial counselling 
agency or the office of the local National Debt Helpline. These visits enable politicians 
to witness  
financial counselling first-hand and to increase their knowledge of the challenges  
facing people in debt. 

A Day in the Life was launched in mid 2018 and continues to receive really positive  
feedback. Some 80 people have already participated, including 56 politicians and 
27 industry leaders and decision makers. This includes staff from organisations as 
diverse as ASIC, Latitude Finance, Australia Post, Bank of Queensland, the Customer 
Owned Banking Association, the Department of Social Services, Westpac, ANZ, 
AMP, Deloitte and The Australian Financial Review.

The project also received coverage in the mainstream media in a feature about the 
difficulty of living on Newstart, published as a Sunday Essay in The Age newspaper. 

 A Day in the LIfe  (from left to right) Gerard Brody (CEO of Consumer Action Law Centre), Fiona 
Guthrie (CEO of FCA), James Shipton (Chair of ASIC) and Laura Higgins. James and Laura participated 
in A Day in the LIfe by listening to phone calls on the National Debt Helpline (provided by Consumer 
Action in Melbourne).
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National Debt Helpline

FCA coordinates the organisations delivering the National Debt Helpline (1800 007 
007), the national phone financial counselling service, and manages the website.

Calls to the National Debt Helpline have more than trebled since the service was  
established in 2011. 

In the past financial year there were 179,431 calls, a 4 per cent increase from  
2017 – 18. This is the highest number of calls since the service began. The number of 
calls continues to grow even though some NDH services are close to capacity.

NSW consistently receives the highest number of calls (44,429 this financial year). 
Western Australia received the second highest (36,991) with Victoria third (33,244). 
The number of calls in WA has increased significantly with that state and South 
Australia both receiving a higher proportion of calls than would be expected based 
on their percentage of population.

Work continues to promote the National Debt Helpline website to ensure that people 
who are able to self-advocate have the appropriate resources. The website is 
continually updated with resources and to reflect changes in legislation. 

The number of visitors to the website continues to increase, from 35,637 in the  
2016 – 2017 financial year to 123,040 in 2017 – 18 to 223,617 in 2018 – 2019, with 
445,713 page views. The number of links to the NDH has more than doubled over the 
past year. As at the end of June there were 562 unique links, up from 222 previously.
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FCA national conference

With more than 800 attendees, the conference, with its theme of “Curiosity”,  was 
the largest yet. The keynote address, by award-winning journalist Peter Greste, was 
extraordinary. Peter spent more than 400 days in an Egyptian jail and told his story 
with humour and insight. His final words — “that you are all stronger than you think” — 
resonated with many of us. 

 Journalist Peter Greste delivering the keynote speech

The gratitude song, written by Chris Blain and based on the many thank you notes  
provided by clients of financial counsellors, was a moving reminder of the value of 
our work. Here is a link to the video of the song, which was performed at the Jan 
Pentland Dinner. The winners of the Jan Pentland Prize were announced at the 
dinner—Maria Hatch and Maria Good, both from New South Wales. 

https://www.dropbox.com/s/46wlywozhx3lp64/Choir%20edit%20all%20cams.mp4?dl=0
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The SPOT talks were again a highlight —emotional, educational, humorous and left 
the audience with much to think about. They ranged from a personal account of the 
long-lasting effects of family violence, the nefarious uses of artificial intelligence, 
the need for a law about fairness, what open banking means for all of us, and why 
energy hardship programs are doomed to fail. Last but not least, the audience was 
encouraged to stop thinking about First Nations people as a series of problems that 
need to be fixed, and instead consider their potential.

The Curious Buskers provided some light relief, while the Garden of Gratitude, which 
displayed the many letters of thanks from clients, reinforced the valuable work of 
financial counsellors.

 The Garden of Gratitude installation had cards with messages of thanks from clients

Even the media attended, with the Australian Financial Review reporting on the  
Millennials, Money and Happiness session, facilitated by FCA’s Mia Shelton, 
which discussed young people and debt. The AFR report was also picked up by 
international media.
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Raising the profile

Media coverage
Raising the profile of financial counselling is important on many levels. Media and 
public comment help promote financial counselling, and encourages people with 
money and debt problems to seek assistance. Financial counsellors can also provide 
expert comment on public policy issues, contributing to discussion. In turn this 
helps the wider public better understand our work and strengthens our case for 
predictable, and increased, funding. 

Among the notable coverage throughout the year: 

	■ a feature in The Age/Sydney Morning Herald/Canberra Times looking at what the 
royal commission meant for financial counselling;4 

	■ opinion pieces on irresponsible lending and open banking, payday lending and the  
lack of regulation of consumer leases;5

	■ wide coverage of the stress of living with unmanageable debt;6 and 
	■ articles about payday lenders and telco staff upselling.7 

There was also a noticeable increase in media reports quoting financial counsellors 
providing expert commentary.

Keynote speeches
Chief executive Fiona Guthrie gave a keynote address to the ACCC Consumer 
Congress, an annual event held to mark World Consumer Rights day each year. Titled 
“Reimagining the Corporation: Why we need to change the purpose of our biggest 
companies’’, Fiona argued that the fundamental purpose of our marketplace economy 
should be foremost about the welfare of the community. 

She argued that the inability of corporations to act in the community interest is one 
of the reasons so many people are losing trust in business, which is translating 
into populism and a loss of faith in our democracy. You can read the speech here. 
Fiona built on her keynote address in a Sunday Essay published in The Age/Sydney 
Morning Herald.8

4 smh.com.au/business/banking-and-finance/the-time-bomb-that-could-help-tackle-household-debt-woes-20190306-p51255.html

5 smh.com.au/business/consumer-affairs/why-are-we-so-reluctant-to-act-on-payday-lenders-20190329-p518u5.html

6 smh.com.au/business/consumer-affairs/power-payment-plans-yet-another-cruel-twist-amid-rising-bills-20181116-p50gje.html; 
smh.com.au/money/borrowing/credit-is-becoming-harder-to-get-and-that-s-a-good-thing-20190423-p51gfq.html

7 https://www.abc.net.au/news/2019-06-25/telstra-hits-vulnerable-australians-with-extra-data-charges/11173362 
https://www.abc.net.au/news/2019-06-25/telstra-hits-vulnerable-australians-with-extra-data-charges/11173362

8 smh.com.au/business/consumer-affairs/it-s-time-to-re-imagine-our-corporations-for-the-sake-of-democracy-20190416-p51epf.
html

https://www.financialcounsellingaustralia.org.au/docs/speech-to-accc-consumer-congress-fiona-guthrie-march-19/
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Financial capability workers

One of FCA’s roles is to provide support and resources to financial capability workers.  
Financial capability workers provide information, money management skills and 
coaching to help clients make better financial decisions and build financial resilience. 
They deliver these services to individuals and families face to face or in community 
workshop settings. 

We coordinate an active network of financial capability workers. A good example 
is the email discussion group that has now been operating for a number of years, 
where there is always lots of questions and information bouncing around among 
participants. The group was invaluable in providing comments on FCA’s submission 
to the Financial Services Royal Commission about the issues facing First Nations 
people in regional and remote communities.

There are also special events at the FCA conference for financial capability workers,  
including those who work predominantly with Aboriginal and Torres Strait Islander 
people. These events include the Yarning Circle, which brings together workers and 
senior staff in external dispute resolution schemes, and the Aboriginal and Torres 
Strait Islander Forum, which is a full-day event designed for information sharing and 
skill development. 

One highlight this year was the development of a handbook for financial capability 
workers that has guidelines for undertaking the role and explains the boundaries with 
financial counselling. Another highlight was the large piece of work on implementing 
an evaluation methodology called “most significant change” to measure the impact 
of financial capability workers. This included the development of a program logic, 
telephone interviews and workshops with financial capability workers in Queensland, 
Western Australia, South Australia and New South Wales (coinciding with state 
conferences) to explain how to collect stories of change.

The resulting report, “The Impact of Financial Capability Workers: A Snapshot” , will 
be released in 2019–20.

  Capability workers in Alice Springs. The pictures being held are used to explain banking services 
to people living in remote communities.
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Campaigns and Advocacy

Submissions to governments and regulators
This year was our most productive year for contributing to industry and government  
policy development through submissions. We wrote 23 submissions in our own right 
and were party to a number of joint submissions with Financial Rights Legal Centre, 
Consumer Action Law Centre, Choice and other consumer organisations. Some of 
the highlights included submissions:

	■ to the Financial Services Royal Commission;
	■ on responsible lending; 
	■ on the enforceability of the industry codes of financial services; and 
	■ on the early release of superannuation.

Other submissions focused on better banking practices, including for vulnerable  
customers, a submission into the life insurance code of practice; a submission on  
unit pricing and a submission on ASIC’s use of its Product Intervention Powers.

All of the submissions are available on FCA’s website.

Advocacy to counteract harmful financial services providers
We continue to argue for unregulated financial services providers—debt negotiators,  
credit repair companies, bankruptcy advisors—to be regulated and subject to the 
same provisions under the credit laws as other financial services providers. 

In a similar vein, we continued our arguments for more effective laws for payday 
lenders and consumer lease providers. All of these businesses were the subject of a 
2018 Senate Inquiry into credit and financial services targeted at people in financial 
hardship. 

We appeared before the inquiry and made two comprehensive submissions: one on 
the problems with these businesses, some of which are predatory, and one on the 
need for adequate funding for financial counselling.
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FCA and the Financial Services Royal Commission

FCA made submissions to the Financial Services Royal Commission on the following 
topics:

	■ gambling;
	■ policy questions posed by the Commissioner (the November 2018 policy round); 
	■ issues affecting Aboriginal and Torres Strait Islander people in regional and remote 

communities with financial services providers (joint submission with the First 
Nations Foundation). The main issues covered were funeral insurance, access to 
basic bank accounts and the granting of informal overdrafts; 

	■ funding (joint submission with the National Association of Community Legal 
Centres).

FCA’s Lynda Edwards, coordinator, Financial Capability, was an expert witness at the 
commission’s rural and remote round in Darwin (see following).

  Lynda Edwards, FCA’s Coordinator, Financial Capability
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An honour to speak out
Giving evidence about the financial harm caused to First Nations people by 
some financial services businesses at the Financial Services Royal Commission 
was a nerve-wracking experience for Lynda.

While she presented a calm exterior, Lynda was in fact feeling “overawed and 
a little bit scared, because I knew how important it was to explain clearly what 
Aboriginal and Torres Strait Islander people and communities are experiencing.” 

However, it helped that she was talking about issues she understood well. “While  
I haven’t personally experienced all the issues, I have seen the damage caused  
— whether to family members or extended networks.” 

Lynda said: “It is always an honour to be asked to do something on behalf of my 
community and ensure their voices are heard.” 

She discussed the unconscionable actions of some financial services 
businesses, including offering inappropriate overdrafts, poor value funeral 
insurance, and unaffordable or predatory payday loans and consumer leases. 

Lynda did extensive homework before her appearance. She had numerous 
discussions with the Aboriginal and Torres Strait Islander network facilitated by 
FCA to gather information about the problems being experienced. 

She also prepared herself psychologically. She spoke with other witnesses to 
learn from their experience and one piece of advice stuck with her. Financial 
Rights Legal Centre’s Karen Cox reminded her: “Don’t forget your reading 
glasses.” Says Lynda: “I had made a lot of dot points on a piece of paper and I 
would have been very stressed if I couldn’t read them.”

Year 5 and 6 students in Lynda’s home town of Narromine were allowed to watch 
her give evidence live. 

Since her appearance at the Royal Commission, senior management of various 
organisations have wanted to talk to her about how to improve their systems. 

While she has seen a few small steps in the right direction, there is a long way 
to go. “Management really needs to consult with the people who have been 
affected. 

The banks, financial services providers and government really need to get out 
there and talk to all the people who have been affected by predatory practices 
and see and feel that emotion.

That’s the way we will get change.”
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Other activities

Training and development
The specialist two-day face to face family violence training continued this financial 
year. Participant feedback continued to be overwhelmingly positive. This training was 
made possible through funding from the Commonwealth Bank.

We also developed an online training module on debt collection and completed the 
workforce development plan. 

An important part of our role is coordinating discussion and sharing information 
with training managers in the State associations and with the Registered Training 
Organisations. We held a number of meetings for these groups, including at the FCA 
conference. 

Industry and regulator liaison 
Building relationships is also a key part of our work and we have advised many 
sectors on working with people who are in vulnerable situations to better support 
them. This includes the energy and telco sectors, the Australian Tax Office, 
and working with national and state family violence support groups including 
1800RESPECT. We continue to work with the Australian Banking Association and 
Austrac around their guidelines on gambling.

FCA is represented on the Australian Banking Association’s Consumer Outcomes 
Group, ASIC’s Consumer Advisory Panel, the ACCC’s Consumer Consultative 
Committee, the ATO Individual Stewardship Group, AFCA’s Consumer Advisory Panel 
and AFSA’s Personal Insolvency Stakeholder Forum.

Rural financial counsellors
We continue to build closer ties with rural financial counselling services. There are 
different levels of engagement in each state between the rural financial counsellors, 
who are funded by the Department of Agriculture, and the state/territory peak 
bodies. The roles of generalist and rural financial counsellors have many similarities 
and there are synergies and benefits from working together more closely.
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Governance

FCA has a two-tier governance structure with a Board and a Representative Council.

Representative Council
The Representative Council is a vital element of FCA’s two-tier governance structure.  
The Representative Council considers issues that affect the members of financial  
counselling associations, particularly those requiring a national approach. 

The Council also provides advice to the Board about strategy and policy issues. It 
comprises 14 voting members – with each state/territory president automatically a 
member, while each of the associations appoints one additional financial counsellor. 
The three non-voting council members are the chair of the FCA board, one other 
board member and the chief executive of FCA. As there is no longer a financial 
counselling association in the Northern Territory, and to ensure NT financial 
counsellors have a voice, the Representative Council has agreed to make an ex 
officio appointment of an accredited financial counsellor from the NT.

The Council is also responsible for electing the financial counselling directors to the 
FCA Board. In November 2018, this process saw Carmel Franklin and Anne Crouch 
elected to the Board for a three-year term. 

The main issues considered by the Representative Council were:

	■ Government funding and tender processes
	■ Campaigning priorities 
	■ Development of a national supervision policy 
	■ Review of the National Standards for Membership and Accreditation 
	■ Working more closely with the rural financial counselling sector

The Representative Council also provided input to the Financial Counselling 
Foundation about funding gaps and needs.
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Membership 
Below are the people who have served on the Representative Council during 2018 – 
2019. There are more than two names in some jurisdictions as their representatives 
changed during the year.

	■ ACT (Financial Counsellors ACT) Rachael Mifull, Rosie Fisk
	■ NSW (Financial Counsellors Association of NSW) Graham Smith, Pauline Smith
	■ Queensland (Financial Counsellors Association of Queensland) Jan Perkins,  

Jon O’Mally, Jill McKinlay, Robyn Underwood
	■ South Australia Anne Crouch, Carolyn Piper, Astra Fleetwood
	■ Tasmania Fiona Moore, Danielle Slade
	■ Victoria Julie Barrow, Cathy Clark, David Balcombe
	■ Western Australia Jacquie Ecclestone, Wendy Black
	■ Northern Territory Jenna Conway-Jones, Toni Cork
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Board members

The FCA Board has overall responsibility for the financial management of the  
organisation, its legal compliance and strategic direction (a process that involves the 
Representative Council). The Board is made up of four financial counselling directors 
elected by the Representative Council and three appointed directors. The appointed 
directors are appointed by the Board itself and bring specific skills and expertise. 

Carmel Franklin (Chair) (Financial counselling director)

Qualifications: B.Ed., Dip. Community Services {Financial Counselling),  
Certificate IV Training and Assessment.

Carmel has been involved with consumer issues for many years. She is the chief 
executive of CARE Financial Counselling Service and the Consumer Law Centre of 
the ACT and has worked with the organisation since 1992. She has been the chair 
of Financial Counselling Australia since 2009.

Carmel is also a consumer director on the board of the Australian Financial 
Complaints Authority. She is a former member of the ATO Individual Tax Liaison 
Group, ASIC’s Consumer Advisory Panel, the Financial Ombudsman Service’s 
Consumer Liaison Group and a former director of Canberra Community Law.

Kay Dilger (Financial counselling director)

Qualifications: Dip. Community Services (Welfare), Dip. Community Services 
(Financial Counselling), Certificate IV Training and Assessment, Advanced Diploma 
of Community Sector Management.

Kay came to financial counselling in 2003 after a career in retail banking. She is 
currently Manager, Community and Financial Wellbeing, at South East Community 
Links in Springvale, Victoria. She has been on the FCA board since 2013, and was 
the secretary of Financial & Consumer Rights Council between 2012–18.

John Harte (Financial counselling director)

Qualifications: B.A. (Social Sciences)

John has worked in the community sector in Western Australia for more than 25 
years, including in roles with services assisting migrants, people caring for dementia 
sufferers and in child protection. He has been a financial counsellor since 1994, 
including 10 years spent coordinating a financial counselling service. He chaired a 
community childcare centre for two years and was on the committee of the Financial 
Counselling Resource Project for 12 years. He is currently on the board of the 
Financial Counsellors Association of WA.

John resigned from the Board effective from the AGM on 22 November, 2018.

Jocelyn Furlan (Appointed director)

Qualifications: LL.B, B.Com, Dip Fin Planning, GAICD

Jocelyn is a lawyer and accountant with more than 25 years’ experience in the 
superannuation and financial services industries. She is a director of First State 
Super, independent chair of the Customer Owned Banking Code Compliance 
Committee, chair of the Board of Strathcona Baptist Girls Grammar School, a 
member of the External Compliance Committee of Vanguard Investments Australia 
Limited and a part-time member of the Superannuation Complaints Tribunal. She 
regularly provides consulting services to financial service providers in relation to 
dispute resolution and remediation issues. 

Special responsibilities: chair of the Finance, Audit and Risk Committee
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Board members (continued)

Rosalyn Williams (Financial counselling director)

Qualifications: B. Social Science (social welfare), Dip. Management, Dip. Community Services (Financial 
Counselling), Advanced Cert. Community Services (community development), Cert IV Training and 
Assessment.

Rosalyn is currently the service manager, Financial Health Services, Uniting Care Wesley Bowden. 
Previous roles have included policy development, community development, financial counselling and 
family support. She is also on the board of the South Australian Financial Counsellors Association, is 
a member of the Essential Services Policy Advisory Group for the South Australian Council of Social 
Service and was FCA’s representative on ASIC’s Consumer Advisory Panel.

Special responsibilities: member of the Finance, Audit and Risk Committee

Greg Tanzer (Appointed director)

Qualifications: B.E, LL.B (Hons), GAICD

Greg was most recently a commissioner at the Australian Securities and Investments Commission. 
Before this he worked as secretary-general of the International Organisation of Securities 
Commissions. He has significant experience in regulation, governance and policy development.

Tony Robinson (Appointed director)

Qualifications: B.A, M.A. 

Tony is currently the chair of the AusNet Services Customer Forum, an initiative of the Australian 
electricity industry to ensure the needs of customers are adequately represented when revenue 
submissions are developed. Before this he was the senior manager financial inclusion at the 
Brotherhood of St Laurence. He also served as a Victorian MP for 13 years, including four years in 
Cabinet, as Minister for Consumer Affairs. Tony is also on the board of the Migrant Information Centre.

Special responsibilities: member of the Finance, Audit and Risk Committee

Anne Crouch (Financial counselling director)

B. Ag Science, Grad Cert. Accounting, Dip. Management, Dip. Community Services (Financial 
Counselling), GAICD.

Anne is the program manager, Gambling and Financial Services, with Uniting Country SA where 
she worked as a financial counsellor before moving into her leadership role. Anne joined the FCA 
board in 2018 after completing a six-year term as chair of the South Australian Financial Counselling 
Association. 

She is a member of the Australian Financial Complaints Authority’s Consumer Advisory Panel and 
represents FCA at AFSA’s Personal Insolvency Stakeholder Forums.

Anne joined the Board at the conclusion of the annual general meeting on 22nd November, 2018.
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FCA staff and consultants

Fiona Guthrie  
CEO (full time)

Lauren Levin  
Director of policy and 
campaigns (full time)

Rita Battaglin  
General manager, projects  
(full time)

Domenique Meyrick  
Director of development 
(full time)

Lynda Edwards
Coordinator financial 
capability (full time)

Jill Keating  
Finance manager 
(part time)

Kat Lane  
Legal and policy consultant

Tamara How  
Office co-ordinator 
(part time)

Vanessa Hood  
Strategy and evaluations 
consultant

Elizabeth Minter  
Communications manager 
(part time)

Mia Shelton  
provides research and 
support to the sector  
(full-time)

Nicole Batrouney 
Administrative support  
(part time)
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Financial statements

FCA’s audited financial statements are available on the website. 

 Financial counsellors at the May 2019 FCA conference supporting the Raise the Rate campaign. The 
im of the campaign is to get the government to increase the rate of Newstart to a more adequate amount, so 
that people have enough money to live.
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