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Thanks for giving me, not only hope
that | can get through this, but very
practical advice ...
it’'s made a huge difference to how |
am feeling every day about money
and my financial situation.
(Money Clinic client)
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Executive Summary

Overview of the Money Clinics
Money Clinics are a flagship initiative of the Centre for Women’s Economic Safety, an Australian charitable

organisation that supports women, non-binary and gender diverse people experiencing economic abuse or

financial hardship or insecurity as a result of domestic and family violence (DFV) anywhere in Australia. They

aim to:
¢ Enhance their clients’ financial capability (i.e.: their knowledge, understanding, skills and confidence
in relation to managing their financial circumstances)

¢ Reduce their clients’ levels of stress about their financial circumstances

¢ Improve their clients’ actual financial circumstances.

The Money Clinics are delivered (at no cost to clients) by a team of female financial counsellors who are
violence- and trauma- informed. Sessions can be delivered by telephone, video call or in person (in Sydney,

the lllawarra, and Melbourne), with each session’s content guided by each client’s finance-related needs.

Overview of this evaluation
The evaluation presented in this report used a mixed methods approach (involving both quantitative and
qualitative data sources) towards understanding the implementation, experience and impact of the Money

Clinics for clients attending between late January 2023 and the end of March 2024.

The data sources for this evaluation were:

e Client management spreadsheet (including data for 350 clients) — completed by the Money Clinic
financial counsellors after each Money Clinic session

e Client surveys (completed by 221 clients) — completed prior to and soon after clients’ first Money
Clinic session (PRE-clinic and POST-clinic surveys) and then approximately 2-3 months after that
initial session (FOLLOWUP survey)

e One focus group — conducted with three Money Clinic financial counsellors

e Client case studies (completed about 7 clients) — provided by the Money Clinic financial counsellors,
with their clients’ consent.

This report presents the findings from our analyses of these data, aiming to answer the following four key

evaluation questions:

1. How well did the Money Clinics reach and engage their target audience?

2. How well did the Money Clinics contribute towards enhancing their clients’ financial capability (i.e.:
their knowledge, understanding, skills and confidence in relation to managing their financial
circumstances)?

3. How well did the Money Clinics contribute towards improving their clients’ emotional wellbeing and
financial self-efficacy?

4. How well did the Money Clinics contribute towards improving their clients’ financial circumstances?

The Sax Institute | CWES - Money Clinics Evaluation Report - FINAL
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Key Findings

The findings presented throughout this report provide clear evidence that the Money Clinics are
successfully reaching and meeting the previously unmet needs of a culturally diverse client group.
The following pages provide an overview of the key achievements, with further details available in the main

body of this report.

The Money Clinics successfully reached a culturally diverse clientele, predominantly from Sydney

& Melbourne

e Between late January 2023 and the end of March 2024, a total of 567 Money Clinic sessions were
delivered to 350 unique Money Clinic clients. These clients were mostly living in Sydney or
Melbourne but hailing from 37 different countries (including Australia) and with 4% identifying as
Indigenous.

The Money Clinic delivery model was efficient and very well received by clients

e Despite many clients requiring support with multiple issues, two-thirds were successfully
supported within a single 1-hour session.

e The Money Clinics supported clients across a wide range of presenting issues but the most
frequently raised issues were:
— Budgeting, financial skills or managing money (37% of all Money Clinic clients)
— Poverty or managing on a low income (25% of all Money Clinic clients)
— Debts (20% of all Money Clinic clients)
— Housing, tenancy issues or homelessness (19% of all Money Clinic clients).

e POST-clinic and FOLLOWUP survey respondents provided very positive feedback about their
experiences with the Money Clinics (mean ratings of 8.2-9.9/10 across seven items), especially in
relation to how safe and respected they felt accessing the service, with almost all respondents
extremely likely to recommend the service (mean rating of 9.5/10).

e Almost three-quarters of POST-clinic and FOLLOWUP survey respondents provided additional
complimentary feedback about the Money Clinics, most frequently in relation to:
— How helpful they found the advice they received from very knowledgeable staff (48 clients)
— Expressing gratitude for the support received (39 clients)

— Commending the professionalism and/or compassion of the Money Clinic financial counsellors
(39 clients)

— How supported, understood and validated they had felt (37 clients).

e Some clients particularly appreciated the Money Clinic financial counsellors being female and the
option of being able to access the service anonymously.

Just having someone to metaphorically hold my hand and walk me through the process of budgeting and
checking credit scores etc, has made me feel worthy and supported. The work the clinic does educating
and empowering women to take control of their money is worth its weight in gold and is making a
tremendous difference to my life. (Money Clinic client)
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The Money Clinics substantially enhanced their clients’ financial capabilities

Survey analyses indicated statistically significant PRE-clinic to POST-clinic increases in

clients’ self-ratings across six key financial capability indicators. The largest PRE-POST

changes were in relation to:

— Clients’ understanding about where to access financial advice (average increase of 4.5/10
points)

— Clients’ understanding about their financial options (average increase of 4.0/10 points)

— How well informed they felt about financial decisions they were facing (average increase of
4.0/10 points).

Almost two-thirds of POST-clinic and FOLLOWUP survey respondents spontaneously

nominated at least one way in which their financial capability had been enhanced — most

frequently in relation to:

— Improving their finance-related knowledge, understanding and/or skills (49 clients)

— Identifying practical steps and/or solutions in relation to their financial issues (28 clients)

— Learning about other helpful supports, services and/or resources (26 clients).

It's helped me understand and feel confident financially — organising money, understanding
money, decreasing anxiety about money, reassurance ... | started sleeping at night! (Money
Clinic client)

The Money Clinics enhanced their clients’ emotional wellbeing and financial self-efficacy

Cross-sectional survey responses indicated a slight reduction in Money Clinic clients’
perceived financial stress levels across the three survey time points (from 7.7/10 PRE-clinic to
7.4/10 POST-clinic and 6.9/10 at FOLLOWUP) but this difference was not statistically significant.
However, the 68 clients with matched PRE-clinic and POST-clinic data experienced a statistically
significant mean reduction of 0.5 points in their perceived financial stress.

Almost half of POST-clinic and FOLLOWUP survey respondents spontaneously nominated at

least one way in which their emotional wellbeing and/or financial self-efficacy had been

enhanced — most frequently in relation to:

— Feeling empowered, more confident and/or encouraged to take action in relation to better
managing their finances (31 clients)

— Feeling less stressed and/or more hopeful or optimistic about their financial future (24 clients)

— Feeling supported by having someone willing and able to advocate with creditors and financial
institutions on their behalf (17 clients).

It's given me clarity and confidence about some things | was unsure of. Empowered me to make
some financial decisions and given me confidence that if | have any more questions that | have
someone that can help me. | felt supported and it has taken some weight off my shoulders and made me
feel less anxious. (Money Clinic client)
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The Money Clinics improved their clients’ financial circumstances

e Although rated quite lowly at both time points, survey analyses indicated statistically significant
PRE-clinic to POST-clinic improvement in clients’ self-rated financial circumstances.

e One-sixth of POST-clinic and FOLLOWUP survey respondents spontaneously nominated at
least one way in which their financial circumstances had been enhanced — most frequently in
relation to:

— Securing debt or bill waivers (7 clients)

— Accessing utility bill relief grants available in Victoria (5 clients)

— Accessing other forms of financial assistance or entitlements (4 clients).

The Money Clinics have the potential to contribute to improvements in a wide range of outcome

areas for individuals, communities and systems

e Although not specifically measured in this evaluation, the Money Clinic impacts demonstrated in
this report are considered likely to facilitate ripple effects in areas such as:
— Clients’ ability to meaningfully contribute to social and economic systems

— Reducing clients’ health service utilisation
— Enhancing community wellbeing
— The psychosocial wellbeing of clients’ children and broader families.

Recommendations for the future
Based on the findings presented in this report, we offer the following recommendations for optimising the

potential impact of the Money Clinics in the future.

e Continue the Money Clinic implementation model that has evolved throughout this pilot
period — The predominantly virtual, single session approach (with the option of additional sessions
as needed) appears to be working well and enables the Money Clinics to successfully support a
larger number of clients within their finite resources. The virtual delivery method also lends itself to
enhancing the service’s accessibility for those living in regional, rural and remote areas.

e Expand the reach of the Money Clinics — Having demonstrated their value and impact, the CWES
should work towards securing the required resourcing (in terms of money and staffing) to allow the
Money Clinics to extend their reach beyond NSW and Victoria and become a truly national service.
This would include expanding the Money Clinics’ reach to other states and territories, as well as to
regional and rural areas across the whole country. It is important that the resourcing allows clients to
continue to access the required amount of Money Clinic support in a timely fashion.

e Establish a more integrated, fit-for-purpose client management and monitoring system — This
should include the ability to capture session notes and attachments, as well as client demographics
and outcome monitoring. This would allow more efficient client management (including the ability to
search session notes) and more real-time monitoring of client numbers, characteristics and
outcomes. This will become more critical as the Money Clinic expands its operations over time.

e Develop stronger referral networks with professionals and services better placed to support
clients with more complex and ongoing needs — This would help the Money Clinics to offer this
small minority of the most vulnerable clients a more seamless transition into supports more suited to
their needs. Some suggested supports included lawyers, financial planners, peer support groups
and banking cooperatives.
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Introduction

About the Centre for Women’s Economic Safety

The Centre for Women’s Economic Safety (CWES) is an Australian charity which supports women, non-

binary and gender diverse people across the country experiencing, at risk of experiencing, or recovering

from economic abuse in the context of domestic and family violence (DFV). The CWES aims to connect

these people with appropriate information, services, and assistance to support their economic safety, as well

as reduce the impact of economic abuse on victim-survivors by sharing their lived experiences to improve

social, service and system responses to it.

The CWES engages in a range of activities, guided by the expertise of women with lived experiences of

economic abuse and disadvantage, to support better outcomes for people experiencing economic abuse,

including support, training and advocacy. These activities include:

Money Clinics aimed at supporting women experiencing financial and economic abuse, or financial
hardship or insecurity as a result of DFV.

A Financial Safety Website offering factual financial information with a DFV lens. This is aimed at
people concerned about finances in their relationship or concerned about someone they know. It
includes a national Directory of Services that may be able to assist people navigating financial and
economic abuse and the many associated challenges, as well as links to apps, tools and guides that
can support people with their finances.

A Lived Experience Advisory Panel made up of women, non-binary and gender diverse people
with lived experiences of economic abuse in the context of DFV. Their lived experience insights
inform the work of the CWES in a variety of ways, including: Providing case studies, informing policy,
providing feedback, participating in design, public speaking and advocacy or participation in research
and other activities.

Awareness raising through their coordination of Economic Abuse Awareness Day in Australia,
which is held on 26 November (the day after the International Day for the Elimination of Violence
Against Women and Girls) within the 16 days of Activism Against Gender-based Violence. The
CWES produces a toolkit for organisations to draw from in support of the awareness campaign.

Workplace training to help people better understand economic abuse. This training can be tailored
to suit organisational sectors and circumstances.

Advocacy with all levels of government, industry and community to promote social, service and
system changes that support women’s economic safety and opportunity. This includes calling for
products to be redesigned with financial safety in mind, and improving responses to victim-survivors.
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About the Money Clinic program
The CWES'’s Money Clinics provide support for women, non-binary and gender diverse people experiencing
economic abuse or financial hardship or insecurity as a result of DFV anywhere in Australia. They are

delivered by a team of female financial counsellors who are violence- and trauma- informed.

The Money Clinics aim to:
e Enhance their clients’ financial capability (i.e.: their knowledge, understanding, skills and confidence
in relation to managing their financial circumstances)

¢ Reduce their clients’ levels of stress about their financial circumstances

e Improve their clients’ actual financial circumstances.

Money Clinic sessions are provided free (supported by funding from Ecstra Foundation, Greater Charitable
Foundation, Judith Neilson Foundation and Netwealth) and allow clients to have their money questions

answered in a confidential manner, without having to provide a real name, address, or phone number.

Online Money Clinic sessions (via Teams or Zoom) are available to women anywhere in Australia with

access to the internet, and self-referrals are welcome. These sessions can also be delivered by telephone

Mobile Money Clinics are delivered in-person at DFV offices and refuges, libraries, drop-in centres and other

community spaces across Sydney, the lllawarra, and Melbourne, usually via referrals from other services.

Money Clinics also provide free Financial Safety Checks, facilitate small group sessions for women over
morning tea or lunch, and answer questions related to a number of topics including credit scores and reports,

loans and mortgages, superannuation or insurance, and safely opening a new bank account.

Money Clinic clients may also be offered financial counselling (which can take place over 3-4 months) and/or
referrals to legal services, charities, No Interest Loan Schemes (NILS) and/or other DFV support services.

The only eligibility criteria for accessing the Money Clinic is being a woman, non-binary or feminine-identified
person with a valid email address to enable contact. There are no income, asset or geographic restrictions,

no visa requirements and no minimum or maximum number of sessions.

About this Evaluation Report
In November 2022, the CWES commissioned the Sax Institute to develop a monitoring system and conduct

an evaluation of the Money Clinic program between January and December 2023.

This report presents the findings of that evaluation in relation to the implementation and impact of the Money
Clinics, based on surveys collected from Money Clinic clients, client management data routinely collected by

the CWES and a focus group with Money Clinic financial counsellors.

The following Evaluation Findings section includes direct quotes from survey respondents and focus group
participants, with the quotes presented selected as those best illustrating the dominant themes that emerged

from the thematic analyses of the qualitative data.
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Evaluation Approach

Evaluation scope

This evaluation used a mixed methods approach (involving both quantitative and qualitative data sources)
towards understanding the implementation, experience and impact of the CWES’s Money Clinic for clients
attending between January 2023 and March 2024. Due to budgetary constraints, the qualitative data
collection was limited to a single focus group with Money Clinic financial counsellors and a range of open-

ended questions included in client surveys.

Key evaluation questions
This evaluation aimed to answer the following four key evaluation questions:

1. How well did the Money Clinics reach and engage their target audience?

2. How well did the Money Clinics contribute towards enhancing their clients’ financial capability (i.e.:
their knowledge, understanding, skills and confidence in relation to managing their financial
circumstances)?

3. How well did the Money Clinics contribute towards improving their clients’ emotional wellbeing and
financial self-efficacy?

4. How well did the Money Clinics contribute towards improving their clients’ financial circumstances?

Data collection and analysis
As shown in Figure 1, the primary data sources for this evaluation were:

e Client surveys — completed prior to and soon after clients’ first Money Clinic session and then
approximately 2-3 months after that initial session

e Client management spreadsheet — completed by the Money Clinic financial counsellors after each
Money Clinic session.

In addition, one focus group was conducted with Money Clinic financial counsellors, who were also invited to

share case studies illustrating client experiences with the Money Clinics.

The following sections provide more detail about each of the nature of each of these data sources, how they

were collected and how they were analysed.

Figure 1: Overview of data collection processes for the Money Clinic evaluation

: Followup
Client makes Client has 1st (aztljl((ejirlitor:wzsl email ~ 2-3
Money Clinic Money Clinic e months after
appointment session (optional) final Money

Clinic session

* Client asked to * Client asked to * Money Clinic * Client asked to
complete PRE- complete POST- financial complete
clinic Client clinic Client counsellor FOLLOWUP
Survey Survey completes Client Client Survey

*Money Clinic Management
financial Spreadsheet after
counsellor each session

completes Client 16 gax Institute | CWES - Money Clinics Evaluation Report - FINAL 7
Management
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Money Clinic client management spreadsheet
In early 2023, the Sax Institute collaborated with the CWES team to develop an Excel spreadsheet for use in

collecting routine monitoring data about how the Money Clinics were implemented. Money Clinic financial
counsellors have used this client management spreadsheet to record all client contacts since late January

2023, with data from then until the end of March 2024 extracted for use in this evaluation.

Appendix A provides the structure and nature of information collected in the client management spreadsheet
but, in summary, it recorded the following:
¢ Client demographic and referral information
e Dates of each Money Clinic session, along with an indication of whether a client’s case was active or
closed (and the date closed, if relevant) and whether a third-party authorisation had been completed

(to allow Money Clinic financial counsellors to liaise with debtors and/or financial institutions on
clients’ behalf)

e Details about each Money Clinic session, including its length, how it was delivered, clients’ issues of
concern and whether and referrals were made or recommended.

De-identified client management data (to 30 March 2024) were extracted by a Money Clinic financial
counsellor and forwarded to the Sax Institute for analysis purposes. These data were then analysed
descriptively using Microsoft Excel to produce counts, percentages, means and standard deviations for each

relevant spreadsheet field.

The client management spreadsheet provided data about a total of 567 Money Clinic sessions delivered to
350 unigue Money Clinic clients between late January 2023 and the end of March 2024.

Money Clinic client surveys
Clients attending Money Clinics between late February 2023 and the end of March 2024 were asked to

complete online surveys at three separate time points:
1. Before attending their first Money Clinic session — the PRE-clinic survey
2. Immediately (or soon) after completing their first Money Clinic session — the POST-clinic survey

3. About 2-3 months after their first Money Clinic session — the FOLLOWUP survey.

Appendix B provides the full survey questions, indicating which questions were asked at each time point but,
in summary:

e All three surveys collected client demographic information, details to help with linking clients’
surveys across the three time points and an indication of clients’ current levels of financial stress

e The PRE-clinic and POST-clinic surveys collected client self-ratings in relation to six finance-
related outcome indicators

e The FOLLOWUP survey collected client reflections about the extent to which the Money Clinics had
helped with improving the same six outcome indicators, as well as an additional indicator for clients
receiving financial counselling

e The POST-clinic and FOLLOWUP surveys collected client feedback about the nature of their
experiences with the Money Clinics, their satisfaction with the support provided, their perceptions
about how the Money Clinics had helped them and any suggestions they had about ways the Money
Clinics could be improved.
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The Money Clinic client surveys were developed in collaboration with the CWES team and completed via the
Qualtrics online survey software following email invitations sent to Money Clinic clients by the Money Clinic

financial counsellors.

Survey data were extracted from Qualtrics and analysed descriptively using Microsoft Excel to produce

counts, percentages, means and standard deviations for each relevant survey item.

In addition, inferential statistics were conducted to determine the statistical significance of any changes in
mean scores of the following variables collected across multiple time points:

e PRE-POST changes in the six client self-rated outcome indicators — Independent t-tests were
conducted to assess the difference in means across all completed PRE-clinic and POST-clinic
surveys, while paired t-tests were conducted for the clients whose surveys could be linked across
both time points.

¢ PRE-POST-FOLLOWUP changes in clients’ self-rated financial stress — A single factor ANOVA
was conducted to assess the difference in means across all completed PRE-clinic, POST-clinic and
FOLLOWUP surveys, while a repeated measures ANOVA was conducted for the clients whose
surveys could be linked across all three time points. Additional paired t-tests were also conducted for
the clients whose surveys could be linked across only two of the three time points.

A total of 320 surveys were completed by 221 unique Money Clinic clients, comprising:
e 182 PRE-clinic surveys, representing 55% of the 332 Money Clinic clients seen since the survey

began implementation in late February 2024

e 101 POST-clinic surveys, representing 30% of the 332 Money Clinic clients seen since the survey
began implementation in late February 2024

e 37 FOLLOWUP surveys, representing 13% of the 279 Money Clinic clients seen by the end of
January 2024 (and, therefore, eligible to complete a FOLLOWUP survey).

As shown in Figure 2, almost half of the survey sample (n=107) had completed only a PRE-clinic survey and
almost a quarter (n=49) had completed both a PRE-clinic and a POST-clinic survey, with only 19 clients (9%)

having completed all three survey time points.

Figure 2: Time points of surveys completed by Money Clinic clients (N=221)

A 19
7
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6
29
= PRE-clinic only POST-clinic only FOLLOWUP only PRE-clinic & POST-clinic

PRE-clinic & FOLLOWUP = POST-clinic & FOLLOWUP = ALL 3 surveys
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A series of z-tests demonstrated that survey respondents (at all survey time points) were mostly
demographically representative of the Money Clinic client population (see Appendix C for the full results).
The only exceptions to this were that:

e Money Clinic clients were more likely to live in a capital city than survey respondents (Unique
respondents z=3.324, p<0.001; PRE-clinic respondents z=3.4648, p<0.001; POST-clinic respondents
z=2.911, p<0.005; FOLLOWUP respondents z=2.7713, p<0.01)

e Money Clinic clients were more likely to be aged under 45 years than POST-clinic survey
respondents.

Focus group with Money Clinic financial counsellors
A focus group was conducted online (via Teams) with three Money Clinic financial counsellors on 20 March

2024.

Appendix D provides the questions asked during the focus group which, in summary, aimed to develop an
understanding of the Money Clinic financial counsellors’ experiences with implementing the Money Clinics

and their perceptions about the value and impact of the Money Clinics for their clients.

The focus group was audio-recorded (with the counsellors’ consent), transcribed and coded thematically to

identify the key themes emerging in relation to the Money Clincs’ implementation and perceived impact.

Money Clinic case studies
Following their focus group, the Money Clinic financial counsellors were invited to provide some case studies

highlighting the diverse ways in which the Money Clinics have helped their clients. They were encouraged to
prepare these case studies in collaboration with the clients involved and to consider preparing case studies

for a diverse range of clients.
Appendix E provides a copy of the template used to guide the development of the case studies.

A total of seven completed case studies were received. These were reviewed and condensed into the case
study format presented in this report, with a draft version shared with the Money Clinic financial counsellor
having submitted it for their review, verification and approval (in collaboration with the Money Clinic client

involved).
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Evaluation Findings

This section presents our findings in relation to the four key evaluation questions outlined earlier:
1. How well did the Money Clinics reach and engage their target audience?
2. How well did the Money Clinics contribute towards enhancing their clients’ financial capability (i.e.:

their knowledge, understanding, skills and confidence in relation to managing their financial
circumstances)?

3. How well did the Money Clinics contribute towards improving their clients’ emotional wellbeing and
financial self-efficacy?

4. How well did the Money Clinics contribute towards improving their clients’ financial circumstances?

Money Clinic implementation findings

Nature and scope of delivery
Between late January 2023 and the end of March 2024, the Money Clinic client management spreadsheet

indicated that a total of 567 Money Clinic sessions were delivered to 350 unique Money Clinic clients.

Money Clinic sessions lasted between 30 minutes and over 3 hours, with a mean duration of 59 minutes
(standard deviation 12% minutes) and a median duration of 60 minutes, as shown in Figure 3. The total
amount of time spent with individual Money Clinic clients ranged from 30 minutes to 7% hours, with a mean

duration of 95 minutes (standard deviation 70 minutes) and a median duration of 60 minutes.

Figure 3: Duration of Money Clinic sessions (N=564)

18 454 38 1

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
® 30 minutes 45 minutes 60 minutes 90 minutes 180+ minutes

As shown in Figure 4, the client management spreadsheet indicated that Money Clinic clients attended
between one and seven sessions during the evaluation period, with a mean of 1.6 sessions (standard
deviation 1.2 sessions) and a median of one session, as over two-thirds of clients attended only a single
session (n=241, 69%). For the 109 clients attending multiple sessions, the duration between their first and
last engagements with the Money Clinics (to the end of the evaluation period) was between one and 323
days, with a mean of 78 days (standard deviation 80 days) and a median of 48 days. Money Clinic financial
counsellors participating in the focus group discussed how some clients returned to the Money Clinic for
support with additional issues some months after their initial session.

Figure 4: Number of Money Clinic sessions attended (N=350 clients)
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The Sax Institute | CWES - Money Clinics Evaluation Report - FINAL 11




As shown in Table 1, the client management spreadsheet indicated that Sally (the longest serving Money
Clinic financial counsellor) was the primary counsellor during the evaluation period, delivering two-thirds of
all Money Clinic sessions and supporting almost two-thirds of all Money Clinic clients. The vast majority of
Money Clinic sessions were delivered by telephone or video call, with about a third requiring third party
financial counselling authorisation and about a quarter resulting in a referral to another service. The most
commonly referred to agencies were community organisations, legal services and No Interest Loan

Schemes.

Table 1: Nature of Money Clinic delivery

Clients Sessions
Money Clinic Delivery Characteristics (N=350) (N=567)

n % n %

Sally 218 62% 379 67%
Money Clinic financial Faiza 58 17% 90 16%
counsellor seen Amy 41 12% 62 11%
Vicki 33 9% 36 6%
Telephone call 187 53% 296 53%
Video call 159 45% 224 40%

] Face-to-face outreach at a DV service 15 4% 22 4%

Delivery mode # ) )

Face-to-face outreach in a community space 15 4% 16 3%

Face-to-face colocation 2 1% 5 1%
Other 2 1% 2 0.4%
None 254 73% 435 77%

Community organisation 23 7% 26 5%

Legal service 18 5% 23 4%

Referrals provided NILS (No Interest Loan Scheme) 16 5% 23 4%
Charity organisation 8 2% 9 2%

DFV service 3 1% 5 1%

Others 30 9% 46 8%
Third-party financial es 100 29% 199 36%
counselling No 245 71% 359 64%

authorisation required? Missing (excluded from % calculations) 5 u

# - %s in the Clients column add to more than 100% as some clients accessed the Money Clinics though multiple delivery modes.
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Money Clinic referral sources
As shown in Figure 5, the client management spreadsheet indicated that the vast majority (86%) of clients

came to the Money Clinics through some form of referral, with the remainder learning of the Money Clinic

through websites, social media campaigns, Money Clinic morning teas and online searching.

Figure 5: Where clients heard about the Money Clinics (N=350)

= Referral CWES website Financial Safety website Social media

Money Clinics morning tea = Online search Other

As shown in Figure 6, the client management spreadsheet indicated that referral sources were known for
about two-thirds of Money Clinic clients, with Caseworkers, and the DFV, Community and Public sectors the

most commonly recorded referrers (see Appendix F for a list of all known organisational referral sources).

Figure 6: Source of Money Clinic referrals (N=301)

6

10 36
= Caseworker DFV sector Community sector Public sector Financial sector
= | egal sector Health sector = Friend = Unknown
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Client characteristics

The Money Clinic client management spreadsheet indicated that a total of 350 unique clients attended at

least one Money Clinic session between late January 2023 and the end of March 2024. As shown in Table 2,

the majority of Money Clinic clients were non-Indigenous, Australian-born, English-speaking women aged

between 25 and 54 years, living in capital cities in NSW or Victoria. However, there was considerable ethnic

diversity among the Money Clinic clients, with clients having been born in 36 different countries outside

Australia, most often in Asia.

Table 2: Money Clinic client demographics (January 2023 — March 2024)

Overall Single session | Multiple sessions
Money Clinic Client Characteristics (N=350) (N=241) (N=109)
n % n % n %
Victoria 188 54% | 115 48% 73 67%
New South Wales 124  35% 98 41% 26 24%
Western Australia 13 4% 11 5% 2 2%
State of Tasmania 10 3% | 5 2% 5 5%
residence
Queensland 9 3% 7 3% 2 2%
South Australia 5 1% 4 2% 1 1%
Australian Capital Territory 1 0.3% 1 0.4% 0
Capital city 248 72% | 156 67% 92 84%
Regionality Regional city 74 22% 61 26% 13 12%
of Regional town 20 6% 16 7% 4 4%
residence Rural / Remote 1 03%| 1  04% 0
Missing (excluded from % calculations) 7 - 7 ‘g
Australia 231 69% | 164 72% 67 64%
Asia (Afghanistan, China, Hong Kong, India, Indonesia, | 47 14% 31 14% 16 15%
Japan, Malaysia, Pakistan, Philippines, South Korea, Sri
Lanka, Thailand & Vietnam)
Europe (France, Germany, Greece, Italy, Poland, 13 4% 9 4% 4 4%
Slovakia, Turkey & Ukraine)
_ Middle East (Iran, Iraqg, Lebanon & Syria) 10 3% 6 3% 4 4%
Regi'r‘iﬂ of USA / Canada 9 3% | 6 3% 3 3%
United Kingdom 7 2% 2 1% 5 5%
New Zealand 6 2% 4 2% 2 2%
Africa (Ethiopia, Kenya, South Africa & Zimbabwe) 6 2% 3 1% 3 3%
South America (Brazil & Peru) 4 1% 3 1% 1 1%
Papua New Guinea 1 0.3% 1 0.4% 0
Missing (excluded from % calculations) 16 - 12 - 4 -
Less than 25 years 8 2% 5 2% 3 3%
25-34 71 20% 43 18% 28 26%
Age 35-44 136 39% | 102 42% 34 31%
45-54 93 27% 58 24% 35 32%
55-64 27 8% 22 9% 5%
65+ years 13 4% 9 4% 4%
English 340 98% | 232 97% 108 99%
gﬁé‘f}ggg Other 8 2% | 7 3% 1%
Missing (excluded from % calculations) 2 - 2 - -
Indigenous Aboriginal 5 4% 2 3% 5%
status Neither 112 96% | 58  97% 54 95%
(asked only
in 2024) Missing (excluded from % calculations) 15 - 12 - 4 -
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A series of z-tests demonstrated that clients attending single or multiple Money Clinic sessions were mostly
similar in their demographic characteristics. However, compared to clients attending only one Money Clinic
session, clients attending multiple sessions were:

e More likely to live in Victoria (z=3.3455, p<0.001) and less likely to live in NSW (z=3.0449, p<0.005)

e More likely to live in a capital city (z=3.4179, p<0.001) and less likely to live in a regional town
(z=2.9647, p<0.005)

e Less likely to be aged 35-44 years (z=1.9784, p<0.05) but otherwise statistically similar in age.

Money Clinic financial counsellors participating in the focus group were largely satisfied with the cultural and
demographic diversity of clients reached by the Money Clinics but also commented about the dilemma of
wanting to build additional referral pathways without impacting client wait times to access the Money Clinic.

| wanted to be able to build referral pathways and networks into the NT and places where we know
they don't have the services ... but at the moment, we're limited by capacity because we don't want
to have a horrible 4 week wait list and be like every other financial counselling service that's overrun.

As shown in Figure 7, the client management spreadsheet indicated that the most common reasons for
attending the Money Clinics were clients seeking help with:

e Budgeting, financial skills or managing money (37% of all Money Clinic clients)

e Poverty or managing on a low income (25% of all Money Clinic clients)

e Debts (20% of all Money Clinic clients)

e Housing, tenancy issues or homelessness (19% of all Money Clinic clients).

Figure 7: Money Clinic clients’ most common reasons for attending (N=350)
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As shown in Figure 8, more than half of the Money Clinic clients presented with multiple issues requiring

support, with almost a quarter of all clients experiencing three of more separate issues.

Figure 8: Number of presenting issues for each Money Clinic client (N=350)

153 121 41 20 £
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Figure 9 provides a case study highlighting the complexity of issues faced by many Money Clinic clients and

how the counsellors were able to assist.

Figure 9: Money Clinic case study demonstrating the ongoing complexity of clients’ needs over time

Money Clinics Case Study: ‘Leticia’s’ story

CLIENT SITUATION: Leticia was referred to the Money Clinic by her Domestic Violence case worker for

help with budgeting while she and her child were living temporarily in a safe house after leaving a DFV
situation.

MONEY CLINIC SUPPORT: A Money Clinic financial counsellor worked with Leticia to prepare a budget.
This process identified spending of approximately $1,000 per month that could be reduced immediately.
It also assisted Leticia recognise her capacity for employment. The Money Clinic was able to
support Leticia by negotiating a school fee discount which allowed her child to return to their previous
school.

CLIENT OUTCOME: Leticia and her child secured and moved into a private rental and began settling
into their new life, successfully managing their living costs.

FOLLOWUP CHALLENGES AND SUPPORT: Some months later, Leticia had debt collectors at her door to
recover a vehicle where she was listed as a co-borrower on a secured car loan without her knowledge.
She was not in possession of the car and felt intimidated and scared. She immediately reached out to
the Money Clinic who contacted the collection company and the bank to cease collection activity. The
Money Clinic was able to have the substantial loan be written off as a bad debt, and further
successfully applied for the waiver of associated traffic fines totalling approximately $10,000.

Note: This case study was prepared with the client’s consent and this is not her real name.

Implementation facilitators and barriers
The focus group with Money Clinic financial counsellors identified a number of factors that had facilitated the
implementation and/or impact of the Money Clinics:

e The relatively unique operating approach of the Money Clinics, especially in relation to being less
administratively-intensive than other financial counselling services, including allowing clients to
access the service anonymously.

I've worked for another financial counselling agency and there’s a huge difference that I think partly
comes from the Money Clinics not being government-funded like most other services ... when you're
government-funded, there’s a lot more information you need to collect from your clients and that can

be areal barrier for women that want to access us.

In other organisations, I've had a lot of admin, reporting, KPIs and data to collect, whereas we can
focus most of our time on the counselling, advocacy and casework, which | feel is a better use
of our time because a lot of the clients have very complex cases.
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We don’t need clients’ real names, just a way to contact them ... I've had a couple of clients that
haven't given their real name, one who was married to someone who was quite high profile and there
was a lot of media — so for her to be able to access us and speak freely was huge for her as that had

prevented her from accessing other supports.

e The benefit of anonymity was also acknowledged in a client’s survey response:

“I was able to access without disclosing my identity which was critical in then being able to
access not only financial information but other support services. | was made aware of other ways |
could access financial assistance without escalating risk to my situation that | didn’t find elsewhere.”

e The CWES being a non-government organisation.
At the start of our appointments, | mention we're not government funded, we don't tell them
anything ... it just means that people can speak more freely because sometimes they're in
desperate positions and they're making desperate choices ... so they’re able to disclose knowing
there's no judgment or repercussions, we're not trying to catch them out and we'll support them
through whatever steps are needed.

Government-funded financial counselling is quite delineated ... we can speak much more broadly,
which is super exciting but can also be a little overwhelming ... for example, it may mean calling a
local community centre saying “I've got a client coming in, could you heat up a meal for her?”

e The critical role of the CWES CEO (and founder) in establishing and growing the Money Clinics.
Her absolute drive, influence and understanding is how it all came about and we're just sort of
making that come to life. Having her clarity around what we can be has been just invaluable because
it guides all of our practice.

e Having no restrictions on the length or duration of clients’ engagement (in terms of number of
sessions or length of engagement), as this helped clients feel more secure and allowed a more

client-centred approach.

Many of the women having already interacted with other parts of the DFV sector have had their
cases closed after 3 sessions — so when we say “we’re going to work together until everything’s
done, we’re not going anywhere”, you can literally see them just relax and even if they don’t have
lots of sessions, just knowing that they could is actually really valuable to hear.

Having no minimum or maximum number of sessions lends itself to a slightly different pace —we
don’t have to race clients through a barrage of detailed personal questions initially ... it's more
conversational and client-led, based on their needs, wants and goals, rather than us telling them
“this is what we have to do”.

We have a strong sense of growth already — now we have this 3-person team, we’ve gone from
delivering 359 sessions in all of 2023 ... now we've delivered 120 sessions in just 2 months ... that
growth can be exponential once we've got boots on the ground.

We don't swoop in and take control — it’s really about working side by side with someone, a sense
of team and sharing ... then you've literally supported someone through one of the worst times.

The focus group also identified a number of challenges encountered with implementing the Money Clinics
and how these challenges had been addressed as the Money Clinics evolved:
e Challenges with staffing and/or staff capacity affecting client wait times.
We've had some capacity issues, like most of 2023 we had only one counsellor and my waitlist

blew out to about 4 weeks but now we have 2 other counsellors and are re-routing the online
bookings to them for a little bit so we can share the load better.

e Challenges when employing part-time counsellors and having moved to employ fewer, more full-

time counsellors.

We had two counsellors working only a couple of days and it just wasn't enough ... having roles
that are full time or heavily part time has proved crucial to being able to deliver the work ... you
just can't do it in a two day a week role — it's just not regular enough to be able to see clients, you
can't do the casework, you can't respond soon enough.
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e Challenges with managing more urgent client needs.

We need a 2 weeks max wait if we’re going to position ourselves at the pointy end of crisis, leaving it
four weeks just isn’t on.

We do get some calls coming through the 1800 number and the call takers there will recognise if it's
urgent, they actually know if it's urgent or if the client is anxious or agitated ... we can then call back
to figure out just how urgent it is.

| keep a little bit of time tucked away in my calendar just in case someone's absolutely in crisis or |
get a call from a caseworker at a refuge and they’re “we need to talk, now-ish” ... so | can fit people
in within a few days if it's a real emergency.

Scalability of the Money Clinics

While additional funding secured during the Money Clinic evaluation period had facilitated employing more
counsellors and providing support to more clients, focus group participants also spoke about being keen to
expand the reach of the Money Clinics further.

All this is funding driven ... we wanted to prove that this works and that’s what the evaluation is going
to be great for and we think it’s scalable as well ... can we have more counsellors dotted around the
country and get the same reach and the same outcomes? ... we've got the numbers in the data to
show that it works and it’'s needed — the demand is there for sure! ... It’s just we could do more
work if we had more people and that all comes down to money.

Three key themes emerged as the factors considered critical to being able to successfully expand the Money
Clinics:

e Being able to clearly articulate the Money Clinic approach.

To help with scaling the Money Clinics and ensuring we have the right people in the right roles, we've
developed a two-day induction to familiarise new staff with our approach — this full immersion
of two days, about our philosophy, our language, the nature of economic abuse, and so on.

With every client, we're learning more about what works and what doesn't ... we’re building up
our networks, our own resources and everything. It just kind of gets smoother and smoother.

e Recruiting the right people for the Money Clinic financial counsellor roles.

Being trauma-informed and understanding what that looks like and how that can show up in our
appointments ... definitely having some empathy and being a good listener and good problem
solver, trying to think outside the box ... because our clients come from very different backgrounds
and with very different goals — it might be budgeting, debts, bad credit reports, or more immediate
needs like “I've got no food”.

It needs a bit of an entrepreneurial mindset, a bit of a startup mindset where you have to be willing
to kind of take what's in front of you and figure it out bit by bit. Also, it’s critical that someone is
genuinely kind and has a generosity of spirit, which you can’t really teach people, it has to be
there.

e Improving the client management process and systems.
We need a better client management database ... at the moment we've got a good old-fashioned
spreadsheet and she's doing all she needs to do, but there are inefficiencies around that ...
particularly with knowing clients that have engaged previously and are coming back — there's not a
nice way to search for anything.

We need a sort of common folder or place, it could be a database or something, where we all
could have access to our case notes ... with all the documents and their attachments uploaded in
one place because currently | go into my emails, copy paste that email into my case notes but then

case notes become like 10 pages long ... it's not the most efficient way when | have 10 different

conversations and saving all the 10 emails.
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Money Clinic client experience findings

As shown in Figure 10, POST-clinic and FOLLOWUP survey respondents provided very positive feedback
about the Money Clinics, especially in relation to how safe and respected they felt accessing the service,
with almost all survey respondents extremely likely to recommend the service. Although still very high, the
lowest ratings were provided in relation to the speed and variety of ways of accessing support through the

Money Clinics.

Figure 10: Money Clinic client ratings of the support they received (0O=lowest, 10=highest)
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As shown in Figure 11, FOLLOWUP survey respondents also reported finding the Money Clinics helpful,
especially with improving their willingness to seek financial advice and their understanding about their
financial options. However, it was least helpful in relation to improving their actual financial situation.

Figure 11: FOLLOWUP survey respondents’ perceptions of the extent to which the Money Clinic
helped with improving each of the following (N=37)
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Of the 113 Money Clinic clients completing a POST-clinic and/or FOLLOWUP survey, 79 (70%) provided
complimentary feedback about the Money Clinics. As shown in Figure 12, almost half of the POST-clinic and
FOLLOWUP survey respondents commented about how helpful they found the advice they received from
very knowledgeable staff. Around one third also expressed their gratitude for the support received, praised
the staff and commented about how supported, understood and validated they had felt.

Figure 12: Themes of complimentary comments provided by POST-clinic and FOLLOWUP survey
respondents (from 79 clients)
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The following quotes (taken from POST-clinic and FOLLOWUP survey respondents’ open-ended comments)
provide some examples of how clients valued their experiences with the Money Clinics (see Appendix G for
a full list of all comments provided):

[Money Clinic financial counsellor] has been amazing — she is passionate about her work and
has a professional manner. No question is silly and she explains things clearly without making me
feel stupid.

Just having someone to metaphorically hold my hand and walk me through the process of budgeting
and checking credit scores etc, has made me feel worthy and supported. The work the clinic does
educating and empowering women to take control of their money is worth its weight in gold
and is making a tremendous difference to my life. So thank you all so much. It is so great to have

women assisting as previously it was often men ... | look forward to the day when there are a lot
more women in economics and finance.

It’s important for me to know | can access it in the future and it’s not limited to just one or two
sessions. Someone who doesn't judge is wonderful. | felt more empowered, less helpless and
desperate. | got starting points and felt encouraged to educate myself more about money things. |

felt there is someone who understands my situation and it was good to see women have this role.

[Money Clinic financial counsellor] who is supporting me through my financial circumstances is a
testament to your organisation. She is 100% dedicated to her role and her clients, has great
interpersonal skills, is extremely understanding, easy to communicate with and makes you feel

extremely comfortable.

My finance advisor was empathic, thorough and extremely knowledgeable. She offered
continued support and | felt | could talk openly about my situation and concerns. Thank you so much.

[Money Clinic financial counsellor] has been the most supportive and helpful person I've interacted

with from all of the organisations I've encountered. Thank you so much! The financial advice you

have taught me will carry me through the rest of my life. Just thank you from the bottom of my
heart. She is outstanding!

| am feeling very hopeful that soon | will be capable to understand and manage the finances. [Money
Clinic financial counsellor] has helped me understand regarding budgeting techniques and that
was extremely useful. Thank you.
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By contrast, only 22 (19%) of the 113 Money Clinic clients completing a POST-clinic and/or FOLLOWUP

survey commented about any challenges they had experienced or suggested ways the Money Clinics could

be improved. As shown in Figure 13, the most common challenges experienced were clients heeding more

time, support or followup and/or suggestions that the Money Clinic should consider offering a broader range

of services. Suggested additions included lawyers, financial planners, peer support groups, a banking

cooperative and more in-depth hands-on support for clients with complex needs.

Figure 13: Themes of challenges and suggested improvements from POST-clinic and FOLLOWUP
survey respondents (from 22 clients)
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The following quotes (taken from POST-clinic and FOLLOWUP survey respondents’ open-ended comments)

illustrate some of these challenges and suggested improvements (see Appendix G for a full list of all
comments provided):

It’s a valuable service and approach. It's a good idea and [Money Clinic financial counsellor] was
very supportive ... but realistically | need more wraparound and 1:1. | am a migrant coerced into
moving here with no practical support, plus health issues and a lack of knowledge of what places are
like. The service will no doubt help many women but not those with more complex needs, who
arguably are the ones most in need — marginalised by geography and injuries caused by perpetrator
and lack of appropriate support.

The Money Clinic is an empowering service for people who have gone or going through financial
abuse but there needs to be a service to go onto the next step — something more hands on and
affordable needs to be made available.

Have someone who has a more in depth understanding of a broader range of financial
situations.

The only improvement would be around financial planning — having a financial advisor for the
future, like ideas around superannuation, saving or knowledge of what is a good amount of super to
have at a particular age and government incentives to increase superannuation (e.g. financial year
personal contributions to superannuation as the government matches some contributions). Also an
intake process of what you may need help with to maximise time for appointments.
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Money Clinic impact findings
Analyses of the survey and focus group data revealed that the Money Clinics had benefited their clients in
three main ways:
e Improving their financial capability, in terms of their knowledge, understanding, skills and confidence
in relation to managing their financial circumstances

e Improving their emotional wellbeing and/or financial self-efficacy

e Improving their actual financial circumstances.

Enhancements in Money Clinic clients’ financial capability
When asked the main way the Money Clinic had helped them, 71 (63%) of the 113 POST-clinic and

FOLLOWUP survey respondents spontaneously nominated at least one way in which their financial

capability had been enhanced.

As shown in Figure 14, the most common ways clients felt the Money Clinics had enhanced their financial
capability were in relation to:

e Improving their finance-related knowledge, understanding and/or skills (49 clients)
e Giving them practical steps and/or solutions in relation to their financial issues (28 clients)
e Learning about other helpful supports, services and/or resources (26 clients).

Figure 14: Ways Money Clinic clients perceived the Money Clinics had enhanced their financial
capability (from 113 POST-clinic and/or FOLLOWUP survey respondents)
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As shown in Figure 15, survey responses indicated that the Money Clinics made a substantial impact on
their clients’ financial capability, with statistically significant PRE-clinic to POST-clinic increases in clients’
self-ratings across six key indicators. The largest PRE-POST changes were in relation to Money Clinic
clients’ understanding about where to access financial advice and about their financial options and about

how well informed they felt about financial decisions they were facing.

The cross-sectional PRE-clinic to POST-clinic rating changes were all statistically significant at p<0.0001 on
independent t-tests, as were all of the PRE-POST changes for clients with matched data on paired t-tests
(see Appendix H for the detailed t-test results).
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Figure 15: Money Clinic client ratings of their financial capability (O=lowest, 10=highest)
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Figure 16 provides two case studies highlighting how the Money Clinics helped enhance clients’ financial

capability.

Figure 16: Money Clinic case study demonstrating enhancement in a client’s financial capability

Money Clinics Case Study: ‘Denise’s’ story

CLIENT SITUATION: During a 20-year marriage, Denise was subjected to ongoing physical and
economic abuse. This included not being allowed to work and not having access to any bank accounts,
despite their mortgage being held in joint names. When her abusive husband became aware that Denise
wanted to leave the relationship he stopped paying the mortgage without her knowledge, resulting in a
negative repayment history on her credit report. Years later, when Denise wanted to purchase her
own property, she was very limited with the lenders she could use due to this negative repayment
history and poor credit report. Consequently, she took out a high interest loan and was struggling to
pay for basic necessities on her single income.

MONEY CLINIC SUPPORT: A Money Clinic financial counsellor talked through Denise’s financial issues
and they completed a detailed budget together. This indicated a deficit position and identified the high
mortgage repayments as the major contributor to the hardship she was experiencing. The financial
counsellor contacted the previous mortgage lender (for the joint mortgage) and requested that they
remove the negative repayment history from Denise’s credit report due to the economic abuse she
experienced.

CLIENT OUTCOME: The bank agreed to remove the negative repayment history and, with an improved
credit report, Denise was able to refinance her mortgage at a lower interest rate. This provided an
immediate and ongoing benefit by lowering her mortgage repayments which has greatly improved her
financial wellbeing.
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Money Clinics Case Study: ‘Alice’s’ story

CLIENT SITUATION: Alice was referred to the Money Clinic by a specialist domestic violence service as
she was making plans to leave an abusive 30-year relationship. Economic abuse was present
throughout and Alice explained that she had very limited visibility over their joint finances. She was
working two jobs, one in her own business which added financial complexity and confusion
especially in relation to taxation.

MONEY CLINIC SUPPORT: The Money Clinic financial counsellor listened to Alice’s story and together they
worked through the many questions she had in relation to leaving safely. They discussed
safeguarding measure to take to protect joint assets, and crisis payments and ongoing income support
to which she would be entitled, They also stepped Alice through accessing her MyGov ATO account to
look at income tax returns and BAS statements.

CLIENT OUTCOME: Alice reported an increased understanding of her tax situation, allowing her to
successfully and confidently explain it to a government agency.

ALICE’S FEEDBACK: “We met twice online and you have been an enormous help to me. The person who is
assessing my DHJ application asked for more information regarding my PAYG job as it 'wasn't on my tax return’.
Because of your guidance and help | was able to promptly reply and direct her to where my PAYG job is on my
tax return. | wouldn't have been able to do that before. It has made me feel proud of myself and increased my
confidence. | am sure that you already know this but | would like to remind you, the work you do is life
changing and you make a difference.”

Note: These case studies were prepared with each client’s consent and these are not their real names.

The following quotes (taken from POST-clinic and FOLLOWUP survey respondents’ open-ended comments)
provide some additional examples of client-perceived improvements in their financial capability, as a result of
support received from the Money Clinics (see Appendix G for a full list of all comments provided):

| was not sure if [Money Clinic counsellor] could help me, but she was informative, knowledgeable
and gave me lots of positive information on how | can access the right places to find the right help
for my situation. She has sent me links to organisations that can help me, given me information on
what to ask for and the best ways for me to move forward.

It's helped me understand and feel confident financially — organising money, understanding
money, decreasing anxiety about money, reassurance ... | started sleeping at night!

| was completely overwhelmed with my finances, especially in regards to understanding Centrelink
benefits. [Money Clinic counsellor] has helped me work out where to start to get a handle on what
is going on. It has been an immense relief to know someone is there to show what | need to do.

| have learnt a lot and she has helped me greatly to understand my tax return, how to budget and
checks and balances | need to do to be financially healthy. | don't feel so far out of my depth now
and am looking forward to having her assistance again. Thank you!

| was given hope and received encouragement to take steps ... before the consultation | felt
frozen and overwhelmed. There is someone beside you to guide you, someone who can explain
things and will be there for you.
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Improvements in Money Clinic clients’ emotional wellbeing and financial self-
efficacy
When asked the main way the Money Clinics had helped them, 52 (46%) of the 113 POST-clinic and

FOLLOWUP survey respondents spontaneously nominated at least one way in which their emotional

wellbeing and/or financial self-efficacy had been enhanced.

As shown in Figure 17, the most common ways clients felt the Money Clinics had enhanced their emotional
wellbeing and/or financial self-efficacy were in relation to:
e Feeling empowered, more confident and/or encouraged to take action in relation to better managing
their finances (31 clients)

e Feeling less stressed and/or more hopeful or optimistic about their financial future (24 clients)

¢ Feeling supported by having someone willing and able to advocate with creditors and financial
institutions on their behalf (17 clients).

Figure 17: Ways Money Clinic clients perceived the Money Clinics had enhanced their emotional
wellbeing and/or financial self-efficacy (from 113 POST-clinic and/or FOLLOWUP survey
respondents)
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As shown in Figure 18, cross-sectional survey responses indicated a slight reduction in Money Clinic clients’
perceived financial stress levels across the three survey time points but this difference was not statistically
significant on a single factor ANOVA (F=1.684, p=0.187).

Figure 18: Cross-sectional Money Clinic clients’ perceived financial stress (O=lowest, 10=highest)
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Figure 19 shows the mean financial stress ratings at each survey time point for Money Clinic clients with
matched data, indicating mean reductions in their perceived financial stress of 0.5 points PRE-POST, 0.3
points PRE-FOLLOWUP and 0.7 points POST-FOLLOWUP. The PRE-POST reduction in perceived financial
stress was statistically significant on a paired t-test (t=1.902, P<0.05) (see Appendix | for the detailed
statistical test results).

Figure 19: Changes in Money Clinic clients’ perceived financial stress levels (O=lowest, 10=highest)
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Figure 20 provides two case studies highlighting how support from the Money Clinics helped reduce a
client’s financial stress and helped improve another client’s financial confidence.

Figure 20: Money Clinic case study demonstrating a reduction in a client’s financial stress

Money Clinics Case Study: ‘Sarah’s’ story

CLIENT SITUATION: Sarah left an abusive partner over five years ago. She is working towards financial
stability for her and her children after she was forced to spend hundreds of thousands of dollars in
the Family Court. She has been prioritising paying the mortgage to ensure they have secure housing
but has had to reduce her expenses to the bare minimum to do so. A compounding issue was that she
was not receiving the child support her children should be entitled to because it would pose a safety risk.

MONEY CLINIC SUPPORT: Sarah and the Money Clinic Financial Counsellor completed a money plan
together. The process highlighted that Sarah had independently taken many proactive and financially
savvy steps to ensure she could manage her finances without needing to take out additional loans.

CLIENT OUTCOME: Sarah reported feeling supported and empowered by the process of completing the
money plan.

SARAH’S FEEDBACK: “Thank you so much for your help. You've actually made me feel like, despite the lack of
money we have, that the decisions I've made have been ok and that | should back myself more.
So thanks, as that is just such a huge help in giving me the confidence to keep on giving all this a go and not
just give up and sell the house to make life easier.”
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Money Clinics Case Study: ‘Emily’s’ story

CLIENT SITUATION: Emily fled the family home with her children due to the presence of family and
domestic violence which include financial abuse. Although she had closed the utility accounts which
were in her name, she was unable to pay the balance due and had been pursued by debt collectors
resulting in a high level of financial stress.

MONEY CLINIC SUPPORT: A Money Clinic financial counsellor advocated with the utility companies on
Emily’s behalf. They also liaised with a telco with whom Emily had an outstanding bill.

CLIENT OUTCOME: The utility companies agreed to a full waiver and the telco also agreed to waive
the balance in full as a gesture of goodwill to Emily and her children.

EMmILY’S FEEDBACK: “Thank you soo soo much for the way and manner in which you advocated for me.
You moved with speed and replied promptly. In my situation, this was an empowering experience.
Even ifthey didn’t waive the bills, you took that burden off of me. It's amazing how the companies respond
favourably and more quickly with your expertise than my own efforts. | highly recommend your service,
it has blessed my family financially.”

Note: These case studies were prepared with each client’s consent and these are not their real names.

The following quotes (taken from POST-clinic and FOLLOWUP survey respondents’ open-ended comments)

provide some additional examples of client-perceived improvements in their emotional wellbeing and/or

financial self-efficacy, as a result of support received from the Money Clinics (see Appendix G for a full list of

all comments provided):

[Money Clinic counsellor] helped me feel informed, calmer and reassured me about my financial
situation. | felt she was very competent and | could trust her to give me good advice.

It’s given me the gift of feeling truly supported long term. The journey is up and down constantly
so to have someone on my team to face the financial decisions with and receive expert advice is
great. Helped me face the biggest worry and come up with a practical plan and support to address it.

| was very confused about what direction | should go in, talking to [Money Clinic counsellor], she
gave me clear information about my options and she made me feel confident to move forward. |
felt very reassured.

It's given me clarity and confidence about some things | was unsure of. Empowered me to make
some financial decisions and given me confidence that if | have any more questions that | have
someone that can help me. | felt supported and it has taken some weight off my shoulders and

made me feel less anxious.

| am very surprised these clinics exist and wish | could have known about it before, as it has caused
me such angst trying to make ends meet. Having the support of [Money Clinic counsellor] along side
of me helps me emotionally, psychologically and financially. | cannot express my gratitude.
During the focus group, Money Clinic financial counsellors also mentioned some similar client benefits.

I've had clients mentioning that after speaking to me, they said: “Oh | was gonna go to my GP and
get some stress leave but | don't need to do that now”.
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Improvements in Money Clinic clients’ financial circumstances
When asked the main way the Money Clinics had helped them, 18 (16%) of the 113 POST-clinic and

FOLLOWUP survey respondents spontaneously nominated at least one way in which their actual

financial circumstances had been enhanced.

As shown in Figure 21, the most common ways clients felt the Money Clinics had enhanced their financial
circumstances were in relation to:

e Securing debt or bill waivers (7 clients)
e Accessing utility bill relief grants available in Victoria (5 clients)
e Accessing other forms of financial assistance or entitlements (4 clients).

Figure 21: Ways Money Clinic clients perceived the Money Clinics had enhanced their financial
circumstances (from 113 POST-clinic and/or FOLLOWUP survey respondents)
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As shown in Figure 22, Money Clinic clients’ actual financial situations were rated quite lowly at both survey
time points but showed statistically significant improvement between the PRE-clinic and POST-clinic surveys
(independent t=5.804, p<0.0001; paired t=4.75, p<0.0001).

Figure 22: Money Clinic client ratings of their financial situation (O=lowest, 10=highest)
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These relatively modest improvements in client ratings of their actual financial circumstances were reinforced
by the Money Clinic financial counsellors’ feedback during the focus group, where they described debt
waivers as a particular professional highlight but acknowledged that these were only achieved for a minority
of Money Clinic clients.

We're all financial counsellors at heart, so we love a debt waiver ... last year, we had $365,000 worth
of debt waivers, but that went to only about 30 of our 360 clients — so it's quite a small percentage.

My favourite outcome is getting debt waivers and when we do achieve that, that's obviously a
massive weight of the client's shoulders and it's quite satisfying for us ... and it's very quantifiable — if
you've got a debt waiver for $5,000 or $10,000, you can definitely say that they have benefited.
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While the Money Clinics don’t provide direct financial relief for their clients, during their focus group, the
counsellors mentioned how they do regularly link their clients to charities and other services that can provide
material assistance.

Financially is probably one of the most significant types of improvement clients achieve
because that's probably where they have suffered the most ... they come to us for advocacy but |
also refer them to other services where they can get food vouchers, food parcels, cash handouts and
things like that.

Figure 23 provides two case studies highlighting how the Money Clinics have been able to make a real

impact on improving some of their clients’ financial circumstances.

Figure 23: Money Clinic case studies demonstrating improvements in clients’ financial situation

Money Clinics Case Study: ‘Maria’s’ story

CLIENT SITUATION: Maria had to leave her home urgently following an escalation of domestic and family
violence. In the four weeks it took to secure a suitable and affordable rental property for her and her two
children, Maria had incurred costs of over $15,000 on her credit card. Feeling overwhelmed, she
contacted the Money Clinic.

MONEY CLINIC SUPPORT: A Money Clinic financial counsellor listened to Maria’s story and together
they discussed her options and priorities. Due to an immediate financial safety issue, information
was shared about: 1) how to safeguard funds in a joint bank account; 2) how to change her car
insurance; and 3) the possibility of accessing the No Interest Loan Scheme in the future. Maria
prioritised the credit card debt as the issue causing her most distress. After working through her financial
position with the Money Clinic financial counsellor, they determined she did not have the capacity to
repay the debt without putting herself into further hardship. Even with her employment income, she was
struggling to manage all expenses and support her children on her own. The Money Clinic financial
counsellor advocated for Maria with the bank, requesting a full debt waiver of the credit card
balance on compassionate grounds, highlighting the significant financial abuse she had experienced
due to DFV.

CLIENT OUTCOME: The debt waiver was approved in full which was a huge relief for Maria. She shared
that removing the debt burden would allow her and her children “to make a fresh start for a much better
and more fulfilling future”.

MARIA’S FEEDBACK: “Thank you so much for investing so much time, effort and energy into my case and
achieving this phenomenal result. A fresh start, my girl's and | under our current circumstances had never
imagined, but your help and perseverance have made it all possible. Thank you, thank you, thank you.

Looking forward to the future.”
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Money Clinics Case Study: ‘Felicity’s’ story

CLIENT SITUATION: Felicity was struggling under extreme financial hardship after being forced by a
violent ex-partner to put the tenancy agreement and all utility bills in her name. She found herself unable
to pay these expenses on her single Centrelink income when her ex-partner left the property due to an
Aggravated Domestic Violence Order against him. The rent arrears had been covered by a Red Cross
FDV Financial Assistance payment and she contacted the Money Clinics mostly concerned about a
utility debt and overdue telco bills. Felicity was missing meals in order to buy groceries for her
daughter’s school lunch.

MONEY CLINIC SUPPORT: A Money Clinic financial counsellor was able to negotiate a more favourable
fortnightly repayment plan with the utility company. In addition, conversations with the telco lead to
the cancellation of a contract without penalty, allowing her to keep a device without paying the final
amount owing. They also waived the ongoing monthly charge.

CLIENT OUTCOME: The work of the Money Clinic with these two service providers freed up hundreds of
dollars per month in Felicity’s budget.

Note: These case studies were prepared with each client’s consent and these are not their real names.

The following quotes (taken from POST-clinic and FOLLOWUP survey respondents’ open-ended comments)
provide some additional examples of client-perceived improvements in their financial circumstances, as a
result of support received from the Money Clinics (see Appendix G for a full list of all comments provided):

I am overwhelmed with appreciation of such an organisation to assist me in such a difficult stage that
others cannot address. I'm so pleased and shared my news with my children today that we're able
to receive assistance with our electricity, gas and water now.

Money Clinic has helped me to discuss with my bank about my home loan.

Utility Relief Grant — | didn't understand how extensively the grant provides assistance, also didn't
know how to apply for it.

[Money Clinic financial counsellor] helped me get my phone bill wiped under domestic violence she
help me heaps get the fees waived.

[Money Clinic financial counsellor] helped with resolving an unexpected debt made by my ex-
partner in my name.

Knowing where to access a loan interest free to ease financial stress. Also becoming aware, after
completing the budget, of why | am in financial stress based on the actual reality of where | am at
financially.
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Discussion

The findings presented throughout this report provide clear evidence that the Money Clinics are successfully
reaching and meeting the previously unmet needs of a culturally diverse client group. Between late January
2023 and the end of March 2024, a total of 567 Money Clinic sessions were delivered to 350 unique

Money Clinic clients. These clients were mostly living in Sydney or Melbourne but hailing from 37 different

countries (including Australia) and with 4% identifying as Indigenous.

The Money Clinics supported clients across a wide range of presenting issues but the most frequently
raised issues were:

e Budgeting, financial skills or managing money (37% of all Money Clinic clients)
e Poverty or managing on a low income (25% of all Money Clinic clients)
e Debts (20% of all Money Clinic clients)

e Housing, tenancy issues or homelessness (19% of all Money Clinic clients).

Money Clinic sessions were mostly delivered via telephone or video call and despite many clients requiring

support with multiple issues, two-thirds were successfully supported within a single 1-hour session.

The Money Clinics were very well received by clients, who provided very positive feedback about their
experiences, especially in relation to how safe and respected they felt accessing the service, with almost all
respondents extremely likely to recommend the service. Some clients particularly appreciated the Money

Clinic financial counsellors being female and the option of being able to access the service anonymously.

Survey analyses indicated statistically significant PRE-clinic to POST-clinic increases in clients’ self-
ratings across six key financial capability indicators, especially in relation to improved understanding
about where to access financial advice, improved understanding about their financial options and feeling well

informed about financial decisions they were facing.

There was also some evidence of reductions in Money Clinic clients’ perceived financial stress levels
and almost half of POST-clinic and FOLLOWUP survey respondents spontaneously nominated at least one
way in which their emotional wellbeing and/or financial self-efficacy had been enhanced, especially in
relation to feeling empowered, more confident and/or encouraged to take action in relation to better
managing their finances, feeling less stressed and/or more hopeful or optimistic about their financial future
and feeling supported by having someone willing and able to advocate with creditors and financial

institutions on their behalf.

Although rated quite lowly at both time points, survey analyses also indicated statistically significant PRE-
clinic to POST-clinic improvement in clients’ self-rated financial circumstances, with one-sixth of
POST-clinic and FOLLOWUP survey respondents spontaneously nominating at least one way in which their
financial circumstances had been enhanced, most frequently in relation to securing debt or bill waivers,
accessing utility bill relief grants available in Victoria and accessing other forms of financial assistance or

entitlements.
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Although not specifically measured in this evaluation, the Money Clinic impacts demonstrated in this report
are also considered likely to facilitate ripple effects in areas such as:

¢ Clients’ ability to meaningfully contribute to social and economic systems
¢ Reducing clients’ health service utilisation
e Enhancing community wellbeing

e The psychosocial wellbeing of clients’ children and broader families.
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Recommendations

Based on the findings presented in this report, we offer the following recommendations for optimising the

potential impact of the Money Clinics in the future.

e Continue the Money Clinic implementation model that has evolved throughout this pilot
period — The predominantly virtual, single session approach (with the option of additional sessions
as needed) appears to be working well and enables the Money Clinics to successfully support a
larger number of clients within their finite resources. The virtual delivery method also lends itself to
enhancing the service’s accessibility for those living in regional, rural and remote areas.

e Expand the reach of the Money Clinics — Having demonstrated their value and impact, the CWES
should work towards securing the required resourcing (in terms of money and staffing) to allow the
Money Clinics to extend their reach beyond NSW and Victoria and become a truly national service.
This would include expanding the Money Clinics’ reach to other states and territories, as well as to
regional and rural areas across the whole country. It is important that the resourcing allows clients to
continue to access the required amount of Money Clinic support in a timely fashion.

e Establish a more integrated, fit-for-purpose client management and monitoring system — This
should include the ability to capture session notes and attachments, as well as client demographics
and outcome monitoring. This would allow more efficient client management (including the ability to
search session notes) and more real-time monitoring of client numbers, characteristics and
outcomes. This will become more critical as the Money Clinic expands its operations over time.

o Develop stronger referral networks with professionals and services better placed to support
clients with more complex and ongoing needs — This would help the Money Clinics to offer this
small minority of the most vulnerable clients a more seamless transition into supports more suited to
their needs. Some suggested supports included lawyers, financial planners, peer support groups
and banking cooperatives.
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Appendices

Appendix A: Client management spreadsheet fields
The below tables show the nature information captured about Money Clinic clients and sessions, including the available response options where relevant.

cl.ll_nique Stat_e or M_etrol_ Age Abo_riginal or Tor_re:s Country of Birth | Preferred | How did you hear e.lb.out CWES/Money | Name of_refc_erring Status Date of
ientID | Territory | Regionality Strait Islander origin (mandatory) Language Clinic organisation closure

ACT Capital city | Under 25 Yes Australia English Referred by case worker Camcare Closed

NSW Regional city 25-34 No India Hindi Referred by DV service FVREE Active

NT Regional town | 35-44 Unknown Vietnam English Referred by bank/ financial institution NAB

QLD Rural 45-54 New Zealand Samoan Recommended by another organisation Salvos

SA Remote 55-64 Money Clinics morning tea

TAS 65+ Financial Safety website

VIC CWES website

WA Other: please specify Friend

SESSION DETAILS |

Dateof | Mode of session Mo_ney C_Ilmc Session Lengt_h of - : All issues Referrals & Th|rd-p_arty_ FC
appointment delive financial number | session Key presenting issue (list all from presenting issue drop down recommendations authorisation
PP v counsellor | in2024 | (minutes) options) made required
F2F (outreach at Faiza 1 60 Budgeting/ ﬁnanmal skills/ Debts created in client's name Charity Yes
DVS) managing money Business development
F2F (Community Sally 2 30 Property sett_lement/ Housing/ tenancy/ homelessness  Telcos NILS No
space) separation
F2F (co-located) | Vicki 3 o | Poverty T}i’;ﬂ”g OnloW | binos  Materialaid  Emotional wellbeing DFV service No
Video/Teams call Amy 4 45 Debts Centrelink  Tax  Unemployment Community organisation No
Phone Margie 5 120 Utilities & household bills | Banking  Superannuation  Credit report Other Yes
Other Elizabeth 6 Financial safety planning | Child supportissues  Legal support/ fees Legal service No
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Appendix B: Client survey questions

When each question was asked

Money Clinic Client Survey Questions
PRE-clinic | POST-clinic [FOLLOWUP

To help with linking your responses across surveys, please indicate your first and last initials, the numeric day of your birth

Linking Question and the last two numbers of your year of birth.  (e.g.: Jane Doe born on 26/6/1975 would be JD2675) - L0 X X X
— I'm ABOUT TO ATTEND MY FIRST Money Clinics session
Which of the following best — 1 JUST ATTENDED MY FIRST Money Clinics session
Survey phase . o , X X X
describes you? — Its BEEN A COUPLE OF MONTHS SINCE | LAST ATTENDED
the Money Clinics
How did you access the Money Clinic? Online (videocall) / Inperson [/ By telephone (multiple responses X X
allowed)
How many times did you spe.all< wih Justonce / 2-3times / 4-5times / 6 ormore times X
someone from the Money Clinic?
What was the name of the Money Amy / Elizabeth / Faiza / Margie / Saly / Vicki /
o . 2 X X
Clinic person you spoke with? Other - please specify:
Did you sign a third-party authority for the Money Clinic Yes /| No |/ Don'tknow X X

to act on your behalf (for financial counselling)?

Did you receive referrals to any of the following other support services?

— DFV support No Interest Loan Scheme
Client Experience services (NILS) Yes / No (answered for each service) X X

— Legal services — Other —please specify:

How would you rate the following aspects of the support you received?
— How quickly you could access the support you needed
— The amount of support you received
— The variety of ways you could access the Money Clinic 0=Terrible, 5= OK/ It varied, 10= Excellent
— How respectfully you Wer.e treated by. the CWES team (rated for each statement)
— How safe you felt accessing the service

— How well the service met your finance-related support
needs
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Money Clinic Client Survey Questions

When each question was asked

PRE-clinic

POST-clinic

FOLLOWUP

Based on your experiences, how likely are you to recommend the Money
Clinic to others in a similar situation?

0=Definitely not, 5= Maybe, 10= Definitely

X

X

Can you suggest any ways the Money Clinic could be improved?

Open-ended (free text)

X

X

Client Outcomes

Thinking about how you feel right now, how would you rate the following?

Your understanding about where you can access financial
advice and support

Your willingness to seek financial advice and support
Your understanding about your financial options
Your confidence about managing your finances

How well informed you feel about financial decisions you're
facing

Your financial situation

0=Terrible, 5= OK but could be better,

10= Excellent X

(rated for each statement)

Thinking about the last few months, to what extent did the support you received
from the Money Clinic help with improving the following?

Your understanding about where you can access financial
advice and support

Your willingness to seek financial advice and support
Your understanding about your financial options
Your confidence about managing your finances

How well informed you feel about financial decisions you’re
facing

(IF received financial counselling) Your plans to reduce your
debts

Your financial situation

0=Not at all, 5= Somewhat, 10= Very
much

(rated for each statement)

Have you sought financial advice or support from any other agencies since
engaging with the Money Clinic? If so, please can you tell us which agencies.

Open-ended (free text)

How would you describe your current level of stress about your
financial situation?

0=Extremely low, 5= Moderate, 10= Extremely high X
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. . When each question was asked
Money Clinic Client Survey Questions — —
PRE-clinic | POST-clinic |FOLLOWUP
Thmklngloverall, how useful havg you found the advice and support 0=Not at all, 5= Somewhat, 10= Extremely X X
you received from the Money Clinic?
(IF rate 5 or above at the previous question) Can you please tell us a little i
about the main way the Money Clinic has helped you? Open-anded (frae text) X X
In which state do you live? ACT | NSW [ NT / Queensland / South.Australla | Tasmania X X X
| Victoria /| Western Australia
Which bestfjescrlbes the area Capitalcity / Regionalcity / Regionaltown / Rural / Remote X X X
where you live?
Which age group do you fitinto? Lessthan25years [/ 25-34 | 3544 | 45-54 | 55-64 | 65+years X X X
| Prefer not to answer
Which gender do you identify with? Female / Non-binary?/Other / Prefer not to answer
Client Where were you born? Australia /  Other - please specify: | Prefer not to answer
Characteristics | p,
you speak any languages other _ o
than English at home? No / Yes-please specify: | Prefer not to answer X X X
(IFb orn in Australia) Do you identify Yes, Aboriginal /  Yes, Torres Strait Islander /  Yes,both / No, neither /
as Aboriginal or Torres Strait X X X
Prefer not to answer
Islander?
Referred by case worker /  Referred by a bank or financial institution  /
How did you hear about Recommended by another organisation /  Attended a Money Clinics Morning Tea  / X X X
Money Clinics? Financial Safety website / CWES website /  Other — please specify:
. Is there anything else you'd like to i
Closing say about the Money Clinic? Open-ended (free text) X X X
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Appendix C: Demographic characteristics of survey respondents and Money Clinic clients

State of residence

Money Clinic clients (N=350) 124 13 o 1043
Unique survey respondents (n=220) 77 7 5. 8 28
PRE-cinic surveys (n=152) | 63 44 728
PosT-cinic surveys (n=101) | N 30 3134
FOLLOWUP surveys (n=37) 14 2 010
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
mVIC NSW WA QLD TAS ACT ESA

Area of residence

Money Clinic clients (N=350) 74 20 1
Unigue survey respondents (n=220) 53 33 4
PRE-clinic surveys (n=181) a1 29 3
POST-clinic surveys (n=101) 24 16 2
FOLLOWUP surveys (n=37) 1 7 1
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
m Capital city Regional city Regional town Rural/remote
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212

FOLLOWUP surveys (1=37) 1

0% 10%
Money Clinic clients (N=350) E 71
Unique survey respondents (n=217) 36
PRE-clinic surveys (n=178) 32
POST-clinic surveys (n=101) 16
FOLLOWUP surveys (n=37) 4
0% 10%

m<25

20% 30% 40% 50%
®Female Non-binary/Other
Age group
136
81
68
33
14
20% 30% 40% 50%
25-34 35-44 45-54 55-64

60% 70%
93

64

50
30
13
60% 70%
65+

80% 90% 100%
27 13
21 10
17 9
12 7
5 1
80% 90% 100%
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Region of birth

Urique survey respondents (v=154) B o 266
FOLLOWUP surveys (n=39 & o1 1

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Australia Asia Europe Middle East USA/Canada UK Other

NOTE: The “Other” regions of birth were: Money Clinic clients — New Zealand (n=6), Africa (n=6), South America (n=4) and Papua New Guinea (n=1); Unique survey respondents — New Zealand (n=5), Africa (n=3),
South America (n=1) and Papua New Guinea (n=1); PRE-clinic surveys — New Zealand (n=5), Africa (n=3) and South America (n=1); POST-clinic surveys — New Zealand (n=4) and Africa (n=3); FOLLOWUP surveys —

Africa (n=1).
Aboriginality
Money Clinic clients (N=117) 112
Unique survey respondents (n=133) 128
PRE-clinic surveys (n=109) 105
POST-clinic surveys (n=63) 61
FOLLOWUP surveys (n=23) 23
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
® Aboriginal Non-Aboriginal
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Appendix D: Money Clinic financial counsellor focus group questions

Preamble: Thank you for your time today. The purpose of this focus group is to get an understanding of your experiences with implementing the Money Clinics and

your perceptions about their value and impact for your clients.

Before we start, do you have any questions?

Are you happy for me to audio-record our conversation? This interview is confidential and any quotes included in our evaluation report will be anonymous.
Yes/No to audio-recording

1.

2.

8.

9.

Firstly, it would be helpful if you could each explain a little about your roles in the Money Clinics and how long you’ve been involved.

Could you also give a description of the ways you typically engage with clients ... For example, is it usually face-to-face or online? ... How many times do you
usually see clients? ... How long are clients usually engaged with the Money Clinics?

Have the Money Clinics reached the number and diversity of clients you were hoping?

And how have you found working in the Money Clinics ... what has worked well and what could have gone better?
What factors have helped facilitate implementing the Money Clinics?

What factors acted as barriers to implementing the Money Clinics?

Do you have any suggestions about ways the Money Clinics could be improved?

Do you think clients benefited from attending just the Money Clinics? ... In what ways?

Can you give some examples of successful client outcome from attending the service?

10. Which aspects of how you deliver the Money Clinics do you think contribute most towards achieving these client outcomes?

11. Anything else you’d like to say about the Money Clinics?
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Appendix E: Money Clinics case study template

Please use this template to provide some case studies highlighting the diverse ways in which the Money Clinics have helped clients ... from our interim
survey analyses, respondents frequently mentioned feeling calmer, better informed, well supported and appreciating the practical advice that was helping them to
take more control of their finances. The interim survey data also showed significant improvements on all of the following outcome domains:

e Willingness to seek financial advice and support

Understanding about where to access financial advice and support
Feeling well informed in making financial decisions

Confidence about managing their finances

Understanding about their financial options

Their financial situation.

It would be great to get case studies showcasing this diversity of outcomes — probably often with multiple outcomes for a single client. It would also be good to have

a mix of clients seen only once or twice, those seen a few times and those seen many times.

We encourage you to share and discuss your draft case studies with the associated clients to ensure they provide a shared reflection that they are
comfortable being shared with us as the evaluators.

Describe the client’s situation / key needs:

(ENSURING NO IDENTIFIABLE INFORMATION INCLUDED)

Describe the support you provided to the

client:

Describe how this helped the client / what

changed for them:

Do you have any quotable feedback from
the client (e.g.: from emails received or during the
drafting process):

(ENSURING NO IDENTIFIABLE INFORMATION INCLUDED)
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Any other comments?:

Appendix F: Organisational referral sources of clients attending Money Clinics

Referral Sector

Total N Referrals

Referring Agencies

FVFREE (x20), Orange Door (x7), Kara Family Violence Service (x6), Olive’s Place (x4), Women’s Liberation
Halfway House (x4), 1800 Respect (x2), Cumberland Women's Domestic Violence Court Advocacy Service (x2), DV

DFV sector 54 West (x1), DVNSW (x1), Family Violence Services (x1), Family Advocacy & Support Service (x1), Focus Connect
(x1), Family Violence Counselling & Support Service (x1), Mission Australia (x1), Moving On Moving Out (x1),
Women & Girls’ Emergency Centre (x1)
Relationships Australia (x5), Banksia Academy (x3), lllawarra Women'’s Health Centre (x3), Interrelate (x2),
Anglicare (x2), Camcare (x2), Berry Street (x1), Breakaway Carer Service (x1), Catholic Care (x1), Council for Single

. Mothers & Children (x1), Crossway Life Care (x1), Family Services Australia (x1), Focus Connect (x1), Good
Community sector 36 ) ) .
Shepherd (x1), Hunter Women'’s Service (x1), Jewish Care (x1), Momentum Collective (x1), South Eastern
Community Connect (x1), Sydney Women’s Counselling Service (x1), The Deli (x1), Uniting (x1), Way Forward (x1),
Women lllawarra (x1), Women’s & Children’s Service (x1)
) South-East Water (x4), Centrelink (x2), Department of Communities & Justice (x1), NSW Police (x1), South

Public sector 10 ) _

Australian Government DV Service (x1), Sara Program (x1)
Financial sector 6 Just Fund (x2), Financial Independence Hub (x1), NAB (x1), NILS provider (x1)
Legal sector 5 Fitzroy Legal Service (x3), Downing Centre Local Court (x1), Legal Aid (x1)
Health sector 3 Aboriginal Health Service (x1), Counsellor (x1), Psychologist (x1)
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Appendix G: Survey respondents’ answers to open-ended survey questions

Responses to: “Can you please tell us a little about the main way the Money Clinic has helped you?”

44

[Money Clinic financial counsellor] assisted me with excessive debts that | have accumulated over time due to financial hardship. Above all, | felt heard and
listened to, that made all the difference. Thank you.

[Money Clinic financial counsellor] was exceptional.

[Money Clinic financial counsellor] was extremely professional and supported me by providing resources relevant to my complicated situation. She was trauma
informed and | left feeling relieved from some financial stresses | am experiencing as a result of ongoing family violence.

[Money Clinic financial counsellor] was great!! She gave me several recommendations of ways/services that can help in my current financial situation. She was
very patient, and | also appreciate that she is available to assist me if | find myself unable to get the help | need by myself.

Able to be listened to and understood. | felt | had someone for advocating me. Helping me as much as they could.
About where to get my credit report.

Active listening and acknowledging my financial strains due to family violence.

Advice on job seeking, advice on how to access energy grants, speaking to the phone company about bills.
Advice relevant to my situation.

Advised me how to get food charity and will try to help me with legal advice about my visa.

Advised on ways to budget. Advised on grant relief that is available.

Advocacy in regards to debts.

An overall examination of my financial position including safety planning around my money, covering all bases to see if | have any debts unbeknownst to me,
and future planning regarding budgets now that | have to manage all my finances solely. Safety regarding finances and banking. Advocacy with the bank.
Budgets for current situation post separation and future. ldentifying financial safety with banks, debt, tax and utilities. Advocacy with a big bank and financial
resources of information.

At this stage they haven't, they did their first appointment with me and told me they would talk to the bank. This is as far as | have got with them as | have only
just sighted the documents.

Being able to talk openly about my situation without judgement and finding out I'm not alone.
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Building up confidence in the financial budgeting aspect. It has given me confidence that | can still learn to manage my life financially. Firstly the genuineness
and warmth [Money Clinic financial counsellor] had for me is truly worth appreciating. She was very kind and she gave me hope to look for a better future.
Though it was the first session, [Money Clinic financial counsellor] was so ready to provide financial knowledge that | should have known. She cleared my doubts
and also made me feel like | was not alone in this journey, and she is there to guide me to gain financial confidence. The best part is she never at any instance
made me feel that | should have known it all, her level of non-judgmental attitude and accepting nature were just so good. | personally thank [Money Clinic
financial counsellor] that just one session with her made me so hopeful and made me feel confident and safe. Thank you so much .

Confidence that the advice | received is professional.

Confidence, advice, how to budget.

Confirming what my next step is.

Contacting the bank representatives on my behalf to discuss my home loan concerns.

Didn't really help me at all.

Discuss options.

URG - didn't understand how extensively the grant provides assistance, also didn't know how to apply for it.
Experienced domestic violence, [Money Clinic financial counsellor] has helped to relieve the stress that my financial situation has caused.
Explained my options.

Financial discussion.

Gave information on services | can contact relevant to my situation.

Given hope, received encouragement to take steps. Before the consultation | felt frozen and overwhelmed, there is someone beside you to guide you, someone
who can explain things and will be there for you. I think it is important for me to know that | can access it in the future and it is not limited to just one or two
sessions. Someone who doesn't judge speaks to you which is wonderful. | felt more empowered. | felt less helpless and desperate. | got starting points. | also
felt | wasn't pressured into things or will be judged if | would not be able to complete my money "homework", | felt encouraged to educate myself more about
money things. | felt there is someone who understands my situation and it was good to see women have this role.

Given me clarity and confidence about some things | was unsure of. Empowered me to make some financial decisions and given me confidence that if | have
any more questions that | have someone that can help me. | felt supported and it has taken some weight off my shoulders and made me feel less anxious after
my appointment.
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Given me the gift of feeling truly supported long term. The journey is up and down constantly so to have someone in my team to face the financial decisions with
and receive expert advice is a great gift. Mainly helped me face the biggest worry and come up with a practical plan to support and address it. Confidence and
framework to take responsibility for my finances from a reality based, expansive approach.

Help to answer some questions in relation to home loans.
Help with organising and setting up good money management.

Helped me contain the information | had surrounding my financial situation and [Money Clinic financial counsellor] helped me with a very good budget that |
intend to continue using.

Helped me get my phone bill wiped under domestic violence, [Money Clinic financial counsellor] helped me heaps to get the fees waived.
Helped to set clear steps for help and support in the identified biggest concerns. Someone to talk to that understands and WANTS to help.

Helped with taking control little by little of the smaller financial issues. The big one not at all. | need someone practically helping me in half day sessions to crack
this nut that | have tried many times to crack and where lack of practical help has always undone me. The expectations underlying the service are well meaning
but not informed by life at the coal face. Just being able to describe in detail all the different aspects of what needs addressing and not be shamed/turned
away/ignored is validating in and of itself. Having someone break it down into more manageable steps is very helpful when dealing with PTSD from being asset
stripped.

Helping me to understand where my finances are at - as | have limited transparency with my accounts currently. | felt heard and validated and was made aware
of different options on how to access information that had been withheld in the past. | felt like | was supported in a way that | haven't felt for a very long time. |
am so appreciative of your service and of [Money Clinic financial counsellor], whom | spoke with yesterday.

Helping me understand my expenses.

Helping with support documentation in relation to court and being in financial hardship and being able to show court and myself exactly how little money | am
able to afford and what | can't afford and what my priorities are. Just being able to understand and even give me some insight into how to go about a few
different things that | am currently trying to resolve. Also being able to confirm and support a lot of my claims.

Housing/homelessness help dealing with housing people.

| am completely overwhelmed with my finances - especially in regards to understanding Centrelink benefits. [Money Clinic financial counsellor] has helped me to
work out where to start to get a handle on what is going on. It has been an immense relief to know that someone is there to show me what | need to do.

| am unsure if they can help. Good advice.

| completed this survey for a client that | am working with in family support. [Money Clinic financial counsellor] was very knowledgeable and really placed my
client at ease. Her information was easy to understand, and the session was very tailored to her needs. This is a fantastic service!!
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| felt heard and validated. | have a good idea how to check my credit score, work out my daily living expenses, and check my financial safety. Helped me find out
how to get a credit rating. I'm hoping they will help me understand my situation more now that | may be going to court for a property settlement.

| received valuable information regarding where | can find important information. Also, numbers and links to support services.

| was able to access without disclosing my identity which was critical in then being able to access not only financial information but other support services, | was
made aware of other ways | could access financial assistance without escalating risk to my situation that | didn't find elsewhere.

| was not aware that if | get some money in settlement that | can always come to Money clinic as | was not aware that this kind of services exist. It's wonderful
that this kind of support is also provided.

In a previous meeting [Money Clinic financial counsellor] took me through my tax return to help me understand it and to show me how to work out how much
money | earn and how much tax | pay. This information then helped me to forecast how much the next tax bill will be. | also have a new ability to understand my
tax return when talking with DHJ, they were confused by me having two jobs and wanted a tax return for my second job. | was able to show the lady from DHJ
where to find my second job on m tax return. This resolved the matter quickly and it also built my confidence in myself. [Money Clinic financial counsellor] has
been amazing. She is passionate about her work and has a professional manner. No question is silly and she explains things clearly without making me feel
stupid. | have learnt a lot from [Money Clinic financial counsellor] and she has helped me greatly to understand my tax return, how to budget and checks and
balances | need to do to be financially healthy. | don't feel so far out of my depth now and am looking forward to having [Money Clinic financial counsellor]'s
assistance again. Thank you.

It had basically instilled confidence in me and helped me get more structured and organised related to the financial aspects. They helped me understand my
options and get clarity about financial aspects.

It has provided essential support for my dire financial situation. Extremely supportive!! Made me realise that | can take control.

It helped get clarity on how untenable my current situation is and how much | actually will need to live off of while my husband drains our finances. Thinking
about realistic budgeting.

It was great advice but at the time | didn't understand and was not thinking clearly at all.

It's helped immensely having someone to help. Due to years of financial & emotional abuse in my family | cry when | think about money. | studied corporate
finance and yet | would cry when it came to doing my own tax return. My family told me | was worthless and it's taken years of struggle and financial hardship for
me to learn how to support myself emotionally/financially. Just having someone to metaphorically hold my hand and walk me through the process of budgeting
and checking credit scores etc, has made me feel worthy and supported. The work the clinic does educating and empowering women to take control of their
money is worth its weight in gold and is making a tremendous difference to my life. So thank you all so much. It is so great to have women assisting as
previously it was often men. | look forward to the day when there is a lot more women in economics and finance.

It's helped me understand and feel confident financially. Organising money; understanding money; decreasing anxiety about money; reassurance. | started
sleeping at night.
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Knowing where to access a loan interest free to ease financial stress. Also becoming aware, after completing the budget, of why | am in financial stress based
on the actual reality of where | am at financially.

Knowledge of the nil interest scheme, support to voice the issues (ear).

Listened without judgement and gave me ways to tackle difficult conversations.

Listening, empathy and directing me to the financial independence hub is very much appreciated.
Listing options and supports available to contact.

Made me aware of some entitlements that | didn't know were available to me. [Money Clinic financial counsellor] has given me a lot of reassurance about my
credit rating and told me of ways | can save money while on the JobSeeker payment. [Money Clinic financial counsellor] told me about the URG and some tips to
save money on my utility bills. | really appreciated how understanding [Money Clinic financial counsellor] was.

Made me feel heard and supported and opened my eyes to the different resources | could access if needed that | never knew existed. Being supportive. By
advocating for me in a situation | was highly anxious about.

Made me think about the steps | need to do, questions | need to ask before making a final decision.
Making a budget.
Making me think more about my financial safety.

Money Clinics has helped me to discuss with my bank about my home loan and advised me to get the support for Orange door and apply for Escaping Violence
DV service.

Provided many links to services that | was not aware of.

Provided some resources following the appointment, which | will now read to see if they are helpful.

Providing information about things | wasn't aware of and organising assistance related to that.

Providing information on how to be financially safe, explaining how separation of assets works, and answering the questions that | had.
Providing options and confirming what I'm attempting to do.

Reconfirmed what | have done is good... and that I'm on the right path in terms of escaping financial abuse. It's a process that's for sure. Appreciate [Money
Clinic financial counsellor]'s recommendations and followup email with various articles, other resources, etc. Thank you.

Referral to legal service (but they are at capacity and are referring me onto other services) and helping me understand that | must prioritise my unstable living
situation before anything else.
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Resolving an unexpected debt made by my ex-partner in my name & offering ongoing support & options.
Setting a budget.
Shared her knowledge and given me confidence to move forward.

She has written me a support letter in order to help me in regards to financial hardship with court, and she has provided me with a spreadsheet to help me and
others understand my financial position.

She helped me think of the whole scenario. Things to consider when making a decision financially and the emotional effect.
So far very helpful.

Supported. Reassured. Believed.

Taken stress off me.

Talked through options, understanding from counsellor and guidance useful.

Talking to [Money Clinic financial counsellor] was wonderful, she was reassuring and validated that what | was saying, she did not make me feel like | was being
unreasonable about the debts and abuse | received. [Money Clinic financial counsellor] gave me the confidence | needed to keep going. | was very confused
about what direction | should go in, talking to [Money Clinic financial counsellor] she gave me clear information about my options and she made me feel
confident to move forward. | felt very reassured speaking to [Money Clinic financial counsellor]. | was not sure if [Money Clinic financial counsellor] could help
me, but she was informative, knowledgeable and gave me lots of positive information on how | can access the right places to find the right help for my situation.
[Money Clinic financial counsellor] has sent me links to organisations that can help me, she has given me information on what to ask for and the best was for me
to move forward, she has made me feel well supported.

Talking to a knowledgeable person that can speak English.

Telling me about resources | had no idea | could access such as URGS. | hope to find out other ways/ best options available to access financial assistance. | am
very surprised that these clinics exist and wish | could have known about it before, as it has caused me such angst trying to make ends meet. | had no idea the
way in which this service assists. Having the support of [Money Clinic financial counsellor] alongside me helps me emotionally, psychologically, and financially. |
cannot express my gratitude. Upon initially speaking with [Money Clinic financial counsellor] on the phone she seemed accepting and non-judgmental and full of
ideas to assist me. Even though | was reluctant to call, it was [Money Clinic financial counsellor]'s conversation initially that prompted me to share. | feel a sense
of assurance that I'm under her guidance and there is hope to get me out of this mess.

That there is help.
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The clinic was very helpful and staff knowledgeable, supportive, and understanding. My situation is a unique one, so | had already accessed most of what was
offered and unfortunately, | need specific legal advice. Call was validating about situation and the holes in court systems not the support services available to
help people in these circumstances.

This person would like to of been able to help me more, but the opportunity is simply not there to do so, thank you.

Told me about time frames and well doing this survey | need to re get in contact as it was helpful. [Money Clinic financial counsellor] was great and
knowledgeable.

Told me what | can expect from my bank that | didn't know was an option.

Too early to tell how helpful it might be, although | am very grateful for the support so far. | hope [Money Clinic financial counsellor] can help me, or better still - |
hope my situation improves & financial stress is alleviated.

Understand consumer law.

Understanding my financial situation. Helping me in summarising a budget that meets my expenses. Sort out my house sale. It has helped me so far in
acknowledging that I've endured financial abuse and can now have financial support.

Validation, advice and guidance. Coercive control and financial abuse from ex-husband. | left him 12 months ago and it's still ongoing and | can't get ahead of it,
and no one seems to be able to help me. Setting up a budget. Feelings of guilt. Understanding financial abuse. How to support my self.

Very empathetic - [Money Clinic financial counsellor] was listening and understanding my needs.

Well, | wasn't helped really so | don’t know, she did say she will get back to me so we shall see at the moment it's like every other service, but we shall see.
Will be talking on my behalf to a creditor.

With advice, options, and advocacy.

Wonderful to speak with. [Money Clinic financial counsellor] helped give me a positive perspective leading into my new life of understanding money.

Worked out how much money | should be paying to my sister and budgeting advice.

Responses to: “Can you suggest any ways the Money Clinic could be improved?”
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As mentioned previously, a Zoom link as an alternative would be great. | kept having trouble with Teams. Just a super small thing, but | had major tech issues
trying to attend the meeting on Teams. If possible, if the option of Zoom meeting could be arranged, that would be really good. Thanks.

Can't. Itis a great service, and it will be a massive help to me. [Money Clinic financial counsellor] is personable, made me feel at ease and she really knew her
Stuff.
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Have someone who has a more in depth understanding of a broader range of financial situations.

| am happy with the services. | am given options and ways to help myself better understand my situation financially, especially by helping me regain my
confidence.

| appreciate that there is a high need for the services. It would be great if appointments could be made quicker than 2 weeks in advance. It's not a big thing but
the only one | could think of.

| don’t know because I'm so used to being let down.

| think [Money Clinic financial counsellor] was absolutely wonderful she is very kind and understanding and | don't think at this stage | would say there is anything
that needs to be improved on her behalf to be honest.

| think for myself, | probably got signed up for the wrong section, even though money is always at the root of most of life's problems, however, [Money Clinic
financial counsellor] was a gem! | really appreciate the time and effort she gave me!

| think the service is great.

| would have liked to have seen [Money Clinic financial counsellor] in person instead of chatting on the phone. It was still a good experience but | just have the
preference of face to face.

If everyone is as [Money Clinic financial counsellor] was for me, | would suggest nothing. | am very impressed by this service and will definitely recommend it to
others.

It was great.

It would be good if they have a lawyer.

It's already amazing. Well, | have no suggestions as the money clinics have already got the best ways to help us get empowered. Thank you so much.
It's perfect as it is... Very helpful.

Keep up good work.

Know services that can help. Have more time to get to know all of the life situations as we only had time to talk about my situation with my back. | also want to
see about getting help from Centrelink for a low-income card and legal aid assistance as | have court next week but there was not enough time.

Making an appointment is quite a bit of a wait time however [Money Clinic financial counsellor] has responded to me ASAP via email to assist with in between
concerns. This has been such a tremendous help to me. | want to thank her personally for this, as | am extremely grateful for her replying to my concern. It has
been a huge relief at the time. | completely understand many of us are in need therefore | humbly accept | need to wait patiently for my appointment. This | will
certainly do. No keep providing help to us and reaching out.

Maybe following up. Next steps moving forward.
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Maybe some peer support groups. I've joined debtors anonymous and they do zoom meetings. | think it could be really empowering to have peer support groups
run by money clinic for those who wanted to share their stories and support one another.

More capacity.

More hands-on practical time and advocacy needed - the process becomes the punishment as the actual real life pressures are not addressed at all -
overwhelming financial stress/precarity/no security of tenure/etc etc. The one size fits all model does not work. Having someone actually doing some of the
research would be helpful and drawing up into a spreadsheet - so not financial advice but summarising different options/pathways. | personally need more time
with counsellor to get through some of what | have to do and which has stumped and derailed me for so long.

More readily available initial appointments.

My first interaction was positive and made me feel like | need to go speak to my own bank etc about my options.
My suggestion is maybe to start up a Co-operatives society instead of 4 Big Banking System.

No [Money Clinic financial counsellor] did excellent!

No suggestions - | am very impressed and thankful for the help | received today.

No, [Money Clinic financial counsellor] was the best. She was so supportive, helpful, non-judgemental, understanding and her knowledge was outstanding. Didn't
even know about them so more exposure of this wonderful service.

No, I think it has been excellent.

No, it is already an excellent service.

No... it's amazing just how it is.

Not Money Clinics, just the government departments for not being transparent about options available, or transparency about how to apply for the help.
Not so far, doing a fabulous job!

Not so far. Very good.

Not yet I'm hoping for another meeting once | have employment.

Phone sessions could be longer. Extend phone consult to 2 hours. | will need further appointments to complete financial counselling.

So far, we are very happy.

The money clinic is amazing and | would highly recommend it! The only improvement would be around financial planning or a financial advisor for the future in all
aspects that women from DV relationship might not have set-up; like ideas around superannuation saving or knowledge of what is a good amount of super to
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have at a particular age and government incentives to increase superannuation (e.qg. financial year personal contributions to superannuation as the government
matches some contributions). An intake of what you may need help with to maximise time for appointments.

The Money Clinic is an empowering service for people who have gone or going through financial abuse. There needs to be a service to go onto the next step to
complement this service. There are advisory services but something more hands on and affordable needs to be made available. | think this is a fantastic service
and much needed especially for women in the community. | wish this had been around many years ago, would have saved me a lot of heartache. This service is
so valuable for women, it's a safe place to discuss money without feeling pressured. Thank you for this wonderful service.

The Money Clinics are doing a good job, nothing needs to improve.

To describe what help your services can provided to women or describe what are those matters where your service can help with.
Truly it was such an exceptional session and the process has been easy and feels holistic in the ways | can be supported.
Unsure at this stage.

Very helpful and encouraging. | now feel strong and powerful.

Responses to: “Is there anything else you’d like to say about the Money Clinic?”

[Money Clinic financial counsellor] has been the most supportive and helpful person I've interacted with from all the organisations I've encountered. Thank you so
much [Money Clinic financial counsellor]. The financial advice you have taught me will carry me through the rest of my life. | really like [Money Clinic financial
counsellor] as she makes me feel better about things. Just thank you from the bottom of my heart. [Money Clinic financial counsellor] is outstanding!

[Money Clinic financial counsellor] is awesome.

[Money Clinic financial counsellor] is lovely & | appreciate her time and I'll come back soon and recommend money clinic.

[Money Clinic financial counsellor] is really helpful and | am feeling much better. | am finding the financial counselling extremely useful. Thank you.

[Money Clinic financial counsellor] made me feel comfortable and not judged about my current situation. She had great ideas. And was just a genuine person.
[Money Clinic financial counsellor] was excellent and made me feel very comfortable.

[Money Clinic financial counsellor], has been extremely helpful and amazing. | am feeling very hopeful that soon | will be capable to understand and manage the
finances. She has helped me understand regarding budgeting techniques and that was extremely useful. Thank you.

Excellent service provided by all staff | interacted with.

Fantastic. Will be continuing to use this service until everything is sorted out.
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| am very grateful for this organization and the understanding | have received. | cannot thank you enough. | was reluctant at first as | was unsure of what to
expect. However, | am overwhelmed with appreciation of such an organization to assist me in such a difficult stage that others cannot address. Now, I'm pleased
and shared my news with my children today that we're able to receive assistance with our electricity, gas and water now.

| felt | had to open up and have a high level of trust to the counsellor in the first session this was not safe, so | didn't continue. Maybe | wasn't ready for
counselling again, | did share | have had it before.

| have really appreciated your service. It has been really helpful. All the best. Thank you so much for all of your help so far.

| really appreciate this service. | felt trapped financially and have a long way to go to untwine the ties of business and personal financial situations. But, after just 1
meeting | feel more confidence and support to start and do things for myself. | truly value the time with [Money Clinic financial counsellor].

| think [Money Clinic financial counsellor] at the money clinic who is supporting me through my financial circumstances is a testament to your organisation. She is
100% dedicated to her role and her clients and has great interpersonal skills and is extremely understanding and easy to communicate with and makes you feel
extremely comfortable.

It would be good to have a checklist of information that might be helpful at the meeting.
It's a brilliant service!
It's a good service and | am happy to take advice from them.

It's a great service that has been and continues to be a massive help, it increases my knowledge as well as my self-belief and confidence to manage my
finances, thank you.

Just very happy with their support and grateful to find it.
Looking forward to the next session.

May | please say a thank you for your support.

More people should be aware of their services.

My financial advisor was empathic thorough and extremely knowledgeable. She offered continued support and | felt | could talk openly to her about my situation
and concerns. Thank you so much.

My first conversation with [Money Clinic financial counsellor] could not have been more comforting and reassuring. | am so excited about the sessions; | know |
will gain so much with [Money Clinic financial counsellor].

Nothing now, but a big thank you. Blessings.

So far very good.
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Thank you for being a highly educated service (I'd asked for help once before and was let down by the program or company). I'm unsure, but your support was
more helpful even in a shorter amount of time if that helps make sense.

Thank you for your help and support.
Thank you for your work!

Thank you so much again money clinic. [Money Clinic financial counsellor] thank you so much | so appreciated a friendly person walking me through such a hard
time in my life.

Thank you so much for your service, it has made a huge difference to how | am feeling every day about money and my financial situation.
Thank you so much to the Money Clinic and [Money Clinic financial counsellor].
Thank you so much!!! | am greatly appreciative for the opportunity to sort out my financial situation.

Thank you to [Money Clinic financial counsellor] for her supportive and clear assistance, it has been invaluable, | have recommended the service to others
already.

Thank you very much for the support, it gives me hope that things are possible in terms of change for survivors of family violence.

Thank you very much, I'll be coming back most likely in the future. Depending on my circumstances of course. But in saying that I'm very happy and grateful so
far with the service I've received. Please Give [Money Clinic financial counsellor] a massive congratulations and thank you for being so kind and supportive.

Thank you! | was very defeated and demotivated and [Money Clinic financial counsellor] helped me find hope again :) xx.
Thank you! You gave me peace today.

Thank you!!

Thank you, | appreciate your kindness, time, work and effort to better our lives in times of need.

Thank you.

Thank you.

Thank you. | had a very informative session this morning.

Thanks & | hope your organisation grows and gets lots more funding!

Thanks for giving me, not only hope that | can get through this, but very practical advice.

The lady was very lovely | spoke to, she cared.
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This is a much-needed service, and | am very grateful to have been referred to this service. I'm just stuck as to where to go from now, all the solicitors are asking
for large amounts of money, | have lost so much already. Excellent service, [Money Clinic financial counsellor] was fabulous, non-judgemental and very generous
with her time and gave practical advice. This is a wonderful service, | felt very relaxed and found [Money Clinic financial counsellor] so easy to talk to, | didn't feel
judged or like my questions were stupid, she empathised with my situation which | was grateful for. This Money Clinic is fabulous, but more services need to be
put in place for after this, as people like me now need the legal system to step in and represent us, we have been financially abused we do not have the money
now to fight, and the free services only give advice not actual hands-on help.

Valuable service and approach. It's a good idea/[Money Clinic financial counsellor] is very supportive - but realistically | need more wraparound and 1:1. | am a
migrant coerced into moving here with no practical support. Plus, health issues. Plus, lack of knowledge of what places are like. Financial professionals won't
take my business | am told repeatedly. It is a complex issue to work through options but is what | need some backup on - again not rocket science but the lack of
a hands on team approach is a huge failing - the service will no doubt help many women but not those with more complex needs - who arguably are the ones
most in need - marginalised by geography and injuries caused by perpetrator and lack of appropriate support. As usual the system and service can become the
punishment/ added burden - why can't an expert DV person who understands the long-term disablement of PTSD be involved as well and why can't someone
else do some of the legwork on my behalf? Expecting an already over-burdened victim to "try harder" is unreasonable - don't you think | would have done by now
if it were humanly possible for one individual?

Very much needed for survivors of FV.

Very thankful for the ongoing help after the first consultation. [Money Clinic financial counsellor] has helped me over and above with my financial stress & help
needed.

Yes, she was going to get back to me about a financial planner but she didn't.

Your help in the area of finance is very much appreciated. Thank you for your assistance.
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Appendix H:

Statistical testing results in relation to changes in Money Clinic clients’ self-rated financial

capability
A N - U d PDIC d U eUud d O
PR & ;)oouurtlwk?;r:tyaonudi:nagn Your _WiIIingness to Your unders_tanding Your confit_ience Hoyv;l\JNfe;LIin;‘gcr)Tted Your financial
DO data access financial seek financial advice | about your financial | about managing your | . % ol decisions situation
advice & support and support options finances you're facing
PRE POST PRE POST PRE POST PRE POST PRE POST PRE POST
Mean 3.37 7.82 7.48 8.84 3.34 7.35 4.79 6.86 3.13 7.40 2.64 4.45
Variance| 4.90537 5.15919 6.6268 3.04485 | 5.570902 4.2921 7.3854 4.9701 5.4045 4.7071 5.4107 7.9066
Observations 180 100 182 100 181 99 180 100 181 100 181 100
Pearson Correlation| 4.99576 5.36032 5.120103 6.5252 5.1571 6.2964
Hypothesized Mean Difference 0 0 0 0 0 0
df 278 280 278 278 279 279
t Stat | -15.9551 -4.7068 -14.1805 -6.501 -15.08 -5.804
P(T<=t) one-tail| 2E-41 2E-06 5.13E-35 2E-10 3E-38 9E-09
t Critical one-tail | 1.65035 1.65031 1.650353 1.6504 1.6503 1.6503
P(T<=t) two-tail| 3.9E-41 4E-06 1.03E-34 4E-10 5E-38 2E-08
t Critical two-tail| 1.96853 1.96847 1.968534 1.9685 1.9685 1.9685
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MATCHED

t-Test: Paired Two Sample for Means

PRE-C!iniC & ;Joouurttwt?;r:;%nudicna% Your willingness to | Your understanding | Your confidence Hoyvngfelg:n;ggmed Your financial
POST-clinic data e il seek financial advice | about your financial | about managing your | o %0 o decisions S
advice & support and support options finances you're facing
PRE POST PRE POST PRE POST PRE POST PRE POST PRE POST
Mean 3.26 7.76 7.76 8.99 3.31 7.40 4.96 6.65 3.49 7.49 2.85 4.41
Variance| 5.0035 5.7349 5.944 3.239 5.188 4.729 8.371 5.097 5.239 4.851 5.59 7.44
Observations 68 68 68 68 67 67 68 68 68 68 68 68
Pearson Correlation| 0.2375 0.373 0.317 0.359 0.252 0.442
Hypothesized Mean Difference 0 0 0 0 0 0
df 67 67 66 67 67 67
t Stat| -12.96 -4.142 -12.9 -4.71 -12 -4.75
P(T<=t) one-tail| 3E-20 5E-05 6E-20 7E-06 1E-18 6E-06
t Critical one-tail| 1.6679 1.668 1.668 1.668 1.668 1.668
P(T<=t) two-tail 6E-20 1E-04 1E-19 1E-05 2E-18 1E-05
t Critical two-tail|  1.996 1.996 1.997 1.996 1.996 1.996
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Appendix I. Statistical testing results in relation to changes in Money Clinic clients’ perceived levels of
financial stress

CURRENT FINANCIAL STRESS ratings - MATCHED SAMPLE ANALYSES

Anova: Repeated Measures (Two-Factor Without Replication) t-Test: Paired Two Sample for Means

SUMMARY Count Sum Average Variance PRE POST @ POST FU PRE FU
PRE 17 120 7.059 6.934 Mean 7.853 7.309 @ 7.333 6.667 @ 7.261 6.957
POST 17 126 7.412 5.757 Variance 5.918 7.381 W 5.133 5.633 §§ 5.929 6.043
FU 17 117 6.882 6.235 Observations 68 68 21 21 23 23
Pearson Correlation 0.585 0.477 0.556
Hypothesized Mean Difference 0 0 0
Source of Variation SS df MS F P-value F crit df 67 20 22
Rows 2.4706 2 1.235 0.435 0.651 3.295 t Stat 1.902 1.287 0.633
Columns 211.96 16 13.248 4.666 1E-04 1.972 P(T<=t) one-tail 0.031 0.106 0.267
Error 90.863 32 2.839 t Critical one-tail 1.668 1.725 1.717
P(T<=t) two-tail 0.061 0.213 0.533
Total 305.29 50 t Critical two-tail 1.996 2.086 2.074

CURRENT FINANCIAL STRESS ratings — CROSS-SECTIONAL ANALYSES

Anova: Single Factor

Groups Count Sum  Average Variance
PRE 181 1391 7.69 6.43
POST 100 740 7.4 6.36
FOLLOWUP 34 233 6.85 6.01
Source of Variation SS df MS F P-value F crit
Between Groups 21.428 2 10.714 1.684 0.187 3.025
Within Groups 1985.314 312 6.363
Total 2006.74 314
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