Clear Horizon

MoneyHelp Evaluation Report

Submitted to the Consumer Action Law Centre
4™ May 2010

Clear Horizon Consulting Pty Ltd Page 1



Contact details

For inquires about this report please contact: To get additional copies of this report, or to
inquire about the work of the Consumer Action
Law Centre, please contact:

Carolynne Wilson Carolyn Bond

Clear Horizon Consumer Action Law Centre (CALC)
1/13 Avondale Avenue Level 7, 459 Little Collins Street
Chelsea Victoria 3196 Melbourne VIC 3000

Tel: +61 3 9773 2299 Tel: +61 (03) 9670 5088

Fax: +61 3 9773 2233 Direct: +61 (03) 8554 6912

Mob: 0427 685 679 Mob: 0412 032 987

Email: carolynne@clearhorizon.com.au

www.clearhorizon.com.au ceo@consumeraction.org.au

Document review and authorisation

Version Date distributed Issued to
First draft (e) 1% April 2010 Carolyn Bond
Second draft 9™ April 2010 Carolyn Bond
Final 15" April 2010 Carolyn Bond
Final (2) (additional 4™ May 2010 Carolyn Bond
interview data

included)

Note: (e) after number indicates electronic distribution.

Disclaimer

This report has been produced solely upon information supplied to Clear Horizon by CALC or collected during
interviews and group discussions with selected informants. While we make every effort to ensure the accuracy

of the information contained in this report, any judgments as to the suita
purposesar € t he ¢ | i e ndalearslorizoreestgnds noswartaritiés bnt 3ssumes no responsibility as

to the suitability of this information or for the consequences of its use.

Clear Horizon Consulting Pty Ltd Page 2


mailto:carolynne@clearhorizon.com.au
http://www.clearhorizon.com.au/
mailto:ceo@consumeraction.org.au

Y=Yl AT ] o I B [ | A e To [¥ ot f o o WSSOSO PPSRRPP 4
Section 2: Theory of change model for MONEYHEIP ...coeviiiiiiiiiieeeeeeeeeeeeeeeeeeeeeeeeeeeeee et araaaeaees 6
SECHION 31 OVEIVIEW .eciiiiiiiiiiiiiiiiiiiiiiiii ettt ettt et et et b b e s e s s s e s s s s s s s bbb s s s s s sa s e s s e s aaaaaaaaaes 7
Y =Totd [o) o I il oo To [T oY << S PPPPRPPPRE 10
SECHION 51 STOMES .oiiiiiiiiiiiiiii e 15
Section 6: Opportunities for iIMPrOVEMENT. ........ooiiiiiiiiiieeeeeeeeeeee ettt e e e e e eeeeeeeeeeeeesaesasesaassssesssasssessssearrees 20
Section 7: What clients value in the MoneyHEIP SEIVICE .....covvviiiiiiiiiiieeieeeeeeeeeeeeeeeeeeeeee et raeraaaeees 23
SECLION 8: CONCIUSION ...ttt e e st e e e ettt e e e e b bt e e e s aabbe e e e sbbeeeesaabeeeeseabbeeessmnes 24
Fi o] o 1=Ta Lo 13 Ya BN Y 1= 5T o [ ] o= Y A URRRRS 27

Clear Horizon Consulting Pty Ltd Page 3



Section 1: Introduction

Purpose of the evaluation

The purpose of this evaluation is to review program outcomes - in particular the impact of the service on
service users - and to identify improvement opportunities for the MoneyHelp service. The evaluation
commenced with the creation of a logic model that provided the framework for the service provision and Key
Evaluation Questions (KEQ). Then an assessment was conducted based on feedback from a selection of
stakeholders who could provide an accurate reflection of the provision of the MoneyHelp service and the areas
for improvement.

The overall objective was to determine to what extent MoneyHelp is achieving its purpose of supporting the
client® in building a deeper understanding of their finances and their rights and options in relation to their
particular situation.

MoneyHelp background

MoneyHelp is a not-for-profit service supported by the Victorian Government to provide free, confidential and
independent financial counselling advice to Victorians who have experienced, or are facing, job loss or reduced
working hours because of the global economic downturn.

MoneyHelp commenced operations in July 2009 and has a suite of products and services comprising:

a helpline
a website (www.moneyhelp.org.au)

a poster, flyer and wallet card
a series of fact sheets

= =4 -4 4

an industry liaison position to promote and disseminate MoneyHelp services and products.

MoneyHelp is managed by the Consumer Action Law Centre, a community legal centre that provides free legal
advice and representation to vulnerable and disadvantaged consumers. Consumer Action Law Centre is based
in Melbourne, Australia.

Funding for MoneyHelp was provided from the Consumer Credit Fund and the Victorian Property Fund on the
approval of the Minister for Consumer Affairs Victoria, Australia.

The MoneyHelp website and publications have been prepared by Consumer Affairs Victoria, Department of
Justice, with cooperation and assistance from the Consumer Action Law Centre, the Australian Securities and
Investments Commission, Centrelink, the Australian Taxation Office, Kildonan Uniting Care, Incolink, the

! Client and/or target group are Victorians experiencing job loss or reduced working hours.
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Australian Prudential Regulation Authority, the Department of Education, Employment and Workplace
Relations and Jobwatch.

The evaluation team responsible for conducting the evaluation included Carolynne Wilson and Kym Witney-
Soanes from Clear Horizon.

Methodology

The evaluation started with the creation of a MoneyHelp program logic model, providing a framework for the
service and the evaluation.

Key Evaluation Questions (KEQ) were created to guide the assessment in determining access, impact and
improvement opportunities.

The process for selecting informants? was to identify individuals who had had a first-hand experience of the
service. A diverse group of internal and external informants were identified. This included individuals who had
informally provided both positive and negative feedback about the service. Informants who gave permission to
be interviewed were twenty-six (26) clients, 8workers at external financial counselling agencies and 8 internal
staff. Out of the 26 client informants only 18 responded when contacted.

A questionnaire was placed on the internet in an effort to seek unsolicited feedback from those who did not
access the helpline but gained value from the website. Although the response was minimal, reference was
often made during the interviews to the website, so the value of this site was captured.

The evaluation took place between March and April 2010.

2 people to be interviewed
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Section 3: Overview

The informants for the evaluation were clients, workers at external financial counselling agencies
and MoneyHelp staff. Once permission was given by informants the consultant contacted them
directly. The interviews were semi-structured, providing the opportunity for the informant to
elaborate on their MoneyHelp experience. The interviews were based on the questions in the
Methodology detailed in Appendix 1.

Twenty-six (26) client informants gave permission. However, when the consultant contacted the
clients only eighteen (18) were prepared to participate. Considering the personal and confidential
nature of the MoneyHelp conversations, initial calls occurring during times of client stress, and the
responses from external financial counselling agencies and MoneyHelp staff, we believe this number
of client informants provides a satisfactory reflection of the client experience.

Of the eight financial counselling agencies contacted, three agencies received specific government

funding to assist clients in the MoneyHelp target group, including taking referrals from MoneyHelp

("MoneyHelp funded agencies") and the others were agencies that did not receive any of this

specific funding. MoneyHelp's funding agreement requires MoneyHelp to refer clients specifically to

t he MoneyHel p funded agenci es, and requires
facilitated/ warm referral protocols” with these
"85% of facilitated/warm referrals are completed within 24 hours or the next working day".

MoneyHelp developed a referral process in consultation with the MoneyHelp funded agencies
whereby, with the client's permission, the client's details would be sent to the agency, with the
request that the service confirm that it had made contact, or left a message, with the client within
24 hours or the next working day.

It is important to note that client contact does not mean service provision, only that the client has
been contacted and offered an appointment, or a message has been left for the client. Generally the
client is then absorbed into the MoneyHelp funded agency's standard intake process.

In rural areas it can be difficult to find the appropriate resource to fill the job description funded for
MoneyHelp. It took one MoneyHelp funded agency several months to fill the vacancy.

The warm referral process can have both positive and negative outcomes. There are only eight
MoneyHelp funded agencies with 11 specifically funded positions. These agencies are in different
regions across Victoria, requiring some clients to travel long distances (up to 2 hours) unless the
agencies establish processes to outsource services to clients who are some distance from the
agency. Not all clients regarded this as a negative as they did not want to be seen accessing a
welfare service in their local community. This was confirmed by the MoneyHelp funded agencies.
Informant agencies not funded through MoneyHelp felt the warm referral process limited avenues
for clients to access face-to-face services on the ground due to the limited number of warm referral
agencies.

The nature of MoneyHelp and its ability to provide clients with information quickly was seen as

extremely important and beneficial to the client. If acted upon quickly, the MoneyHelp advice had a
significant i mpact on the client’s financi al S i
that stopped their situation from worsening. It also provided the client with a feeling of control over

their situation.
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The fact that clients did not have to travel, or provide paperwork to the MoneyHelp counsellor was
also seen as extremely positive. Many clients said they would not have scheduled a face-to-face
meeting with a face-to-face financial counsellor, and, they were appreciative of the phone service
and felt comfortable accessing it. Even those who took up the offer of referral to a face-to-face
counsellor, reported that the initial discussion with MoneyHelp meant they felt more comfortable
about attending the appointment.

The benefit of MoneyHelp that was cited by all informants was that clients are provided with
enough information, and feel confident to take immediate steps to stop their situation snowballing,
giving the client a sense of control over their situation.

The agencies, in some instances, felt that MoneyHelp complemented their service, as their waiting
lists could be up to 4 to 6 weeks. The majority of these agencies advised that MoneyHelp had
assisted many of their clients in taking immediate action to stop issues escalating. The majority of
agencies, and clients felt that there was value in a phone helpline as it reduced the risk of issues
escalating and gave the client an immediate sense of control over their finances. However, the
findings indicate that there could have been a more detailed service integration plan, providing
agencies with adequate time to recruit and train MoneyHelp funded counsellors on the ground.

Clients of MoneyHelp range from those requiring a quick answer to a straight forward question to
those in extreme hardship. In many cases the extreme hardship clients were people who had been
self sufficient all their working lives, and been retrenched and/or lost their job. In a number of these
cases the client had been very optimistic about finding a new job, so had waited a long time before
seeking help. This meant that by the time the client called MoneyHelp they were, what was quoted
several times, in a desperate situation, for example they had no money to pay utility bills or on the
verge of losing their homes.

In many instances, MoneyHelp staff deal with very emotionally distressed individuals, including

some individuals indicating that suicide could be their only option. Financial counselling agencies,

clients and the MoneyHelp staff provided f i r s t hand accounts ocfientsdeal i ng
The benefit for clients in this situation is that client calls are not time constrained. While the
majority of callers are assisted (and/or referred) in less than 30 minutes, MoneyHelp can take longer
with a caller if necessary in order to build client trust, or to respond to a particularly emotional
situation. All client informants recognised the value of a MoneyHelp counsellor and felt that the
counsellors were well equipped to deal with a diverse range of issues. The majority of clients said
that they had a positive shift in mindset from when they initially contacted the helpline to when the
phone call ended. The MoneyHelp counsellors cited one of the rewards of their role, on the helpline,
was being a contri but amgeitcocunatances. ndi vi dual’ s posit
Some financial counsellors refer their own clients to MoneyHelp, to assist with providing immediate

services. One informant financial counsellor referred up to 6 clients per week to MoneyHelp. The

financial counsellor saw MoneyHelp as a complementary service to their own, one financial

counsellor informant also used the MoneyHelp service to assist with some of his/her cases.

The majority of informant service providers recognised the critical role played by MoneyHelp in
being able to respond to immediate client needs, particularly for clients who were extremely
distressed. It was also recognised, that at times, emotionally vulnerable clients needed someone to

3 At risk meaning clients who may see no way out other than suicide.
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talk to immediately, someone who could provide information to assist them in taking immediate
steps. The majority of informant financial counsellors felt that MoneyHelp provided a
complementary service. They believed that MoneyHelp was able to assist clients with taking
immediate preventative measures, so by the time the client was seen by the face-to-face agency the
client ' snotiwersened Sherh wasl however, some negative feedback from the financial
counselling sector. In some cases based on a lack of understanding - or misunderstandings - about
the MoneyHelp service.

I nitially MoneyHelp financial <counsell or s-
to-face service. This was based on a desire not to refer clients who were unlikely to benefit from
further assistance. A lower number of referrals for face-to-face counselling in the initial stages also
arose from some delays in the appointment of new staff by some of the MoneyHelp funded
services.

The internal MoneyHelp process has evolved since commencing operation. All clients are now
offered a face-to-face referral during their call to MoneyHelp. The referral could be with a
MoneyHelp funded agency or a non MoneyHelp funded agency. This action was taken as a result of
concerns raised by one agency that clients who may want face-to-face support may not be offered
it. MoneyHelp staff recognise that a disadvantage of this approach is that some clients who cannot
be assisted further may be referred to face-to-face services, however it is accepted by MoneyHelp
that this is outweighed by ensuring that all callers are given a choice.

MoneyHelp staff members see a need for the phone service, and see that they play a key role in the
community, particularly in relation to being readily accessible to community members in need.
Benefits identified were providing advice on preventative measures, and as a triage system for
service providers, whereby client needs are assessed and responded to and/or appropriately
referred. This was validated by both informant clients and the majority of informant external
financial counsellors. It was seen however that it would be beneficial for the financial counselling
sector, MoneyHelp and the Office of Gaming and Racing to work closer together in building a

stronger triage servicee Whi | e MoneyHel p have a contractual

referral” within 24 hours or by the end of
the difficulty of meeting this response time.

All client informants felt that the phone service provided a less threatening option than having to
visit a welfare service and discuss their issues face-to-face - including those who took up the option
to attend a face-to-face counselling service. All those who took the referral found this valuable.
Based on their responses, many of the client respondents would have been unlikely to have sought
any financial counselling assistance if they had not had access to this telephone service. Itis
therefore likely that MoneyHelp is attracting many callers who would not otherwise access financial

counseling—r at her t han simply “taki ngo-faceservicds. s o me

The referral agencies agreed that having the case notes for clients prepared and provided by
MoneyHelp was very helpful, as it meant the client did not have to explain their situation again -
benefiting both the client and the case worker.
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Section 4: Findings

This section presents the findings of the evaluation of MoneyHelp.

Client group accessing MoneyHelp

MoneyHelp has attracted a significant proportion of individuals who would not have otherwise
made contact with a face-to-face financial counselling service. This is as a result of the marketing
strategy (including the industry liaison officer position) and the fact that the service is telephone
based. All informant clients appreciated the telephone based nature of the service.

Some clients contacting MoneyHelp have never contacted any type of welfare agency before and
are unlikely to have considered contacting a face-to-face financial counselling service.

Some clients who subsequently contacted a face-to-face service as a result of a referral by
MoneyHelp, may not have contacted a face-to-face agency without having the initial counselling
session with MoneyHelp

There was a strong view expressed by some financial counsellors working face-to-face, that clients
preferred to receive assistance face-to-face rather than via the telephone. This may well be the case
for many of their clients, however the feedback from callers to MoneyHelp showed a clear
preference for telephone assistance.

Motivations for accessing MoneyHelp

The main reasons people gave for calling MoneyHelp are:

9 Client and/or Family member job loss
9 Inability to repay loans and bills

9 Lack of knowledge on how to deal with financial stress
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Motivations for accessing MoneyHelp

A total of eighteen (18) clients and eight (8) Service
Providers were interviewed over the telephone, and
eight (8) MoneyHelp staff members face-to-face.
Common themes emerged as to the reason why people
accessed the MoneyHelp telephone service. These
included loss of employment. This leads to debt
accumulation and an inability to repay loans and bills.

Other informants cited accumulating credit card debts,
general deteriorating financial position and queries
regarding superannuation as the catalyst for calling the
MoneyHelp line.

Impact of the service for the client

Quotes

X  keded somdinancial advice. | lost m
job and couldn't make my house repayme
and got a letter to say they are going to tal
my house. RARY Ul (1y2¢ 6K

We were desperate, we had our ov
security business.lost our income and stil
had large debts. Aerson suggested | ce
the MoneyHelp line

XhyOS L gl a 2dzi 27
play the gane.. .| try to pay my own bills.
R2y Qi iseyhyi house | have ten
year mortgage and have paid off mus

alreadyanddg’ S A (i

dzLJ® ..L G

This section examines the impact of the service for the client. The components are:

1T empower ment of «cli
people suffering financial hardship

increased confidence
reduced anxiety

=A =4 4 =

provided effective service.

Empowerment of clients through improved knowledge regarding creditora Q

people suffering financial hardship

It was reported that banks, financial institutions and
utilities are often reluctant to give people time to pay off
debts until the client becomes aware of their rights and
demands it. Only then do the institutions change in
attitude to be more prepared to assist people, giving
them more time to make repayments. It seems some
institutions may take advantage of their customers’
ignorance. MoneyHelp is certainly educating people
about the processes that financial institutions are obliged
to go through if people are experiencing financial
difficulty.

ent s

t hrough i mproved

empowerment of clients through improved knowledge regarding their rights

2ot A3l

Quotes

... | can go back to the financial institutior
and say can you give me a bit more time
pay for that, knowing full well that becaus
they were members of the Financic
Ombudsman Service @h they would be
obliged to help me. That changed my leve
confidence and not stressing too much abt
the situation we found ourselves in.

xshe gave me the numbers | needed, whc
ring such as the ombudsmen, they sortec
out very quickly, the person at money w

OSNE FTNASYRf& FyR L
to talk toherz aKS RARYQi
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company | was dealing with had no rightt
NEIljdzSad Fdz t LI e&YSy
off the phone feling veryhappy, the opposite
to when | intiated the call.

(MoneyHelp told me what to say, and writ
to them (the bank) which | did and everythii
fell into place.

Empowerment of clients through improved knowledge regarding their rights

Client informants reported they had gained confidence
through improved knowledge about their creditors
obligations. Also from realising that many other people
were in the same situation and struggling financially.
Twelve (12) client informants noted a positive change
following the MoneyHelp phone call.

Some of the client informants were able to "self help"
successfully, without further assistance.

Increased confidence

Many clients felt backed into a corner and had no choice

but to seek help. Several had sought help from debt

assist businesses and felt they were available only to

capitalise on t he c¢cl i ent ' positionu
Potential assistance was conditional on having assets.

On many occasions the MoneyHelp counsellor put clients

at ease

Reduced anxiety

It reallybenefited me and changed my life, s

' gave me a few website links where | could

some sample letters, once | did a few lettel
got feedback from the people and they chan
things so | was in a much ther position than
before.

From the first phone dal could see a light a
the end of the tunnel. The forms at Centerl
were a nightmare but the people were great.

Don't know what | expected. "l felt confus
and was in a foreign situation. My expectatio
were exceeded. That first phone call poé
into a completely different mindset. If (the ca
had been unpleasaritwould've gone back inti
my shell... If all thecounsellorsare as good a
mine, then itis a terrific service."

(Some debt helping agencies/de
consolidation places that advertise all the tirr
aren't interested in helping you unless you hi
a house as collateral and then they want
charge you a monthly fee. | dbhave a house
and they veren't interested in helping me

...[l] felt comfortable and good. Never been
this situation before

They maeé me feel very comfortable

Made me feel comfortable, he was lovely, ji
divine to talk to very understanding, ve
comforting ....... you're half way theralready,
very reassuring.

Clear Horizon Consulting Pty Ltd
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One hundred percent of client informants commented
positively that the person they spoke too was
considerate and improved their mindset regarding their
financial predicament or their specific enquiry.

Provided effective service

Informants noted the effectiveness of relevant referrals
to other organisations. One informant, who felt the
needs of her specific circumstances were not well
addressed, found the contact beneficial. Overall the
feedback was positive.

Feedback from the Financial Counselling Sector

Financial help was very good, considerate ¢
very helpful.

Terrific lady, she gave me ma more contact
Yy dzY 6 S NA oiidh't have fuf iXtda bette
person

Xcan't speak highly enough

| had a good experience and would call again

They put me in touch with Centerlink who f
me in touch with a Social Worker...If | had
made the phone call to MoneyHelp and had
advice from (name) | probably wouktill be
sitting at home wondering how | could pay
my bills.

I'd give them an 80%. Some advice regarc
credit card debt and utility bills was 1
approach them and give a moratorium ¢
payments. He was very helpful. Speaking
people in the utities was very difficult as the
were very hard nosed.

Very good, telling me my options and whi
way was the best to go. She gave |
additional advice and left her contact name a
number so | could talk to her again if | needec

There was very positive feedback from some financial counselling agencies - both MoneyHelp
funded agencies and generalist services. In particular agencies recognised the benefits of having a
telephone service available, clients being able to access immediate advice, and some MoneyHelp
funded services appreciated receiving the referrals where the client assessment had already been
done for them.

Some criticisms included:
' the small number of face-to-face services that MoneyHelp could refer to
9 concerns about the inability for some clients to explain their problem on the phone

'  general concerns that people who needed face-to-face financial counselling may not
receive it.

However, some of the feedback showed misunderstandings about MoneyHelp and issues related to
funding of the program. There was even some evidence of ill-feeling toward the MoneyHelp
service. While the reasons behind this cannot be clearly identified in this evaluation, it is possible
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that the short time period in which MoneyHelp was established, the fact that additional funding was
provided to only 8 financial counselling agencies, and concerns that telephone financial counselling
could be regarded as a replacement for face-to-face financial contributed to this response.
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Section 5: Stories

These are stories directly from informants. These stories have been selected as representative of the
informants.

Story 1: Client

MoneyHelp was given my name when | was made redundant and they called me very promptly,

they gave me advice on what to do about my water bills and MasterCard bills and gas and electricity

it would’ ve been very diffeegemtveary tateryeds ad.” t1
use a lot of their advice because | found a job after 1 month, but they helped me contact people and

request relief that reduced my stress.

I saw a colleague about a year af tegHelpabdewasng r et r
very stressed about how she was going to survive and continue to pay her bills, the stress was very
difficult for her to manage. Same with me before [I] got help.

| think the service was very very good, and the people very helpful and proactive.

Story 2: Client

| searched on the internet for words like debt, going broke, when | found MoneyHelp. Site was very
good and easy to use, a |l ot of times things aboc
read all that and you pick out what you can.

| got counselling, I was allowed to ask questions. I coul
ask. | needed a lot of information about what questions to ask, | needed someone with a broad
knowl edge, can’t go t o a cedsoatrrowt lavastablelioecontralithee t hei r

interview, as | could ask what | needed.

I was confident that it wasn’'t going to be reco
someone is going to record it and bring it up later. | had freedom to talk about the business going

broke and what | do now. Had a business earning around ###k (disclosed) a year, and within six

months business stopped, had being doing business for 30 years. When | closed | had zero reserves,

had not $1 coulidnmdhélp. even hire a solic

Even now | need to find out more about whether to go bankrupt and the pros and cons, | will call

them, | have a lot of debt, they came across easy to talk to, | can go to my solicitors and accountant

they are blinkered and there is no connection in-b et we e n. Because | could a
mean” “what does that mean and they could point
of a lot in getting my mind together.

They did indeed pointed me in the right direction and where to go first, what should | be thinking,
suddenly you have no business to run, you have to run yourself, they showed me what direction to

go i n, and gave me |inks to use, they didn’'t re
pointed me a direction to provide help. Had about ## (disclosed) employees that | had to let go, and
you find it difficult to think straight, you ar ¢

They were able to guide me on doing this and that.

Have now been able to sort out a lot of things, really helped me in the steps you need to take...
Things are going straight now as | know what a liquidator does, also as a director of a company

Clear Horizon Consulting Pty Ltd Page 15



exactly how responsible | am, what | am responsible for. Worrying that they might send you to
creditors prison, these are the worries, about what is going to happen, MoneyHelp alleviated this
stress.

The services needs to stay on the internet and try to get visibility, to older people is the challenge.
Mail outs to business could help, | have fliers from liquidators for the past year and half, saying we
can sell your business, MoneyHelp could do the same without it being complex, simple message in
getting across the money side of things. The pictures on the website are very helpful, important not
to clutter the site, MoneyHelp site is very easy to follow.

The thing that attracted me the most was that they are not a government agency checking up on
you, which you need to get past. If people know that the information is not going to be used, then
they can open up and ask questions, the key thing is how | find out about these things.

The site saying it is a body separated from the government was important. Then | could get into ok
what do | need to do, as yhappeniogan’'t go and

Story 3: Client

Very helpful and had a good chat, the person was very experienced and helpful. The lady gave me a
few options, they were how | could negotiate with people and arrange for payment plans that really
gave me some release. It alleviated the pressure.

The person was very professional.

It really benefited me and changed my life, she gave me a few website links where | could get some
sample letters, once | did a few letters | got feedback from the people and they change things so |
was in a much better position than before.

| was not aware of the site, | was browsing the internet and accidently came across the site and
accidently got onto that link.

It is not well known, but it is important that people know about it as if you make a mistake once and
someone helps you learn from it then you will not make that mistake again. If they advertise on TV,
newspaper radio it would be very good. People will seek out the service.

Lot of people out there that need help, told a couple of my friends about the service as it is
excellent.

Lady was fantastic and | felt very comfortable, she was very professional.
They should advertise more so that people know the service, there are other help lines but they are

more complicated. People need information when they are going into bankruptcy, as when people
learn something they will not do it again.
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Story 4: Client

My mum gave me the number because my boyfriend ran into problems with personal finance,
dealing with the financiers was a problem. The money help line lady was very very helpful, she gave
me details on my position. She gave me the numbers | needed, who to ring such as the ombudsmen,
t hey sorted it out very qui ckl vy, t he person 8
uncomfortable to talk to her, she didn’t judge n

She opened up other avenues for me t kw@wtimell hadn’
was doing everything right, and that the company | was dealing with had no right to request full

payment of the debt. | was really upset initially as | was very stressed and had only recently lost my

brother, she reinforced the fact that | wasn’ t doing anything wrong, and
could take, and | got off the phone felling very happy, the opposite to when | initiated the call.

| don’'t havtwef aceme fFowasamace held on the phone fo
really quick and really simple

Story 5: MoneyHelp Funded Financial Counselling Agency

It is good having them (MoneyHelp) as a referral service because they have done the initial
screening so they (the client) can do things for themselves in the meantime as we have a 4 to 8
week waiting list. Some of the really urgent stuff has been dealt with MoneyHelp, so when they get
to us then it is usually not that urgent and we have more urgent people in the queue. The more
urgent ones are prioritised.

They [MoneyHelp] do a lot of the initial work we [the provider] would be doing, they [the client]

come to us with a background, can take 20 to 3
background] because they [MoneyHelp] have captured a lot of information that we would need to

capture anyway.

| am in ## ## [disclosed]] region because we get our normal referrals from the City of ## [disclosed]
then we get referrals for all across the region.

It is good, and had good feedbatkt hepymwsoime’' ¢eé i
they didn’t have MoneyHelp to ring. For exampl e
employed for almost 40 years, and then the bottom fell out. He took a long time to apply for

Centrelink, the telephone service was the thing, he would not have approached a financial agency

without MoneyHelp discussion first. He was extremely embarrassed about coming, but was grateful

for the support that MoneyHelp offered. Less confronting by finding someone on the web, when

first started in city of # [provided] 90% of people on pensions and benefits, so they were used to

accessing welfare, this has changed.

I think there could al so b ecomelorpifltheyrivgiMoneytletpn’ t  wan
because they recently lost their jobs, they will be referred to the agency covering the area.

He [a client] didn’'t want to see a financi al ad:
into a welfare agency, and don’'t want to be seen

People in small business and contractors keep going because they think they will pull out of it, and

things will turn around, in hindsight they have gone on too long trying to keep going, but it is easy to

say. Eventually when it all coll ap$ewd2ntoitey | o0k
ago, so it has people who had been in control of their job a long time.
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There is the fact that there is a flow on effect, which then affects the suppliers on that business so
six months later they close down, they have their main contract with that company. | know
MoneyHelp have been asked to speak to three companies this month that are closing down this
month.

Prior to MoneyHelp if they knew about financial counsellors , they didn’t get any
consumer affairs, they get the number of the local person, with MoneyHelp you get information
straight away, talked through the whole thing, ¢
counsellor has received the case from MoneyHelp.

Finances are a very difficult thing to talk about, people are more likely to talk about relationship
problems than financi al i ssues as it is seen as
apologise, quite often you need to reassure people, they feel they should be able to manage the

financials.

It [MoneyHelp] is well placed, situated in the legal centre as sometimes information comes through
with information being checked by one of their solicitors so they can do that straight away where
with us we have to photocopy documents and send them off. Saves us a bit of work, it is getting very
busy now, normally we have 20 referrals a month, we have had 19 and it is only halfway through the
month. We are getting referrals for the rest of the region, because people are becoming aware of it.

They send a standard covering letter, and required to confirm, second bit | find hard 24 hour
responds because hard to get on to people. Very good service [MoneyHelp] quick, and set it all out.

Story 6: Internal

Generally speaking | think it is a much needed service, and | think having worked in direct face-to-

face service | know there has been a lot of fears in the field, and in the past, years ago had my own

apprehension of what a phone service would have. But now | think the service is complementary to

face-tof ace del i very of s e-tofatecdnesome dases | thirsk itis vialualiledor r e p | a c
people to access the service they require.

A number of people come through the service, it is the first time they have accessed a government

service so it is an enormous step, where they would not normally go to or access a welfare

organisation. This has come about because we are targeting people who have been in employment

and being made redundant. Inthatr egar d | think it has been reall\
able to refer to face-to-face as we can help them understand the benefit, many want to do their

own advocacy, and to be the first point of call. People are in crisis and need to speak to someone

now and they aren’t going to ring an agency in t
appointment.

It is unique compared to face-to-face, it does allow us to give people immediate information, and

alleviate their situation in terms of having i nf or mati on on what they <can
solve their problem but they might hold a lot of unknown fears about their situation that we can

assist with. Or we might say you have to do this urgently, to be able to provide that and refer them

on to another agency whether they might get another appointment at least they have access to

i mmedi ate information. We do a detailed assessme
referral.

It can be quite demeaning for clients who have been referred to a financial counsellor when it
wasn’'t about the financi al services, but they we
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Currently a dilemma with the service, we initia
getting referrals f rathoge ircigagerowen the past few weeky. Howaved W h a d
now have clients on the queue, debate on how much service we can give over the phone, when we

are termed counsellors, which is a part of ourname[ i e “f i nanc.Whdnyosclewensel | or ¢
system where you have to watch calls in the queue it can be stressful for the worker. For me it is

quality versus quantity argument.

In the majority of cases it is the first time that a person has accessed the system and opened up, if
you give them reassurance and listen and hear it is more likely they will not drop out of the system,
as they gain confidence and have confidence that they will be directed to a service that can actually
help me.

Clients ring and can be very argumentative at the start, but through persistence and listening and

reassuring and taking ti me, I spent an hour Wi
continued to pay the debt she doesn’t need to pa
access information about not needingt o pay the debt she would’ve | iV

happen within 15 minutes, it was a process we had to get through.

The anonymity that people have so they don’'t hav
may know someone if they go to a service.

First point of call where they can say this stuff in a confidential way and not be judged, people do
get really embarrassed about finances. Many peo
closest relatives.

Lots of administration, it is ok because | understand the department needs it, working part time and
pressure of working on the phones and doing the administration system.

The new roster system is great where we have time on and off the phones so we can do our
administration. When you work face-tof ace you don’t have that scenai
are in control of your own diary, but when the phone is consistently ringing you cannot escape.
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Section 6: Opportunities for improvement.

This section examines the opportunities for improvement. The components are:

9 increase promotion of the service

9 ensure all clients are informed about advocacy services provided by face-to-face financial
counsellors

9 continue educating people about their options and rights in relation to their finances

9 allowing time to produce case notes, providing adequate time between calls

9 continue to build counsellors skills

9 enhance the relationship with the financial counselling sector

Increase promotion of the service

This was the most common suggestion for improvement.
Comments included television and radio advertising,
include the MoneyHelp telephone number in rates
notices, and distribute flyers about MoneyHelp to
Salvation Army and other charity organisations as well as
local businesses.

Three clients reported accessing the MoneyHelp number
through a Google search. Many did see the website and
were particularly happy with the MoneyHelp website.
The challenge is to promote the service to older people
who may not have internet skills.

Additional ways people heard about the service was
through their General Practitioner, Local Council
answering machine message, in a magazine, their bank,
newspaper advertisement, former employer, the Uniting
Church and through word of mouth.

One informant suggested magazines were not an
effective form of promotion as many people cannot
afford them.

Promote the concept of MoneyHelp being part of a
triage service within the financial counselling sector.

Continue to promote the MoneyHelp service to all the
Victorian financial counselling agencies to ensure all
services are aware of the triage benefits of the service
and are aware of the location of the funded MoneyHelp
agencies.

Quotes

Ximprove accessibility, finding out about tt
service, doing publicity, TV advertisemer
There must be many people in sifuation.

| didn't know about the service until my ba
suggested it. | looked it up on the intern
but many people are not internet savvy. T
Salvation Army and charitprganisations
should know about the service to promote
They are at the fromline.

They should advertise more so that peo
know the service, there are other help lir
but they are more complicated. People ne
information when they are going int
bankruptcy, as when people learn someth
they will not do it again.

X O 2 y (itte yvelaSite as it is very simple
use and pictures helpful.

In the early days | rang a couple of tim
about Money Help assisting clients but
the assistancevould be similar to assistanc
| could provide there was not much Mon
Help couldlo.

One norMoneyHelp funded agency said
was not aware of the agency MoneyHe
would refer to, if the non funded agency se
a client to MoneyHelp
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Ensure all clients are informed about advocacy
services provided by face-to-face financial
counsellors

Informants reported feeling quite intimidated and ill
prepared in their dealings with their creditors. These
included banks, financial institutions, utilities, companies
etc. Clients would appreciate help in preparing to face
potentially unfriendly and tough attitudes of creditors or
to have someone negotiate repayment plans with their
creditors.

It is unclear whether these individuals had been given
the choice of referral to a face-to-face agency, however
the preferences of all the client informants for the
anonymity of a telephone service indicates that some
people would prefer MoneyHelp to fill this role. It is also
possible that the potential wait for a face-to-face service
(sometimes between 4-6 weeks) led clients to want
MoneyHelp to fill this role. However it does appear
more appropriate for the face-to-face agencies to help
with negotiations, as they are able to spend more time
with the client, examine documents and be available to
return calls from creditors.

Continue educating people about their options
and rights in relation to their finances

Most clients were satisfied with their experience of
ringing MoneyHelp and suggested to continue educating
people about their options and rights in relation to their
finances.

Allowing time to produce case notes, providing
adequate time between calls

Counsellors are required to keep detailed notes, and it is
important that this time is allocated within the process.
There are sometimes times when counsellors have
difficult calls, and need an opportunity to debrief prior to
taking another call.

They could provide an additional service
preparing us to deal with the hard nost
people in the utilities, or even deal wi
them on our behalf....I had a friend who g
help some face to face financiebunselling
and they approached all hereditois on her
behalf and negotiated fees to either come
an arrangement or pay #m off at a
reduced rate.

Offer more people the opportunity t
negotiate a plan even if they haveve or
more creditors. Small debts can build up

X help people how to look after their mone
My experience was very good.

XaidSL Ay FyR R2 az
what | can do because | am goingltsemy
house because | lost my job..

| wouldlike to finish a call, and finish n
case, then time to regroup before tt
next call

to finish off case notes at the end of tl
day or next morning is a risk
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Continue to build the counsellor skills

The counsellors have a wide breadth of issues they need
to deal with, and sometimes this is difficult over the
phone. The availability needs of the telephone service
results in MoneyHelp staff attending less sector training
opportunities than some felt required. It is important
that the counsellors have the opportunity to continue to
learn and share experiences, and that training relates
specifically to telephone counselling.

Enhance the relationship with the financial counselling
sector

One MoneyHelp funded agency informant believed it
had not been adequately consulted when setting up the
helpline and believes there is an opportunity to bridge
this gap by working together to build stronger processes.
This would be assisted by the involvement of the
funding/contract bodies to ensure that there is an
alignment between expectations and contractual
requirements for MoneyHelp and for those services
accepting referrals from MoneyHelp. For example,
MoneyHelp has an obligation to complete warm referrals
within a specific time frame, but does not know whether
MoneyHelp funded agencies have similar contractual
requirements.

Delays in some MoneyHelp funded agencies recruiting
staff caused some initial difficulties in the warm referral
process. Given the limited number of funded agencies, it
would be useful for the agencies or funding body to
ensure that where there are staff vacancies, alternative
arrangements are made to ensure that MoneyHelp can
continue to refer clients to an appropriate service.

It is also suggested that the limited number of warm
referral agencies constrains the clients' options in getting
on the ground support. It is recommended that the
funding body and agencies ensure that there are
processes in place to allow MoneyHelp clients to access
face-to-face financial counselling in a convenient
location. MoneyHelp could also identify any non-
MoneyHelp funded agencies that are prepared to accept
warm referrals from MoneyHelp.

[training] policies need to be releva
to overthe-phone counselling

Only have a brief understanding
what the consumer action law centi
is, and seems they are a new pla
in the health and welfare sector,
more consultation with the sectc
probably woul®e made their
processes easier

One nonMoneyHelp funded agey
informant thought that MoneyHelj
would work more effectively if
worked more closely with th
Financial and Consumer Rigl
Council of Victoria (the peak body f
Victorian financial counsellors).

7

Xeéz2dz YySSR G2 068

the State.
...the sparseness of service provid

(agencies) is a major issue, it should
broader...
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Section 7: What clients value in the MoneyHelp service

ent s val

This section details what the cli
9 the freedom to ask anything
9 the provision of non-biased advice and referrals
I not being judged
9 stating that MoneyHelp was not a government agency put people at ease
9 educating clients on their rights and the facts
9 telephone access to financial counselling

Summary

Clients commented that they valued several key
characteristics of the MoneyHelp service. This includes
the freedom to ask the MoneyHelp counsellor anything
they needed and the telephone based nature of the
service. Advice and referrals were provided specific to
the clients’ individual circums

The provision of non-biased advice and referrals was also
highly valued by clients reinforced by the fact that
MoneyHelp is independent and not a government
agency seemed to put people at ease.

The skill of the MoneyHelp counsellors ensured that
clients felt they were not being judged and all clients
commented that they felt satisfied with the level of
consideration of the counsellor.

The opportunity to be educated about rights and
obligations for small business was seen as valuable, for
example surrounding bankruptcy and so on.

Quotes

| was able to control the interview, as | cot
ask what | needed

Xsaying it is a body separated from ti
government was important.

She gave melil KS y dzY o S NE&
person at money was very friendly anc
RARY Qi FSSt dzyO2YTF2
RARY Qi 2dzR3IS YSo

That helped me a hell of a lot in getting r
mind together. [Web] S$te was very gooc
and easy to use, a lot of things abo
bankruptcy.
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Section 8: Conclusion

This evaluation found that MoneyHelp is achieving its purpose of supporting the client in building a
deeper understanding of their finances and their rights and options in relation to their particular
situation.

Overall it was evident that MoneyHelp contributed significantly to improving the financial situation
of clients. There are several findings associated with this conclusion, and they are:

T empower ment of <c¢clients through i mproved kno!
people suffering financial hardship

I empowerment of clients through improved knowledge regarding their rights

9 increased confidence

9 reduced anxiety

9 provided effective service.
Impact
This evaluation found that MoneyHelp had a significant role to play in providing immediate services
to clients facing financial hardship, and as part of a triage system with MoneyHelp funded financial
counselling agencies. It also provides some immediate assistance to clients on the waiting lists for
face-to-face financial counselling services. It services a client group that would be unlikely to
approach such an agency either because of a lack of awareness of the agency or of the role of a
financial counsellor or due to embarrassment about their situation.
While some face-to-face financial counsellors suggested that clients prefer a face-to-face service,
callers to MoneyHelp clearly valued the fact that the service was telephone based.
The successful outcome was a result of the marketing strategy which included the role of an
industry liaison officer and an identified need for client anonymity.
It is evident that clients are provided with advice and guidance that enables them to take immediate
action to stop their financial problems escalating.
The service is seen as filling a knowledge void, people are able to understand their rights, and get
diverse information via one central contact point. MoneyHelp provides clients advice on how to
take i mmediate action, which was seen as empowert

perspective. There is however some level of frustration from clients that MoneyHelp consultants can
only offer advice and referral and cannot assist clients in completing forms or make contact on their
behalf.

Improvements
Financial Counseling Sector

This evaluation found that there is an opportunity to build stronger relationship with the financial
counselling sector. Clarification of expectations and requirements of MoneyHelp and the
MoneyHelp funded agencies, for example in relation to time limits for warm referrals and ability of
the agency to provide services near to the client, could assist in improving the warm referral
processes. Some general financial counselling services that are not MoneyHelp funded may be
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prepared to take referrals from MoneyHelp —and may appreciate the benefits of the warm-referral
process, that can significantly save time in client intake. The benefits for service providers are that
MoneyHelp provides case documents which saves service providers about 30 minutes of service
provider time per client, and eliminate the need for the client to go over their situation again.

The limited number of warm referral agencies means that people may have to travel long distances
for a face-to-face interview unless the agency has made other arrangements. Arrangements with
non-MoneyHelp financial counselling agencies could be considered in consultation with the
funding/contract bodies.

As demand for MoneyHelp increases, it is unlikely to be viable for MoneyHelp to expand its role,
such as assisting clients to complete forms. Improved and expanded referral processes to face-to-
face agencies should benefit clients who require this level of assistance.

Capacity building

MoneyHelp staff saw on the job training as extremely valuable, however it is important to have a
formalised induction program and training. Staff report that they would benefit from more ongoing
training but note limitations on attending training, due to keeping the service open. Consideration
should be given to whether there are creative ways to address ongoing training needs, including
training on how to provide advice over the phone rather than face-to-face. Assessment of a more
detailed induction and training program is recommended.

Process

Although the service has peaked and troughed since its inception, indications are that demand is
increasing. In part, this is driven by the proactive nature of activities conducted by the MoneyHelp
liaison officer.

Staff stress is one factor raised in relation to a peak in calls. Staff have noted that the time they
spend in contact with clients, who are often quite emotional, seems more intense than that spent by
face-to-face financial counselling. This is because more complex file work and follow up means that
face-to-face financial counsellors may spend more time on telephone calls to third parties or writing
correspondence.

Consideration will need to be given to balancing the potential resource constraints incurred by an
increase in calls and providing a quality service. It may seem necessary to limit the call time per
client, however based on the nature of calls, it is likely this may have a detrimental impact on quality
of service. It is recommended that this is monitored to ensure the quality of service is not
compromised.

Consideration needs to be given to the time allocated for administration duties, including capturing
case notes between calls. The accuracy of these case notes is very important, particularly when
being sent to a service provider. There also needs to be consideration for counsellors to have an
opportunity to debrief after a difficult call.

Marketing / Promotion

The website was seen as an extremely valuable resource, easy to use and in some instances
answered questions so clients did not need to phone the helpline. It is important that this resource

Clear Horizon Consulting Pty Ltd Page 25



remains user-friendly, but could be promoted more widely. Informant clients felt that in future they
would use the site.

The work of the Industry Liaison Officer is very valuable in accessing clients who may not seek timely
information on preventative measures. Continuing to build strong relationships with organisations
informed about people facing potential financial difficulties such as retrenchments is recommended.

It was evident that clients may not call MoneyHelp directly as they feel uncomfortable accessing
welfare service, however when direct contact is made by an experienced counsellor people are
more likely to be responsive to assistance, and take preventative action. The opportunities for
individuals to tick a box on the outreach form to say they would be open to contact has increased
the service, and other opportunities for this should be sought.

There were instances when clients expected MoneyHelp to provide a broader service, such as
providing money to assist with financial problems. Although difficult to identify the source of the
confusion, there are signs to indicate that it could be related to the translation of marketing material
into languages other than English. Marketing material had recently been translated into
Vietnamese, and the majority of clients expecting financial assistance were from the Vietnamese
community. How information is translated for marketing should be reviewed.

There is a need to better partner the financial counselling sector in promoting MoneyHelp as a
triage service, being complementary to the face-to-face services, not in competition.
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Appendix 1: Methodology

This appendix presents the methodology adopted for the evaluation of MoneyHelp.

Informant Interviews

The informant interviews were semi structured interviews. The output from these interviews were:

i. validation of previous data sourced through the data trawl
ii. collation of information that answers the KEQ
iii. approximately six representative stories to paint an in-depth picture of the impact
on the service on specific clients.

Informants were a mixture of:

9 stakeholder interviews
" MoneyHelp clients who have accessed the service
T MoneyHelp prospective clients who have not accessed the service (see web survey).

Desktop trawl:

This activity is the collection of existing information that can be used to assist with the evaluation.
Due to the length of time MoneyHelp has been in operation data was limited. This data includes:

9 MoneyHelp existing call and referral data
I MoneyHelp survey outputs from previous surveys
9 other relevant material.

Web Survey

It would assist the evaluation to understand why people, who are eligible to access the MoneyHelp
service, do not. This is obviously difficult data to collect, particularly in a short period of time. To
assist, an internet survey was been designed, and placed on websites that the target group may
access.
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Key evaluation questions

KEQ 1: To what extent are people (target group) comfortable in accessing the (MoneyHelp) service?

1.1.What prompts clients to access the service?

1.2.To what extent has <client’s comfortability
MoneyHelp (initial contact, assessment and referral)? *

1.3.What would prevent the target group from accessing the service?

1.4.What relevance does a lack of comfort have on accessing the service?

1.5.To what extent could modifying the MoneyHelp model assist with increasing service
usage?

1.6.What would make the service more accessible to clients in the target group?

1.7 How effective is the marketing material in alleviating peoples discomfort in accessing
the service?

1.8 What are the opportunities for improvement?

KEQ 2: To what extent is the continuity of service provision achieved with the referral / triage
model?

2.1.To what extent are the MoneyHelp processes efficient in ensuring timely and
appropriate service provision?

2.2. To what extent are the MoneyHelp processes efficient in ensuring timely and
appropriate referrals?

2.3.To what extent are the MoneyHelp processes able to support continuity of service
through the triage service model?

2.4.To what extent are the referral processes and systems of MoneyHelp efficient in
meeting needs of the client?

2.5.To what extent does MoneyHelp ensure optimal efficiency in call management?

2.6.To what extent do referral agencies see the referral process as effective?

2.7.What are the opportunities for improvement?

KEQ 3: To what extent does the client receive service appropriate to their needs?

1.7 To what extent did the client receive the service they expected when contacting
MoneyHelp?

1.8 To what extent did the service benefit the client? (outcome)

1.9 What are the opportunities for improvement?

KEQ 4: To what extent is the service efficient in addressing the client needs?
4.1.How effective are the mechanisms used to raise awareness of the MoneyHelp?

*The scope of assessing ‘referr adsthe rdferral sssesamtentdosse poi nt

not cover the service provided by the referral agency.
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4.2.What was the impact of the service on clients? (outcome)

4.3.To what extent did the client receive the service they expected when contacting

MoneyHelp?
4.4.What would make the service more accessible to clients in the target group?
What are the opportunities for improvement?

Informants consulted in this study

Category of informant | Nature of consultation

Total number
consulted

Client accessing Telephone interview 18
MoneyHelp
Internal MoneyHelp Face-to-face interview 8
staff
External MoneyHelp Telephone interview (8 contacted) 6
funded financial
counselling service
External general Telephone interview 1
financial counselling
service

TOTAL 32

Limitations of this study

While every effort was made to minimise bias in this evaluation, it must be recognised that there are
always limitations. In this evaluation, limitations included:

9 interviews held may not have captured all relevant views
9 interpretations made by the evaluator are inevitably influenced by that individu a |

and opinions

S

experi e

I we cannot guarantee that facts mentioned in quotes are accurate, however, wherever possible

this evaluation did attempt to triangulate information presented by informants

9 the evaluation did not capture a full understanding of the breadth of impact across the broader
community associated with this project
9 strategic informants who made judgments concerning the project cannot be considered to
represent all views, or be aware of all data sources.

9 Challenges in undertaking interviews as planned (and availability of appropriate informants)
I Some informants were difficult to contact
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