
Used the skills
and knowledge
learnt

80%
Better able
to manage
utility bills

80%
Felt more 
confident in
managing finances

75%
Felt their 
financial situation
has improved

70%
Felt a reduction in
stress related to
finances 

75%

The empathy and care helped 
me deal with a difficult separation
situation. He looked at every
avenue to help me mitigate the
debt incurred in my name by my
ex partner. He helped me see a
way to resolve it.

Her kindness and
support at this critical
point in our lives
helped save us from
what had become a
frightening situation.

Through the excellent
support and advice,
my mental health and
anxiety dramatically
improved in a positive
way.

Most valuable aspects of your experience with a financial counsellor?

Without this help, I
would have lost my
rental and potentially 
be homeless, had phone,
internet and power cut
off and gone hungry. I
am forever grateful this
help was available.

Utilities
debt

Personal
debt 

Mortgage
debt

Advocacy
support

Rental
debt

Buy now pay
later debt

Council
rates

Business
debt

Budgeting
plan

Referrals to
supportive services

Based on 711 financial counselling client survey responses
across 25 service locations.

Financial Counselling is a free, independent and confidential service that provides advice, 
advocacy and referrals to individuals, families and small businesses experiencing financial difficulties.
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Net
Promoter
Score

Financial
Counselling 

Clients linked to 
other services

81%
Satisfied with
the service

93%

The financial counselling service focused on:

87

Felt housing
situation was
more secure

74%

Likely 
to recommend

87%



Female
64%

Male
36%

Income Support
55%

Employed
33%

Other
12%

Housing
Tenure

Grace* is a retired woman living alone with a heart condition, relying on the Disability
Support Pension. Following the death of her mother, she faced significant emotional and
financial strain. Additional costs, including storage for her mother’s belongings and probate
fees for an estate with uncertain benefit, placed pressure on her limited income. As a result,
Grace fell into arrears on strata, telecommunications and utility bills, while
accumulating around $6,500 in credit card debt.

Financial counselling focused on stabilising Grace’s situation and protecting her housing.
Her financial counsellor advocated on her behalf with creditors and secured emergency
relief, including food hampers, vouchers, and assistance with essential cardiology-related
expenses.

Through negotiation and hardship support, several immediate outcomes were achieved.
Her internet provider waived a $500 debt, her gas charges were reduced by 25%, and her
mortgage provider approved a three-month moratorium, providing critical breathing space.
A manageable repayment plan was arranged for her strata debt, and most
significantly, her credit card debt of $6,500 was fully waived on compassionate grounds.

Grace was also connected with additional supports to strengthen her longer-term financial
position, including legal assistance for probate matters, essential household support
through No Interest Loan Scheme, and information about the Home Equity Access Scheme.

As a result, Grace stabilised her finances and reduced arrears across multiple accounts
while maintaining secure housing. With key debts resolved and immediate pressures eased,
her financial stress significantly reduced. She gained confidence in managing her finances,
began reviewing expenses to reduce costs, and developed a clearer understanding of her
priorities. With this support in place, Grace is now better able to focus on her health 
and wellbeing, with a more stable and sustainable financial future.

*Client name has been changed for confidentiality.

Find out more about our services at thefwc.org.au

I found it really stressful trying to negotiate my debt myself, but having
someone step in made such a difference. They helped me explore my
options, set up manageable arrangements, and connected me with
emergency relief in my area. It took a huge weight off my shoulders
and made the whole situation feel much more under control.million 

in debt waived

$9.2 

Client Demographics

Household
Composition

Gender

Client Story

41% Renters

29% Homeowner

8%   Boarders

Income Source

Find your nearest
financial counsellor from
one of our 25 locations

Program insights
January to December 2025

34% Single

27% Single parent

14% Couples with children 

Highest Represented
Categories: 

Highest Represented
Categories: 
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