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Introduction  
The 2025 Innovation Grant Round aimed to reduce unmet demand by trialling and 

deploying new solutions that improve the efficiency of financial counselling service delivery. 

The round opened in March 2025 for EOIs and closed in May with 80 applications received. In 

July 2025, 11 grants were awarded for projects that displayed innovative ideas to help 

alleviate administrative burdens and barriers to access. Below are the grantees for 2025 

Innovation Grants. 

• Financial Counselling Australia ~ Financial Counselling Open Banking Platform 

Prototype ($75,000)  

• CatholicCare Wilcannia-Forbes ~ Streamlining Remote and Rural access to Financial 

Counselling utilising AI ($30,000) 

• Central Coast Region Financial Counselling Service ~ Reinvention of the Statement of 

Financial Position (SoFP) ($75,000) 

• Financial Counselling Queensland ~ Vanguard Technical Financial Counselling 

Support ($75,000) 

• Redgum Justice ~ Financial Counselling Co-Pilot ($75,000) 

• South East Community Links ~ BILLY - Bills Information, Loans & Language for You 

($74,000) 

• South East Community Links ~ Tools for Faster, Fairer Financial Counselling ($75,000) 

 

Discontinued in February 2026 

• Tenants Victoria ~ Live-chat and after-hours Financial Counselling services for 

Victorian Renters ($75,000)* 

• Financial Counsellors Association NSW ~ Multilingual services to improve CALD 

communities' access to financial counselling ($75,000) 

 

Concluding in December 2026 

• Good Shepherd Australia New Zealand ~ Efficiency Optimisation in Financial 

Counselling Leveraging Agentic AI ($75,000) 

• Financial Counselling Victoria ~ Financial Counselling Digital Transformation 

Roadmap: Data, Systems & Ethical AI ($74,400)* 
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Financial Counselling Open Banking Platform - Prototype 

Financial Counselling Australia 

Project Overview 

FCA will prototype a digital platform using Open Banking to automate bank data retrieval 

and streamline Statement of Financial Position (SoFP) preparation. Building on a successful 

pilot, the platform will reduce admin time, improve accuracy and strengthen sector-wide 

service capacity through centralised access.  

What technology platforms does Open Banking use? 

Open Banking has been delivered by FCA using the Basiq platform since mid-2024. It was 

always recognised that Basiq did not allow expansion beyond the first three agencies 

(Vinnies WA, Bravery trust & South East Community Links).  

FCA selected Tiimely as the new Open Banking platform in mid-2025. The Tiimely platform still 

links to Basiq who is the Accredited Data Recipient (ADR). Due to a change in the ownership 

of Basiq, contracts between Tiimely (Outsourced Service Provider, OSP) and Basiq (ADR, now 

Cuscal) were delayed and only signed in April 2026. The three agencies were able to 

continue using Basiq during the delays and continued to identify the benefits of Open 

Banking.  

The ultimate aim of moving from the Basiq to Tiimely Platform is the ability to onboard more 

agencies and financial counsellors, thereby giving more clients the opportunity to use Open 

Banking.  We are in the final stages of testing Tiimely and have set training in mid August and 

GO LIVE for 20 August 2026. 

Open Banking relies on many parties to deliver the information in an efficient and timely 

manner. Basiq remains the Accredited Data Recipient (ADR) providing the consent 

infrastructure and data connectivity to financial institutions. Tiimely is the Outsourced Service 

Provider (OSP) that integrates with Basiq via an API. 

What are the efficiency benefits of Open Banking? 
Financial counsellors have reported saving around 3 to 5 hours per client where Open 

Banking is used. These savings come from faster access to bank statements and the 

transactions within those, leading to a more streamlined financial assessment process.  

Open Banking can shorten this assessment phase and reduce the time to advocacy for the 

client. It also allows financial counsellors to progress cases more quickly and return to a 

waiting list sooner.   

Obtaining bank statements via Open Banking enables a financial counsellor to export 

transactions into excel and sort/manipulate those to complete a Statement of Financial 

Position (SoFP).  The other key benefit is the ability to download bank statements that can 

then be provided to a creditor to support advocacy discussions.  

A Financial Counsellor usually relies upon manual collection of bank statements, either PDFs 

or hard copies. There can be missing statements or bank accounts and this leads to needing 

to repeatedly follow up a client for this information and then significant manual 

categorisation and analysis. Using Open Banking alleviates this administrative burden and 

the associated inefficiencies.  

Open Banking is simpler, faster, safer and more accurate than a client bringing bank 

statements to an appointment or emailing them to the financial counsellor.  

http://www.fcif.org.au/
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What can financial counsellors learn from this project? 

The key learnings for other financial counselling agencies that wish to join Open Banking is to 

embed the process within their financial counselling work. For example, always offering Open 

Banking to a client. Once financial counsellors become familiar with the process, the 

feedback has been that it is a game changer to have 90 days of transactions available 

within 5-10 minutes.  Two of the three agencies really embedded the Open Banking process 

and found the benefit for themselves and clients. The other agency did not feel the process 

suited their cohort of clients.  

For other agencies to join the Open Banking platform FCA will:  

• meet with each agency,  

• organise for the MOU to be signed,  

• collect the details of financial counsellors (name, email, registration number), 

• onboard them to the system  

• provide 1 hour of training via Teams, 

• plus a detailed user manual of the Tiimely platform.  

Note that the Summary Report does not currently line up neatly with a Statement of Financial 

Position (SoFP), and this may be explored if FCA was successful in further funding with FCIF. 

Supporting documentation: Video of the steps undertaken by a financial counsellor and by a 

client using the new Tiimely portal 

http://www.fcif.org.au/
https://fcif.sharepoint.com/:v:/s/FCIFExternal/IQBLqq5L_64mQLr1j44rSG6mAae4RVtyMsEbYzFVjOcylOY?e=hJ089e
https://fcif.sharepoint.com/:v:/s/FCIFExternal/IQBLqq5L_64mQLr1j44rSG6mAae4RVtyMsEbYzFVjOcylOY?e=hJ089e
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Vanguard Technical Financial Counselling Support  

Financial Counselling Queensland 

Project Overview 

FCQ will develop a technical casework support service for financial counsellors, combining 

expert advice with an AI-powered chatbot to streamline case notes and improve service 

efficiency. The project aims to reduce admin burden, support professional development and 

enhance capacity, particularly for new, regional and remote workers, with potential for 

national rollout.  

What efficiency benefits did the trial identify? 

The project has demonstrated that the implementation of the AI assisted case note tool has 

reduced administrative workload for financial counsellors, improved efficiency in case note 

documentation and created opportunities to increase service delivery capacity.  

57.5% of participants reported that the case note tool saved them time in their casework 

administration, with a further 72.5% of participants agreeing that the quality of their case 

note writing improved after using the AI assistant.  

Evidence collected throughout the trial period further demonstrated increasing efficiency as 

participants became more familiar with using the tool.  

In June, 52% of recorded entries indicated that the tool saved participants between 5 and 30 

minutes when completing case notes, while in July, this increased to 78%, with two 

participants reporting time savings up to 60 minutes.  This demonstrates that the tool’s time 

saving effectiveness increased with regular use with the potential to directly increase service 

delivery capacity. Based on the results collected, if 100 case note entries were completed 

within a month, the estimated time saved would equate to approximately 25 hours and 

could enable a financial counselling service to provide support to approximately five 

additional clients without requiring additional staffing resources.  

Participants reported that the tool assisted them to create more structured, concise and 

comprehensive documentation that has provided practical benefits by reducing the time 

required to complete case notes, improving the quality and consistency of documentation 

and supporting financial counsellors through guided prompts, templates and relevant 

resource links.  

It was identified that the tool was of particular use and technical benefit to new financial 

counsellors and when used during intake / first appointment sessions. Participant feedback 

highlighted the value of the additional support provided, including comments such as, 

“Really liked the links, thought they were a valuable addition to support clients” and “I used 

all three templates and generated a great concise note.” 

http://www.fcif.org.au/
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What can the financial counselling sector learn from the trial? 

The project has generated valuable learnings that can be shared with the broader financial 

counselling sector and demonstrates the potential for AI assisted tools to support improved 

efficiency, consistency and service delivery. Importantly, the AI case note tool has been 

developed as a transferable resource that can be accessed by financial counselling 

organisations and their staff, subject to membership of an eligible peak association.   

This project approach provides a scalable model that enables broader sector access while 

maintaining appropriate security controls. With minimal set-up costs, limited training 

requirements and with the development of a user manual, organisations can readily 

implement the tool. The current iteration, available through the FCQ website, offers a ready-

made, standardised approach to creating new, existing and closing file case notes. 

Evaluation findings demonstrated measurable improvements in user confidence, efficiency 

and technical case note writing skills.  

In addition, the project’s practical resources can be shared across the sector, including 

suggested prompts to support financial counsellors during casework and curated links to 

relevant information and resources. These resources provide a structured foundation that 

can be adapted to suit different organisational requirements and offer a practical starting 

point for organisations exploring similar technology solutions to improve documentation 

processes and increase capacity to support clients.   

As with any pilot project, technical challenges were encountered, including occasional 

system errors reported by participants. These issues were effectively managed through 

responsive technical support, including the establishment of a dedicated contact number 

and email address to ensure timely assistance. A key learning from the project was the 

importance of allocating additional training time to build user confidence and maximise 

efficiency.   

FCQ’s findings indicated that the time saving and productivity benefits increased as users 

became more familiar with the tool. Consequently, organisations considering a similar 

approach should encourage staff to actively engage with the technology, complete 

available training and provide ongoing feedback regarding its effectiveness. Incorporating 

staff feedback into organisational processes will help identify further opportunities for 

improvements and ensure the technology continues to meet the needs of both financial 

counsellors and clients.   

The learnings gained throughout the project provide practical guidance for other financial 

counselling organisations considering the introduction of similar technology into their services. 

This tool can reduce administrative workload while supporting financial counsellors to 

maintain high-quality case notes.  

Supporting documentation: Survey on the efficacy of the tool 

 

http://www.fcif.org.au/
https://fcif.sharepoint.com/:b:/s/FCIFExternal/IQDMyMrSfGIoS5BqWDssPOpiAd6OAuP92stMuJd4w5HM21o?e=XsVrRf
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Reinvention of the Statement of Financial Position (SoFP) 

Community Support & Outreach Services Central Coast Ltd 

Project Overview 

Central Coast Region Financial Counselling Service is enhancing the Statement of Financial 

Position (SoFP) by turning it into a smart digital worksheet. This upgrade will cut admin, speed 

up client support, and deliver more consistent outcomes. It will integrate with forms (like 

authority letters), tracks client finances over time, and assist with drafting letters to creditors 

using AI - all in a scalable and agency-agnostic way. 

What efficiency benefits did you identify in the pilot of the new tool? 

Demonstrated efficiency gains 

The clearest evidence is direct: pilot data shows an average time saving of 23 minutes per 

session, including time saved on Financial Counselling Authority processing. Across a full 

caseload, that difference compounds into meaningfully more capacity for the same staffing 

level, without requiring counsellors to change how they practise. 

Tasks now completed more quickly 

Several previously manual steps are faster or fully automated within the tool: generating the 

client-facing Statement of Financial Position, producing hardship and moratorium letters from 

structured session data rather than drafting from scratch, and populating documents directly 

from information already captured earlier in the session instead of re-entering it. Counsellors 

no longer duplicate data across separate documents and spreadsheets, since the 

Statement of Financial Position, options, and letters all draw from the same underlying session 

record. 

Simplified and streamlined activities 

The tool structures the session itself: client details, story, financial position, options, and 

resources follow a consistent sequence, with document generation sitting at the end. This 

reduces the cognitive load of tracking what has and hasn't been covered, particularly useful 

for less experienced counsellors or complex cases. Optional AI assistance can flag options 

that might otherwise be missed, functioning as a check rather than a replacement for 

counsellor judgement. 

Consistency and client experience 

Feedback highlighted the tool's particular value for multi-creditor, complex, long-running 

hardship and family violence cases, where session continuity and accurate record-keeping 

matter most. Standardising the workflow across counsellors also supports more consistent 

advice and documentation quality across a service, not just faster output from any one 

counsellor. 

Capacity and waiting times 

Time saved per session translates directly into capacity: the same team can either see more 

clients or spend the time freed up on more complex casework rather than administration. This 

was the pilot's core hypothesis, and the 23-minute figure is early but direct evidence it holds 

in practice. 

 

 

http://www.fcif.org.au/
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Evidence base 

These findings come from the Narara pilot site, where usage and time data were tracked 

directly. Feedback from external pilot agencies (Bendigo Family and Financial Services, 

Anglicare Victoria) supports the same pattern qualitatively, though those sites did not run for 

long enough, or with enough volume, to produce their own quantitative time-saving data. 

Expanding measurement to these sites is a priority for the next phase. 

What can the financial counselling sector learn from this project? 

The pilot tested whether a structured, browser-based workflow tool adds real value in 

financial counselling sessions. The result was clearly positive: a session-support tool built 

around the Statement of Financial Position, with AI as an optional layer rather than a 

dependency, was well received across multiple sites. Adoption did not depend on AI being 

switched on, a useful finding in itself: the workflow structure carries value on its own. 

Onboarding format also matters more than expected. Sessions run in the morning, with live 

trial time built in using a pre-prepared de-identified file, produced far better uptake than 

asking counsellors to explore the tool independently afterwards. Momentum is easily lost 

once a counsellor leaves without having used the tool hands-on. 

Practical tools and processes 

The SoFP Worksheet (browser-based, local Storage-only, no server-side client data by 

default) has proven its value at the pilot site and is a strong candidate for wider trialling once 

the security and governance groundwork for broader adoption is in place.  

Automated Authority Form generation, one of the larger efficiency claims in the original 

application, was scoped as a future-phase feature rather than built into this seed grant. The 

pilot instead focused on validating the core workflow tool such automation would sit on top 

of. 

Challenges and pitfalls 

Privacy and security were flagged as a risk at application stage, with de-identified data and 

legal review nominated as mitigations. Those mitigations were applied during the trial (de-

identified or fictional data used externally, no server-side storage of client data), and a 

formal security assessment remains the logical next step before broader rollout, consistent 

with what was originally planned rather than a gap that emerged. 

Quantitative data collected during the pilot shows an average time saving of 23 minutes per 

session, including time saved on Financial Counselling Authority processing, a meaningful 

early result worth expanding on in the next phase. 

Recommendations 

Organisations considering a similar approach should start with the workflow value on its own 

terms; this pilot suggests it stands up independently of AI. Design onboarding around live, in-

session use rather than self-directed follow-up. Build in a lightweight measurement plan from 

day one so time-saving claims can be evidenced, not just anticipated. 

Supporting documentation: See the tool in action 

http://www.fcif.org.au/
https://fcif.sharepoint.com/:v:/s/FCIFExternal/IQA9Q4C2z01lQoNQpXhVnORvAYUwFGBc_6CyFkE0VLYhtEY?e=qU3PYy
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Financial Counselling Co-Pilot 

Redgum Justice Incorporated 

Project Overview 

The Centre will explore how AI can support financial counselling case management. The 

project will evaluate tools for booking, transcription and drafting and develop a legal and 

ethical guide for the sector. Findings will be shared to support safe and consistent AI use.  

How has this project demonstrated that it will reduce workload, improve 

efficiency or increase service delivery capacity? 

The research found that AI has the potential to substantially improve efficiency across the 

financial counselling sector, particularly in the areas of transcription and case management. 

AI-powered tools enabled faster completion of case notes, Statements of Financial Position 

(SoFPs), bank statement analysis, document formatting, information retrieval, and client 

correspondence, resulting in more efficient case management processes. In addition, 

automated transcription, summarisation, dictation, and template population reduced the 

need for manual data entry and repetitive administrative tasks. 

Financial counsellors reported significant time savings, with some achieving productivity 

improvements of up to 50%. Tasks such as drafting emails and advocacy letters, which 

previously required considerable effort, could often be completed within minutes. One 

finding indicated that approximately 30 minutes could be saved per correspondence task. 

Administrative workloads were reduced most notably in case note preparation, SoFP 

creation, and the review of lengthy reports and bank statements. As a result, counsellors and 

support staff were able to dedicate more time to direct client support, advocacy, and 

complex casework. 

These efficiencies created opportunities to support a greater number of clients and reduce 

waiting times. While waiting periods are influenced by multiple factors, several counsellors 

reported being able to see between 20% and 50% more clients each week due to 

productivity gains. This contributed to shorter waiting times, improved service responsiveness, 

and more timely assistance for clients. 

The study also identified improvements in consistency, quality, and client experience. AI-

generated case notes were generally more structured and comprehensive, while 

correspondence was clearer, more professional, and easier to produce. Features such as 

multilingual transcription and translation, automated resource generation, and retrieval of 

information from previous appointments further enhanced client engagement and service 

quality. 

Evidence supporting these outcomes was drawn from a five-month evaluation involving 

eight financial counsellors. Participants consistently reported reduced administrative 

workloads, improved documentation processes, clearer client communications, enhanced 

identification of advocacy opportunities, increased client service capacity, and measurable 

reductions in waiting times. These findings suggest that the long-term potential benefits of AI 

adoption may be even greater as usage becomes more widespread and embedded within 

service delivery. 

Overall, the research concluded that AI can serve as a highly effective assistive tool, 

improving operational efficiency, service capacity, and documentation quality while 

maintaining appropriate professional and human oversight. 

 

http://www.fcif.org.au/
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What learnings from this project can now be shared with the wider Financial 

Counselling sector? 

This project demonstrated that AI can deliver meaningful efficiency gains within financial 

counselling when implemented as an assistive tool supported by appropriate governance 

and human oversight, rather than as a replacement for professional judgement. The most 

valuable applications identified were transcription, case note preparation, Statements of 

Financial Position (SoFPs), bank statement analysis, document drafting, information retrieval, 

and administrative support. Some practitioners reported productivity improvements of up to 

50%, resulting in significant reductions in administrative workload and contributing to shorter 

client waiting times. 

A key lesson for the broader financial counselling sector is that AI performs particularly well in 

tasks such as transcription, dictation, translation, case note preparation, correspondence 

generation, financial information analysis, SoFP preparation, information retrieval, and 

document creation. However, the study also found that AI can produce inaccurate 

information or "hallucinations", particularly when undertaking research tasks or generating 

legal and policy references. As a result, AI should be used to support professional practice 

rather than replace expert judgement and verification. 

The project also developed a range of practical resources and processes that can be 

readily adopted by other organisations, including: 

• A customised AI agent setup designed to improve the quality and consistency of 

outputs from the outset. 

• Procedures for generating SoFPs from appropriately redacted bank statements. 

• Templates, policies, and implementation resources to support the safe and effective 

use of AI within financial counselling practice. 

Several challenges were identified that other organisations can proactively address. AI-

generated outputs may contain inaccuracies, outdated information, or fabricated content, 

particularly in areas involving legal, policy, or research-related information. Transcription 

accuracy is highly dependent on audio quality, while privacy obligations require all client 

documents to be appropriately de-identified before being processed by AI systems. The 

study reinforced the importance of professional review and validation of all AI-generated 

content prior to its use in client-facing activities or decision-making. 

For organisations considering the adoption of AI, the project recommends: 

• Using enterprise-grade AI platforms that provide stronger privacy, security, and 

governance protections. 

• Obtaining informed client consent where appropriate. 

• Implementing robust de-identification and data-handling procedures. 

• Investing in staff training, AI literacy, and prompt development skills. 

• Establishing mandatory review, quality assurance, and risk management processes. 

• Ensuring that human oversight remains central to all advice, advocacy, and decision-

making activities. 

These recommendations align with the legal advice provided by Mills Oakley and support a 

safer, more responsible approach to AI implementation within community service settings. 

Supporting documentation:  Research report 

 

http://www.fcif.org.au/
https://fcif.sharepoint.com/:b:/s/FCIFExternal/IQB6vLOB9YzeTp_CkueTY-zhAfrMyUxdJIQFEeJ3gAtoDbc?e=HB9yIJ
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Tools for Faster, Fairer Financial Counselling 

South East Community Links Inc 

Project Overview 

SECL will develop and test AI tools that automate key admin tasks such as debt summaries, 

financial statements and case notes. The project will be co-designed with sector input and 

delivered in partnership with AI consultancy Alyve.   

What efficiency benefits has your prototype delivered? 

Phase 1 has shown that our prototype, now named CASS, the "Counsellor AI Support System", 

can return around 4.3 hours a week to each counsellor who uses it, in a range of 2.0 to 7.6. 

This project was written as a Large Grant application and funded as a Seed Grant. Phase 1 

was scoped to build, test and validate the concept. Integration, live deployment and 

measurement of service impacts sit in the phase that follows. 

Counsellors estimated before and after times for each core task in structured testing in 

August 2026. The average time reduction for tasks was 57%:  

• 63% on follow-ups and deadlines,  

• 62% on outcomes reporting,  

• 61% on knowledge look-ups,  

• 57% on file notes,  

• 50% on standard letters and  

• 47% on the Statement of Financial Position.  

All counsellors in testing said they would use CASS in everyday practice. 

Phase 1 delivered a single platform built to hold every tool a financial counsellor needs, with 

test builds of the priority components inside it. Counsellors scored 15 candidate use cases 

and confirmed five for Phase 1. Four were demonstrated on 31 July 2026: Document Studio, 

Knowledge Base, Task Board and Outcomes Dashboard. Because one system produces 

every document type, a saving proven on one document applies to all of them, and a new 

document is a new template rather than a new build. Automating a single form improves 

one task. CASS improves the whole workload. 

The gains are most evident in repetitive work. Creditor authorisations, hardship letters, file 

closures and standard client communications are generated from approved templates, so 

counsellors edit rather than draft. Vendor and hardship policy answers return in-session with 

their source and date, drawn only from information SECL has checked and approved. 

Follow-ups and deadlines sit in one tracked view rather than personal notes. Case outcomes 

are captured in a 30-second entry and aggregate automatically, moving funder reporting 

from hours to minutes. 

Between 20 and 25 per cent of the caseload has English as a second language, and 

language added around 45 minutes per interaction, of which counsellors estimated 27 

minutes saved. Translation sits in the platform rather than each tool, so every output can 

carry it. It returned 139 of 139 responses across 28 languages tested, with no errors, and 

English remains the official record for internal use. 

 

http://www.fcif.org.au/
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What can financial counsellors learn from your project? 

The Financial Counsellor Companion was defined as a role before it was built as a 

technology. It was written as a position description, as though SECL were hiring a colleague, 

setting out responsibilities, boundaries, decision rights and escalation before any build 

began. Staff do not need to understand AI to understand a job description. That produced 

one enforceable rule: CASS drafts, the counsellor decides. Every output is a draft requiring 

review, and advice and decision-making stay with the counsellor. 

The people doing the work should set the priorities. Fifteen candidate use cases were scored 

by counsellors on impact, confidence and effort, and the results were mapped so the 

highest value needs stood out. Their ranking differed materially from what had been 

expected before the workshop, and it reordered the build. The method transfers to any 

service and takes a single workshop. 

Case management integration should not be assumed. SECL's system was not compatible 

with what Phase 1 required, and the two highest-scoring use cases both depended on it. 

Phase 1 was scoped to what could be delivered without integration. Other services should 

test compatibility before scoping, and treat integration as its own body of work rather than 

an assumption inside a build. 

Building one platform rather than separate tools changed the economics. A saving proven 

on one document type applies to every document the system produces, so extending 

coverage becomes a template rather than a new build. 

Answers should come only from information the service stands behind. CASS draws on SECL's 

own approved content, including external material that has been reviewed and brought 

into SECL's knowledge base, rather than searching the open internet. Counsellors work from 

information the organisation can defend, and every answer carries its source and date. 

Translation needs to be built, not bought in. Each translation is scored and then served, 

simplified or declined, with plain English as the fallback rather than a risky guess. Program 

names, legal terms, amounts and account numbers are kept word for word, and English stays 

the official record. Interpreter dependency is a service quality risk and not only a cost. As one 

SECL counsellor put it, “we are at the mercy of their interpretation, and interpreters 

sometimes do not arrive at all”. 

Supporting documentation: Final Executive Report 

 

http://www.fcif.org.au/
https://fcif.sharepoint.com/:b:/s/FCIFExternal/IQAVZufHs0wpQqDAbA7KicS_Afld-YhmqbffSTS0po2Oajo?e=jfw8tl
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BILLY - Bills Information, Loans & Language for You  

South East Community Links Inc 

Project Overview 

SECL will develop and pilot BILLY, an AI-powered multilingual tool to support high-volume 

Bring Your Bills events for CALD and First Nations clients. The tool aims to digitise intake, 

provide chatbot-based navigation and improve triage and accessibility. It aims to save up to 

20 minutes per client and produce a model for broader use.   

What efficiency benefits did Billy identify? 

The BILLY prototype gives people an option to get help who did not have one before. The 

clearest result from Phase 1 is more people being able to access support, not just serving 

existing clients faster. Language and stigma are the two things that most often stop people 

asking for help, whether that is a language no interpreter at the event can cover, or the fear 

and shame that stops someone approaching their creditor directly. BILLY offers a way 

around both. It was configured for 20 languages, well beyond the application target of four, 

and testing held up even in languages known to be genuinely hard to translate well. 

The prototype also points to less work for the providers our clients deal with, particularly 

energy and water retailers. Vendor staff currently spend seven to ten minutes per customer 

reading terms and conditions aloud, and chase callbacks caused by incomplete or 

mismatched information gathered on the day. A tool that captures a client's language, 

provider and issue before they ever reach a desk could ease these demands on retailer 

hardship teams, and cut the wrong-desk, repeat-explanation contacts that strain both 

vendor and SECL capacity at events. This is a mechanism Phase 1 identified through design 

and field observation, not yet a measured result. 

Financial counsellor workload is addressed directly too. Escalating to a counsellor was 

designed as a good outcome, not a failure, so a client who arrives with their language, 

provider and issue already captured frees up counsellor time for the complex casework only 

a person can do. BILLY feeds human support, at a Bring Your Bills event or into financial 

counselling more broadly, so complex casework always stays with people. 

The strongest early evidence came from testing with the hardest cohort available: a SECL 

digital-literacy group of Afghan women from migrant and refugee backgrounds, with limited 

English and limited literacy in their own language. All 15 reached BILLY on their own phones 

with only light assistance, and 100% of those who gave feedback said they would use BILLY 

again. Several asked to use it immediately and to share it with family and friends. One, 

Afghan community leader Zahra, said: "When I opened the app and saw it in my own 

language, I was so surprised." 

What can the financial counselling sector learn from this project? 

BILLY's design principles offer a template other organisations could adopt directly. BILLY has 

been treated as a new team member with a formal role, a defined role boundary, a name 

and clear limits on what it can and cannot decide. This made the boundary between BILLY 

and a counsellor intuitive to explain to clients and easy for staff to trust. 

A second learning is methodological. Rather than testing with an average user first, the 

prototype was tested with the hardest cohort available, a digital-literacy group of Afghan 

women from migrant and refugee backgrounds, with limited English and limited literacy in 

their own language. Surfacing complexity, language nuance and edge cases with this 

cohort before any wider rollout is a deliberately careful approach, and one other 
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organisations piloting AI in CALD-facing services could reuse rather than defaulting to testing 

with the general client base first. 

A set of practical design principles developed for BILLY are ready for adoption by others. 

Language selection happens before any other content and is never assumed. Escalation to 

a human is treated and measured as a good outcome, not a failure of the tool, so the 

system is never rewarded for avoiding a request for help. Every response acknowledges the 

person's situation before offering information, and no financial or legal term is used without a 

plain-language explanation alongside it. 

A challenge worth flagging: trust in an AI companion does not transfer automatically from an 

organisation's existing reputation. It has to be built in deliberately, through tone, boundaries 

and clear role documentation, or a well-intentioned tool risks feeling like a form rather than a 

trusted service. Organisations considering a similar approach should budget genuine design 

time for this, not just technical build time. 

The prototype also confirmed a long-standing problem from the client side: at most events, 

only one interpreter is available per language, so if that person is unavailable, there is no 

backup. An AI companion that takes the pressure off for simpler conversations, while keeping 

interpreters free for complex cases, is a model other financial counselling services facing the 

same interpreter shortage may find directly useful. 

 Supporting documentation: Final Executive Presentation  
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Streamlining Remote and Rural access to Financial 

Counselling utilising AI  

Catholic Care Wilcannia Forbes 

Project Summary:  

The Project will develop an AI-powered chatbot and phone intake system to streamline 

access to financial counselling for rural and remote clients. The system will enable 24/7 triage, 

reduce wait times, improve client readiness and support future sector-wide adoption. 

What efficiency benefits has your project identified? 

The project demonstrates a clear and practical pathway to improving financial counselling 

by: 

• reducing administrative workload,  

• eliminating duplicate data entry,  

• automating the preparation of intake summaries and referral information,  

• improving information quality,  

• and reducing follow-up requirements.  

By reducing time on intake administration and more time supporting clients, the product will 

increase service capacity, shorten intake and triage timeframes, improve first-appointment 

readiness, and provide a safer, less repetitive and more accessible experience for clients 

seeking financial counselling support. 

A major efficiency opportunity is the ability to ingest structured referral forms received from 

partner organisations and automatically pre-fill intake information for review. Referral 

information is uploaded and automatically mapped into a structured intake format. Intake 

packs are generated for verification, and Counsellors review rather than recreate 

information. The solution automatically converts intake conversations, typed notes and 

dictated content into structured summaries and handoff documents.  

Counsellors can record information naturally during conversations instead of producing 

lengthy written notes. The system then converts this information into structured records, 

reducing documentation time and improving client interactions.  

Delays often occur because information arrives incomplete or inconsistently through phone, 

email and referral channels. The guided intake process collects information in a standardised 

way, prompts for missing details, captures information aligned to CCWF triage requirements, 

and produces a consistent information set; gaining efficiencies through less time spent 

following up clients for missing information.  

The consistent intake structures and standardised outputs regardless of how a client enters 

the service improves client readiness for the first appointment, consistency of notes and 

handover information, and quality triage outputs. The outputs are aligned with the CCWF 

CRM reducing integration costs (out of scope) and improves workflow, reducing data entry, 

chasing missing information and preparing summaries. Increasing time available for client 

support and faster intake processing, enabling Counsellors to move from referral or first 

contact to assessment more quickly. More clients can be progressed through intake in the 

same amount of staff time. As referral volumes increase, more referrals without increasing 

administrative effort. 
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What can the financial counselling sector learn from this project? 

The overarching lesson from the CCWF project is that successful AI adoption in Financial 

Counselling is less about automation and more about making intake easier, information more 

consistent, and counsellors more productive. The strongest opportunities lie in reducing 

duplication, improving first-contact quality, standardising documentation and preparing 

better information for counsellors, while maintaining human oversight, client choice and 

safety at every stage. 

Rather than replacing practitioners, the project demonstrates how AI can act as an 

administrative co-pilot that allows financial counsellors to spend more time delivering direct 

support to clients.  

Pitfalls to avoid are: 

• Building an AI Counsellor 

• Making AI the only access pathway 

• Creating additional administration, i.e., don't introduce another system for Counsellors 

to manage 

• Don't ignore safety or FDV risks for clients and ensure safe-contact preferences 

• Don't go large early - focus on proving operational value first. Run a small pilot before 

scaling 

• Maintain human oversight - this is non-negotiable 

The project develops tools and processes that can be shared to the sector including a 

structured referral form that can extract referral information from other agencies into draft 

intake records for Counsellor review. Counsellor-ready handoff packs that convert the intake 

information into a standard form aligned with operational requirements. The system highlights 

information gaps or missing documentation for 

the client to reduce back and forth interactions and improve first contact outcomes and 

can suggest follow-up questions leading to fewer failed appointments. Voice-to-Notes 

workflows reduced documentation time, improved record quality, and accessibility for 

Counsellors.  

The project found that the biggest efficiency gains are often hidden in intake and a 

significant amount of staff time is spent: 

• Repeating intake questions. 

• Re-entering information. 

• Chasing missing information. 

• Reviewing inconsistent referrals. 

• Preparing handover documentation. 

These activities occur before financial counselling can begin. Improving first-contact 

processes can lead to better triage decisions, reduced waiting times and increased staff 

capacity. Streamlining intake may provide greater returns than automating later stages of 

casework.  

A key lesson is that the greatest value does not come from attempting to automate financial 

counselling itself. The strongest benefits were identified in intake, triage preparation, note 

taking, summarisation and information management. The project deliberately shifted away 

from the original concept of a public chatbot and towards staff-assist tools because 

stakeholders recognised that reducing administrative burden would create more value than 

attempting to automate client interactions. Use AI to support Counsellors, not replace 

Counsellors. 
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Live-chat and after-hours Financial Counselling services 

for Victorian Renters (Project discontinued February 2026)  

Tenants Victoria   

Project Overview  

Tenants Victoria will pilot live-chat and AI-assisted financial counselling including after-hours 

access for renters in financial stress. An AI virtual assistant will provide immediate triage and 

basic support easing pressure on phone lines and improving accessibility.  

What efficiency benefits has your project identified? 

Although the project did not proceed to full implementation, it delivered valuable innovation 

outcomes by testing the viability of digital financial counselling and generating practical 

insights for future service design. The project strengthened Tenants Victoria's understanding of 

how digital channels can support renters and informed broader improvements to our 

omnichannel service model. Through this work, we improved our digital intake and triage 

capability, making it easier for renters to access information and connect with services. The 

project also provided clear evidence about the resources, technology and service design 

requirements needed to deliver high-quality financial counselling through digital channels, 

enabling better future investment decisions.  

What can the financial counselling sector learn from this project? 

This project generated valuable insights for organisations exploring digital service delivery 

within financial counselling. A key learning was that while live-chat and AI-assisted tools can 

support information provision, triage and referral processes, delivering high-quality financial 

counselling through these channels requires significant staff, technology and service design 

investment.  

The project highlighted the importance of testing service-model assumptions early and 

undertaking small-scale pilots before committing to full implementation. This approach can 

help organisations better understand resource requirements, identify risks and avoid investing 

in models that may not deliver the intended client outcomes.  

The project also demonstrated the value of omnichannel technologies to improve digital 

intake, triage and appointment booking. These are areas where digital tools can simplify 

access for clients and improve the efficiency of service delivery organisations.  

Our recommendation for organisations considering a similar approach is to focus first on the 

use of digital tools to support intake, information provision and service navigation, while 

carefully assessing the resources required to deliver specialist financial counselling through 

real-time chat channels.  
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Multilingual services to improve CALD communities' 

access to financial counselling (Project discontinued 

February 2026)  

Financial Counsellors Association of New South Wales Inc  

Project Overview  

FCAN will test AI-powered interpreter platforms to improve access for CALD clients. By trialling 

these tools in real-world settings, the project aims to reduce reliance on third-party 

interpreters, cut wait times, lower costs and enhance engagement. A best practice blueprint 

will be developed to support broader sector adoption.    

What efficiency benefits has your project identified? 

The objective of our project was to answer the question – can AI interpreting tools deliver 

more accurate conversations with CALD clients, increased accessibility and reduced wait 

times for these clients, reduced interpreter costs and improved financial counsellor 

satisfaction.   

The project envisaged achieving these outcomes through using AI interpreting tools to 

substantially replace human interpreters in financial counselling sessions.   

We quickly found that AI tools were not ready to replace human interpreters. However, these 

tools were useful for brief, limited conversations in specific situations where human 

interpreters were not available. Also – AI tools are frequently used informally in the field, 

which raises privacy concerns.   

The focus of the study pivoted to defining the scenarios where AI tools could add value and 

providing guidance for when to use and not to use AI tools; and how to use the tools in line 

with privacy requirements.   

We produced a guide that contributes to:   

• Increased accurate conversations with CALD clients: Our guide provides advice as to 

when AI tools are likely to be helpful, and when human interpreters should be 

engaged. This helps financial counsellors ensure accurate communication and better 

build rapport with the client.   

• Increased accessibility options and reduced wait times for CALD clients: AI tools can 

assist with gathering basic data during the intake process when no human interpreter 

is available. The guide provides guidelines for allowing these tools to be used ethically 

where otherwise a service may not be confident to use AI. This allows clients who are 

challenged with English to work through the intake process at the first attempt rather 

than having to wait for a human interpreter to be organised.   

• Improved job satisfaction for financial counsellors: Our partner financial counselling 

services were concerned with unclear privacy implications with AI interpreting tools – 

particularly where a client wishes to use their own AI tool. The guide provides clear 

guidelines for obtaining informed consent from the client (including sample client 

consent forms in multiple languages) and managing the conversation to minimise 

privacy risks.    

Our initial testing found that when using AI interpreting tools for extended conversations, 

there are real problems with accuracy and rapport building, and therefore that the tools are 

not yet mature enough to test ethically with real clients. Therefore, we don’t have data to 

quantify these outcomes.  
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What can the financial counselling sector learn from this project? 

The learnings from our study which can be shared with the financial counselling sector are 

documented in our main deliverable, the Guide to Using AI Interpreting Tools in Financial 

Counselling. The guide is published on the FCA Financial Counselling Sector Toolkit which all 

financial counsellors can access.   

We have also presented our findings to the FCA National Multicultural Community of Practice 

and shared the guide with them.   

We will share the guide to FCAN members and their service managers and also share the 

guide with all the financial counselling state peaks for dissemination to their members.   

The guide provides practical advice for individual financial counsellors who are considering 

using AI interpreting tools with clients, as well as advice for service managers who are 

considering writing service policies and guidelines. It is accompanied by bilingual client 

consent forms in 13 of the most spoken languages.   

Key Points from the Guide:   

1. As at February 2026, human interpreters are generally much better than AI interpreting 

tools, both in accuracy and rapport building. If you can arrange a human interpreter for your 

client, that is generally your best option. Consider staff in your organisation who are bilingual 

and/or professional interpreting services.   

2. AI interpreting tools may help to overcome language barriers at particular points during a 

session. Currently, they are not suitable to interpret for a full session. The financial counsellor 

should always obtain the express, informed consent of the client before an AI interpreting 

tool is used, even briefly. This includes the case where the client wishes to use a tool they 

brought with them.   

3. If you or your client believes that there are good reasons to use an AI interpreting tool:   

• You need to clearly and simply explain the risks of using an AI interpreting tool, 

including privacy and confidentiality risks and the risk of inaccurate translation.   

• You need to obtain your client's informed consent. This guide contains sample 

disclaimers. You must record the client's consent.   

• You should manage the conversation to minimise disclosure risks. An example is 

providing only the minimum necessary details of the client's circumstances while using 

the AI interpreting tool.  

Supporting documentation: Guide to Using AI Interpreters in Financial Counselling 
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