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DIAL-A-DEBT COUNSELLOR TELEPHONE FINANCIAL
COUNSELLING SERVICE.

Introduction

The inspiration for this service came from an article written by a Financial Counsellor
working in the ACT.

As service co-ordinator she was ﬁnding it difficult to cope with the number of
appointments requested and waiting lists for face-to-face financial counselling were
up to three weeks in length.

A consequence of the lengthy waiting lists was that clients would not turn up for
appointments. They had either solved the crisis some other way, or had given up on
receiving help and put the problem to one side.

When I read the article the first time I was struck by the similarity of service delivery
problems being experienced by both the ACT service and the financial counselling
service run by The Salvation Army at Kilkenny.

A costing exercise revealed that for $10000 it should be possible to run a pilot
telephone financial counselling service for a period of six months. It was decided to
pursue that course of action.

Resources

Apart from the need for funding and the technical aspects of establishing a toll-free
number the question of staffing for the service arose. It had been hoped that up to 5
accredited financial counsellors could be employed on a sessional basis to man the
telephone and to offer information and counselling.

It proved difficult to find 5 counsellors and this was a reflection of the shortage of
skilled financial counsellors in South Australia. The shortfall resulted from the lack
of training offered in this area over the past 10 years. Those people who had been
working in the area after earlier training were often working full-time in one agency,
or were travelling between agencies and doing part-time work for each.

For the first six weeks I undertook to man the telephone line myself. The justification
I felt for doing this was based on the fact that I am an accredited financial counsellor
of some 10 years experience and that I had been able to employ a gambling counsellor
for an extra day a week (from 2 days to 3 days) just prior to September 2003. Most
gambling clients have financial difficulties stemming from their problem with
gambling and their prioritisation of funds for gambling before all other needs.
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