Rural Business Support SA & NT
Client and Stakeholder Research Report

July 2025 | Ref 12771 MCGREGOR TAN

RESEARCH. STRATEGY. SOLUTIONS.



: '..! .Q-‘?
GRECUMATAN ©

C H SPLUTIONS.

Contents
Methodology 3
Executive Summary 6
Clients Research 11
Clients access to services 12
Working with counsellors 16
Impact of counselling 22
Relief Fund 27
Clients recommendations of RBS 30
Stakeholders Research 35
Awareness 36
Perceptions 37
Impact 39
Collaboration 45
The role of RBS 47
Extending impact 49
Appendix 1: Respondent profile 52
Appendix 2: Survey Tool 55

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025




Methodology

£ 1 !
> - O £ N TR
.!#n=.:. 4 = '
. s = r-._-‘» PRt

MCGREGOR TAN

RESEARCH. STRATEGY. SOLUTIONS.



Client Survey Methodology

This research project was conducted by McGregor Tan from the 27t of May to the 30" of June 2025.

e

Background Approach

The 2025 client survey was
conducted to assess the value and
impact of Rural Business Support
services from the perspective of
those who have used them.

The research aimed to understand
how clients experience the service,
what outcomes it delivers, both
financially and personally, and how
well it meets the evolving needs of
rural businesses.

Where relevant, results were
tracked to 2022 data.
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The study was conducted via an
online and telephone (CATI) survey
with 220 clients of Rural Business
Support, drawn from a database of
884 contacts, resulting in a 25%
response rate.

The sample included both current
clients and those with recently
closed cases:

Current: n =190

Closed cases: n =30

A breakdown of the respondents’
profile is provided in the appendix of
this report.
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Standards
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Market research has been
conducted in accordance with
ISO 20252.

Research was distributed through
McGregor Tan’s online panel, the
largest panel of South Australians
used exclusively for  market
research purposes.
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Guide to reading the report

Relevant statistically significant
findings as well as other
observations  of interest are
analysed in this report.

Please note that, because of
rounding, answers in  single
response questions will not always
sum precisely to 100%.

In addition, as the base for
percentages is the number of
respondents answering a particular
question (rather than the number of
responses) multiple response
qguestions sum to more than 100%.



Stakeholder Research Methodology

This research project was conducted by McGregor Tan from the 27t of June to the 10t" of July 2025.
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The objective of the stakeholder
research phase was to explore
perceptions of Rural Business
Support (RBS) through qualitative
interviews, understand how
stakeholders engage with its
services, and assess the value RBS
brings to farming communities.

The research also aimed to uncover
unmet needs and identify
opportunities to expand or refine
RBS’'s offering to better support
rural businesses into the future.

A total of 12 30-minute in-depth
interviews were conducted by
McGregor Tan Research, with
participants recruited from a
stakeholder list provided by Rural
Business Support.

Stakeholders represented a mix
of state and local government,
not-for-profit organisations, and
professional services.

Of the 12 interviews, 10 were with
stakeholders based in South
Australia and 2 in the Northern
Territory.
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Market research has been
conducted in accordance with I1SO
20252.

McGregor Tan is accredited to the
highest  professional  industry
standards (IS0 20252:2019 Market,
Opinion and Social Research] for
the full scope of research and
strategy services including
customised research for
consumer, social and commercial
studies, as recognised by the
Research Society.

Over the past 40 years, McGregor
Tan has grown to be one of the
largest independent market and
social research companies in
Australia.

We have achieved this through
the vision of our researchers
which is underpinned by a strong
company ethos respecting
tradition while driving innovation
and new technologies.
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Executive Summary

Rural Business Support Client Survey

The 2025 client survey confirms that Rural Business Support (RBS)
continues to play an essential role in the sector, particularly in times of
major disruption. In the past year, this has included drought in South
Australia and a broader trend of increasing financial strain among farmers.
Engagement with RBS is both deep and enduring, with clients working with a
counsellor for 1.7 years on average.

Clients, both prompted and unprompted, consistently described the
significant positive impact of RBS’s work. Counsellors were often seen as
the only trusted source of advice during periods of difficulty. Client
satisfaction is exceptionally high, with 92% satisfied with their financial
counsellor.

Unprompted feedback highlighted the counsellors” multidisciplinary
strengths. Clients praised their interpersonal qualities—respect, empathy,
and listening—alongside practical expertise in areas such as government
support, business planning, and financial management. These combined
strengths underpin what clients most value in their working relationship
with RBS.
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RBS counselling was also shown to deliver strong wellbeing outcomes.
Clients reported reduced stress, increased confidence, and clearer financial
direction.

The 2025 survey also assessed the impact of the Relief Fund. One-third
(29%) of clients accessed the fund, which had a meaningful impact not only
on financial relief but also on personal and family wellbeing. The most
notable benefits included help with everyday essentials, mental health
support, and stability for the household.

Word-of-mouth remains the dominant source of awareness—reflecting
RBS’s strong trust-based reputation and reinforcing the importance of
tracking the Net Promoter Score (NPS]) as a performance metric. RBS's NPS
rose from 63.8 in 2022 to 71.9 in 2025, underscoring its role not just as a
service provider, but as a life-changing support network.

Suggestions for improvement were rare. Where they were raised, they
typically related to less experienced counsellors not yet delivering on the
hallmarks of RBS’'s service such as practical business advice,
responsiveness, and availability.



Executive Summary

Stakeholder Research

The 2025 stakeholder research confirms that Rural Business Support (RBS)
is not only valued for its direct client support but also widely respected as a
strategic, stabilising presence in the agricultural sector. Stakeholders
consistently described RBS as an essential service, particularly during
disruptions like drought, and praised the professionalism, neutrality, and
commitment of its staff. Many viewed RBS as indispensable to the rural
support ecosystem.

Collaboration with other service providers was seen as a major strength.
RBS was commended for its openness to engagement, knowledge-sharing,
and joint planning, all of which help reach more farmers, break down
barriers to seeking help, and provide a safety net for clients facing severe
financial stress. This role is particularly important given the impact financial
hardship has on personal and family wellbeing, an issue identified as
increasingly urgent across the sector.

Stakeholders welcomed the opportunity for deeper partnerships and more
frequent joint initiatives. Examples included co-hosted events, referral
pathways, and integrated client support. RBS’s neutrality and trusted
relationships were seen as critical in facilitating difficult conversations—
particularly between clients and financial institutions.
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With growing demand for support, stakeholders strongly advocated for
increased capacity. They expressed a clear desire to see more counsellors
on the ground, matched to the high level of skill, trust, and impact RBS
already delivers. While a few stakeholders suggested continued professional
development, the majority praised counsellors for their practical knowledge,
personability, and ability to build trusted relationships with clients.

RBS also plays a unique intelligence-gathering role, acting as a frontline
observer of community needs and emerging risks. This positions the
organisation as a key source of insight for policy and decision-makers,
particularly in times of sector change.

Opportunities to strengthen and extend impact include:

* Increasing counsellor capacity to meet rising demand

* Raising awareness of services, especially among hard-to-reach
communities

* Expanding support for mental health and wellbeing

» Enhancing collaboration across networks to better serve shared clients

Overall, stakeholders see RBS as a highly respected, effective, and trusted
organisation. The message was clear: no reinvention is needed, just more of
what works, with increased visibility, expanded reach, and continued
collaboration to ensure farmers in need receive timely, meaningful support.



Key Findings

What RBS does well
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Essential frontline service: RBS is seen as vital to the rural
sector, especially during crises like drought or financial
hardship.

High client satisfaction: 92% of clients are satisfied, often
describing the support as life-changing.

Trusted, skilled counsellors: Counsellors are valued for
their empathy and practical expertise in finance, business
planning, and government support.

Strong reputation and reach: Trust-based word-of-mouth
remains the main awareness driver, reflecting RBS’s deep
community ties.

Effective collaboration: Stakeholders commend RBS for
active partnerships, joint planning, and referrals that
improve client outcomes.

Strategic intelligence role: RBS provides real-time insight
to policymakers, helping shape responses to emerging
sector challenges.

Community connector: Events and outreach activities foster
connection and visibility, making support more accessible.
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What matters most to clients
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Depth of knowledge: Clients value counsellors’ strong
understanding of business, finance, and the rural context,
enabling sound advice and tangible financial improvements.

Emotional and practical support: Counsellors are praised
for providing both financial direction and empathetic,
respectful support during difficult times.

Trust and independence: RBS is seen as a rare, unbiased
ally, to speak openly with, without judgement or vested
interest.

Impact on wellbeing: Many clients report reduced stress,
increased confidence, and improved decision-making after
engaging with RBS.

Continuity of care: Clients appreciate long-term
engagement and consistent support throughout their
journey, often spanning months or years.



Opportunities for improvement
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Increase counsellor
capacity

Several stakeholders
and clients noted delays
due to high demand and
limited staffing. More
counsellors are needed
to meet rising demand
and maintain RBS’s
standard of
responsiveness and
depth.

o

Strengthen visibility and
awareness

While RBS is highly
regarded by those who
use it, awareness
remains limited among
potential clients —
particularly new
farmers, culturally and
linguistically diverse
communities, and
younger generations.
More proactive
outreach and visibility in
the community were
suggested.
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Ensure consistent
service quality

A few clients noted
variability in counsellor
experience. While most
feedback was
overwhelmingly
positive, some called
out areas for
development among
newer or less
experienced staff —
especially in business
advice or
responsiveness.
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Strengthen wellbeing
support

Stakeholders
emphasised the
increasing intersection
of financial stress and
mental health,
recommending that
RBS continue
integrating wellbeing
into its services and
collaborate with mental
health providers where
appropriate.

Enhance collaboration
with professionals

Stakeholders supported
more structured
opportunities for
cross-referrals,
information sharing,
and joint outreach —
particularly in
drought-affected or
hard-to-reach regions.

Continue succession
planning and
knowledge transfer

With such high praise
for existing counsellors’
expertise, stakeholders
highlighted the need for
a strong pipeline of new
talent and strategies to
retain institutional
knowledge.
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Clients access
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Drought remains the top reason for accessing services. A quarter of clients
needed help with income, debt or cost issues

Top reason for accessing services

Drought remains the main reason for S 3.

. . . Drought
accessing services - similar to 2022 when roH9 27%
rural businesses were also grappling with the .
) t of COVID-19 grappting Government support (e.g. FHA] 1% 23% M 2025
impact o -19.
__________ 2022
: [ 1Y%
Nearly a quarter (23%) accessed support to Decreased income =550, °
apply for government programs like the Farm —
I 0 e — 0,
Household Allowance—more than double the Increasing debt 10% e 25
rate in 2022 (11%).
[ o) Increasing costs A 5% 1%
All clients who accessed services dueto T
. . . .
drought were based in South Australia. Retirement or succession A
In contrast, in the Northern Territory, the
_ 1N rritory, the 21 oy, T 5%
main reason cited was managing increasing 2%
debt (3 out of 7 respondents).
P Obtaining ongoing or operational finance P 4%
Bushfire, flood or storms I 3% o
12%
Contractual/legal disputes or creditor demands . 2% 8%

0,
Biosecurity issue r 1%
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Q4. Which of the following best describes your main reason for accessing services from Rural Business Support? Base: RBS clients n=220
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RBS is prioritising drought-related support, reflecting the most pressing
need among current clients

Top reason for accessing services

No - | worked with

Currently working with RBS counsellor: Yes No - Not started .
them in the past

Drought 40% | 0%

Government support (e.g. FHA] 40% 25%

Decreased income 19%

Increasing debt

Increasing costs

Retirement or succession 0%
RIC loan 0%
Obtaining ongoing or operational finance 0%
Bushfire, flood or storms 0%
Contractual/legal disputes or creditor demands 0%
Biosecurity issue - 10%
Responses n=174 n=10 n=36
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Q4. Which of the following best describes your main reason for accessing services from Rural Business Support? Base: RBS clients n=220



Word-of-mouth remains the top awareness channel, followed by Centrelink

referrals

In line with 2022 findings, referrals
from a friend or acquaintance was
the main way clients first heard
about the services offered by RBS
(25% in 2025, 22% in 2022).

Referrals from Industry
Associations have declined
significantly since 2022 (from 14%
to 5%).

Awareness channels

Referral from a friend or acquaintance

Referral from Centrelink or government agency
Referral from accountant or other professional
Internet search

Referral from banker

Attendance at a community event

Referral from PIRSA Family and Business Mentor (FABS])
Referral from an Industry Association

Social media post

Attendance at a field day

Attendance at a Recovery Centre

Newspaper advertisement

Heard an interview on the radio

Other

Don’t know / not sure
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Q1_c. How did you first hear about the services offered by Rural Business Support? back-coded Base: RBS clients n=220

22%
25%

B 2025

2022
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Working with

Financial
Counsellors




Most clients are early in their counselling journey, particularly those

Impacted by drought

Over half of clients (55%) have been working with
their RBS counsellor for less than a year, with an
average engagement length of 1.7 years.

Transactional clients tend to have shorter
engagement periods, with 62% seeing a counsellor
for just a few months. In contrast, 58% of case-
managed clients have been engaged for one year or
more.

Clients accessing support due to drought are more
likely to be in the early stages of counselling, with
65% engaged for less than a year.

Longer-term clients (3+ years) are more likely to be
working on retirement or succession planning (40%).
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Q2. How long have you been meeting with your Business Financial Counsellor? Base: Active RBS clients n=174

55%
Less than —=
ayear

Duration of client-counsellor
relationship

Average
1.7 years

. 5 or more years

. 3-4 years

1-2 years

22% Less than 1 year

A few months

Having the first appointment soon

22%

33%
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Client satisfaction with RBS counsellors is very high

In total, 92% of clients are satisfied with their work
with their RBS counsellor, including 71% very
satisfied.

In the Northern Territory, 100% of the 7 respondents
are satisfied.

Satisfaction increases after the initial appointment,
indicating the first point of contact is key.
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Overall satisfaction
working with counsellor

. 5 Very satisfied

4 Somewhat satisfied

. 3 Neither satisfied nor unsatisfied

2 Not satisfied

B 1 Not at all satisfied

21%

Q9. Please rate your level of satisfaction with the following in relation to your work with your Business Financial Counsellor: Overall experience of working with Counsellor. Base: RBS clients n=210

18



Top satisfaction drivers were counsellors’ supportiveness, communication
and professionalism

Interpersonal qualities such as respect, empathy and communication drive the highest satisfaction levels. Practical support, while still positive, is rated
slightly lower.

Satisfaction with key aspects of counselling experience

3 Neither satisfied 4 Somewhat

. 1 Not at all
nor unsatisfied satisfied

satisfied

Felt respected, heard, and supported throughout the process 18%
Communication and listening skills 20%

The professionalism and timeliness 19%

The quality of the information provided 25%

Helped feel more in control of my financial situation 32%

Network of professionals who could assist me to resolve issues 29%

2 Not satisfied [l B 5 Very satisfied

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

Q9. Please rate your level of satisfaction with the following in relation to your work with your Business Financial Counsellor. Base: RBS clients n=210



Clients value both interpersonal warmth and business expertise in their

counsellors

The vast majority of clients shared positive and
often deeply appreciative feedback about their
counsellor.

Unprompted comments  most  frequently
highlighted counsellors” supportive, caring, and
understanding nature, with nearly one in four
clients spontaneously acknowledging this.

Interpersonal qualities such as communication,
listening skills, and non-judgemental support
featured strongly, reflecting the emotional impact
counsellors have on clients.

Practical capabilities also stood out, business
knowledge, help with applications, and providing
clarity, showing the value clients place on both
empathy and effective, grounded advice.
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Unprompted acknowledgement of counsellors

Supportive / understanding / caring

Support and business knowledge

Good communication / listening capacity

Support with application / dealing with other organisations
Accommodating / responsive / available

Personable / friendly / non-judgemental

General positive feedback

Good solutions / ideas / Positive business outcome
Increased clarity / made things easier to understand
Professional / Respectful

Increased understanding of programs / assistance
Support with cash flow / budgeting / debt

Go above and beyond

Other

No

Q10. Is there anything your Business Financial Counsellor did particularly well that you'd like to acknowledge? Coded - Base: RBS Clients n=204

21%

18%

12%

9%

9%

7%

7%

6%

6%

5%

3%

2%

4%

7%

24%
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While the expertise and quality of counselling was most often appreciated by
clients, their interpersonal and communication skills were highly valued

Most valued part of working relationship with counsellor -
Coded from open-ended

Knowledge / expertise

Advice and assistance

Attitude / friendly / caring / relatable

Listened / genuine interest / trust / relationship
Support with farm business planning
Availability / Responsiveness

Support with financial management

Reassuring / Feel supported / Increased confidence
Support with Applications / Grants / Third parties
Having someone to talk to / Not feeling alone
Communication / respectful / professional

Open / honest / direct

General positive feedback

Nothing / Unsure

20%

-

-

-

-

-

-

4 N

o /

~

Frank honesty, no bullshit. She was very
good at having open conversations.

/

N
Just reassurance.

~

Affirmation and no judgement. The facts
and how to help.

J

He has opened my eyes up to sit down
and compare input costs to what benefit
you can get out of it i.e. long term
benefits of short term investment,

N

She’s a farmer herself.
/
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Q17. What did you value the most about working with your Business Financial Counsellor? Base: RBS clients n=204



Impact

of Counselling




Accessing government support is the main focus of counsellors” work,

followed by debt and cost management

70% of clients reported working with their
counsellor to access government support,
such as the Farm Household Allowance or
RIC Loans—making it the most common
area of focus.

Debt-related  support also  featured
prominently, with over a third of clients
working on restructuring (36%) or reducing
debt (34%).

Cost reduction and sourcing additional
capital or finance (both at 30%) are still key
activities, although they have seen a decline
since 2022. (Note: government support was
not included in the 2022 version of this
question.)

A range of strategic and operational topics
were also covered, such as developing new
income streams, managing risk, and
succession planning.

Areas worked on with counsellors

Access government support such as the FHA, RIC Loan or other

Restructure debt

Reduce debt

Reduce costs

Source additional capital/finance

Develop alternative sources of income
Manage risk

Increase productivity/yields

Transition the business to the next generation
Diversify the business

Increase sales

Recover from industry shocks (Tariffs, market oversupply etc]
Sell the business

Increase selling prices

Other
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Q5. Which of the following have you been working on with your Business Financial Counsellor? Base: Active RBS clients n=210

70%
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Support from RBS counsellors drove improvements in business strategy,
wellbeing and resilience

Improvements as a result of working with counsellor

1 - Did not 2 - Slightly 3 - Somewhat 4 - Moderately 5 - Significantly
. change improved . . .

improved improved Improved

Your understanding of the immediate priorities for your business 10% 23% 20%

Your personal wellbeing 15% 23% 20%

Your knowledge of your business’s financial situation 12% 22% 20%

Your skills and abilities to manage the issues being faced by your business
Your confidence in your business'’s financial future

The clarity of your business’s long-term strategy 20% 14%

Your financial wellbeing 16% 18% 16%
Your business’s readiness for future droughts, fires, or other disaster events 13%

Your relationships with other business partners/owners 10% 1% 1%
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Q6. How much would you say working with your Business Financial Counsellor improved the following aspects? Base: RBS clients n=210
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Counselling had a resounding impact on client wellbeing, especially by
reducing stress and improving financial clarity

Changes in day-to-day wellbeing attributed to counselling work

2&3 Slightly to
somewhat improved

4&5 Moderately to

1 Did not change significantly improved

. . ( Having someone to talk to has been very
Less stress / better sleep 20% 35% helpful. Confidentiality is invaluable. Gentle
) ) ) ) reminders have been so helpful.
Improved financial clarity and future planning | 0% 15%
No change 58% 9%
Increased confidence | 0% 15% Counsellor has helped reduce stress levels
etc by explaining ways to move through the
Counsellor support / feeling backed up (emotionally and administratively) | 3% 17% current drought, and helping |mplement
these. Also has been a good sounding
Less financial pressure | 3% 14% board as someone to listen to our
problems and offering advice.
Having someone to talk to | 0% 14%
Sense of community / not being alone | 0% 5%
Family / marital relationships | 0% 59 The crises of the grape prices what we are
facing are still here no change and the
The feeling of being in control / confirmation 5% 3% stress level Of knowing there is no future in
grape growing as a farmer puts a lot of
Negative feelings / situation 18% 5% strain in our selves and household.
Responses n=40 n=66
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Q7. You mentioned your personal wellbeing [[IMPROVEMENT SCORE] because of your work with your Business Financial Counsellor. Please describe the day to day changes that make you say this (this could be related to
stress levels, sleep, confidence or any other sign you've - Coded by Q6. How much would you say working with your Business Financial Counsellor improved Your personal wellbeing? Total base: n=195

25



Gained confidence is the strongest outcome reported by clients who worked
with counsellors

Impact of counselling work

Total
Agree

80% 73% 61% 60% 60% 57% 56% 52% 36%

® Average

. 5 - Strongly agree
. 4 - Somewhat agree

3 - Neither agree nor disagree

. 2 - Somewhat disagree

. 1 - Strongly disagree

[ am more | am making | have engaged | am more aware | feel more | have developed |am better able to | feel more | worry less about
confident to ask  positive changes with other of opportunities to confidentin my medium/long-term make financial positive about the money and
for assistance to improve my services to improve my management business goals decisions future finances
when I need to  financial situation improve my business abilities and skills  and plans to
circumstances achieve them
RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025 26

Q8. Please rate your level of agreement with the following statements as a result of your work with your Business Financial Counsellor. Base: RBS clients n=210



Relief
Fund
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One in three clients accessed the Relief Fund, with strongest impact on daily
essentials and mental wellbeing

Access to RBS Relief fund The fund helped with....
Don’t know B 5 Extremely helpful
Yes
M
3
2

B 1 Not helpful at all

20%
26% 26% 20% 13%
15% 18%
15% 18%
0, 0
5% 15% 1% -
No . . . L . - .
Meeting essential Supporting your Maintaining Reducing Continuing to Helping you feel
everyday needs mental wellbeing family or immediate operate your  more in control of
(e.g., groceries, household financial pressure business your financial
fuel) stability / “breathing decisions
space”
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Q11. During your involvement with Rural Financial Counselling, did you receive a grant from the RBS Relief Fund? Base: RBS clients n=210
Q12. To what extent was the Relief Fund helpful with... Base: RBS clients who accessed the Relief fund n=61



Unprompted feedback confirms the relief fund’s strongest impacts: daily
essentials and mental wellbeing

The difference the grant made

Helpful / Feeling gratitude Just taking the pressure off living expenses as every dollar
seemed to be keeping the farm productive. Helping to be active

in the community.
Reduce pressure / stress

Helped put food on the table

Not enough / temporary Just the fact it doesn’t last for ever but it gives you breathing

space to work on managing debt, the property etc. and move

Helped pay bills forward. Good strategies and people to talk to.

Avoided further expenses

Other Receiving the grant made it easier on the financial stress of not

worrying re grocery shopping as we took the shopping vouchers

No 27% so very much appreciated big help

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025 29

Q13. Is there anything else you'd like to share about the difference this grant made for you, your family, or your business? - Coded. Base: RBS clients who accessed the Relief fund n=60



Clients
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of RBS
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The Net Promoter Score is a strong indicator of RBS's impact, rising further in
2025 to a very high level

Net Promoter Score

Qualitative insights from Stakeholders NPS
score

63.8 71.9
Stakeholder interviews confirmed that word-of-mouth
recommendations are vital for RBS. Many farmers are

reluctant to seek help—due to pride, embarrassment, or fear Bl 10 - Extremely likely
of stigma—and in the NT, cultural and language barriers add 9
further complexity. W
Personal recommendations help overcome these barriers by 7
normalising help-seeking and building trust. Hearing from 90
peers or professionals who've used RBS successfully makes ’ Promoters 6
it easier for others to take that first step. 79% 5
The real challenge for RBS isn’t the quality of its service—it's 4
getting farmers through the door. Trusted recommendations 3
are the bridge between awareness and action. 12% 0
- 2
In this context, tracking the Net Promoter Score is more 10% | ]
than a business metric—it reflects RBS’s reach and 1 Passive 1
influence. A high NPS means clients are advocating for the 6% 5% 146% M 0 - Not at all likely
service, helping others overcome barriers to support. 8% | Detractors
L R aee——
— 7%
2022 2025
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Q14.0n a scale of 0 to 10, where 0 is not at all likely and 10 is extremely likely. How likely are you to recommend Rural Business Support to friends, family, or peers? Base: RBS clients n=210



Help and support were at the heart of the client experience

Reasons clients would recommend RBS (word cloud from open-ended)

count.selylﬂqrs
brilliant OP! anyone farming
everyone given somebody community
speak give /lerent  talk recommend extremely

understand IUVV easiernaind m”mudw le

ositie SUPPO It really able rops""

dro{_lsg'rt]%'latlgp skills bUSIneSSuséegrle]r]edOfﬁennce
counsellorh I fmancnalundeyfstandmg

hU e Process lnake

thf Justg ovemment
supportlve gfeat
| gave
mdustry serwce h@lprl avallable

o answer

much donthOd th mhselped A

person qoin g
going = mgtdt;? cost work iInformation
struggling advice farmer
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Supportive service drives strong advocacy, but a small group still face barriers
to benefit

Reasons clients would recommend RBS (coded)

PROMOTERS (9-10) PASSIVES (7-8) DETRACTORS (0-6)
Helpful / supportive / caring / reassuring — 39% _ 19% ‘ 0%
Needed service & support (essential, only assistance & free) _ 18% _ 7% — 4% Just an overall success,
Knowledge and understanding s 129 — 77, 0% organising the enterprise for the
Ideas / planning / solutions _ 7% P 4% — 7% next generation. Great continuity
o of support, very accessible.
Overall positive feedback _ 12% P 4% 0%
Support applying for FHA/income support _ 7% — 157 7%
Listened / there to talk to _ 5% 0% 0% There is nowhere else to go.
Increased confidence / knowledge of options P 4% 0% 0%
Already recommended / referred P 4% 0% 0%
Accessible M 3% 0% 0% It's nice to get advice without an
Professional / respectful F 2% 0% 0% underlying agenda and considers
Reduces barriers to seeking help F 2% - 4% 0% our wellbeing.
Overcame language barrier ‘ 0% _ 4% 0%
Increased sense of community F 1% - % — 7% _
Communication / friendly / approachable — 7, 0% — 79, ) Very support|v§ of the rural
. industry and the financial, mental
Better than nothing / small help [ 1% 0% 0% :
and physical pressure that people
Limited services / options | 1% 7% 0% are under.
Mix/negative experience with counsellors 1% 7% 0%
Barriers to recommendation ¥ 2% 11% 7%
Lack of communication | 0% 4% 7% | try to recommend them to people
Negative experience |0% 4% 14% but there _iS a sense of '
Not enough contacts with RBS to comment | 1% 4% 21% hopelessnehss in the community
Negative outlook | 1% 0% 0% and some them are too proud to
accept assistance.
Don't know / Other |0% 0% 14%
Responses n=164 7 n=14
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Most improvement areas relate to the counsellor’s ability to provide effective

help

More honesty / realistic about negative outcome

What RBS could have done better

Issues out of RBS control 4
Experience of counsellor
More tailored solutions

Faster results

N N NN

Funding / higher grant value
Timeliness

Responsiveness

Listening

Follow ups

Knowledge of support

More depth of knowledge

Less paperwork

Earlier communication
Generic updates on support available
More connection to community

External mental health support

i VU GO G U U G OIS O

Don't know
Nothing

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

Q16. What, if anything, could Rural Business Support have done differently to receive a higher rating? - Coded. Base: Clients who have suggestions n=40

Have more tools to offer which suits the individual
circumstances.

The initial Counsellor didn’t have the necessary depth of

knowledge that we needed. The second counsellor was

much better. Its very important for us to have help from
knowledgeable people.

More timely with appointments and follow up’s on things.

Also more aware as of support from other areas.

Too much paperwork farmers have enough stuff to do
with out deal with more forms to fill out

Pay the invoice quicker, received some follow up from
creditor whilst awaited processing
12
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Strong recognition, but limited understanding of RBS's full value

While RBS is well known and trusted, many stakeholders only understand the services relevant to their role

Stakeholders across sectors broadly recognise RBS for its core role in
financial counselling—especially those in banking and financial services.
Government stakeholders are typically aware of RBS's involvement in
Farm Household Allowance delivery, but knowledge of other programs—
like RIC loan support and the Relief Fund—is more patchy.

Understanding of broader business services such as succession planning
and farm management is mixed. Some legal and financial professionals
are familiar with these offerings, but often only at a high level. Others
were unaware RBS supports proactive business planning outside of crisis
contexts.

The most significant knowledge gap concerns RBS’s landowner
information services. Many stakeholders had not encountered RBS's
involvement in mining, renewables or land use negotiations—highlighting
a need for greater visibility of these offerings.

Geographically, awareness is stronger in the Northern Territory due to
closer networks and more regular collaboration.

While many stakeholders already refer clients to RBS, several admitted
to doing so without a full understanding of the service range—suggesting
strong brand recognition but limited depth of knowledge.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

Stories of strong brand recognition but limited depth of understanding:

» A stakeholder in conveyancing and succession referred clients using
FHA vouchers but wasn’t aware of the Relief Fund.

» A stakeholder working in grower development in the NT referred
farmers to RBS but had not heard of their landowner information
support.

* A stakeholder in farm finance and advisory referred clients based on
personal experience, unaware of RIC loans and the Relief Fund.

* A stakeholder in viticulture industry development had collaborated
with RBS but didn’t know the full extent of their business services.

These stories show that even frequent collaborators don’t always have a
complete picture of RBS’s service offering—highlighting an opportunity to
strengthen professional understanding and improve the quality of
referrals.
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RBS is perceived as a trusted support for farmers and rural businesses

Stakeholders see RBS as a reliable, empathetic service that fills critical gaps—especially during times of financial stress—often going

beyond what government or private consultants can offer

Rural Business Service in one sentence

“A service to assist viable farmers through hard times.” - Agricultural finance
stakeholder

“They're on the front line. They're just absolutely brilliant at what they do.
They're the backbone of the farming cohort.” - Grower development
representative

“Confidential support for farmers in financial distress.” - Financial counselling
partner

“A one-stop shop for supporting South Australian and NT farmers.” - Banking
stakeholder

“Providing much-needed services to small businesses that would normally go
without. Businesses that aren’t large enough to engage a private consultant.”
- Rural business lending professional

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

“A not-for-profit helping farmers financially in various ways, also assisting
with retirement plans, wills, and succession planning.” - Professional
services stakeholder

“They are thorough, empathetic, follow up, and genuinely have their clients’

backs.” - Agricultural industry representative

“The main support for farmers in distress. They provide an independent view

to guide management and business decisions—grants, loans, and financial
supportincluded.” - Farm advisory stakeholder

“They provide rural financial counselling services that we rely on.” -
Government representative

“An experienced team supporting the agri sector to adopt better practices—

helping with cash flow and service navigation.” - Agri-support advisor
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Trusted, human-centred support in a system that often feels impersonal

RBS is widely seen as essential to rural resilience — not just for what it does, but for how it shows up: local, personal, impartial and

deeply trusted by those who need help most

Stakeholders across sectors consistently view RBS as a deeply trusted and respected
organisation. Even when unaware of its full service offering, they are confident in the quality and
integrity of the support it provides. Most perceptions are shaped by the work of RBS’s
counsellors, whose ability to combine technical expertise with empathy and discretion is
consistently praised.

RBS staff are recognised for being embedded in their local communities — “out and about”,
known by name, and approachable. Their local knowledge and personal rapport are seen as
critical in communities where pride, stigma or cultural factors can stop people from seeking
help. This trusted presence at “the kitchen table” is often described as irreplaceable.

Importantly, RBS is seen as a neutral, non-commercial partner. Their role as a calm, confidential
intermediary between farmers and banks, water agencies or legal systems is valued — especially
during crises. Several stakeholders noted they refer clients to RBS specifically because they can
say things others can’t, and in a way that isn’t perceived as threatening.

Many also noted RBS's success in supporting farmers from culturally and linguistically diverse
backgrounds, particularly Vietnamese growers in the NT — offering translation, patient guidance
and navigation of complex systems.

Ultimately, while few stakeholders can personally attest to outcomes, they are unanimous in their
view that RBS plays a vital role in holding the rural support system together — one that no other
provider can easily replace.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

“They're not just ticking a box — they take the time to understand the

situation. That's rare.” - Farm finance specialist

“They speak the language of the farmer. They're not just consultants;

they're part of the ecosystem.” - Agricultural supplier

“The fact that they're not trying to sell anything builds immediate
trust.” — Water and irrigation service provider

“You can’t overstate the importance of having someone neutral in the

room when tensions run high.” — Rural banking stakeholder

“When no one else knows what to do, we send them to RBS.” -
Government program officer

“They've become the go-to for anyone falling between the cracks.” -

Legal stakeholder working on succession cases
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When financial crisis hits, RBS is often seen to be the only door still open

RBS provides immediate, practical support that helps rural families manage extreme financial hardship

Stakeholders consistently highlighted the critical role RBS plays in
reducing immediate financial stress among rural clients. Whether
it's connecting families to emergency funds, navigating government
schemes, or helping with short-term budgeting, RBS counsellors are
seen as a lifeline during financial crises.

This support is not abstract, it often translates into families being
able to meet basic needs, keep their farms operational, or stay afloat
during severe drought, debt, or unexpected life events. Importantly,
these interventions are recognised not just for their financial utility,
but for the relief and hope they bring to farmers facing overwhelming
stress.

Stakeholders also noted that this financial support often opens the
door to deeper engagement, allowing farmers to access more
strategic, long-term assistance.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

“They connect farmers to immediate help in extreme hardship.”
Agricultural development officer, SA Government

“Our parents received support from [counsellor name] when they
struggled financially. It helped them manage the farm and pay for
expenses.” Agricultural supplies rep, NT

‘Providing emergency financial support when farmers can’t pay their

bills—there’s nowhere else to turn.” Banking executive, SA & NT

“You can see the difference in stress levels once RBS steps in—
they're often the first real support farmers get.” Conveyancer, SA

“Helping families navigate the paperwork to actually get the help
they're entitled to—without that, they'd just give up.” Mortgage
broker, SA

“They've become the go-to for anyone falling between the cracks.” -

Legal stakeholder working on succession cases
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RBS was highly recognised for building stronger foundations for long-term financial

resilience

Beyond crisis support, RBS helps clients develop the skills, plans and confidence to manage their finances sustainably

Stakeholders consistently noted that while RBS is well known for its
crisis support, its longer-term impact lies in helping rural
businesses build financial capability. Counsellors don't just fix
problems—they equip farmers with the tools and knowledge to plan,
budget, and manage risk more effectively.

From assisting with business planning and loan applications to
delivering practical workshops on budgeting, cashflow, and financial
literacy, RBS empowers clients to take control of their financial
futures. Several stakeholders highlighted how clients who had once
needed crisis support were now making proactive business decisions
thanks to the guidance received.

This long-term impact often goes unseen by the broader community,
but those who work closely with clients see the change—less stress,
better financial decisions, and more resilient rural businesses.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

“RBS helped my parents get on top of their finances. Their planning
and budgeting improved, and they've been able to run the farm more
confidently.” Agricultural supplies rep, NT

“RFCs help farmers with business plans, direction, and initial
contacts. Their support clearly improves financial wellbeing.”
Agricultural development officer, SA Government

“Clients come back to say thank you. They've gotten loans, improved
how they run things. You see the change.” Agricultural development
officer, SA Government

“They run workshops on financial wellbeing—balance sheets,
business management, that sort of thing. It makes a big difference.”
Agricultural supplies rep, NT

“It's not just about fixing things—it’'s about helping people plan and
manage better so they don’t get back in that place.” Mortgage broker,
SA
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RBS plays a vital role in safeguarding mental wellbeing in farming communities

In a sector where asking for help is often difficult, RBS is trusted to support not only farmers’ financial resilience but also their
emotional wellbeing—filling a gap other services cannot.

RBS is recognised not only for its financial counselling but also for its unique ability to support the mental wellbeing of farmers and rural service
providers. The nature of the work means clients are often under intense pressure—whether due to drought, financial hardship, or systemic shifts in
their industry. Many farmers feel shame, isolation, or a sense of failure, making it difficult to ask for help.

Stakeholders across sectors—including banks, government agencies and agricultural advisors—acknowledge that RBS has built the trust and empathy
needed to break through those barriers. RBS makes it feel safe to open up, particularly for generational farmers who might otherwise never seek
support. Their confidential, independent position allows them to have difficult conversations that others can’t. One stakeholder noted that “it changes
the way farmers see us” when RBS is involved, shifting relationships from confrontational to solution-focused.

The impact of RBS extends to frontline service providers themselves. Banks and water providers described the emotional strain of working with
distressed clients, sometimes facing situations involving suicide risk or domestic violence. Some, including a senior banking executive, have even
implemented mental health training for staff. These stakeholders value RBS not just for their client support, but as a buffer that protects their own
teams from burnout.

Importantly, stakeholders noted differences in how wellbeing challenges present across regions. In South Australia, drought and oversupply were key
triggers, while in the Northern Territory, small-scale operations, language barriers and cultural differences made it harder to engage some farming
communities. RBS’s tailored approach, including cultural sensitivity and long-term presence, allows them to address these variations with care.

Wellbeing workshops and informal check-ins now receive strong engagement, reflecting a growing openness to discuss mental health. Stakeholders
credit RBS for helping lead this shift in attitudes by simply being there, listening, and offering a human response in moments of crisis.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025
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Mental wellbeing support

Quotes

“They're the ones farmers can actually talk to—about money, yes,
but also about what's going on in their lives. It makes a difference
mentally.” Agricultural advisor, NT

“They’'re not just helping with the farm books—they're helping
people hold it together. Sometimes they're the only person that
struggling families talk to.” Banking executive, SA

“One of their clients was going through domestic violence and
rehab. The counsellor went to visit the partner, just to show support.
That's the kind of care they provide.” Rural development officer, SA

“RBS works with farmers in that mental health line... promoting that
it's okay to talk to someone. | think that’s quite important in the
farming space.” Community development officer, NT

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

“It's less taboo than it used to be. When we promote a wellbeing
session now, people show up. There’'s more willingness to talk about
it, and RBS plays a role in that.” Grower representative, SA

“They're the bridge—not a psychologist, but someone people trust
enough to open up to. And sometimes that's all someone needs.”
Legal advisor, SA

“People are isolated and under stress, and RBS gives them
someone to talk to. That's more valuable than most people realise.”
Government ag officer, NT

“Farmers tend to work by themselves or just with one or two
people... there’s traditionally been stigma around talking about your
mental health. It's good it's coming into the open.” Community
development officer, NT

/A



Stories of RBS impact on clients

Turning crisis into success: How RBS helped transform a frost-affected vineyard
Into an award-winning operation

A stakeholder shared a powerful example of RBS’s impact in the Barossa region, following significant
frost damage to local vineyards.

After severe losses, RBS’s rural financial counsellor partnered with the case officer and technical
specialists to develop a comprehensive recovery plan tailored to the vineyard owners’ needs.

The financial counsellor’s support included:

* Reviewing the vineyard’s post-frost budgets and financial position

* ldentifying areas to reduce costs

 Helping access activity supplements (up to $10,000 in additional funding for farm improvements)
Importantly, the RBS counsellor worked directly with:

» Irrigation specialists to optimise water usage

» Agronomists to analyse soil and recommend improvements

» Viticulturists to restore and improve overall vineyard health

Around $3,000-$5,000 of the support funding was directed specifically to soil improvements, with the
aim of helping the vineyard “perform better.”

The results were transformative. Within two years, the vineyard was expecting a “bumper crop and
heavy tonnage” of high-quality grapes. The owners won a Viticulturist of the Year Award after
completing further training, and ultimately exited government support programs. As one vineyard owner
put it:

I can't thank you enough, but | think we are in a good position now.”
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Stories of RBS impact on clients

From financial hardship to independence: How RBS helped one family thrive

A Farm Household Case Officer shared a powerful success story of how RBS support helped a farming
family move from financial struggle to long-term stability.

The challenge: The family had been experiencing significant financial stress and were receiving Farm
Household Allowance payments. To support their recovery, they were referred to a Rural Financial
Counsellor (RFC) through RBS for help with business planning and financial management.

The intervention: The RFC worked closely with the family to:

» Develop a detailed business plan

* Guide them through cash flow and budget management

» Assist with funding applications

* Provide strategic financial advice to strengthen their farm operation

Outcome: With this support, the family not only stabilised their financial situation but significantly
outperformed expectations.

“That crop that year exceeded expectations they ended up in profits they came off payment shortly after.” —
Farm Household Case Officer

Lasting impact: Following this intervention the farm became profitable, the family exited government
support and they achieved long-term financial sustainability.

The case officer described this as “a great success story”, a clear example of how RBS can deliver deep,
lasting transformation for rural families, combining personalised financial advice, business planning, and
practical support to create real change.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025
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Collaboration with RBS is working—and stakeholders want more

Stakeholders value RBS as a trusted partner and see deeper collaboration as the next step

RBS is consistently described as a reliable and trusted partner across
the rural services ecosystem. Stakeholders spoke of long-standing,
collaborative relationships based on mutual respect, shared clients, and
aligned objectives.

This collaboration is not only appreciated—it's effective. Stakeholders
across banking, government, legal and advisory services praised RBS
for filling critical gaps in support by bringing an independent, grounded
perspective to often complex financial situations. Their local presence
and practical, solution-focused style make them easy to work with.

Importantly, stakeholders aren’t just satisfied—they're asking for more.
Many want stronger professional networks, clearer referral pathways,
and greater visibility of RBS services within their organisations. There is
a shared appetite to deepen relationships and ensure farmers get the
most coordinated and responsive support possible.

RBS has earned its position as a key part of the support ecosystem. The
next opportunity is to build on this foundation through even closer
professional linkages.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

Examples of effective collaboration with RBS

*,
°n

A banking team has worked with RBS for over a decade, referring
rural clients for counselling and jointly delivering financial literacy
sessions.

Government case managers report near-daily contact with RBS
counsellors to support clients receiving rural hardship assistance.

Industry development officers co-organise events with RBS and
regularly refer clients, noting strong two-way communication and
trust.

Water and infrastructure providers maintain proactive contact
with RBS leadership to coordinate early support when clients
show signs of financial pressure.

Advisors in finance, law, and agriculture refer clients to RBS
based on positive past experiences, praising the accessibility and
reliability of RBS staff.

Community stakeholders include RBS in mental health and
wellbeing events, recognising their ability to provide trusted and
confidential support in group and individual settings.
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Engagement and Collaboration

Quotes

“I've been in my current role for seven years and have a long-term
relationship with RBS, dealing with them for over a decade.”
Banking stakeholder, SA

“RBS are certainly at the table... a critical part of that stakeholder
group, because they're having more cutting-edge discussions with
customers about issues and problems.”

Water services stakeholder, SA

“We refer clients to Kate, and my parents were once her clients.
She’s personable and patient, and that helps build trust.”
Agricultural advisor, NT

“We work with RBS a lot—co-run events, refer growers, and get
referrals in return. It's a strong relationship.”
Industry development officer, NT

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

“Our contact with RBS is almost daily—we've worked closely for five

years to support farmers on rural hardship assistance.”
Government stakeholder, SA

“They do an amazing job. But with more resources, they could
connect better with communities and other providers.”
Sustainable farming stakeholder, SA

“There’s a need to build a stronger professional community around

the services available—RBS is a key part of that.”
Regional researcher, NT

“We need to raise awareness internally—my team needs to
understand what RBS does and how we can better refer to them.”
Banking stakeholder, SA
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A trusted intelligence hub: RBS bridges grassroots realities and high-level decisions
RBS plays a quiet but critical role in shaping rural and agricultural strategy through real-time insights and trusted

relationships with policy and industry leaders

RBS is seen to be more than a service provider—it is a vital intelligence network
embedded in farming communities. Stakeholders consistently described RBS as a trusted
voice at the table, offering grounded, real-life perspectives that help inform government,
financial institutions, and industry leaders when making critical decisions.

How RBS plays this strategic role:

» On-the-ground intelligence: RBS staff bring real-time issues from the farm gate into
high-level conversations, providing context and urgency around what farmers are
experiencing.

» Early warning system: Their close connection to clients allows RBS to flag emerging
issues—like drought, access to finance, or shifting market conditions—before they
escalate.

+ Advocacy through relationships: Their insights often prompt reallocation of resources
or adjustments to programs, with stakeholders actively advocating to government for
RBS funding and support.

* Holistic sector understanding: Because RBS works across industries and
geographies, they bring a unique, integrated perspective that informs sector-wide
planning and prioritisation.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

“RBS are a critical part of those stakeholder group
discussions because they're having cutting edge discussions
with customers about issues and problems.

[...]

They can give real-life examples... if you're looking to focus
programs, here’s what we're seeing in the community.

[...]

RBS will sit with my staff to talk through the programs, the
common concerns... they're flagging key issues before they
explode.

[...]

We talk to the state government about making sure RBS has
sufficient resources. The complexity of their cases is
increasing.

[...]

They cover dryland farming as well as our irrigators... they
understand the full picture of what's going on.”

CEO of Non-for-profit organisation in South Australia
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Strengthening impact by doing more of what works

Opportunities lie in expanding reach, capacity, and visibility—not reinventing the model

RBS is widely respected for its services and impact, and stakeholder feedback suggests the priority is not expanding into new areas, but doing more of what already works.

This includes growing capacity, raising awareness, and reaching more people in need—especially those facing language and cultural barriers or emerging stressors like
climate and mental health impacts.

Increase capacity to meet
rising demand

Several stakeholders noted
delays in accessing services
due to high demand and
limited staffing.

More financial counsellors
are needed to ensure timely
support, particularly during
periods of heightened need.
The quality of the work of
counsellors cannot be
compromised as it is key to
delivering results, therefore
training of new recruits is
essential.

Improve awareness among

farmers

More farmers would
benefit from RBS services.
Further awareness of RBS
and initiatives is essential.
Suggestions included
more community
engagement, proactive
outreach, and stronger
visibility in rural networks.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025
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Strengthen engagement

through collaboration

RBS’s role is not always well
understood outside of direct
users.

More events like update
breakfasts or shared
workshops could boost
referrals and strengthen
ties with other service
providers.

Some stakeholders want
more structured
opportunities for knowledge
exchange between
professionals.

Reach more of the
hard-to-reach

There’s appetite for
RBS to engage more
with culturally and
linguistically diverse
farmers, especially in
the NT, through
translation support and
targeted outreach.

GO

Support farmers' emerging

and ongoing needs

e Mental healthis

increasingly recognised as
intertwined with financial
stress. Stakeholders
supported more farmer
wellbeing activities and
community-based
approaches.

e Succession planning and

financial literacy remain
critical needs, along with
building resilience to
climate and economic
shocks.
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Suggestions from stakeholders

Quotes

“I know their workloads are increasing... there’s just an increasing
need.” - SA non-for-profit stakeholder

“More RBS counsellors on the ground [are needed] to meet the
demand.” - SA Government case officer

“RBS could benefit from more case officers to handle the high
caseload and provide more personalised support.” - SA banking
stakeholder

“In South Australia, there are mental health wellbeing programs,
but we need more... more local level events... | think RBS will also
probably be supportive... they can promote and ask for more events
like this.” - SA agricultural advisor

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025

“Usually, most people, growers, who are in financial hardship, don't
reach out to rural business support because they are too proud... So
it takes a lot of putting rural business support front and center.” -
NT non-Government stakeholder

“RBS should be more present and visible to farmers.” - NT industry
representative

“RBS could improve by making growers more aware of financial
support options.” - NT Government stakeholder

“The only suggestion for RBS is to ensure a succession plan for their

counsellors to maintain and grow their capacity.” - SA community
services stakeholder
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RBS: A Pillar of the rural services ecosystem

RBS is not just a service—it's the thread connecting rural people, business realities, and strategic decisions

A strategic lens into what's really happening

* Provides real-time insight to inform government
and sector responses.

* Acts as an early warning system for emerging
pressures.

* Seen as impartial and credible by all parties.

“They're essential stakeholders because they
have no skin in the game, but all the intel.”

Keeping businesses afloat and people grounded

»  Offers tailored financial counselling and practical business support.

*  Provides a non-judgemental sounding board in times of stress or change.
Trusted support to . Clients value open, honest conversations and unbiased advice.

farming businesses

“They need someone who'll tell them the truth
and they trust RBS to do that.”

Helping banks and suppliers manage risk with

Ground-level - humanity . .
. . Crisis partner to * Supports difficult conversations when farmers can’t
intelligence for - L

institutions meet obligations.

policy * Bridges communication between farmers and

financial/supply partners.
* Helps sector partners understand the human side of
agricultural downturns.

“We lean on RBS when it gets hard, we know
they can talk to clients in a way we can't.”
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Conclusion: RBS at the heart of rural support

©
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What RBS does well

RBS is widely recognised for providing practical, trusted support when it's needed most. Stakeholders consistently praised the professionalism, compassion, and
effectiveness of RBS counsellors, who guide clients through complex challenges with a grounded, no-nonsense approach. Whether helping farmers restructure
finances, navigate government systems, or build business plans, RBS is seen as a calm, capable presence. Its independence and lack of vested interest mean RBS is
trusted to act in clients’” best interests — something that sets it apart.

What matters most to stakeholders

Strong relationships and trust are at the core of how RBS delivers impact. Stakeholders across government, banking, and advisory services value the depth of RBS’s
experience and the way it collaborates as part of a broader ecosystem. Their consistent presence in communities, combined with their practical, solution-focused
style, makes RBS an easy and valued partner. Stakeholders also highlighted the importance of RBS’s neutrality and advocacy, noting their role in sharing real-time
community intelligence to shape decisions at higher levels.

Wellbeing is an emerging and important priority

Conversations revealed a growing awareness of how financial stress and mental health are interconnected. While RBS's core role is financial counselling, many
stakeholders noted the value of RBS in contributing to broader wellbeing — whether through referrals, participation in mental health events, or simply providing a
safe space for farmers to talk openly. This area of support is becoming increasingly important, particularly during times of sustained economic and environmental
pressure.

Final reflections

RBS is viewed as an essential service in the rural sector — a steady hand during uncertain times, and a voice for those on the ground. But with that reputation comes
rising demand. Stakeholders called for greater visibility of RBS services, more proactive outreach, and increased staffing to meet growing needs. Strengthening
capacity and awareness will be critical to sustaining the quality and reach of support that RBS provides — and ensuring no one falls through the cracks.

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025 55



Appendix 1:

Respondent
\ Profile

MCGREGOR TAN

RRRRRRRR .




Client profile

Survey respondents as per database information

Currently working with RBS State
Counsellor Program engagement type
. Northern
South Australia .
Yes 79% Territory
97% Case Managed 59%
Not started || 5%
In the past 16% 1% Transactional
Main reason for accessing services
Closed v. Current
Government Decreased Retirement or
Drought income / Increasing debt . Other
support access . . succession
increasing costs
Closed 14%
34%
23% 159
0,
Current 86% ° 9% . 14%
5%
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Stakeholder profile

In-depth Interview participants

Location

7

Northern South Australia Both
Territory
Sector
6

Non-for-profit Private State
government

Job titles

» Chief Executive Officer

» Conveyancer

* FHA Case Officer

* Finance and Business Specialist

» Manager Agribusiness Development
* Managing Director

* Mortgage Broker

* Regional Development Officer

* Regional Executive

» Sales representative

» State Business Banking Executive
» Viticultural Development Officer

Focus of activities

* Agricultural business development and support
» Agricultural finance and lending

» Agricultural supplies and advisory

* Banking services

» Conveyancing and succession

» Farm finance and business advisory services

*  Government support

* Growers development

* R&D in sustainable agriculture

* Regional and agricultural banking

» Vegetable industry development and grower support
*  Water supply
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Project No: 12771

RURAL BUSINESS SUPPORT (RFCS SA/NT) — May 2025
COMMERCIALIN CONFIDENCE

VERSION 2.
Sample: targeting minimum n=170 rural businesses Client database
CATI: 70 hours
Approximate length of survey 10-15 minutes depending on answers

Quotas- good spread across NT/ SA, also mix of tenures of length of support 0-5 years
Total questions:

Introduction:

We are conducting a short survey on behalf of Rural Business Support to understand your experience with their Financial Counselling services. Your feedback
is anonymous and will help improve the service.

The Survey takes about 10 minutes to complete, and participants will be placed into a draw to win one of two $500 grocery vouchers.
Participation in the survey is voluntary. McGregor Tan is an independent social and market research company and complies with the Privacy Act.
QO. Ask all: Are you currently working with a Business Financial Counsellor from Rural Business Support?

Yes

No — My first appointment has been scheduled

No — 1 haven’t go an appointment scheduled yet
4. No — I worked with them in the past
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1. Ask all: How did you hear about the services offered by Rural Business Support? Select one, rotate

Attendance at a field day

Heard an interview on the radio

Internet search

Newspaper advertisement

Social media post

Referral from a friend or acquaintance

Referral from accountant or other professional
Referral from banker

Referral from Centrelink or Government agency
Referral from PIRSA Family and Business Mentor (FABS)
Referral from an Industry Association
Attendance at a Recovery Centre

Attendance at a community event

Don’t know / not sure

Other (specify)

2. Ask if working with a counsellor: Thinking about your relationship with Rural Business Support, how long have you been meeting with your Business Financial
Counsellor? Select one

Having the first appointment soon

A few months

Less than 1 year

1-2 years

3-4 years

5 or more years

N/A—1haven’t got an appointment scheduled yet
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3. Ask if no appointment scheduled: Would you like to be contacted by Rural Business Support about making an appointment?

Yes — using the phone number | was called on
Yes — using another phone number
No —TERMINATE

4. Ask all: Which of the following best describes your main reason for accessing services from Rural Business Support? Select one

Required help to manage increasing debt

Required help to manage increasing costs

Required help to manage decreased income

Needed support to plan for retirement or succession

Needed support with contractual/legal disputes or creditor demands

As a direct result of challenges brought on by drought

As a direct result of challenges obtaining ongoing or operational finance

As a direct result of challenges brought on by bushfire, flood or storms

As a direct result of a biosecurity issue (Fruit fly/ Tommy Rugose virus/ Varroa Virus/ Bird Flu,
algal bloom, other)

Assistance in accessing Government support such Programmer note: Keep at bottom
as Farm Household Allowance

Assistance in applying for a concessional Regional Programmer note: Keep at bottom

Investment Corporation (RIC) loan
END THE SURVEY FOR THOSE WHO HAVEN'T HAD THEIR FIRST APPOINTMENT

5. Ask all: Which of the following areas have you been working on with your Business Financial Counsellor? Select all that apply

Strategies to Increase sales
Strategies to Increase productivity/yields
Strategies to Increase selling prices
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Strategies to Reduce costs

Strategies to Reduce debt

Strategies to Restructure debt

Strategies to Source additional capital/finance

Strategies to Manage risk

Strategies to Diversify the business

Strategies to Sell the business

Strategies to Transition the business to the next generation

Strategies to Develop alternative sources of income

Strategies to Recover from industry shocks (Tariffs, market oversupply etc)
Strategies to access government support such as the FHA, RIC Loan or other
Other - Specify

6. Ask all: To what extent have each of the following aspects improved as a result of working with our Business Financial Counsellor?
(Select one for each option, rotate)

3 4 5

1 Did not 2 Slightly Somewhat | Moderately | Significantly

change improved improved improved Improved
Your knowledge of your business’s
) S ; 1 2 3 4 5
financial situation
Ypurcpnﬂdencem your business’s 1 5 3 4 5
financial future
Your skills and abilities to manage the
. . . 1 2 3 4 5
issues being faced by your business
Yo-ur‘u‘nderstandmg ofthe immediate 1 ) 3 4 5
priorities for your business
Your personal wellbeing 1 2 3 4 5
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Your financial wellbeing 1 2 3 4 5

Your relationships with other business

1 2 3 4 5

partners/owners
Your business’s readiness for future

) . 1 2 3 4 5
droughts, fires, or other disaster events
The clarity of your business’s long-term
strategy 1 2 3 4 5

7. Ask all: You mentioned your personal wellbeing [PIPE ANSWER FROM Q6] because of your work with your Business Financial Counsellor. Please describe the day to

day changes that make you say this (this could be related to stress levels, sleep, confidence or any other sign you’ve noticed).

Open text

8. Ask all: Please rate your level of agreement with the following statements as a result of your work with your Business Financial Counsellor on a scale of 1 to 5, where 5
is strongly agree and 1 is strongly disagree. (Select one for each option, rotate)

2 3 Neither 4

1 Strongly Somewhat agree nor Somewhat 5 Strongly

disagree disagree disagree agree agree
The main business challenge | was facing 1 2 3 4 5
Iam more aware of opportunities to improve my 1 ) 3 4 5
business
| feel more confident in my management abilities 1 ) 3 4 5
and skills
| worry less about money and finances 1 2 3 4 5
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| am better able to make financial decisions 1 2 3 4 5
| feel more positive about the future 1 2 3 4 5

I am making positive changes to improve my

) o ; 1 2 3 4 5
financial situation
I have developed medium/long-term business 1 ) 3 4 5
goals and plans to achieve them
| have engaged with other services to improve my
. 1 2 3 4 5
circumstances
| am more confident to ask for assistance when | 1 ) 3 4 5
need to
9. Ask all: Please rate your level of satisfaction with the following in relation to your work with your Business Financial Counsellor on a scale of 1to 5, where 5 is very

satisfied and 1 is not at all satisfied, (Select one for each option, rotate)

3 Neither
1 Notatall 2 Not satisfied nor | 4 Somewhat 5 Very
satisfied satisfied unsatisfied satisfied satisfied

The communication and listening skills of

. ) . 1 2 3 4 5
your Business Financial Counsellor
The professionalism and timeliness of your 1 ) 3 4 5
Business Financial Counsellor
The quality of the information provided by 1 ) 3 4 5
your Business Financial Counsellor
| felt respected, heard, and supported 1 ) 3 4 5
throughout the process.
The support | received helped me feel more 1 ) 3 4 5

in control of my financial situation
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My Business Financial Counsellor’s network

of professionals who could assist me to 1 2 3 4 5
resolve issues
Your overall experience of working with your 1 ) 3 4 5

Business Financial Counsellor — FIXED ORDER

10.  Askall: Is there anything your Business Financial Counsellor did particularly well that you'd like to acknowledge?

Open text

11.  Askall: During your involvement with Rural Financial Counselling, did you receive a grant from the RBS Relief Fund?
Yes

No
Don’t know

Ask those who received a grant (code 1in Q11): On a scale of 1 to 5 where 1 is not helpful at all and 5 is extremely helpful. To what extent was the Relief Fund helpful

12.
with...
1 Not helpful 5 Extremely
atall 2 3 4 helpful
Reducing immediate financial pressure and 1 ) 3 4 5
providing “breathing space”
Supporting your mental wellbeing 1 2 3 4 5
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Helping you feel more in control of your

financial decisions ! 2 3 4 >
Maintaining family or household stability 1 2 3 4 5
Meeting essential everyday needs (e.g., 1 ) 3 4 5
groceries, fuel, utilities, council rates)

Continuing to operate your business 1 2 3 4 5

13.  Askthose who received a grant (code 1in Q13): Is there anything else you’d like to share about the difference this grant made for you, your family, or your business?

Open text

14.  Askall: Onascale of 0to 10, where Ois not at all likely and 10 is extremely likely. How likely are you to recommend Rural Business Support to friends, family, or peers?

10 — Extremely likely
9
8
7
6
5
4
3
2
1
O_

Not at all likely
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15.  Askall: Why did you give that answer?

Open text

16.  Askif scored an 8 or below in Q9: What, if anything, could Rural Business Support have done differently to receive a higher rating?

Open text

17.  Askall: What did you value the most about working with your Business Financial Counsellor?

Open text

18.  Askall: Are you located in South Australia or the Northern Territory?

South Australia
Northern Territory

19.  InSA(Code 1in Q13): In which region are you located? Select one

Kangaroo Island

Eyre Peninsula
Fleurieu Peninsula
Murray and Mallee
Barossa

Mid North

Far North and Pastoral

RURAL BUSINESS SUPPORT - Client and Stakeholder Research | July 2025



Lower North
Riverland

Southeast

Upper North/ Flinders
Yorke Peninsula
Other (specify)

20. In NT (Code 2 in Q13): Where are you located? Select one

Central Australia
Top End

McGregor Tan is accredited to the highest professional industry standards (ISO
20252:2019 Market, Opinion and Social Research) for the full scope of research and
strategy services including customised research for consumer, social and commercial
studies, as recognised by the Australian Market and Social Research Society.

BE
CERTIFICATION

MARKET, OPINION &
SOCIAL RESEARCH |
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