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2024-25 ANNUAL PROGRESS REPORT  
1. Evidence of the Grantee’s progress towards completion of agreed activities and outcomes 

Provide a description of your achievements, for the period 1 July 2024 to 30 June 2025, considering the intended outcomes and activities as 
outlined in Sections A and B of the RFCS Grant Agreement, for example:  

• Strategies implemented and outcomes achieved for case managed clients.  
• Summary of the use of transactional assistance and outcomes achieved for clients, eg how these clients may have been transitioned to 

case management.  
• Innovative approaches taken to deliver services and major lessons learned.  
• Community engagement and outreach.  

 

For the year ended 30 June 2025, Rural Business Support has provided free and independent financial 
counselling to eligible farmers, fishers, foresters as well as small, related businesses who are experiencing 
or at risk of financial hardship across South Australia and the Northern Territory.  

Throughout the reporting period we have; 

• Provided 14,837 hours of free financial counselling assistance to 956 program engagements (PE’s), 
being eligible primary production businesses (approx. 575 case managed support at 60%; 381 
transactional support 40%) and around 1,242 individual clients. 

• Experienced a change in ratio of clients (case managed versus transactional) across the year, due to 
significant uplift in new program engagements. This uplift has been largely attributed to the drought 
conditions experienced across the majority of SA during the 2024 growing season, coupled with 
ongoing industry issues impacting wine grape growing and market gardening enterprises.  

• Transactional clients have lifted to 40% of program engagements, compared to 34% in the last 
financial year as a direct result of drought conditions. The RFCS has seen an unusually high 
proportion of new clients, with 75% in their first year of engagement in FY24/25, including 47% of 
new clients entering within the preceding six months. 

• Deployed an average of 12.8 FTE Rural Financial Counsellors (RFC) across SA and NT throughout the 
year, with additional support from 2.9 FTE RFCS Program Support Officers (PSO)   

• Participated in more than 120 government, community and stakeholder outreach events as well as 
forums promoting the RFCS program throughout SA and the NT. 
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Drivers for the RFCS in SA and NT 

 

The key drivers for clients requesting services of RBS include: -  

Drivers for Demand 24-25  
Drought 52% 
Declining Profits 12% 
Increasing Costs 8% 
Industry Shock 7% 
Increasing debt 5% 
Succession planning 4% 
Biosecurity risks/events 3% 
Change in circumstances - business or family 2% 
Creditor Action 1% 
Unforeseen debt/expenses 1% 
Wanting to retire 1% 
Financier gave Farm Debt Mediation (FDM) notice 1% 
 
Rural Financial Counsellors actively support clients through case management to develop plans and 
strategies to improve their financial self-sufficiency, including: 

• Providing an impartial sounding board – giving farmers the confidence to weigh up options without 
pressure. This assists them to make clearer, well-informed decisions for their businesses and families 

• developing and implementing – strategies to manage risks, including diversification of revenue 
• improving financial literacy – including preparation of Cash Flow budgets and the capacity to better 

understand financial data (Balance Sheets, Profit & Loss statements) 
• assisting constructive dialogue – with banks and other lenders, often easing tension and improving 

outcomes 
• linking clients – to local services and networks including trusted advisors, industry bodies, health 

and wellbeing services, and community organisations that provide wrap-around support beyond 
the financials 

• encouraging growth strengths – helping clients to think beyond the immediate cash flow, 
modelling different scenarios to plan for the next season or several years ahead. This forward view 
builds confidence in managing extreme weather and industry shocks  

• assisting families – discretely and compassionately guiding family businesses through sensitive 
conversations around succession, fairness, and shared expectations, reducing conflict and 
strengthening intergenerational understanding. This is particularly useful when working through 
family succession or the plan to exit the industry with dignity 

• building confidence – recognising and encouraging clients to regularly update budgets, check in 
with advisors, or seek support earlier—which builds longer-term financial capability and self-
sufficiency 

• connecting clients - helping clients to access government support (Farm Household 
Allowance/Support grants) and/or helping to apply for Regional Investment Corporation 
concessional loans. 
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Over the reporting period, clients have identified the following outcomes through their engagement with 
the Rural Financial Counselling Service: 

 
In addition, RBS RFCS clients report the following behavioral changes: - 

Key Performance Indicators  
(Reference: RBS RFCS Annual Work Plan) 

Source Result 

80% of clients in the RFCS program demonstrate an improved 
understanding of relevant business planning techniques 

Client exit survey 81% 

80% of clients in the RFCS program demonstrate an improved 
confidence in making business decisions 

Client exit survey 92% 

90% of clients in the RFCS program have established business 
goals 

Client exit survey 81% 

90% of clients in the RFCS program have developed business 
strategies 

Client exit survey 83% 

80% of clients in completing the RFCS program have achieved 
their goals 

Client exit survey  65% 

80% of clients in completing the RFCS program have achieved 
their business strategies 

Client exit survey  81% 

 
Clients who have exited the RFC service at RBS and have not achieved their goals, report reasons for this 
as being beyond behavioural change controls such as; 

• the impact of severe drought conditions 

• wine grape industry readjustment 

• failure to receive FHA (due to the Total Asset Limit) 

• difficulties in gaining access to finance and working capital 

• concern that long term plans are currently untenable due to weather conditions 

• difficulty in implementing succession/ selling land/assets due to ongoing drought/wine grape 
market adjustment. 
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Addressing challenges for clients exiting without achieving goals 
For some clients, despite their best efforts and the support of the RFCS, outcomes remain outside their 
control.  
RBS acknowledges that extreme weather, structural industry changes, and eligibility barriers for support 
programs such as the Farm Household Allowance often limit what can be achieved.  
In these cases, we continue to support clients by: 

• Providing dignity in transition – walking alongside clients who are exiting the industry or selling 
assets, ensuring they feel respected, supported, and informed in their decision-making. 

• Strengthening pathways to support – linking clients to grants, concessional loans, or wellbeing 
services where available, while advocating for clients who may fall through eligibility gaps. 

• Focusing on what can be influenced – building financial literacy, practical skills, and confidence so 
that even in challenging conditions, clients have a stronger foundation for future decisions. 

• Normalising external factors – helping clients understand that some barriers (such as weather or 
commodity markets) are not personal failings, but shared industry challenges. 

 
Business Engagements Years in Service 2024 -2025  
The surge in first year engagements for the RFCS during the reporting period due to ongoing drought 
conditions and other issues has created unprecedented workload pressure on the Rural Financial 
Counselling team, with counsellors and program support officers balancing urgent transactional needs 
alongside the transition to longer-term case management support. 
 
 

 
 
Responding to high demand 
RBS is actively addressing this demand by: 

• Balancing transactional and case-managed support – providing immediate assistance for urgent 
needs while transitioning clients into longer-term case management as appropriate. 

• Prioritising triage and referral – ensuring clients with the highest need receive intensive support, 
while others are connected to appropriate services and resources. 

• Investing in counsellor capacity – strengthening the team through training, supervision, and 
recruitment to manage the higher caseload sustainably. 
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• Monitoring demand trends – using data to inform planning and ensure resources are directed 
where they can have the greatest impact. 

 
• Collaborating with partners – working with government, industry, community services and rural 

charities to secure funding, share the load and coordinate responses, particularly in regions hardest 
hit by drought, fruit fly outbreaks, the Harmful Algal Bloom and industry shocks such as the wine 
grape adjustment. 

 
SCORE data (Current / Open Clients) 
The SCORE Data provides a clear window into the impact of Rural Business Support’s work with 
farming families and small business owners across South Australia and the Northern Territory.  
The results highlight both the progress being made and the challenges that remain: 

• Client satisfaction and engagement remain very strong. 
97% of clients exiting the service reported being very satisfied or mostly satisfied with the 
support they received. This speaks to the trust built by our counsellors and the value of having 
another set of eyes over the business during times of pressure. 

• High levels of engagement and progress 
82% of clients are actively engaged and achieving their goals, with a further 15% engaged but 
not yet seeing results. Only 3% remain disengaged.  
This demonstrates that RBS’s case management approach – guiding clients from immediate 
financial triage through to long-term planning – is effective and sustainable 

• Real progress in financial capability and decision-making 
10% of clients have fully achieved their goals, with another 76% making progress.  

This uplift reflects realistic goal setting, tailored case plans, and strong counselling support.  
It also shows clients are building confidence to take control of their decisions, a cornerstone of 
the RFCS Program’s vision 

• Mental health and wellbeing remain a concern 
19% of clients report negative effects of mental health and wellbeing – still a significant number, 
though down from 22% last year. Encouragingly, 30% are progressing towards improved 
wellbeing.  
This highlights the ongoing link between financial stress and wellbeing, with case studies 
showing how financial counselling can positively influence mental health outcomes.  
This finding also aligns with the RBS Relief Fund Resilience Ready Program funded by the NAB 
Foundation, which showed that stress and financial hardship are deeply linked, but that 
structured planning and clear pathways forward can reduce anxiety and restore confidence. 

• Stronger outcomes than in previous years 
The steady improvements compared with earlier years demonstrate that the RBS approach – 
blending financial counselling with mentoring, wellbeing awareness, and practical relief support 
– is helping farming families move from crisis management to long-term resilience and recovery.  

 
The SCORE Data confirms that RBS’s model works.  
Farmers and rural related small business owners are not only regaining stability in the short term but 
are also building the skills, confidence, and resilience they need to face future challenges.  
At the same time, the data reminds us that financial distress and mental health are tightly connected – 
reinforcing the importance of programs like the RBS Relief Fund and wellbeing initiatives alongside 
financial counselling. 
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How transactional assistance, Program Support Officers, and case management work together 
Transactional assistance – whether FHA applications, small grants, or bill relief – is a door-opener. It 
provides immediate stability and builds trust.  
From there, through the building of a relationship founded on trust, clients are encouraged into case 
management, where the real transformation happens developing financial skills, building capabilities, and 
regaining confidence to make decisions.  
This journey from short-term relief to long-term resilience is at the heart of the RBS RFCS program’s 
impact. 

• Transactional assistance as the stabiliser 
Many clients first connect with the RFCS at RBS for short-term, transactional support—help 
applying for Farm Household Allowance (FHA), refinancing, guidance for government grant 
applications and charitable relief (e.g. RBS Relief Fund, Farm Angels, Rural Aid), or resolving 
overdue accounts.  
These circuit breakers ease immediate pressures, helping families to cover essential needs like 
groceries, water, school fees, utilities, stock food, or fuel while they regain footing. 

• The bridge to deeper engagement 
Relief Fund grants, FHA applications, and similar assistance aren’t seen as the end point, but the 
entry point.  
The RFCS Program Logic stresses that clients relying solely on transactional help only resolve 
immediate issues; long-term resilience comes when they transition into structured case 
management. 

• The crucial role of Program Support Officers (PSOs) 
RBS PSOs make this transition possible. They: 

o Act as the first point of contact, triaging enquiries and ensuring clients feel supported from 
day one. 

o Facilitate access to transactional support—helping with paperwork for FHA, grants, or 
emergency assistance—so Rural Financial Counsellors can focus on strategic case 
management. 

o Encourage and enable engagement, explaining the benefits of case management and 
building clients’ confidence to take that step. 

o Collect and maintain client data, freeing counsellors to concentrate on building financial 
capacity, capabilities and behavioural change. 

• From transactional to transformational 
With PSOs managing intake and immediate needs, clients are more ready to engage in case 
management. Counsellors then guide them through financial analysis, debt restructuring, business 
planning, and negotiation with creditors.  
This structured process leads to measurable outcomes: 

o 92% of clients surveyed reported improved confidence in making business decisions.  
(RBS Exit Survey) 

• The outcomes for families and businesses 
The combination of transactional support, PSO involvement, and case management creates a 
pathway from crisis to stability: 

o Families are stabilised in the short term through FHA access and where possible, RBS Relief 
Fund, government and/or other charitable grants. 

o Clients are transitioned into case management where they build financial literacy, adopt 
cash-flow management, and develop long-term resilience. 

o Farming families report both practical financial outcomes (reduced debt, improved 
viability) and emotional relief, often saying the greatest benefit is the clarity and breathing 
room the service provides. 
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1800 Calls and Enquiry FY24/25 – What the data tells us 

 
• Rising demand for support 

Calls to the 1800 number grew steadily throughout FY24/25. From just 47 calls in July 2024, call 
volumes climbed sharply to 196 in June 2025. This is more than a fourfold increase across the year, 
highlighting both the intensifying financial pressures on farming families and the growing 
awareness of RBS services. This trend was replicated in website enquiries and enquiries emailed 
directly to RBS. 

• Seasonal and industry pressures reflected in calls 
The spikes in calls (notably from March to June 2025) align with seasonal stress points: 

o Autumn/winter sowing decisions for croppers in extremely dry conditions. 
o Livestock producers facing ongoing feed and water shortages. 
o Wine grape growers and horticulturalists impacted by low prices, frost and increased water 

usage. 
o Industry wide cashflow constraints and creditor action due to overdue accounts. 

• Link to client numbers 
More than 75% of RFCS clients (approx. 473 families) have come to us within the last 12 months. 
Many of these callers started with transactional support handled by PSOs and then transitioned 
into deeper case management. 

 

Innovative approaches taken to deliver services and major lessons learned 

• GrowStrong Program 
The oversupply of red wine grapes and the devastating frost event in September placed enormous 
pressure on South Australia’s wine grape growers.  
Rural Business Support (RBS), in partnership with the Wine Grape Council of SA (WGCSA) and funded 
through the Future Drought Fund (FDF), delivered the GrowStrong Program to help grape growers 
build financial resilience at a time of industry-wide shock. 
As part of this program, RBS mentors delivered Business Health Checks through Business 
Fundamentals training. These sessions went well beyond compliance or budgeting, helping growers 
understand their operations, financial health, and long-term goals. Those identified as financially at 
risk were triaged into the RFC service for case managed support. 
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By embedding the program through WGCSA and regional networks, participation was normalised 
within the industry. This not only increased uptake but positioned financial counselling as part of a 
proactive solution, not just a crisis response.  
Importantly, the program reinforced that trusted industry partnerships accelerate engagement.  
The combination of practical tools and cultural sensitivity (with around 40% of Riverland growers from 
CALD backgrounds) ensured broader accessibility and stronger outcomes. 

• Breaking down barriers through transactional support 
We’ve learnt that clients engage faster and more effectively when immediate barriers are reduced. 
Program Support Officers (PSOs) have been critical in triaging Centrelink and Service SA delays, 
supporting FHA and RIC loan applications, and guiding clients through digital platforms like MyGov. 
This frees counsellors to focus on case management and business improvement, while clients build 
the confidence to navigate systems themselves. 

• Trusted intelligence hub 
Our management team and regional leaders play a quiet but influential role in helping shape 
agricultural policy and practice by providing real-time insights to Government roundtables, PIRSA 
Drought and Grape Wine advisory panels, Primary Producers SA, banks, other government 
departments in South Australia and Northern Territory, industry groups and others.  
Regular involvement in strategy discussions with PIRSA, the Small Business Commission, DAFF, RDA, as 
well as the Emergency Management and Drought Advisory, and Banking forums ensures the voices of 
farming families are heard where it matters most. These contributions have helped shape policy 
responses and creditor practices from the ground up demonstrating that trust is earned not just at the 
farm gate, but also in the boardroom—when insights are timely, accurate and grounded in client 
realities. 

• Philanthropic, government and industry support builds trust 
The RBS Relief Fund continues to be a powerful service discovery and engagement tool.  
Small but timely grants—covering essentials like groceries, fuel or school fees—act as a circuit breaker 
for families paralysed by stress. With immediate pressures eased, clients are more willing to engage 
more deeply in case management. 
This work is made possible through strong partnerships with government, industry and community. In 
addition to support from trusts, foundations and the SA Government.  
RBS also works closely with SA Produce Market, Farm Angels, Rural Aid, Aussie Helpers and Woodlane 
Orchard, who extend additional philanthropic assistance to clients.  
These trusted community relationships ensure farming families not only receive practical help but also 
feel the solidarity of a broader network standing beside them. 

• Resourcing and Flexible Delivery 
Not every client requires face-to-face service. By tailoring delivery models—online, phone, or in-
person—RBS has been able to provide timely support across vast geographies.  
This flexibility has proven especially valuable for Culturally and Linguistically Diverse (CALD) 
communities, where trust issues, regulatory complexity, language barriers and limited IT skills can 
slow engagement.  
Optionality ensures accessibility and builds confidence, enabling more effective case management 
outcomes. 

• NSW RFC Support 
During a period of high demand, RBS partnered with the RFCS Northern Region in NSW to provide 
remote support for South Australian clients. This innovative cross-border collaboration ensured 
families had timely access to expert counselling while local recruitment and additional funding were 
being finalised.  
The arrangement provided continuity of service, breathing space for our team, and reaffirmed the 
value of working together across state lines to achieve the best outcomes for clients. 
 



 

Rural Financial Counselling Service — 2024-25 Annual Progress Report 

9 of 28 

• Cultural and Linguistic Diversity (CALD) communities 
A major innovation has been tailoring services for multicultural communities in the Northern Territory 
and South Australia. In the NT, RBS delivered a Multicultural Communities Business Basics program, 
funded by the NT Government Office of Multicultural Affairs. The program supported Cambodian, 
Vietnamese, Taiwanese, Thai and Greek business owners through workshops (with translation into 
Vietnamese and Khmer) and one-on-one mentoring.  

By innovating our approach to service discovery, we’re enhancing financial literacy and capacity 
building along the way: 

o At commencement, only 25% of participants understood their financial reports. By 
completion, 100% reported confidence in reading profit and loss, balance sheets, and 
cashflow budgets. 

o All participants stated they would apply the learning in their businesses and attend further 
workshops. 

o Clients observed to be at financial risk were triaged into RBS’s RFC service. 
In South Australia, our counsellors have built strong relationships with Vietnamese and Cambodian 
growers in the Riverland and on the Adelaide plains, often engaging through community events and 
family networks. By respecting cultural sensitivities—such as involving family members in decision-
making or delivering advice in natural settings like orchards and vineyards or attending the local Sikh 
Temple—we’ve broken down barriers and built trust. This has been valuable in assisting the 
Government in response to Biosecurity management – particularly in helping to managing the spread 
of the Tomato Brown Rugose fruit virus and fruit fly. 

• New tools 
RBS has further developed its Business Health Check to capture not only business metrics but also 
personal goals and wellbeing. This gentler, less intrusive approach has helped uncover the support 
families truly need. We have also partnered with wellbeing experts such as Dr Kate Gunn and 
resources like ifarmwell.com.au, and collaborated with community initiatives including participating in 
panel discussions around the screening of Just a Farmer and participating in rural, remote and regional 
Meals with Mates outreach events facilitated through the Breakthrough Mental Health Foundation, 
ensuring our clients are connected to trusted wellbeing supports alongside financial counselling. 

• Staff support 

Recognising the strong link between poor mental health and financial distress, RBS has prioritised staff 
wellbeing.  
All RFCS team members have completed Mental Health First Aid and QPR (suicide prevention) 
training, and regularly participate in wellbeing programs including PERMAH+, gratitude diaries and 
structured check-ins. These practices strengthen our resilience, reduce vicarious trauma, and enhance 
our ability to connect clients with the right professional supports. The lesson has been clear: to serve 
our communities well, we must first support our own people. 

Key Lessons Learned 
• Early engagement matters 

Removing immediate stressors—through Relief Fund grants, PSO support or tailored tools like the 
Business Health Check—builds trust and creates the breathing space for families to step into case 
management and start making longer-term changes. 

• Partnerships amplify impact 
Collaboration with industry bodies such as WGCSA, AusVeg and CCW has normalised financial 
counselling as part of business management.  
Just as importantly, cross-border support from RFCS NSW Northern Region during peak demand 
showed that working beyond state lines delivers seamless coverage and timely help for farming 
families.  
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Strong community partnerships with SA Produce Market, Farm Angels, Rural Aid, Aussie Helpers and 
Woodlane Orchard have also expanded philanthropic relief, reinforcing that when clients are 
supported by a wider network through RBS referral pathways, they engage more deeply with our 
financial counselling program. 

• Innovation drives accessibility 
New tools that combine business planning with personal wellbeing, alongside flexible delivery (online, 
phone or face-to-face), ensure clients feel supported in ways that work for them and their 
circumstances. 

• Cultural intelligence is essential 
Respecting cultural sensitivities and engaging CALD communities through translation, mentoring and 
community-based outreach has broken down barriers and ensured services are truly inclusive. 

• Trusted insights influence change 
Sharing real-time data and frontline experiences with government, industry and banks has shaped 
policy and creditor practices, ensuring the realities of farming families are heard where decisions are 
made. 

• Supporting staff supports clients 

Investing in staff wellbeing, mental health training and peer support strengthens the resilience of our 
team, enabling them to respond with compassion and confidence while managing the growing 
complexity of client distress. 

Whether it’s teaming up with industry, partnering across borders, or standing alongside community 
groups, our commitment to innovation and collaboration deepens trust, breaks down barriers, and helps 
families move from financial distress to financial recovery and wellbeing.  

Community engagement and outreach 

Our regionally located staff are supported through local offices, often co-located with other services, and 
are active participants in their farming communities — as farmers, CFS members, Community Board 
members, sports coaches and volunteers. This visibility and involvement build awareness, trust and 
connection, creating the personal touch that rural families value most. 

Covering the broad landmass of SA and NT is a challenge, so our stakeholder engagement calendar is 
designed to reach the most remote communities. We have a strong presence at events such as the 
Isolated Children’s Parents’ Association (ICPA) and the Outback Communities Association (OCA).  

Additional RBS program delivery and connection to primary producers: 

• The RBS Landowner Information Service (LIS), funded by Department Energy and Mining (DEM), 
extends our reach further by engaging directly with South Australian pastoralists and rangeland 
farmers while promoting the RFCS.  

• In Central Australia, small business financial counselling funded by the Mazda Foundation has raised 
our profile in Alice Springs and Tennant Creek and created new referral pathways. 

• The RBS Relief Fund continues to be one of our most effective engagement tools, providing small but 
timely grants that reduce stress and open the door to deeper case management. This work is 
strengthened by partnerships with SA Produce Market, Farm Angels, Rural Aid, Aussie Helpers and 
Woodlane Orchard, who extend additional philanthropic support. 

• We are also building resilience through targeted programs, including business continuity initiatives 
funded by the NAB Foundation and Wyatt Trust, which give families tools to withstand shocks and 
plan ahead.  

• Our Multicultural Communities Business Basics Program in the NT has supported Cambodian, 
Vietnamese, Taiwanese, Thai and Greek business owners, with translated materials and mentoring 
ensuring accessibility. 
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• Community wellbeing remains central to our approach. Just a Farmer screenings and panel 
discussions, alongside Breakthrough Mental Health Foundation events, have helped normalise 
conversations about mental health, reinforcing that financial resilience and wellbeing go hand in hand. 

• Our annual engagement planner ensures a steady presence across the regions in SA and the NT, from 
Regional Drought Forums, Field Days and RDA events to Small Business Commission outreach, Ag 
Bureau gatherings, industry forums, PIRSA funded Connecting Communities events and local crop 
walks.  

This continuum of engagement keeps RBS connected at the grassroots, strengthens referral pathways, 
and ensures the voices of farming families, foresters and fishers are heard in the conversations that 
shape their industries. 

2. Actions taken to Improve efficiency and effectiveness of the service 
Provide an outline of actions taken for the period 1 July 2024 to 30 June 2025 to improve efficiency and effectiveness of the RFCS service delivery, 
from an operational and service delivery perspective.  

 

Our team of highly skilled RFCs and PSOs are managed via the Regional Leadership Team (RLT). 

• Two part time regional coordinators manage the day-to-day operations of the service delivery teams. 
Their duties include referral management / client allocation, fortnightly “toolbox” meetings, six-
weekly check-ins with staff, as well as leave and workload management. 

• The regional coordinators work alongside two part time regional mentors who have a focus on 
financial counselling best practice, ensuring all staff and adequately trained and upskilled and meet 
the requirements of their membership to our industry body, SAFCA (access to professional supervision 
and continuing professional development).  

 

Initiatives undertaken during the past 12 months to improve the efficiency and effectiveness of the service 
include: 

• Ongoing updates and refinements to OneView 2.0 (Salesforce) client database to improve the data 
entry and improve the quality of reporting 

• Improvements to the staff onboarding program, ensuring new team members are well equipped to 
deliver the RFCS to clients 

• Regular and ongoing Mental Health training for frontline staff, such as Mental Health First Aid and 
QPR (Question, Persuade, Response) 

• Ongoing support and encouragement of online, telephone and remote service provision to clients, 
ensure staff are capable of delivering quality service to clients and reducing travel time (see chart 
below) 

• Online access to RFC from Northern NSW to enable an experienced counsellor to begin immediate 
work with clients. 

• Increased collaboration with RFCs from other national service providers to share knowledge and best 
practice to improve the effectiveness of service delivery. 

• Reduction in the number of face-to-face staff conferences to reduce time spent travelling due to high 
workload demands, moving essential training and PD needs to online sessions, increasing efficiency. 

• Continually improving and upskilling the team in making best use of the PSO/RFC structure to ensure 
RFCs can focus on case management, not form filling. 
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Please see stats below for service settings of client interactions for the reporting period -  

 
 

The below graph demonstrates the typical client workload undertaken by an RFC during the client life cycle.  

During the reporting period the RFCS experienced an unusually high number of clients in their first year of 
engagement thus reflecting a high level of transactional clients and workload.  
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3.  Media, communication and promotional activities 
Provide an outline of targeted promotional activities undertaken to engage clients for the period 1 July 2024 to 30 June 2025. 

RBS promotes our services via multiple streams of communication and stakeholder engagement activities, 
defined in our Communications and Stakeholder Engagement Strategy. We always receive direct 
enquiries, while also actively targeting indirect referrals from partners and other service providers. 
Targeted activities undertaken to engage clients during the reporting period include: 
Online  

The RBS Facebook, LinkedIn, and Instagram channels regularly feature rural financial counselling content 
including pushed campaigns to raise awareness of the RFCS program. Posts may be audience-segmented 
and boosted in counsellors’ service regions. 

The strength of our stakeholder relationships has seen cross promotional support from key influencers to 
our service. 
The RBS website recorded > 30,600 (14,500 FY23/24) sessions during the reporting period achieving > 
79,900 (32,000 FY23/24) page views across the reporting period. The average session duration was 1 
minute (53 seconds). RFCS content pages and Financial Counsellor profiles consistently ranked within the 
top ten pages visited. The top 10 referrals of traffic were government departments including PIRSA, the 
South Australian Premier and the Office of Small and Family Business together with RBS social media 
pages including Facebook and LinkedIn.  
The Relief Fund ranked as the third most visited page, followed by the Rural Financial Counselling Service, 
demonstrating its value in service discovery of the RFCS. 

Media coverage  
Our membership to Rural Media and Communicators SA/NT ensures the RFCS program is regularly 
profiled by rural and national media outlets as well as through engaged stakeholders. 
EDM (Electronic Direct Mail)  
Growing demand following poor seasonal conditions July-December 2024, resulted in an increase in direct 
communication to stakeholders and clients alike further promoting the RFCS and other support services. 
Digital editions of In Focus continue to drive further engagement, not just with clients, but in Stakeholder 
awareness and referral opportunities. 
Marketing collateral including flyers and fact sheets are available for electronic and personal distribution. 
Case studies are regularly updated and distributed via our eNewsletters for RBS via the digital In Focus 
eNews and annual In Focus printed magazine.  

Due to increasing demand on the service, and our commitment to best practice, this year RBS 
introduced digital assets kits which are regularly updated and provided to stakeholders and regional 
community groups to assist in driving engagement. These bespoke asset kits have been developed 
collaboratively with key industry stakeholders to provide the greatest impact. Please peruse them here, 
the password is:  RBSMedia25 

Outreach events  
RBS remains firmly committed to face-to-face and virtual attendance at events to increase the profile of 
the RFCS; the following is a snapshot of some of the events we attended during the reporting period:  

SA: AgBureau of South Australia branch events and Spirit of Excellence Awards, Adelaide Club Inaugural 
Women in Agriculture lunch, Air EP Outreach events, AUSVEG SA outreach events, Barossa Grape 
Growers’ Frost Management events, BFIG Crop Walks, BIGG Conference, Breakthrough Mental Health 
Foundation outreach events, Cleve Field Days, Commercial Fisheries outreach events, Consolidated 
Cooperative Winery (CCW) outreach events, DAFF Regional visits, Farm Angels SA outreach visits, 
Foodbank Women of Influence lunch, Fruit Producers SA outreach events, GPSA industry outreach events, 
GPSA/ FAT Farmers outreach events, GPSA Mental Health roundtables, GRDC outreach events, ICPA SA 
outreach events, Impact 100 outreach events, Landscape Board outreach events, Lucindale Field Days, 
Karoonda Field Days, ‘Kick off Ya Boots’ Community outreach events, Kelly Kelly Legal Forum, Livestock 
Consultants Seminars, Livestock SA outreach events, Lucindale Field days, Mackillop Farm Management 
Group, Mallee Sustainable Farming Group, McLaren Vale Grape Wine Tourism Association,  

https://www.facebook.com/RuralBusiness
http://www.linkedin.com/company/rural-business-support-service-inc
https://www.instagram.com/ruralbusinesssupport/
https://www.ruralbusinesssupport.org.au/rbs-offers-a-well-of-support-in-hard-times-caroline-rhodes/
https://vimeo.com/1061876362/3421f7e531?share=copy
https://www.ruralbusinesssupport.org.au/
https://www.ruralbusinesssupport.org.au/who-we-are/news/
https://vimeo.com/1061879183/7c24ec7327?share=copy
https://vimeo.com/1092364842/20ec0377e5?share=copy
https://mailchi.mp/ruralbusinesssupport/in-focus-feb2025
https://www.ruralbusinesssupport.org.au/who-we-are/latest-publications/
https://www.ruralbusinesssupport.org.au/who-we-are/news/
https://www.ruralbusinesssupport.org.au/who-we-are/latest-publications/
http://www.ruralbusinesssupport.org.au/downloads
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National Drought Network meetings, Outback Communities outreach events, Philanthropy Australia 
outreach events, PIRSA FaB events, PIRSA Regional Drought round tables, PIRSA Fruit Fly and TomBRFV 
outreach events, Rapid Relief Team Hay Drop Events, RBS Relief Fund outreach events, Regional APEX 
outreach events, Regional LGA agribusiness and outreach events, Regional small business outreach events, 
Regional spotlight meetings with accountancy firms and banks, Riverland Field Days, Riverland Wine 
events and community forums, RDA regional outreach events, Riverland Field Days, Rural Aid community 
outreach events, Rural Media Communicators events, SADGA & MFMG Combined Crop Walks, SAOGA 
outreach events, SAFCA Conference and SAFCA Supervision, SARDI Minnipa Ag Centre Field Days, 
SARDI/PIRSA outreach events, The Future of Business on the Plains - Malalla, Virginia Horticultural Centre 
Outreach events, Wine Grape Council SA outreach events including the GrowStrong Program, Wyatt Trust 
partners forums.  
NT: NT Cattlemen’s Association conference and ladies lunch, NT Farmers Food Futures Conference, NT 
Farmers – RBS Water License and business health check drop-ins, NT Farmers Marrakai Water Meeting, NT 
Farmers Regional Roadshow Mataranka, NT Farmers Mango Season Review, Industry NT outreach events, 
Katherine Show, SAFCA SA/NT Conference, SAFCA NT Steering Group, SAFCA SA/NT RRR Session, FCA 
Disaster Response Training, Darwin Money Workers meetings, ICPA NT Conference, Rural Media 
Communicators NT networking event.  
Our engagement and outreach strategy generates a high number of referrals, with 88% of clients 
becoming aware of the RFCS through a referral from either an existing client, friend or acquaintance, or 
through our extensive regional stakeholder network including Centrelink and other government agencies.  
Sources of referral 

 
 
Engagement and Outreach Activities include: 

• Actively partnering with industry groups to encourage early engagement with the RFCS to their 
membership, for example, Consolidated Cooperative Wineries (CCW), Livestock SA, GPSA, AusVeg, 
Horticulture innovation Australia, Northern Territory Cattlemen’s Association and Northern 
Territory Farmers.  

• Partnering with government (Australian, state and local government authorities). 

• Collaborating with government agencies, industry and philanthropic trusts to co-design programs 
that support engagement with the RFCS - GrowStrong (Wine Grape Council SA), AusVeg SA 
(Vegetable Industry), Central Australian Financial Counselling (The MAZDA Foundation), Small 
Business Financial Counselling SA and Capacity Grants (Wyatt Trust), Business Continuity Program 
(NAB Foundation) and annual Rural Support Soccer Match between the agricultural industry and the 
SA Government (SA Produce Market, AusVeg, Livestock SA, Forestry, Fisheries, Emergency Services, 
Ag Recruit, Bank SA). 

• Engagement, collaboration and co-design of support with government, industry and philanthropic 
trusts for the disbursement of funds through the RBS Relief Fund, raising awareness of the RFCS and 
benefits of early engagement.  

4.26%

8.51%

10.64%

19.15%

19.15%

38.30%

Other

Media/Social Media

Other agency

Referral from Accountant or other finance…

Referral from a friend or acquaintance

Referral from Centrelink or government…
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• Administration for and sponsorship of the Ag Bureau of South Australia. 

• Sponsorship of the Rural Media Communicators Association SA/NT. 

• Attendance at relevant industry events across SA and the NT. 

• Presentations to and with industry stakeholders including financial institutions, the Small Business 
Commission, RDAs and LGA. 

4. Barriers for clients 
Provide an outline of barriers to engagement or decision making that prevent clients from achieving identified goals for the period 1 July 2024 to 
30 June 2025. 

 
Barriers to engagement and the achievement of outcomes include:  
Mental Health/Wellbeing 

• Successive years of drought (2 to 3 years) creating compounding issues and situational stress 
• Successive years of below cost returns in the Winegrape Industry 
• Growers/Producers overwhelmed, changes in banking policy, government policy and environment 
• Higher incidence of accentuated poor or unmanaged mental health; feeling overwhelmed and not 

having the skills to cope with anxiety and stress 
• Breakdown in family relationships 
• Personal crises, such as health issues, accidents and death of a family member 

Financing 
• Continued issues with centralisation of banking and extended delays from banks in negotiating 

increase in overdrafts and refinance options 
• Some banks communicated last extensions on credit  
• Impact of livestock crash on stock mortgages 
• Financing third tier and merchandise credit (i.e. those not gripped by APRA) 

Government Support 

• Delays in outcomes from FHA, Pension or State Grant programs 
• Distrust or shame in accessing Centrelink payments (FHA) 
• RIC loans viewed as “too hard” to access 

Individual Circumstance 
• Prioritising production activities over management and planning activities 
• Decision fatigue/ paralysis considering uncertainty in multiple areas of their business – ongoing 

crisis that makes achieving goals much more difficult “decision paralysis”  
• Clients come from areas where traditionally the RFCS is not required (i.e. more reliable cropping / 

primary production areas or industries) 
• Pride and difficulty in asking for help until it is almost too late 
• Industry and seasonal conditions have prevented some clients from achieving their identified goals. 

Culturally and Linguistically Diverse 
• Language barriers 
• Limited understanding of regulations, industry reporting and licensing 
• Trust issues make it difficult to access Tier 1 finance or other forms of financial or government 

support 
• Balancing family and cultural pressures while adapting to a new society and new ‘ways of doing’ 

can impact mental health and wellbeing. 
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5.     Challenges and Opportunities 
Provide an outline of challenges and opportunities, explaining any issues with servicing demand (i.e. causes 
of financial hardship for Eligible Clients) for the period 1 July 2024 to 30 June 2025 and how your 
organisation overcame, negotiated or leveraged those.  
 

 

During the reporting period, the causes of financial hardship for eligible clients included:  
Wine grape industry - global market adjustment 
Financial distress remains a major issue for many wine grape growers, with low or negative returns 
persisting. Ongoing adjustment across the wine industry is likely to be needed to align production 
with reduced global demand. While the removal of Chinese tariffs in March 2024 was a welcome 
development, it has delivered little relief across the wider market, particularly for bulk wine 
producers. 

The impact is being felt most acutely in the inland bulk wine regions along the Murray Darling River. 
The Riverland alone accounts for 58% of South Australia’s grape crush, yet contributes just 23% of the 
value, as much of its production is lower-value bulk commodity wine (see share of grape crush 2021–
2024). 

Another challenge in the Riverland is the prevalence of small block growers, with around 500 
producers supplying the CCW Cooperative. CCW negotiates a collective price contract with 
international winemaker Treasury Wines, but many of its members rely on alternative income 
streams to stay afloat. For these smaller operations, openness to change and adopting new ideas can 
be particularly difficult. 
South Australia’s 2025 wine grape crush was estimated at 687,564 tonnes — an increase on 2024, but 
still below the long-term average. Growers continue to grapple with the oversupply of red varieties 
such as Cabernet Sauvignon and Shiraz, lingering effects of trade tariffs, and reduced consumer 
demand worldwide. 
Value and Grape Crush - SA                                            Inland Crush Reduction - Riverland 

 

How your organisation overcame, negotiated or leveraged those? 
Engagement: Challenges and Opportunities 

• RBS remains highly engaged throughout all wine regions, CCW Cooperative, Winegrape Council SA 
(WGCSA), Riverland Wine, Regional Wine groups, PIRSA and local councils/LGAs.  

• RBS has worked closely with the key industry lead and Wine Australia member - Winegrape Council 
SA to engage: 
o Provide input into industry topic podcasts under Healthy Minds, Heathy Vines which promotes 

RBS/RFCS services and engagement throughout all South Australia’s 18 wine regions. 
o Participated in the delivery of the GrowStrong Program (Future Drought Fund) as a delivery 

partner through Wine Grape Council SA leveraging opportunity to work with the RFCS.  

 



 

Rural Financial Counselling Service — 2024-25 Annual Progress Report 

17 of 28 

 

• Working “In house” on specified days at CCW Cooperative Offices (encouraged supported by CCW 
management) to ensure engagement with Riverland growers to utilise the RFCS to help achieve 
behavioural change with many of its supply base.    

• Particularly in the Riverland, RBS/RFCS is challenged with many of the potential clients are based in 
CALD communities making for more considered approaches – 40% non-English speaking backgrounds.  
RBS continues to embrace the opportunity to work closely with industry and local community groups 
to understand cultural values and to respond in a manner that builds trust and credibility.  

• RBS has participated in the Riverland Wine Strategic Planning process identifying key actions for the 
RFCS. 

• RBS has secured through its reputation for delivery, additional funding for the RFCS from the 
Australian Government and South Australian Government to ensure ongoing delivery of service while 
dealing with the broader effect of the devastating drought.  

Client Income and working capital requirements: Challenge and Opportunity 

• Below cost of product returns continue so contract payments are providing little relief with real 
income 

• RBS/RFCS is working collaboratively with local council to provide cash flow Council relief to growers. 
This is helping existing and leading to potential new clients  

• Farm Household Allowance applications are continuing, new client leads.   

• RBS Relief Fund is provided funds through the State Government Red Wine Package and Drought 
support package, providing directed help and new leads for the RFCS 

• Access to working capital and overdraft facilities is problematic as many operations are below cost of 
production and operating in business survival. 

• Regional Investment Corporation opportunities have been limited and successful with some clients, 
but the nature of assistance and change does not support the current product range. 

• Bank relationships have been leveraged through relationship and collaboration with Industry, PIRSA 
and Government to hold “bank forums” with good outcomes for the RFCS through: 

o Alignment and understanding of key challenges for banks, making it easier to understand 
the banks position, concerns and conversely client needs 

o Jointly encouraging early engagement of bank reviews 
o Better understanding of individual banks hardship policies 

o Clearer pathways and agreement to priority helplines and access to decision makers.  
Workloads: Challenge and Opportunity 

• Negotiated additional contingency funding to ensure a focus on wine grape growing regions while 
maintaining additional focus on drought impacted regions of SA. 

• Workload capacity regarding clients per Rural Financial Counsellor has been operating at 35 – 40 
clients per FTE. To meet sustained demand the Program Support Officer model has been instrumental 
in ensuring Rural Financial Counsellors can focus on case management.  

• The Program Support Officer model has assisted Rural Financial Counsellors to meet workload 
demands with high levels of ‘Transactional’ engagement re FHA applications “10-year rule” 
reapplications, particularly in the Riverland. 

• Program Support Officers triage enquiries, referrals and intake while assisting with state-based grant 
applications.  

• Northern Territory and Eyre Peninsula Rural Final Counsellors providing online support to winegrape 
producers to alleviate demand on local counselling delivery. 

• RBS/RFCS has secured additional resource through its alumni, assistance with other services providing 
access to qualified rural financial counsellors 
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Continuing drought 

 
Cropping South Australia – Following on from the previous years of dry conditions, the last 12 
months has recorded below average and lowest on record rainfall decile periods across much of the 
state. The 2024 season resulted in a 50% of expected grain average yield. The overall outlook for the 
2025 season remains cautious due to the extremely dry start, dry seeding and very low subsoil 
moisture reserves with a dependency on late rainfall for recovery to average or above average 
results.  
Achieving near-average yields for crops will depend on substantial spring rainfall. The delay in sowing 
has increased the risk of heat stress during flowering and grain fill, potentially impacting total 
production. Although late rain has created a level of optimism in parts of the state many clients are 
facing another year of failure, below average and at best average crop yields. The overall outlook for 
the upcoming season remains cautious. We remain highly engaged with Grain Producers SA and 
Primary Producers SA to ensure ongoing engagement. 
Livestock and Feed shortage - Pasture production continues to be below average, a consequence of 
insufficient rainfall and poor growth throughout the FY24/25 season.  
Many livestock producers have relied on purchasing fodder and supplementary containment feeding 
to sustain their livestock, which is a costly endeavour. The 2024-25 growing season delivered a slow 
autumn start, poor pasture emergence followed by cold conditions, all limiting pasture growth with 
livestock producers, many of whom were already financially stressed as they are still recovering from 
the FY23/24 livestock market price crash. 

RBS is actively engaged with Livestock SA and PIRSA to respond to growing hardship across the state 
including in more traditionally resilient primary production regions such as the Southeastern South 
Australia. 

How your organisation overcame, negotiated or leveraged 
Engagement: Challenges and Opportunities 

• Cropping, Livestock and Mixed Cropping/livestock enterprises consist of close to 70% of all 
farming operations in South Australia and has represented the highest level of business 
engagement.  

• RFCS remained vigilant at the Premier’s Drought Advisory Roundtable receiving additional funding 
with regards to the Government’s drought support package with additional RFCS and Program 
Support Officers 

 
 

https://www.google.com/search?rlz=1C1VDKB_enAU1132AU1132&cs=0&sca_esv=b77b92e33e02ffaf&q=2024-25+growing+season&sa=X&ved=2ahUKEwjgzo64zsuPAxXZT2wGHVydCuEQxccNegQIBBAB&mstk=AUtExfB2pKL8qvyIaGTU8Z3MoEIDB7jUbZkmj68Jqr47r7IuQO22WcT89ixZQhJ6wUhVMfuDv4wuNS6hajjWMmmPL8701h6BoiwAaviVsiDF5v26DKmSVFaDqrn9g0QktT7UC7oBqFN3E9zeD5ALNKAzQ-6GvkJbiy3j4DgIOYPmQLNqfApK6Xy5zo7Qlnqsrco7Bk8K&csui=3
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• Fortnightly drought advisory group with Industry, Ministers’ Advisers and CEO/Directors of PIRSA 
ensures key input to stakeholders, feedback and identifying demands across key market 
segments.  

• Messaging: Our relationship with Rural Media is amplified through our close relationship and 
involvement with Rural Media Communicators Association SA/NT which ensures our RFCS team is 
regularly interviewed supporting client engagement and particularly early engagement with 
potential clients.  

• Bespoke media assets kits were developed and distributed to key stakeholders and community 
groups as well as presentations for community outreach events.  

• RBS remains fully engaged and supported through its key industry stakeholders, Livestock SA and 
Grain Producers SA, ensuring we leverage these relationships in alignment with outcomes 

Client Income and working capital requirements: Challenges and Opportunities 

• Debt management - through uncertainty managing debt and securing working capital remain key 
challenges with clients across drought impacted regions. RBS has been at the centre through the 
State Ministers’ offices at Drought Bank forums and senior bank engagement opportunities to 
ensure connectivity and alignment with Cropping/Livestock clients. Banks throughout are placing 
more pressure on business in general, tightening policy on cashflow projections with regards to 
risk appetite for new and existing agricultural loans has been problematic and continuing 
concern. 

o As with the Winegrape industry, RBS has leveraged its relationships and in collaboration with 
industry, PIRSA and the SA Government jointly promoted and held “bank forums” that have 
produced excellent outcomes. Understanding the key challenges for banks, making it easier to 
understand the banks position, concerns and conversely client needs 

o Jointly encouraging early engagement of bank reviews 

o Better understanding of individual banks hardship policies 
o Clearer pathways and agreement to priority helplines and access to decision makers.  

• RBS maintains excellent relationships with both the Small Business Commissioner and ASIC 
Commissioner in SA and NT. Farm Debt Mediation cases have increased three-fold over the 
2024/25 year and we expect further demand moving forward. RFCS plays, where required, a key 
role in this process.   

• RBS has also increased its connection with other rural support providers to provide financial relief 
to those clients grappling with little or low income, such as Farm Angels, Rural Aid, Aussie 
Helpers, Need for Feed and Rapid Relief Team, and its brand has been recognised as one of the 
best RFCS providers in the country by staff of these organisations (McGregor Tan 2025 Client and 
Stakeholder research). 

 
 
 
 
 

 
 
 
 

 
 
 



 

Rural Financial Counselling Service — 2024-25 Annual Progress Report 

20 of 28 

 
Workloads: Challenges and Opportunities 
The graph below demonstrates the rapid increase in workload during the reporting period, together 
with RBS’s commitment to our workplan to exit transactional clients within 6 months of engagement.  

 
Program Support Officers (PSOs) – Our Rural Financial Counselling program is strengthened by the 
vital role of our Program Support Officers.  
They are the first point of contact for clients, carefully managing intake and ensuring each person’s 
situation is assessed with compassion and clarity. 

Through a thorough triage process, our Support Officers help us identify levels of distress and 
capacity to engage in case management. This ensures that the time spent with a Counsellor is focused 
where it matters most — on intensive case work, guiding clients through transactional income 
support such as Farm Household Allowance, or navigating grants including the Relief Fund and other 
supports. 
Importantly, Program Support Officers can provide immediate assistance — whether it’s transactional 
support or a phone conversation to ease the pressure — while clients wait for their appointment with 
a Counsellor. In this way, they not only safeguard valuable counselling time but also ensure that 
clients experiencing the highest levels of financial distress are prioritised and supported without 
delay. 
Additional Demand on the service 
Harmful Algal Bloom (HAB) - Naturally occurring algal blooms are disrupting South Australia’s inshore 
fishing and shellfish industries, raising food safety concerns and creating uncertainty for producers. As 
these events increase in frequency, more fishers are turning to RFCS for guidance. Each case requires 
time to work through complex compliance and financial implications, adding to counsellor workloads. 
RBS has been identified by the SA Government as a key responder, strengthening relationships with 
PIRSA and SARDI — but the emerging nature of this challenge means further demand is likely. 
Government policy and industry adjustment – Further to HAB, State and Territory policies around 
fishing licences and quotas continue to create pressure points. While the number of affected clients is 
smaller, these cases are particularly resource intensive. Fishers looking to exit the industry often need 
support with complicated record keeping, valuation of licences and capital assets, and navigating 
compensation processes. This complexity translates to longer case times and additional strain on 
RFCS resources. 
Biosecurity concerns – Horticulturalists continue to be impacted by ongoing biosecurity issues such as 
fruit fly and tomato brown rugose fruit virus in the Riverland and Adelaide Plains. The looming threat 
of varroa mite presents significant risks for the beekeeping industry, while mango twig tip dieback 
(MTTD) has had an ongoing impact in the Northern Territory and abalone virus ganglioneuritis (AVG) 
is causing challenges in South Australia’s southern regions. 
Looking ahead, the potential incursion of avian flu, lumpy skin disease and foot-and-mouth disease 
underscores the importance of preparedness.  
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Addressing these risks requires proactive engagement, planning and support before they materialise. 
RBS maintains a Biosecurity Response Plan across South Australia and the Northern Territory, 
ensuring we remain connected with stakeholders and positioned to respond quickly when needed. 
CALD Community Engagement – Financial hardship is also growing among culturally and linguistically 
diverse (CALD) producers. Challenges often stem from limited regulatory understanding, compliance 
issues, or cultural distrust of government and perceived government agencies. Supporting these 
clients requires more time and tailored approaches — working with trusted community networks, 
engaging interpreter services, and building credibility through relationships. While essential, this work 
increases the workload for both Program Support Officers and Counsellors as they ensure CALD 
communities feel supported and understood. 

 

6. Allocation of resources 
a.   Provide an explanation of how the service has allocated resources, especially to priority areas, for the period 
1 July 2024 to 30 June 2025.  
b. If applicable provide information and an explanation on the allocation of FTE funding of Executive Officers, 
senior staff and administration staff where they are working across multiple grants and programs with diversified 
funding and/or a commercial arm of the organisation    

 

a. Allocation of resources:  
Through core funding, resources have been allocated in accordance with deployment plans. The 
drought across South Australia has impacted all regions.  
Where staff had some earlier capacity, such as Northern Territory and Eyre Peninsula, they were able 
to provide remote servicing to areas of the state where there was additional need, e.g. Southeast SA 
and Riverland/Mallee. 
Additionally, Federal Government contingency funding has carried over successive years with 
continued demand across the 18 wine growing regions across South Australia, with all areas 
impacted, and a particular focus on the impact in the Riverland.  
Contingency funding resources have been allocated as 2.0 FTEs to the Riverland and 1.0 FTE Core 
funded through Murray Bridge to assist.  
With drought impacted areas that were previously considered drought proof, such as the Southeast 
of South Australia, re alignment of resources for “In Region” servicing has been warranted given 
demand after RBS restructuring in June 2024.   
The first half of FY2024/25 saw the continuation of contingency funding support for the Northern 
Territory 0.5FTE with ongoing financial impacts of the bushfires in Central Australia and the Barkly 
Tablelands.  
Additional resourcing for Rural Financial Counselling has been provided by the South Australian 
Government under its provision of the “Drought Support Package” which has allowed additional 
support for drought throughout the state, Eyre Peninsula, Mid North and South-East/Mallee.  

b. Allocation of FTE: 
Funding for Executive Officers, senior staff, and administration staff: 

Rural Business Support (RBS) employs a combination of an executive officer, senior staff, and 
administrative staff who contribute across multiple programs, grants, and initiatives, including those 
supported by diversified funding and the organisation’s commercial activities.  

The allocation of Full-Time Equivalent (FTE) funding for these staff reflects the proportion of their 
time and responsibilities dedicated to the RFCS program, in accordance with the funding deed and 
RBS’s organisational policies.  

Administrative and support staff  
Administrative and support staff, who collectively account for 2.6 FTE, 30% of their employment costs 
have been allocated to this program.  
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This allocation is consistent with the requirements of the funding deed and represents the proportion 
of their time directly supporting program delivery.  
The remaining 70% of employment costs is funded through other RBS programs, initiatives, and 
activities, including those supported by alternative grants, the organisation’s business arm (not-for-
profit and profit-for-purpose) and the RBS Relief Fund.  
This approach ensures that the costs of staff who work across multiple programs are appropriately 
apportioned according to actual program support.  
Senior Staff  
RBS employs senior staff with a combined FTE of 1.5. For these staff members, 30% of their 
employment costs are allocated to this program to reflect the portion of their responsibilities 
contributing directly to its management and delivery.  

The remaining 70% of their costs are covered by other RBS programs and initiatives.  
This allocation ensures that senior staff time is proportionately attributed to the program while 
recognising their wider responsibilities across the organisation.  
Chief Executive Officer (CEO)  
The CEO’s employment cost is allocated 70% to this program to reflect the strategic leadership, 
compliance oversight, and management time directly supporting program delivery.  
The remaining 30% of the CEO’s employment cost is allocated to other RBS programs and initiatives, 
recognising the CEO’s responsibilities to the whole of RBS.  
This method of allocation ensures transparency and accountability in reporting, appropriately 
matching staff employment costs to the programs they support while complying with funding deed 
obligations. It also allows RBS to demonstrate responsible management of government funding and 
the equitable distribution of costs across programs.  
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7. Clients engaging with the service for more than three years 
Provide the number of, as well as an outline and explanation of, clients who have engaged with your service for greater than three consecutive 
years and the outcome of the Grantee’s Board’s eligibility review of these clients.  

 
The below table represents clients exceeding three years (or more) and as a percentage. 

 
Clients engaging with the service for more than three years 
Quarter 02/09/2024 21/11/2024 11/02/2025 30/06/2025 

RFCS Client cases (Total) 376 416 443 630 

Clients exceeding 3 years (Count) 2 7 5 0 
Clients exceeding 3 years (% rounded) 0.01% 1.7% 1.1% 0% 

 
The Board reviews and approves any requests for Grantee extension as part of the eligibility 
compliance and subsequently approves time extensions for these clients with consideration to their 
individual extenuating circumstances. 
Some examples of reasons for extended time in the RFCS include (but not limited to): -  

• A number of clients demonstrate complex mental health and illness issues to varying levels  

• Assistance with bank negotiations, especially with the banks tightening of the rules, and delays in 
approvals – this included Farm Debt Mediation 

• Health issues preventing the case management process to progress at the preferred rate 

• Multiple consecutive issues impacting clients at one time including hailstorms, failing crops, 
livestock prices, and illness 

• Support required to develop the exit strategy including the sale of assets to reduce debt. 

Pleasingly, as 30.06.25 no Clients were over the timeframe of three years, despite a significant uplift 
of age of engagements throughout the year. 
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8 Case studies 
Provide three de-identified client case studies that demonstrate the Grantee’s case management approach in practice for the period 1 July 2024 
to 30 June 2025. The case studies should address an example of a successful client, a returning client and a client that is difficult to engage with. 
Please obtain client permission if the case study is identifiable (i.e. not de-identified or anonymised with pseudonyms).  

 
Case studies should try where possible to show diversity in client situations and draw on different industries/hardship cohorts or events where 
you may be providing targeted assistance.  

Case Study 1: A successful client 

Cultivating Trust: Respecting Cultural Sensitivities  
Anh and Jane operate a mango and vegetable business in the Northern Territory. They had previously 
accessed support from the RFCS through RBS but were initially reluctant to re-engage. However, when an 
unmanaged prescribed burn damaged their mango trees just as their Farm Household Allowance (FHA) was 
nearing its end, their FHA Case Officer strongly encouraged them to seek assistance from the RFCS. 
As cash flow tightened, Anh and Jane’s primary concern was submitting the correct paperwork to the 
government for training and education they received through the FHA, aiming to alleviate their financial 
burden. However, the complex documentation requirements coupled with a language barrier was causing 
significant frustration and distress. They sought support in navigating this process within a tight timeframe. 
Building rapport with Anh and Jane was crucial for effective support. Their rural financial counsellor 
recognised the importance of respecting their cultural background and understood that Anh, as per 
tradition, managed the finances and frontline business dealings. The RFC’s awareness of these cultural 
dynamics was key to fostering trust and open communication. 
By employing a strength-based approach, the RFC facilitated meetings that actively engaged both partners 
in assessing their business situation. Many meetings took place outdoors, where they could observe the 
recovery of the mango trees from the fire, creating a natural setting for discussions about their operation 
and business planning. Initially, business modelling was done on paper at the kitchen table rather than on a 
computer, which created a comfortable space for in-depth discussions and eased the flow of information 
sharing. 
As small goals were achieved, Anh and Jane began to share other issues impacting their business. Their RFC 
helped Jane establish a monthly process to record actuals, which was crucial for developing cash flows and 
addressing their debt. They also engaged an accountant to resolve an outstanding tax liability and sought 
legal aid for a longstanding issue. With each small victory, Anh and Jane gained confidence and became 
more comfortable seeking support for larger, more serious issues. Their focus expanded to broader 
concerns, such as debt reduction and legal matters. 
Continued engagement with the RFCS led to a series of positive outcomes for Anh and Jane. They 
successfully cleared significant accumulated debt, developed a better understanding of their business 
finances, and now maintain monthly actuals to manage their financial position more effectively.  
In addition, Jane has become more proactive in working alongside Anh, demonstrating an increased 
understanding of their operations and a commitment to long-term resilience. With improved financial 
literacy and business practices, they are now equipped to prepare and lodge important documents and 
make informed decisions about their business's long-term profitability and sustainability. 

*Names changed for confidentiality 
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Case Study 2: A returning client 

Building Engagement Step by Step 

Joe and Ellie, a farming couple who had previously worked with Rural Business Support (RBS) during the 
2018 drought returned in January 2024 after a poor harvest placed new pressure on their business.  

Operating a mixed sheep and cropping enterprise across a combination of owned, leased and share farmed 
land, they were familiar with the Rural Financial Counselling Service (RFCS), having previously accessed 
Farm Household Allowance (FHA) and a Regional Investment Corporation (RIC) loan. 

At their first appointment, the Rural Financial Counsellor conducted a holistic business assessment with Joe 
and Ellie. While equity remained sound, their overdraft facility was fully drawn after the disappointing 2023 
season, and their most pressing challenge was how to source working capital for the 2024 crop. 

Together, they prepared the documentation required to request an extension of working capital from their 
financial institution. The clients’ strong engagement and the RFC’s support ensured the proposal was 
submitted in a timely manner.  

However, approval was delayed, leaving the Joe and Ellie to secure inputs through more expensive finance 
options. Without the RFC’s guidance, they may have been pressured into accepting unsuitable finance from 
less reputable lenders. 

Despite these challenges, the couple’s growing confidence saw them independently reapply for FHA when 
the new 10-year period commenced in July 2024.  

Regular meetings with their RFC created opportunities to review business performance, make incremental 
improvements, and build resilience. Gross margin analysis also revealed that their sheep enterprise was 
less profitable than expected, while also demanding time and energy that detracted from cropping 
operations. Acting on this insight, Joe and Ellie made the decision to reduce stock numbers ahead of 
worsening drought conditions, saving both money and effort. 

Although the 2024 season was again drought-affected, more timely cropping operations enabled them to 
repay their input costs. Their financial institution subsequently approved additional facilities, providing 
breathing space for the future. 

Looking ahead to 2025, the Joe and Ellie are working closely with their agronomist on a strategy to optimise 
cropping profits. With a cautious plan to sell land if the season failed, they were relieved when the rain 
arrived and are hopeful of a reasonable outcome. Their current enterprise mix now focuses on hay, grain 
crops and a smaller sheep operation, leaving them better positioned to capitalise on favourable conditions. 

Proactively using FHA vouchers to build new skills, participating in the RBS Relief Fund Business Continuity 
Plan program, and completing a Carbon Baseline project with Grain Producers SA, they have continued to 
strengthen their business capacity. Their commitment to learning and willingness to adapt has been a 
hallmark of their journey. 

Reflecting on their experience, they said: 

“Having access to a financial counsellor is the reason we have survived the current drought. Not only has 
our RFC kept us informed of help available and how to access it, helped us dissect the nuts and bolts of our 
business, but most importantly, provided us with the impetus to start the conversations we needed to 
change our thinking, improve our resilience and move forward with a clear plan. We can’t thank RBS 
enough.” 

This case demonstrates how early re-engagement with an RFC can empower farming families to reassess 
their business in changing circumstances, make informed decisions, adapt their enterprises, and move 
forward with renewed confidence. 

*name changed for confidentiality, quote provided by the client on exiting the RFCS. 
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Case Study 3: A difficult to engage client 
Working with a Reluctant Grower 
Hussein, a wine grape grower with three vineyards sought support from Rural Business Support after years 
of mounting debt and chronically tight cash flow. On paper, his operation should have been viable, but in 
practice, his management practices consistently undermined performance. 

Despite receiving a government grant to redevelop one vineyard, Hussein struggled with basic agronomy. 
Soil analysis was rarely undertaken, irrigation scheduling was inconsistent, and pest and disease 
management was left to guesswork. Independent agronomists and viticulture specialists had provided 
recommendations over the years, but he consistently failed to implement them. As a result, yields were 
below regional averages, and grape quality was poor, further limiting his returns. He often attributed these 
failings to external factors rather than his own management, reinforcing a sense of grievance. 

Hussein’s stated goal was to exit the industry gracefully and retire to the city to care for his wife, who has 
early-stage dementia. He had sold some water entitlements to clear some of his vineyard debt, which gave 
him a sound starting point for transition. However, he refused to accept current market values for his 
vineyards, insisting they were worth three times their realistic price. Hussein argued that because the 
Chinese tariffs on Australian wine had devastated export markets, the government should compensate 
growers like him for the “loss.” Until such compensation materialised, he was unwilling to sell at a price he 
deemed unfair. 

Engagement was consistently difficult. Hussein was often late to appointments, cancelled at short notice, or 
failed to appear. When present, he was demanding but dismissive of advice, regularly insisting that 
government owed him a solution. At times, he attempted to manipulate grant processes for personal 
advantage, requiring the RFC to draw firm boundaries against unethical behaviour. 

Recognising that engagement required flexibility, his rural financial counsellor tried a wide range of 
approaches: 

• Ultra-supportive measures, including visiting the property, sharing meals with the family, and 
bringing irrigation, viticulture, and finance experts on-site to offer tailored guidance. 

• Community involvement, engaging him in grower networks and discussions to demonstrate how 
peers were adapting to industry shocks post-China tariffs. 

• Structured planning, preparing a business plan, an exit strategy, and involving a financial planner to 
map a pathway toward retirement. 

• Firm communication, shifting between empathetic listening and short, fact-based “line in the sand” 
conversations when the client sought to delay decisions or propose unrealistic solutions. 

Despite these efforts, progress remained limited. Hussein’s barriers—rooted in grief for lost opportunities, 
jealousy of peers who had transitioned earlier, and a sense of entitlement to government assistance—
prevented him from committing to change. His belief that financial loss should trigger external 
compensation, rather than personal adaptation, created a stalemate. 

Yet, the process has not been without positives. Hussein has remained in contact with his RFC, reduced 
some debt through additional water sales, and engaged, at least superficially, with financial planning. These 
small steps indicate that trust, while fragile, is developing. The RFC has kept the relationship open and 
constructive, ensuring that when the client is ready to take decisive action, pathways will already be 
mapped. 

For the RFC, this case highlighted that financial counselling is not about forcing outcomes, but about 
maintaining professionalism and unconditional positive regard, even in the face of resistance. Not all clients 
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will act, but the role of the counsellor is to keep options visible, protect third parties from financial harm, 
and respect the client’s agency. 

Although Hussein has not yet exited the industry, his ongoing relationship with RBS means he remains 
positioned to one day make the transition to the retirement and caring role he desires. Each conversation, 
each boundary set, and each small win lays groundwork for eventual change, even if it comes more slowly 
than hoped. 
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9.   A statement of Compliance 
Include the statement of compliance with the Grant Agreement signed by the Chair of the organisation 
(Attachment C)  
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