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Abstract 

The potential for professional financial planning to benefit Australians economically, 

financially and psychologically is recognised by government. Financially, these benefits 

include increased savings, faster debt reduction, appropriate levels of insurance and less 

reliance on social security and a more financially literate society. Psychologically, the 

benefits include peace of mind that comes from an individual being confident in financial 

matters and better prepared for life changing events. However, despite 20 years of 

regulatory reform, the deficiencies in the quality of financial planning advice remain the 

focus of government and industry attention.  

Primarily, the concerns stem from the Australian Securities and Investment Commission 

findings that too often financial advice failed the client by not communicating how the 

advice was appropriate nor fill a knowledge gap sufficient to enable the client to make an 

informed decision.  The exceptions, on the other hand, showed advisers that focussed on 

teaching and coaching were perceived as offering a higher degree of recognised financial 

and psychological client benefits. In response, some financial planning practices have 

shifted from the traditional six step advice model to a financial coaching approach and 

others have adopted a hybrid approach; by blending both traditional and financial 

coaching approaches. Whilst the attainment of the client’s financial goals are central to 

each approach, typically the traditional financial advice approach is paternalistic and 

focusses on optimising returns via portfolio product sales whereas, financial coaching is 

distinguished by its collaborative, educational approach and focusses on optimising 

financial behaviour.  

The financial coaching research is limited and evidence of the value of financial coaching 

in the professional financial advice context to bring about a higher degree of economic, 

financial and psychological benefit is largely anecdotal. However in similar professional 

contexts empirical evidence illustrates that a coaching and client-centered approach can 

satisfy expectations of quality advice and improve client outputs. Self-efficacy and its 

allied theories underpin much of the empirical results which have explained how and why 

the benefits occurred in these contexts. Central to these theories, is that individuals high 

in self-efficacy attribute success with a belief in their capabilities and actual ability to 

solve problems. In the same vein, the literature finds a financial coach to assume the role 

of a self-efficacy builder, facilitating an individual’s financial goal achievement by 
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improving their financial capabilities, providing guidance and financial tools which drive 

a continuous cycle of self-improvement. Further, the financial planning practices that 

have adopted a financial coaching approach contend that compared to the traditional and 

hybrid financial planning approaches, the focus on raising the client’s financial self-

efficacy is more likely to deliver a higher degree of client benefits. In addition, the need 

to develop identifiable theory in the professional financial planning context has been 

signalled in the literature as an important step in the evolution of quality financial 

planning advice.  

Consequently, this thesis addresses this need and explores whether there is a higher 

degree of benefit from financial coaching in the professional financial planning context, 

compared to the traditional financial planning approach. Firstly, I explore the benefits of 

financial coaching in the professional financial planning context as to whether it is more 

likely to satisfy the expectations of quality advice and bring about a higher degree of 

financial and psychological benefits to Australians. Secondly, I explore if the benefit is 

can be explained by self-efficacy and its allied theories explain how and why the benefits 

occur. 

To explore benefits and why the benefits occur, the thesis adopted a mixed method 

approach and the methods included a case study of a financial coaching practice (PFPA-

CH), face-to-face interviews with two hybrid practices that blended traditional financial 

planning and financial coaching (PFPA-HY), and the administration of a survey to 

traditional financial planning practices (PFPA-TL), PFPA-CH and PFPA-HY sample 

groups. From the case study, the distinguishing characteristics of financial coaching were 

determined and given the limited number of financial coaching practices, the evidence 

was supplemented by face-to-face interviews with hybrid firms. The survey was 

developed from the data generated in these initial phases and the final results presented 

compare the perceived benefits of financial coaching to traditional and hybrid approaches 

to financial planning.  

The results show that in terms of meeting the expectations of quality advice, the PFPA-

CH approach does benefit the client. Yet, strong evidence from the traditional and hybrid 

sample showed that several benefits which satisfy the requirements of quality financial 

advice also occurred in the alternate approaches. In terms of realising the economic, 

financial and psychological benefits the study finds the PFPA-CH approach has the 
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potential to realise economic, financial and psychological benefits and better improved 

financial behaviour. Yet, the PFPA-HY approach was found to offer a higher degree of 

long term, economic benefits and a similar degree of benefit in terms of financial and 

psychological benefits and all approaches were found to better a client’s ability to meet 

financial demands. Further, the results were found to be consistent with established 

interventions and theory such as cognitive behavioural coaching and self-efficacy and 

allied theory. The portability of these interventions and theory into a financial planning 

advice context is a unique contribution made by this thesis and one that advances the 

sectors transition to a profession. 
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Chapter 1: Introduction 

1.1 Introduction 

Research into the benefits of professional financial planning advice1 (PFPA) is limited. 

Yet, after 20 years of legislated reform, the Australian government now recognises that 

providing the PFPA generated meets acceptable standards of quality then professional 

financial planning can benefit Australians economically, financially and psychologically 

(ASIC, 2010). Financially, these benefits include increased savings, less interest expense 

through faster debt reduction, higher investment returns and appropriate levels of risk 

mitigation through insurance as well as economic benefits such as, a more financially 

literate society who rely less on an already burdened social security (ASIC, 2010). 

Psychologically, the benefits include the peace of mind that comes from an individual 

being confident in financial matters (ASIC, 2010). In this sense, PFPA can be beneficial 

for national prosperity and individual financial wellbeing.  

However, since 2003, a series of inquiries into PFPA by the Australian Securities and 

Investment Commission’s (ASIC) has found the standards of unacceptable PFPA to be 

alarmingly high (ASIC, 2003; 2006; 2010; 2012) and the extent of financial ruin endured 

by clients receiving poor financial advice has drawn attention to the need improve the 

quality of PFPA (Brown, 2006). Signs of ways to improve are found in the salient 

information emerging from ASIC’s more recent inquiries (ASIC, 2010; 2012) that shows 

PFPA which is focussed on teaching, coaching and explaining complex financial 

concepts has the potential to realise a client’s economic, financial and psychological 

benefits. Moreover, the Financial Services Inquiry report (FSI, 2014) calls for higher 

degrees of financial adviser competence in relationship skills, more innovative and useful 

forms of communication of financial advice which in turn empowers consumers and 

creates better access to quality guidance.      

Within the industry, professional financial planning coaching-only (PFPA-CH) firms are 

the minority. These firms are distinguished by a collaborative, psycho-educative 

                                                 

1 Professional financial planning advice (PFPA) refers to financial advice given by a professional financial 

planning adviser holding an Australian Financial Services Licence (AFSL) and who gives financial product 

advice on investment, insurance and other financial products such as superannuation (CCH, 2012).  
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approach to financial advice which focusses on enabling the client to address ineffective 

financial behaviour and build better understanding about the advice they receive with 

financial education (Collins, 2007; Klontz, B., Kahler, R., & Klontz, T. 2008 and 

Mangan, 2010). Alternatively, and dominating the PFPA arena, is the traditional financial 

advice approach (PFPA-TL) which is typically transactional in nature and focused on 

financial product sales (Klontz et al., 2008; Knutsen & Cameron, 2012), and others have 

adopted a hybrid approach (PFPA-HY) that blends financial coaching with financial 

product sales.  

In other professional contexts, such as executive coaching (Ducharme, 2004; Kilburg, 

1997), health (Farlardeau & Durand, 2002; Lawson, 2009) (Ledingham, 2003; Naude & 

Buttle, 2000; Passmore, 2007) and education (Martin & Dowson, 2009) there is empirical 

research supporting the effectiveness of coaching. Conversely, the coaching literature in 

the financial advice context is limited and largely anecdotal; opening an opportunity to 

extend the literature by exploring the benefits of coaching in the PFPA context. 

Furthermore, this research has the potential to inform the practice of PFPA of the benefits 

of financial coaching and offer an empirically supported response to the call for the 

reinvention of professional financial planning advice.   

1.2 Motivation for the Research 

Three factors motivate this study. First, ASIC’s reported findings2 have generated vibrant 

industry dialogue and calls for further reform of PFPA standards and innovation in the 

way financial advice is communicated (Brown, 2010; FoFA, 2011; FSI, 2014). Driving 

the dialogue is that public acceptance for the value of PFPA rests with the profession’s 

ability to create a trusted client-practitioner contract with clients. Unlike other professions 

which have earned public acceptance, the value of coaching in the professional financial 

advice context has not been rigorously examined. The potential to extend this literature 

with evidence of the value of financial coaching is motivated by the knowledge this 

                                                 

2 Findings showed concerning levels of PFPA that did not communicate to the client how the advice was 

appropriate for them nor fill a knowledge gap sufficient to instil confidence in the client to act on the advice 

(ASIC 2003; 2006). 
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established research has to inform stakeholders in the financial advice arena about a 

financial advice approach which has the potential to win public acceptance.    

Secondly, financial education is heavily emphasised in the literature as both the catalyst 

for generating the economic, financial and psychological benefits of higher financial 

literacy levels and solution to the worldwide problem of low levels of financial literacy 

(Anthes, 2004; Atkinson McKay, Collard & Kemp, 2007; Braunstein & Welch, 2002; 

Cutler, 1994a, 1994b, 2003; Fox, Bartholomae & Lee, 2005; Jacoby, 2002; Joo & Grable, 

2004; Worthington, 2006, 2008). However Atkinson et. al, (2007) warns that education 

alone does not motivate individuals to engage in better financial behaviour. The literature 

reflecting the future direction of financial advice points to the professional obligation of 

financial planners to mobilise clients to resolve their financial literacy challenges and to 

the teaching opportunities embedded in effective PFPA (Anthes, 2004; Brown, 2010). 

Influential factors such as self-efficacy are found in other professional coaching contexts 

to drive the motivation of individuals to act on knowledge. This study explores the 

portability of self-efficacy factors in the financial coaching context and contends that it 

is at least plausible that, compared to traditional PFPA, financial coaching and 

importantly, a financial coach is more likely to bridge a financial literacy gap currently 

preventing Australians from accessing professional financial advice (ASIC, 2010).  How 

and why the client in a financial coaching relationship benefits by increased self-efficacy, 

improved financial literacy and the motivation to act on the knowledge, is a unique 

contribution made by this study.  

Thirdly, an insightful discussion with a financial planning couple-client created a 

pathway enabling a robust, academic comparison between financial coaching and 

traditional financial planning in the PFPA context. Specifically, the couple compared the 

higher degree of benefits they had experienced as clients of a financial coaching only firm 

compared to traditional financial planning firms. The importance of guided and 

supplementary learning was a consistently expressed factor influencing their judgement 

about the effectiveness and quality of the advice to instil them with confidence to act on 

the advice. The confidence to act was perceived to stem from the financial coaching 

processes aimed at empowering their clear, conscious knowledge about their real 

financial capability. Their self-awareness was said to be validated with financial tools and 

simulations. The couple client viewed such clarity as a necessary pre-condition to 

mastering financial control, understanding the suitability and appropriateness of the 
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financial advice and heightened self-efficacy that ultimately created greater financial 

satisfaction for them. Their experiences with traditional financial planning, they believed, 

had kept them ignorant of their real financial issues. This discussion humanised the 

industry debate about financial coaching versus traditional planning and the opportunity 

to explore and validate the benefits of financial coaching and thus became a factor 

motivating the research.  

1.3 The Research Questions and Theoretical Framework 

This thesis addresses the gaps identified in the professional financial advice and financial 

coaching literature and two research questions and three groups of hypotheses are posed. 

The first research question broadly explores whether, compared to the traditional (PFPA-

TL) and hybrid (PFPA-HY) approaches of providing financial advice, a financial 

coaching (PFPA-CH) approach is more likely to meet the expectations of quality financial 

advice and realise a higher degree of client benefits such as the economic, financial and 

psychological benefits recognised (ASIC 2003; 2006; 2010; 2012) as the potential of 

financial planning. Consequently, as a first step, Research Question 1 asks: 

RQ1: Is there a higher degree of client benefits and value in the financial coaching 

practice (PFPA-CH) compared to the traditional (PFPA-TL) and hybrid (PFPA-

HY) approaches of providing financial planning and advice, in terms of: 

RQ1a.  Meeting the expectations of quality advice? 

RQ1b. Realising the recognised economic, financial and psychological 

benefits? 

To address RQ1(a) five hypotheses are developed which draw firstly from the 

institutional literature, such as ASIC (2003; 2006), Kacjor & Klijn, (2009) and 

Teckchandani, (2009) which highlighted that consumers of PFPA expect that quality 

advice employ processes aimed at understanding their needs and objectives, provide 

guidance, direction and clear communication, inform on sustainable wealth creation 

strategies and engage the client in financial matters. Secondly, from the established  

academic literature which finds the distinguishing, psycho-educative advice employed in 

a coaching-client relationship develops a deeper understanding of a client’s needs and 

objectives, and better improves client outcomes (Anthes, 2004; Collins, 2010; Ducharme, 

2004; Kilburg, 1997; Klontz et al., 2008; Lawson, 2009; Lusardi & Mitchell, 2007; 
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Mangan, 2010; Oliver et al., 2001; Parry et al., 2006; Passmore, 2007; Payne et al., 2010; 

Sharpe et al., 2009; Tennant et al., 2009; Witherspoon & White, 1996).  

To address RQ1(b), three hypotheses are developed and draw firstly, from the 

institutional literature which finds that financial planning has the potential to realise 

economic, financial and psychological client benefits (ASIC, 2010). Secondly, from the 

financial coaching literature which finds the distinguishing practice of financial coaching 

to better create these economic, financial and psychological client benefits (Anderson, 

2001; Argyris, 1998; Farlardeau & Durand, 2002; Jacoby, 2002; Joo & Grable, 2004; 

Kilburg, 1997; Klontz et al., 2008; Shobe & Page-Adams, 2001).  

The literature underpinning the propositions posed in RQ1 (a) and RQ1 (b) infers that, 

compared to traditional (PFPA-TL) and hybrid (PFPA-HY) approaches of providing 

financial planning advice, that financial coaching (PFPA-CH) offers a higher degree of 

benefit. Given there is a benefit, how and why financial coaching is more likely to realise 

a higher degree of benefit is addressed by the second research question. The second 

research question explores the possibility that self-efficacy and allied theory (expectancy-

value theory; self-determination theory and goal theory) might be useful in explaining 

how and why the benefit occurs as it does in other similar professional contexts. 

Consequently, as a second step, Research Question 2 asks:  

RQ2: If, compared to the traditional and hybrid financial advice approaches, there 

is a higher degree of client benefits and value in PFPA-CH approach, can self-

efficacy and allied theory explain how and why the benefits are realised?    

To address RQ2 four hypotheses are developed and draw firstly from research of human 

achievement which finds the combination of self-belief in one’s self-efficacy and a self-

efficacy builder (i.e. teacher and/or coach) underpins an individual’s motivation to act 

and is likely to occur when the self-efficacy builder structures situations to raise belief in 

one’s capabilities, creates mastery experiences, social modelling and persuasion and 

motivates the individual to change ineffective behaviour pursuant to raising the 

individual’s sense of autonomy and competence (Atkinson, 1957; Bandura, 1992, 1982; 

Gist & Mitchell, 1992; LaGuardia & Patrick 2008; Martin & Dowson, 2009; Ryan & 

Deci 2000; Wigfield & Eccles, 2000). Secondly, the distinguishing attributes of a 

financial coach, found in prior research, are said to extend beyond core technical financial 
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planning knowledge to building the client’s abilities and empowering the client to 

confidently handle more of their own financial decisions, building a clients’ self-efficacy 

and a greater attention on financial behaviour, accountability and autonomy for financial 

decision making (Argyris, 1998; Collins 2007; Falk-Rafael, 2001; Klontz et al., 2008; 

Mangan 2010; Mather, 2003; Payne et al., 2010; Rogers, 1946; Sharpe 2009).  

1.4 The Research Method  

This thesis adopts a mixed method approach and iterative use of qualitative and 

quantitative methodologies. Methods include a case study, face-to-face interviews and 

the administration of a survey. The case study includes first-hand accounts from two 

principals of a licensed financial coaching practise and analysis of internally generated 

aggregate reports of client expectations in relation to financial coaching. Additional face-

to-face interviews with the principals of two financial planning practices provides first-

hand accounts of how their firms blend traditional PFPA processes with financial 

coaching. In total over 2,600 surveys were distributed to clients of the sample case study 

practice, clients and planners of traditional and hybrid PFPA practices and personal, 

business and social networks of persons who were or had been a financial planning or 

coaching client. The study comprises a total 457 responses and represented by 77 

responses from financial coaching practices, 229 from traditional practices and 151 from 

hybrid practices. By sample group the response rate was 73% from the financial coaching 

(PFPA-CH) sample, 25% from the traditional (PFPA-TL) sample, 46% from the hybrid 

(PFPA-HY) sample and 10% from the broad personal, business and social networks.     

The case study was conducted between July 2012 and November 2012. Face-to-face 

interviews were held between February 2014 and August 2014. Distribution of the survey 

commenced in September 2013 and closed in August 2014.   

1.5 Summary of Major Findings 

The empirical chapters in this thesis present firstly, the observations of a financial 

coaching firm case study (FCH1) and secondly, supplementary data of two hybrid firms 

(FBL1 and FBL2), which blend financial coaching and traditional financial planning 

advice. The third empirical chapter presents the major outcomes of the survey adopted in 

this thesis which tested 12 hypotheses and addressed two research questions.  
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From the case study (Chapter 6), the PFPA-CH approach was found to contrast with 

traditional financial planning where the adviser takes on a paternalistic role by assuming 

the role of teacher and educator; raising self-awareness of financial capacity and 

behaviours. With the exception of having formal coaching qualifications, the 

interventions used and the benefits intended for the client were found to be consistent 

with the literature. The expectations that FCH1 clients had of financial coaching were 

found to be consistent with the consumer expectations of quality financial advice cited in 

ASIC investigations (ASIC, 2003; 2010; 2012). 

Supplementary data from the two hybrid firms (Chapter 7) found these businesses purport 

to differ from mainstream traditional financial planning in that client outcomes were 

achieved by embedding financial coaching into a traditional financial advice approach. 

In the same vein, the intended financial coaching benefits employed in these firms were 

found to be also consistent with the coaching and financial coaching literature.   

From the survey, the results show that in terms of (a) meeting the expectations of quality 

advice, the PFPA-CH approach does benefit the client. Yet, strong evidence from the 

traditional and hybrid sample showed that several benefits which satisfy the requirements 

of quality financial advice also occurred in the alternate approaches. On one hand, this 

evidence was found to contradict the deficiencies in financial planning advice found by 

ASIC (2003; 2006). On the other, the PFPA-HY approach was found to also offer value 

related to communication and education support which informed the client of manageable 

wealth creation strategies. This evidence was found to concur with the positive influence 

financial coaching and teaching had on quality financial advice reported by ASIC (2012). 

None of the approaches were found to fully realise the potential of helping the client to 

analyse and manage investment risk and may impact on consumer confidence in relation 

to the quality of financial advice and consequently an issue for future research. In terms 

of (b) realising the economic, financial and psychological benefits the study finds the 

PFPA-CH approach has the potential to realise economic, financial and psychological 

benefits and better improved financial behaviour. Yet, the PFPA-HY approach was found 

to offer a higher degree of long term, economic benefits and a similar degree of benefit 

in terms of financial and psychological benefits and all approaches were found to better 

a client’s ability to meet financial demands.  
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As to whether self-efficacy explains how and why the benefits of financial coaching are 

realised, the evidence from the PFPA-CH and PFPA-HY sample was found to support 

the proposition that financial coaching in the professional financial planning context does 

offer a higher degree of benefit compared to a traditional financial planning approach. 

Further, factors known to build self-efficacy were evident in the PFPA-CH approach and 

to a relatively high degree in the PFPA-HY approach. However, some uncertainty was 

found in terms of mastery of financial capability, independent of the financial coach and 

a lack of formal coaching qualifications is proposed as a potential reason for this 

underdeveloped benefit.    

1.6 Contributions to the Literature and the Profession 

Three major contributions are made by this thesis.  

Firstly, ASIC’s targeted reform of PFPA is driven by the important role played by 

professional financial advisers in assisting Australians to plan their future and generate 

economic, financial and psychological benefits. In 2012, ASIC concluded that financial 

advisers who are more likely to realise these benefits assume the role of coach and 

teacher. Prior research supporting the benefits of coaching in the professional financial 

planning context was limited and largely anecdotal. The empirical evidence presented in 

this thesis supports the regulator’s conclusions and informs PFPA practice of an approach 

to financial advice more likely to realise these important and imperative to Australia.   

A factor inhibiting the financial planning sector transitioning to a recognised profession 

is a demonstration of the social good it provides to the community via improvements to 

financial literacy (Anthes, 2004; Brown, 2010). Empirical evidence found in other 

professional contexts supports the benefits of coaching and the coach to improve client 

literacy and importantly, mobilise the client’s knowledge into action (Lawson, 2009; 

Oliver et al., 2001; Parry et al., 2006; Spear, 2009). This is the first (known) study to 

generate empirical evidence of the benefits that coaching in the PFPA context in terms of 

improving financial literacy; a factor critical to building the sector’s sense of professional 

purpose.     

Thirdly, another qualifier for professional status includes academic standing built on 

strong theoretical basis (Black et al., 2002; Brown, 2010). The results presented in this 

thesis were found to be consistent with established interventions and theory such as 
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cognitive behavioural coaching and self-efficacy and allied theory. The portability of 

these interventions and theory into a financial planning advice context is a unique 

contribution made by this thesis and one that advances the sectors transition to a 

profession.   

1.7 Structure of the Thesis 

This thesis will explore whether, compared to the traditional and hybrid approaches to 

providing financial planning advice, there is benefit in a financial coaching approach and 

whether self-efficacy and allied theory can explain how the benefit occurs. This thesis is 

structured as follows. 

Chapter 2 provides the institutional background to this research which describes the 

evolution of professional financial planning and the reforming of PFPA to its current 

status. The purpose of this chapter is to provide the foundation sector-specific concepts 

pertaining to this thesis.  

Chapter 3 provides a review of the literature pertinent to this research. The first section 

commences with a review of the financial coaching literature. The second and third 

sections discuss the parent concepts namely, cognitive behavioural coaching (CBC) and 

client-centered relationships. The fourth section introduces the self-efficacy and allied 

theories which have explained and informed the development of coaching and client-

centered practice in professional contexts. Following in the fifth section is a discussion 

describing the related effects of economic, financial and psychological satisfaction and 

wellbeing, and financial literacy. The final section concludes with an overview of the 

salient points emerging from this literature.    

Chapter 4 will outline the development of each of the two research questions and the 

hypotheses posed to address each research question.  

Chapter 5 will present an overview of the research design and methodology including the 

source of data, the sample selection and how the research was operationalised.  

Chapter 6 is the first of three empirical chapters and presents the financial coaching case 

study including an overview of the sample case firm (FCH1), the role of FCH1 financial 

coach and how this firm is distinguished from traditional financial planning firms. Also 
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presented is an analysis of the clients’ expectations of financial coaching and their 

perceived changes to their levels of self-efficacy.  

Chapter 7 is the second empirical chapter and presents observations from two interviews 

with the principals of two hybrid financial planning firms and adds further evidence 

relevant to the research questions. Data from Chapters 6 and 7 support the development 

and analysis of the broad base survey; the results of which are presented in Chapter 8. 

Chapter 8 is the final empirical chapter and presents the results of the survey.  

Chapter 9 concludes by acknowledging the limitations of the research and the areas for 

future research. An Appendix follows which presents the Survey Instrument used in this 

thesis.  
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Chapter 2: Institutional Background of PFPA 

2.1 Introduction 

The purpose of this chapter is to provide the background underpinning the evolution of 

professional financial planning advice (PFPA). Drawing from regulatory, academic and 

professional literature the evolution of PFPA is broken down into four phases, each 

triggered by events which resulted in an overhaul of PFPA. This chapter proceeds as 

follows: Phase 1 is presented in Section 2.2 and was brought about by an overhaul and 

regulation of financial planning advice. Phase 2 was precipitated by the corporate scandal 

of Storm Financial Services, a parliamentary inquiry into the financial services sector and 

the Ripoll Review and is presented in Section 2.3. Phase 3 is reviewed in Section 2.4 

which sees concepts of quality advice emerging, a national attention to improve access to 

professional financial planning advice and the Future of Financial Advice reforms. 

Section 2.5 describes Phase 4, the current phase, and cites the factors which prevent the 

industry from making a full transition to professional status.   

2.2 1980s – 2006: Overhaul and Regulation of Financial Planning 

Advice 

 1980s - Foundations of PFPA 

PFPA emerged in the 1980s as part of a transition to replace the sales-orientated culture 

of the financial services industry with professional standards and qualified and skilled 

advisers. At that time, financial advice was dominated by insurance and investment 

product sales and largely driven by networks of insurance agents. This sales process was 

rarely qualified or supported by any expectation to understand the client’s total 

circumstances. There was a call for change with Gwen Fletcher credited with the impetus 

for change3. Fletcher’s drive to shift the industry to a profession triggered an overhaul of 

the financial advice industry (Cowen, Blair & Taylor, 2006; Cull, 2009).   

                                                 

3 In 2007, Gwen Fletcher was made an Order of Australia for services to the development of the financial 

planning industry (Schmidt, 2007)  
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Part of the shift was the establishment of the Financial Planning Association (FPA) in 

19924. Key to the set up was granting the FPA a license, by the International Association 

for Financial Planning (IAFP)5 to issue the Certified Financial Planning (CFP) 

designation. The CFP established qualification benchmarks for members and identified 

practitioners who were dedicated to a high level of professionalism and required to follow 

a well-defined client-adviser process that placed the client’s interests first when providing 

financial advice (Cowen et al., 2006; Jackling & Sullivan, 2007). These changes were 

articulated by the FPA into Codes of Professional Conduct (the Codes) with the altruistic 

motives of fairness, honesty and reasonableness rather than the bias towards self-interest 

common to product driven advice6. Whilst it is expected that FPA members comply with 

the Codes, there is no compulsion for financial advisers to be FPA members.  

 2002 - The Financial Services Reform Act  

Establishing a professional membership not only raised the profile of the financial 

planning industry it also gave the financial adviser greater influence over the sale of 

financial products. This contributed to further industry growth leading the government in 

2002 to pass the Financial Services Reform Act [FSRA], giving the Australian Securities 

and Investment Commission (ASIC) the power to enforce its regulatory guidelines so as 

to protect the public from ill-intended financial advisers (ASIC, 2009a; Cowen et al., 

2006; Cull, 2009; Warschauer, 2002).  

The FSRA (2001) continues to be viewed by the industry as the most significant 

legislation driving the transformation of PFPA (Jackling & Sullivan, 2007). The 

significance of the legislation was based on the licensing requirements7 which now restrict 

the provision of personal financial advice to only authorised representatives of a licensee; 

                                                 
4 FPA http://www.fpa.com.au 
5 IAFP was the outcome of a meeting held in Chicago on December 12, 1969. At that meeting the outline 

of a new profession called financial planning was drafted and a resolution passed to create a membership 

organisation named the International Association for Financial Planners (IAFP). Later in 1994 the IAFP 

was renamed Certified Financial Planner Board of Standards Inc. (Retrieved from http://www.cfp.net/ 

April 23, 2012). 
6 The Codes include 8 principles (1) Client First–place the client’s interests first; (2) Integrity–requiring 

honesty an candour in all professional matters; (3) Objectivity–requires intellectual honesty and 

impartiality; (4) Fairness–requires disclosure and management of conflicts of interest i.e. remuneration; (5) 

Professionalism–showing respect for clients and complying with regulation and professional requirements 

(retrieved from : http://www.fpa.com.asn.au/Code-of-Professional -Practice. 
7 The Australian Financial Services License (AFSL) must be held before advice can be provided (ASIC, 

2009a). 

http://www.cfp.net/
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sets out specific adviser skill requirements8 and enforces compliance requirements aimed 

at distinguishing PFPA by quality9. Further, the legislation now requires advice to 

demonstrate suitability and appropriateness and have a reasonable basis10. Equally 

important, is the requirement for advisers to provide a written Statement of Advice (SoA), 

which clearly demonstrates suitability and is devoid of inaccurate and/or incomplete 

information11. Once the SoA is completed, the Act requires advisers to obtain a client’s 

informed consent prior to proceeding with the implementation of the advice. 

 PFPA in the New Regime  

Whilst the merits of the FSRA (2001) received unequivocal support for driving the 

transformation of the PFPA, the new regime placed the onus on financial planning firms 

to interpret their obligations (Cull, 2009). In response, interpretations of the compliance 

requirements and quality advice in this phase of the evolution of PFPA were largely 

transactional in nature and incorporated in a widely used six step PFPA process with a 

strong emphasis on documentation.  

 The Six Steps of PFPA 

The Certified Financial Planner Board of Standards of Professional Conduct12 is 

accredited with the origins of the six steps (Warschauer, 2002). Technically the purpose 

of the six step process is to determine a client’s appropriate saving, investment, insurance 

and estate planning strategies. The six steps involve:- 

1) establishing and defining the client-adviser relationship, ensuring the client is 

in an informed position before committing to the adviser’s recommendations 

                                                 
8 Policy Statement 146 [PS146] requires AFSL licensees to ensure authorised representatives are adequately 

trained and meet minimum education competencies (ASIC, 2009b). 
9 Compliant and quality PFPA defined by the Corporations Act 2001 (The Act) as financial product advice 

that is given or directed to a person where the provider of the advice has considered one or more of the 

person’s objectives, financial situation and needs, or a reasonable person might expect them to have done 

so (ASIC, 2009b). 
10 Section 945A of the Corporations Act known as ‘know-the-client’ and ‘know-the-product’ ruling, 

requires a licensed adviser to make sufficient client inquiries of the client’s personal circumstances; 

addressing and satisfying  their client’s needs via exploration of appropriate and alternative strategies 

(CCH, 2010). 
11 Section 945B of the Corporations Act outlining the obligations to provide quality advice. 
12 The Certified Financial Planner Board, Inc. was established in the United States in 1985 to set and enforce 

professional financial planning standards. 
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and providing a copy of the financial adviser’s Financial Services Agreement 

(FSG)13; 

2) gathering and recording client data14, identifying the client’s goals, striving 

for deeper understanding of the client and their need for advice, attitudes and 

motivations; 

3) evaluating the client’s financial status and developing a suitable, reasoned 

strategy including analysis of alternative courses of action that can be justified 

to the client;  

4) presenting and demonstrating a process of analysis, suitability and 

justification for the recommendations, investment product characteristics and 

risks and/or rejection of alternatives which must correspond to the client’s 

objectives15;  

5) gaining written consent from the client to proceed with implementation of 

recommendations, and  

6) setting up and prioritising a review system which plans and accounts for 

change in a client’s circumstances and reviews the appropriateness of the 

recommendations over time. 

Figure 2.1 draws from CCH1 (2012) and Jackling and Sullivan (2007) to illustrate the 

intentions unpinning each step. 

 

 

  

                                                 
13 The FSG must detail an adviser’s details; the scope of their authorisation; outline the complaints 

procedures and the cost of their advice. 
14 Data records must be entered into a structured client fact finder document and an assessment of the 

client’s risk profile. 
15 Step 3-6, must be supported in a written financial plan referred to as the Statement of Advice (SoA). 

Each SoA is governed by guidelines that stipulate acceptable structure and wording. 
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Figure 2.1 Six Steps of PFPA: Flowchart of action, intention and documentation 

process (CCH, 2012; Jackling & Sullivan, 2007)  
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The emphasis on documentation created an overload of information argued by some 

advisers to have led many consumers to overreact and make less rational financial 

decisions (Copp, 2009). The degree to which this occurred prompted a national study into 

the effectiveness of investment documentation (Treasury, Dept. of Finance and 

Deregulation Financial Services, 2010). The size of the advice documents (i.e. often 

exceeding 160 pages of reading material) and the excessive use of technical jargon is 

argued by Treasury (2010) to be overwhelming and prevented a reasonable person from 

engaging with the information and being able to make an informed decision.    

The focus on documentation in this phase of the evolution distracted the industry’s 

attention away from developing the measurements of quality advice which satisfies both 

compliance and the client experience. This lack of development was highlighted by 

ASIC’s investigations into the quality of financial advice being generated at that time.   

 2003 and 2006 - Reported Deficiencies in the Delivery and  

Quality of Advice 

In 2003 and 2006 ASIC conducted national investigations into the quality of financial 

planning advice received by financial planning clients. The investigations exposed a 

range of deficiencies in relation to the delivery and quality of PFPA (ASIC, 2003, 2006). 

For example: 

In 2003 ASIC released Report 18 - Survey on the quality of financial planning advice and 

reported that financial plans assessed as part of the study; a) failed to include information 

about the basis on which the advice was given, sufficient to allow the client to decide how 

the recommended strategy was appropriate for the them; b) were hard to read and ignored 

the client requirements; and c) failed to show how new recommendations improved the 

client’s financial position. ASIC concluded the findings were disappointing and in pursuit 

of pursued higher standards, proceeded to remove 62 advisers from the industry and/or 

sentenced to jail (ASIC, 2003).   

Then in 2006 ASIC released its Report 69 - Shadow shopping survey on superannuation 

advice and identified problem areas such as:- a) 16% of advice was not reasonable given 

the client’s needs nor had sufficient inquiry been made to assess appropriateness; b) 46% 

of cases, advisers breached mandatory compliance standards by failing to provide a 

written Statement of Advice; c) clients were rarely able to detect bad advice or judge if 
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the advice was appropriate for them or not; and d) links between inappropriate advice and 

evidence of a conflict of interest where the adviser received commission-based 

remuneration. ASIC concluded that whilst the findings indicated a positive shift in the 

quality of advice from the ASIC (2003) survey it would continue to focus on reform to 

ensure PFPA was consistently beneficial to the consumer, legally compliant and 

commercially practical.  

 Summary 

This literature highlights a number of salient points in relation to the evolution of PFPA. 

Firstly, whilst the FPA’s Codes of Conduct have benchmarked its members’ professional 

advice standards, without compulsory membership or allegiance to the Codes there is a 

gap in the professional framework of PFPA at a fundamental level. Secondly, the FSRA 

suitability ruling legislated for the interests of the client to be prioritised. Thirdly, the 

uptake of the six step procedure created structure and procedure around the PFPA 

requirement to establish a reasonable basis for the advice and provide documentation 

aimed at assisting clients to make an informed decision. Fourthly, whilst the reforms were 

welcomed by the industry, an enforced focus on compliance meant the emerging concepts 

of quality advice and a trusted client-adviser relationship were underdeveloped and 

without a system of measurement. Finally, ASIC demonstrated the importance of its 

supervisory role and determination to enforce regulation which ensures that financial 

advice is beneficial to the consumer, legally compliant and commercially practical.  

ASIC’s intent to follow through on these reforms was made evident in the next decade of 

PFPA evolution which would see the industry conceding to minimise any distortions 

surrounding the best interests of the client and replacing commissions with fee for service 

business models including financial coaching advice models. The next section describes 

this phase and the impact in relation to the evolution of PFPA.   

2.3 2008 – 2009: Corporate Scandal, Another Review and More 

Inquiry 

 2008 Corporate Scandal 

On Monday 8 December 2008, 450 clients of the Storm Financial advice firm were 

informed their portfolios were liquidated and they subsequently faced financial ruin 
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(Kachor & Klijn, 2009). One month later, receivers were appointed to Storm Financial 

and reported that $30 million of client investment funds were lost. Shortly after, 

Timbercorp16 and Great Southern17 were placed in administration. Again, clients from a 

range of financial advice firms were informed their portfolios were liquidated. In the same 

year, the Financial Ombudsman Service [FOS]18 issued Determination 1895919. The 

public outcry arising from these events prompted the Parliamentary Joint Committee on 

Corporations and Financial Services Inquiry (PJC) into financial products and services in 

Australia. The inquiry was followed by the Ripoll Review 2009 which is considered to 

be one of the most significant reviews of the Australian financial sector since the 

introduction of the Financial Services Reform Act in 2001 (Teckchandani, 2009). Each 

of these will be discussed in the following sections.  

 2009 - Parliamentary Joint Committee on Corporations and Financial 

Services Inquiry  

The focus of the PJC was to establish why the financial advice processes had failed 

investors. The inquiry involved parliamentary committees, public hearings and sifting 

through nearly 400 submissions from investors and the financial advice sector. How the 

advice had failed investors was found to be multi-faceted. For example, Brogden (2009) 

reported that financial planning advisers had failed to demonstrate the fiduciary 

obligation20 owed to their clients. The Storm Financial investigations found that whilst 

there was evidence of legal compliance, advisers were not providing advice appropriate 

                                                 
16 Timbercorp Securities Ltd (TSL) was an Australian financial services licensee and the responsible entity 

of 33 registered managed investment schemes. The Timbercorp Group raised more than $2 billion from 

18,500 growers since 1992 for investment in agribusiness projects. Retrieved from: 

http://asic.gov.au/about-asic/media-centre/key-matters/information-for-timbercorp-growers 
17 Great Southern Group is a group of Australian companies that is notable as the country's largest 

agribusiness managed investment scheme (MIS) business. The company was founded in 1987 and became 

a public company in 1999. Most of the Group's business was in plantation forestry to supply woodchips for 

the pulp and paper industry, but in the 2000s it diversified into high-value timbers, beef cattle, olives, 

viticulture, and almond production. The company's after-tax profit peaked at A$132 million in 2006, but 

by 2008 had deteriorated to A$63 million loss. Retrieved from: 

https://en.wikipedia.org/wiki/Great_Southern_Group 
18 Whilst the FOS is not a court, the complaints resolution processes and judgements reflect the ideals of 

best practice. As a result, findings from cases brought before the ombudsman are admissible in court and 

can influence judgements regarding adviser performance (Townsend, 2010).  
19 The Determination [also known as the Base Capital Case] was the result of a serious complaint against 

an adviser with respect to a recommendation into the failed Basis Yield Fund (Townsend, 2010). 
20 In the context of law, a fiduciary duty prohibits a professional from entering into a transaction where 

there is a conflict or possibility of a conflict; cannot make an unauthorised profit; must demonstrate an 

undivided loyalty and act in the best interests of the client (Sanders, 2009). 
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to their clients’ needs; the strategies were not capable of withstanding a severe market 

downturn and clients had limited insight into the exotic features of their investments 

(Teckchandani, 2009). The Base Capital findings showed an over reliance on risk 

profiling tools21 and research houses to understand the clients and products (Townsend, 

2010). The need for greater consumer financial capability and qualified financial advice 

which embodies financial education was argued by the FPA to play a key role in assisting 

individuals to make informed financial decisions (FPA, 2009).  

 2009 - The Ripoll Review 

To avoid future occurrences, the Ripoll Review was launched to inquire into the role 

played by; a) financial advisers in the corporate collapses; b) remuneration models such 

as commissions; c) marketing and advertising in financial product distribution; and d) 

consumer protection and insurance matters (Ripoll, 2009). The final report tabled 

recommendations including an amendment to the Corporations Act to explicitly include 

a fiduciary duty for financial advisers operating under an Australian Financial Services 

License; legislative changes ensuring ASIC is appropriately resourced to conduct risk-

based surveillance of advice provided by licensed representatives; legislation to ban 

commission-based remuneration and a review of adviser competency standards 

(FSC/PWC, 2009).   

The industry dialogue which followed was vibrant. From the professional association’s 

perspectives, the recommendations represented a great opportunity and an important step 

toward making the financial services industry in Australia a trusted profession (Klipin, 

2010).  From senior practitioners there was uncertainty as to whether the Ripoll Review 

had gone far enough (Knox, Mackay & Townsend, 2010). Those not convinced about the 

effectiveness of Ripoll’s recommendations argued that a removal of commissions was a 

deflection from a much needed internal review. For instance Brown (2010) raised 

concerns that without a review, other forms of remuneration will still result in the same 

poor adviser behaviour and, that transparency and disclosure are not always enough “the 

                                                 
21 Risk profiling and assessment of a client’s attitude towards financial risk is commonly conducted in the 

initial client interview as part of steps 1 and 2 of the six step process. Risk profiling is commonly completed 

using a questionnaire instrument and considered essential to comply with the ‘know your client’ regulatory 

guideline (Taylor, S., Juchau, R. & Houterman, B., 2010).  
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industry also needs to be looking at what practices need to change or be eliminated 

altogether” (Brown, 2010, p 34).  

 Summary 

Dominating this phase of the evolution are the higher order descriptions of professional 

and quality financial advice which serve the consumer’s best interests. Firstly, factors 

which embody PFPA must demonstrate the adviser’s undivided loyalty and fiduciary 

obligation to the client. Secondly, the role of financial capability and financial education 

are considered fundamental to a consumer’s ability to engage in financial matters and 

make an informed judgement about the appropriateness of the PFPA for their 

circumstances. Thirdly, the level of parliamentary inquiry conducted during this phase, 

indicates that quality PFPA is important to Australians economically, financially and 

psychologically and is relevant to the government’s social and political agenda.     

2.4 2009 – 2012: National Attention to Improve Access to PFPA 

The Ripoll Report created the much needed dialogue about quality PFPA and improving 

access to it. In this phase of the evolution, quality PFPA remained undefined, however 

deeper understanding about its holistic nature was emerging. Parallel to this development, 

an increasing awareness of the benefits that quality financial advice could bring the 

nation, prompted further ASIC investigation into the population’s perspectives on 

accessing PFPA. The industry’s internal discussion of quality PFPA; how to define it and 

how to deliver it are described in this section. The outcome of ASIC’s investigations 

follow highlighting the recognition for the value of financial advice and the factors which 

prevent more Australians from accessing it.   

 Quality PFPA – Emerging Concepts 

The trend away from pure compliance as the only precondition for quality advice is based 

on the argument that advice could meet all its obligations and still be inappropriate 

(Hoyle, 2012). Instead, case studies reported by Rice (2008) identified that drivers of 

value were both financial and non-financial. Examples of financial value included 

reduction in lifestyle instability arising through appropriate insurance coverage, securing 

ownership of a home and obtaining appropriate support from government agencies; future 

cost avoidance arising through more planned cash and debt management; enhanced life 
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opportunity arising through more focused business management and acquisition of 

lifestyle assets. Examples of non-financial value included the emotional value stemming 

from peace of mind, greater control of finances, the prospect of more comfortable 

retirement, avoiding bad investments and the ability to save money.  

Similarly, Copp (2009) reported that a growing group of advisers were combining 

investment advice with knowledge of behavioural finance. This trend was based on the 

presumption that quality advice should consider how people make decisions. In 

particular, quality advice considers the integration and understanding of human variables 

which drive financial decision making and helps clients make positive, rational decisions 

(Hoyle, 2012). Additionally, Warschauer (2002) added that advice should be easily 

understood and owned by the client; provide a level of education enabling the client to 

participate in the plan and utilise financial tools to empower the achievement of the 

client’s financial goals.   

 ASIC 2010 Report 224 – Access to Financial Advice in Australia  

To ensure Australians have access to quality financial advice, ASIC again exercised its 

supervisory responsibilities and conducted research into the demand and supply side of 

financial advice reasoning this investigation was based on the potential benefits of quality 

financial advice to Australians, economically, financially and psychologically (ASIC, 

2010). Economically, the benefits included a decreased reliance on social security by 

virtue of increased savings and a more financially literate society capable of sound 

financial decision making. Psychologically, the benefits included the peace of mind 

associated with being better financially prepared for life changing events such as 

redundancy, death of a family member and marital breakdowns. Financially, the benefits 

included basic budgeting and having appropriate levels of insurance to minimise threats 

to an individual’s financial security from loss of income resulting from untimely death or 

illness.  

Findings by ASIC (2010) show that less than 40% of the Australian adult population had 

ever used a financial adviser because of; a) how much financial advice costs and what 

consumers were prepared to pay for it; b) consumers mainly wanted simple, factual 

advice, yet the default advice option was holistic and overly detailed; c) consumer 

perception that financial circumstances are not grand enough to warrant financial advice; 
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d) lack of trust in financial planners and the limited value consumers placed on financial 

advice; and e) gaps in financial literacy limited consumer’s engagement in financial 

matters. To address these and previously reported deficiencies, ASIC (2010) referred to 

the Future of Financial Advice reforms which would weed out bad advisers from the 

market, promote financial literacy projects and engage collaborative industry discussion 

on cost and scale of advice.  

 2011 The Future of Financial Advice (FoFA) Reforms 

As part of an industry growth strategy, the government drafted legislation, referred to as 

the Future of Financial Advice (FoFA, 2011). The focus of the legislation was to provide 

protection for consumers of financial advice and to restore trust in the financial advice 

systems following the much publicised corporate scandals. Central to the reforms has 

been the removal of any conflicts of interest from PFPA; the introduction of statutory 

fiduciary duty requiring an adviser to act in the best interests of the client; options for 

low-cost simple advice; strengthening the powers of ASIC to act against unscrupulous 

operators and for the term ‘financial planner’ to be enshrined in legislation (FoFA, 2011). 

From the government’s perspective, officials stated the reforms would provide the 

financial advice profession with more certainty and that more money will be better 

managed (FoFA, 2011). Support for the legislation was demonstrated by the industry, 

which in 2009 conceded to minimise any distortions to remuneration which misalign the 

best interests of the client and commissions were replaced with fee for service business 

models (FPA, 2011b).  

 ASIC 2012 Report 279 – Shadow Shopping Study of Retirement Advice 

To understand more explicitly what constitutes good and poor quality advice, ASIC 

conducted another shadow shopping exercise (ASIC, 2012). The research participants 

were real consumers preparing for retirement. The benchmarks for assessing quality 

advice were developed in consultation with an expert reference group nominated by the 

FPA, Association of Superannuation Funds of Australia, FOS and ASIC’s Consumer 

Advisory Panel. Drawing from the understanding developed in the previous phases of its 

evolution, the criterion for good quality advice was stated as having some or all of the 

following features:- a) clearly defined scope and a thorough investigation of the client’s 

relevant personal circumstances; b) assistance given to set and prioritise, specific and 
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measurable goals and objectives; c) demonstrated consideration of potential strategies 

and the wider impact of the advice i.e. on tax or social security; d) good communication 

with the client via a logically structured written SoA22 and verbal interactions ensuring 

the recommendations met the client’s needs and was understood; and e) client’s 

satisfaction with the adviser and the advice.   

The adviser’s ability to communicate effectively is found by ASIC (2012)23 to be well 

demonstrated in the good examples. The examples graded adequate, provided evidence 

was provided showing advisers teaching, mentoring and explaining complicated financial 

concepts. For example some advisers were found to have coached their clients to set more 

realistic expectations for retirement income needs and explained the trade-offs involved 

in pursuing different strategies. Poor advice occurred where the client’s expressed needs 

had not been addressed and issues (i.e. debt) were overlooked where a reasonable adviser 

would have considered these issues. Additionally, commission and asset-based fees were 

common sources of adviser remuneration. The assessors found evidence of conflicts of 

interest and advice that had a detrimental effect on its quality. ASIC (2012) concluded 

that along with FoFA reforms, the quality of financial advice could be improved via a 

collaborative approach between itself and the industry, via industry workshops to discuss 

the report and ongoing adviser assessment programs.  

2.5 Summary 

This section highlighted the significant focus on the industry to reform financial advice 

to an acceptable level of quality and to restore the public’s trust to seek professional 

financial advice. Firstly, the inquiries into the breakdown of financial advice 

demonstrated that quality advice must be based on real personal understanding of the total 

client; the product and the recommendations. Secondly, evidenced by the FoFA reforms, 

the strength of importance given to the standards of care is a national priority and 

penalties for breaches of legislation are high. Thirdly, the government’s pursuit to 

improve the quality and access to financial advice is based on its recognition of the 

                                                 
22 Statement of Advice (ASIC, 2005). 
23 The findings generated from 64 examples of retirement advice indicated significant improvement in the 

quality of advice from previous investigations with 58% of the examples considered adequate and 3% 

considered good. Compared to previous investigations that found 43% of the research participants had not 

been provided with a written SoA and 19% of the SoAs failed to provide a reasonable basis for advice, the 

findings in report 279 indicate some positive changes. 
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potential benefits it offers Australians economically, financially and psychologically. 

Fourthly, definitions of good quality advice proposed in ASIC Report 279 demonstrated 

the greater clarity and understanding of the criterion arrived at from the decades of debate 

and reform.   

The industry’s drive towards full professional status and the implementation of the Future 

of Financial Advice reforms will dominate the next phase in the evolution of PFPA. The 

literature addressing the perspectives in relation to this phase is discussed in the next 

section.  

2.6 Transition of PFPA to Professional Status 

 International Competitiveness 

The number of active advisers is currently estimated around 15,600 (Weatherhead, 2010). 

These advisers are reported to manage in excess of $650 billion of client investments 

(Jackling & Sullivan, 2007). Australia has the fourth largest managed fund market in the 

world and in terms of skilled and innovative talent within the sector, was ranked first for 

financial market success at the 2009 World Economic Forum (Brogden, 2009). As a 

result, this position makes Australia’s financial services sector pitched to engage 

internationally and fuel the motivation for continued overall commitment to the 

development of leadership within the financial advice profession.   

 Current Models of PFPA Delivery 

Current models of PFPA delivery are categorised as technical experts, transactional 

agents, financial counselors and financial coaches (Collins, 2010). Described by Collins 

(2010), technical experts have specific expertise on legal and financial aspects of personal 

financial products and charge on a fee basis. Transactional agents assist in the buying and 

selling of a financial product and the adviser’s compensation is generally via commission. 

Financial counselors work with clients to remedy specific and personal financial issues 

i.e bankruptcy and service fees are subsidised by public or private sources. Financial 

coaches promote and integrate financial literacy into strategies that focus on goal 

achievement and a collaborative alliance between coach and client. 



 Page 38 

 

 Transitioning PFPA to Professional Status 

Whilst the FoFA reforms represented a significant turning point in the evolution of 

financial planning advice, several factors continue to fuel a debate that professional and 

quality financial advice involves more than just removing commissions. For instance, the 

call from Brown (2010) is that PFPA and financial planners need to offer a more 

compelling demonstration of a social good to the community. To raise the public 

perception for the value of advice Brown (2010) argues for the reinvention of PFPA 

which requires financial advisers to build a long-term, independent and sustainable 

practice. How PFPA can serve the social good of the community includes resolving an 

individual’s financial literacy (Anthes, 2004).  

Another factor is the attainment of academic standing. Few disciplines, Black, Ciccotello 

and Skipper (2002) contend, achieve recognition and respect without a strong theoretical 

basis, particularly within academic education. Drawing from this literature, the 

indications are that unless the sector can articulate a conceptually sound basis for its 

financial advice and client-adviser relationships, the sector will remain largely outside 

mainstream academia (Black, et al., 2002) and without this recognition, Brown (2010) 

proposes there is no basis for it to qualify as a profession. How the Australian Government 

responded to this debate is now discussed.  

 The Financial Services Inquiry (FSI)   

Responding to this debate in 2013 the then Treasurer Hon. Joe Hockey MP appointed an 

International Advisory Panel to examine how the financial system could be positioned to 

best meet Australia’s evolving needs and the needs of users with quality, safe, appropriate 

and available financial services and products (FSI, 2014). The final Financial System 

Inquiry Report (FSI) was released in December, 2014 and made 44 recommendations to 

a broad range of needs.  

In general, the report emphasised the need for the financial planning sector to focus on 

enhancing the confidence of consumers towards financial planning advice and building 

trust. Specifically, there was a call for competency standards of financial advisers to be 

lifted. For instance it was recommended that minimum standards should include a 

relevant tertiary degree, specialisations such as superannuation, ongoing professional 

development, relationship skills, compliance and ethics. The recommendations were said 
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to raise standards of professional conduct and increase transparency regarding financial 

advice (i.e. improve the way risk is communicated to consumers) and empower 

consumers via more innovative and useful forms of disclosure (i.e. better access to quality 

guidance pursuant to reducing the risk of consumers being underinsured) (FSI, 2014). 

The Financial Planning Association of Australia welcomed the recommendations 

(DeGori, 2014).  

 Summary 

By all accounts, the evolution of the PFPA is ongoing. The two decades of reform and 

evolution point to the need for PFPA to demonstrate qualities which best serve the 

interests of the client, be valued for the contribution it makes to the social good of the 

community and to empower the financial capabilities and literacy of the user. However, 

the defining PFPA characteristics which optimise the economic, financial and 

psychological benefits recognised by government as the potential outcomes of 

professional financial advice remain inconclusive and compounded by a lack of academic 

attention and limited theoretical foundation.  

The next chapter presents a review of the financial coaching literature and discusses the 

salience of self-efficacy and allied theory to inform this research.   
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Chapter 3: Literature Review  

3.1 Introduction  

The literature review presented in this chapter is driven by the primary question addressed 

by this thesis, namely whether there is a higher degree of client benefits in the PFPA-CH 

practice compared to the traditional and hybrid approaches of providing financial advice. 

If there are benefits, the second question underpinning tis literature review asks how and 

why the benefits are realised. Consequently, this chapter comprises six sections. The first 

section commences with a broad overview of the financial coaching literature. The second 

section reviews the prior research of coaching in related fields and summarises the 

similarities to the financial coaching literature. The third section extends the review to 

the related client-centered relationship literature. Following is a review of the self-

efficacy and allied theory literature. The literature describing the related benefits of 

economic, financial and psychological satisfaction and wellbeing and financial literacy is 

then presented in fifth section. The final section concludes with a summary of the salient 

matters arising from this body of knowledge and articulates the contribution this thesis 

will make to the literature.   

3.2 Financial Coaching 

 Origins of Financial Coaching 

In the 1990’s coaching was shifting from athletic contexts into wider applications such 

as health coaching, executive coaching, career coaching and financial coaching (Collins, 

Baker & Gorey, 2007; Ducharme, 2004; Grant, 2003; Lawson, 2009; Spear, 2009; Smith, 

2009). Financial coaching emerged as part of the financial education initiatives credited 

as a solution to a growing worldwide awareness of low levels of financial literacy 

(Collins, 2010). Parallel to this movement, some financial planners added financial 

coaching to their services to bring in more business and complement financial education 

(Collins et al., 2007).    

Evidence addressing the incidence of financial coaching in PFPA practice is provided 

from the survey data of Dubovsky and Sussman (2009) and the case study review of 

Mangan (2010). Researchers, Dubovsky and Sussman (2009) found that whilst 78% of 

Certified Financial Planners (CFPs) included information about their personal coaching 
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services in promotional material only 38% discuss their role as financial coach (or 

counselor) during their initial contact with prospective clients. Whereas, Mangan (2010) 

reports that in 2007 the non-profit organisation EARN24 started to work with financial 

planners in the United States to craft and develop a financial coaching program to focus 

exclusively on low-income clients to improve and sustain better financial behaviour over 

time.  

Other modes of financial coaching delivery are described by Collins et al. (2007) as 

programs which are usually a complement to other services such as workforce 

development services, banking services, public benefit assistance and financial education 

workshops. These alternative modes are typically delivered by volunteer coaches and /or 

in-house staff trained in financial coaching.  

 Financial Coaching Defined in the PFPA Context 

Coinciding with the overhaul of financial services in 2002, financial coaching and similar 

similar approaches has also been referred to as interior finance (Wagner, 2002); client 

centered-planning and values-based planning (Sharpe, Anderson, White, Galvan & 

Siesta, 2009); financial life planning and life planning (Klontz, Kahler & Klontz, 2008). 

In the professional financial planning context, financial coaching is distinguished in the 

literature by several key characteristics, namely the collaborative and facilitative 

processes (which I will describe in detail in the paragraphs that follow), and its 

separateness from counseling as a therapy. 

In terms of process, professional financial planning advice (PFPA) typically achieves the 

financial goal by optimising the return on an investment portfolio (Klontz et al., 2008). 

Whereas financial coaching is distinguished by its collaborative processes which focuses 

on the client reaching their financial goals via optimising financial behaviour, behavioural 

change, self-mastery of their finances and skill building (Collins, 2010, 2007; Klontz et 

al., 2008; Mangan, 2010). Described by Klontz et al. (2008), the financial coach and client 

are partners, where the facilitator has the professional expertise but the client is 

                                                 

24 EARN is a nonprofit organisation that gives low-income working families the power to create prosperity 

for generations (refer www.earn.org). 
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recognised for the expertise they have regarding their own life. Adding to this Collins 

(2010) argues this relationship is based on a high level of confidentiality and trust, and 

via techniques such as reframing25, active listening, asking probing questions and working 

co-creatively to raise the client’s awareness of interior (emotional) issues which are 

challenging the successful attainment of exterior financial success.   

 Attributes of a Financial Coach in the PFPA Context 

Attributes of a financial coach in the PFPA context include the core financial planning 

tasks i.e. retirement planning, taxation planning, risk and insurance management, 

investment and estate planning (Collins et al., 2007; Payne, Dubovsky & Sussman, 2010). 

Additionally, familiarity with the coaching approach which extends beyond the core 

knowledge to empower their clients to handle more of their own financial decisions and 

address issues such as values, goals and accountability in a deeper way than traditional 

financial planners using the six step financial planning process (Mangan, 2010; Payne et 

al., 2010; Sharpe et al., 2009).  According to Klontz et al. (2008), the ability to empower 

and encourage is an essential attribute that is created from earning the client’s trust; 

establishing creditability and persistence. Reasoned by Klontz et al. (2008), credibility 

exists when the client knows the financial coach practices what they preach and 

persistence was related to the coaches ability to consistently remind and re-address the 

clients goals rather than merely cheer-leading.   

 Suitable Financial Coaching Prospects and Clients 

Both Collins et al. (2007) and Grant’s (2003) review of personal coaching suggest that a 

highly stable financial coaching client is one with no major emotional disorders, steady 

employment, affordable housing costs and controlled debt and credit issues. Whilst 

Collins et al. (2007) describes the ideal client as having the capacity to engage in 

                                                 

25 Reframing means to frame again or anew (http://thinkexist.com/dictionary/meaning/reframe/). To 

illustrate reframing, Klontz et al. (2008) compares the concept to the change which occurred to Ebenezer 

Scrooge from Charles Dicken’s ‘A Christmas Carol’. For instance, Scrooge is visited by the ghost of his 

deceased business partner, Marley. Marley presents Scrooge with painful images of his past and follows 

with scenes depicting the consequences of his actions unless he changed his money behaviours. The process 

provides Scrooge with the enhanced understanding necessary to reframe his attitude and actions in relation 

to his money behaviours.           

 

http://thinkexist.com/dictionary/meaning/reframe/
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behavioural change, Klontz et al. (2008) add that ideal clients will also have an awareness 

of their need, ability and readiness for change. The need for change will stem from only 

mild dysfunctions and perception deficits in the financial performance. Typically, 

Mangan (2010) finds these clients will have started to address high levels of debt, 

demonstrated an ability to save for a financial goal but, are likely to feel stuck and/or 

overwhelmed and unable to prioritise the necessary actionable steps.   

 Financial Coaching Model 

A six step financial coaching process described by Klontz et al. (2008), closely mirrors 

the traditional six step financial planning process, namely 1) pre-contemplation; 2) 

contemplation; 3) preparation; 4) action; 5) maintenance and 6) termination. Klontz et al. 

(2008) state that in the process of change, pre-contemplation is the point a coachee may 

be in denial about the extent of their financial problem or they are blaming others for the 

problem. Contemplation, which often follows a painful event, is the point when the 

coach’s facilitative questioning will reframe the coachee’s understanding of the true 

nature of the problem and the personal responsibility required to action a solution (Klontz 

et al., 2008). From a position of understanding, the preparation phase relates to the coach 

giving direction and the coachee gathering information required to execute the action plan 

(Klontz et al., 2008). The action phase involves the coach providing advice and the 

coachee being able to implement and follow through with the execution of a plan for 

change (Klontz et al., 2008). Maintenance involves the coach supporting the coachee’s 

consolidation of new behaviours (i.e. with the use of tools) and support to avoid a relapse 

back to old behaviours (Klontz et al., 2008). Termination (also referred to as integration) 

occurs when the coachee has little or no temptation to revert to old behaviours and the 

long-term partnership focuses on leveraging their financial assets to create a fulfilling life 

(Klontz et al., 2008).     

 Motives Shifting PFPA Towards a Financial Coaching Model 

Central to the motives proposed to shift PFPA towards a financial coaching model is a 

social motive, which is an increasing desire by PFPA clients to demand more human 

contact from the financial planning service rather than merely a process (Anthony, 

LaValley & Anderson, 2002; Dubovsky & Sussman, 2009; Payne et al., 2010; Smith, 

2009).  The shift is argued by Smith (2009) as part of an emerging field of neuro-
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economics which proposes that economics, psychology and neuroscience combine to 

explain how we make financial decisions. 

In financial planning practice, Payne et al. (2010) propose the client’s emotional 

responses, such as suicide thoughts, have increased the need for coaching as they work 

with their advisers during recent troubled economic times. According to Smith (2009) 

financial success is less about our capacity to understand a financial strategy and more 

about our ability to manage the emotions that derail us.    

From 1,374 completed surveys26 Dubovsky and Sussman (2009) found that financial 

uncertainty underpinned the reason why 74% of PFPA professionals believed that in the 

past five years they spent 25% of their time on non-financial issues such as personal life 

goals, health, job, career and profession. Anthony et al., (2002) referred to this time as 

the intuitive age, when clients will demand more human contact from an advisor pursuant 

to becoming a strategic partner in both their life events and life preparation and will place 

a higher premium on a partnership than on a process.   

 Summary and Implications for Future Research 

In the PFPA context, general financial uncertainty has increased the time advisers spend 

on coaching clients to better prepare for life events and be more financially confident. 

This change is shifting the importance of the PFPA model from one that only aims to 

optimise portfolio returns to also include better financial behaviour. To achieve this, 

financial coaching is emerging as a facilitative PFPA approach which aims to develop the 

client’s self-mastery of their finances and financial skill building. Qualified knowledge 

remains critical to this approach, however the value from financial coaching is argued to 

arrive from the empowerment and encouragement towards self-mastery and the greater 

attention on a client’s personal accountability in the financial decision-making process.   

Evidence supporting whether financial coaching offers value in the PFPA context is 

limited. In contrast, the value of cognitive behavioural coaching has been broadly 

researched in similar client-centered services. The next section reviews the cognitive 

                                                 

26 Dubovsky and Sussman’s (2009) survey responses were based on a definition of coaching and counseling 

as using non-financial skills, ability and knowledge to help clients achieve personal fulfillment and their 

life goals. 
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behavioural coaching literature and evaluates the salience of the evidence to inform this 

thesis.  

3.3 Coaching in Related Fields 

 Overview  

The popularity of coaching grew substantially from about 1998 in response to 

individuals’ thirst for enhanced life experience and personal development (Grant, 2003). 

Underpinning its popularity Ducharme (2004) and Grant (2003) find the benefits of 

coaching occur by altering an individual’s thought patterns of incompetence or 

misinterpretations of events the individual’s renewed state of awareness can set in motion 

corrective and desired behaviour. As proposed by Grant (2003), the correction occurs by 

moving the coachee through stages towards goal attainment i.e. setting the goal, 

developing a plan of action, beginning the action; monitoring the performance, evaluating 

his or her performance by comparison to a standard, and gaining insight and then making 

changes based on the evaluation to better reach the goal.  

The emphasis on the cause and effect of thoughts and reactions is based on the principles 

drawn from cognitive-behavioural coaching psychology (Grant, 2003). A detailed review 

of cognitive-behavioural coaching psychology is beyond the scope of this thesis although 

it’s acknowledge that such a review is an area for future direction. However, the 

portability of the principles has provoked a range of research in fields such as executive 

coaching and health coaching. The next section presents the literature from these fields 

of study. It’s argued this literature offers meaningful insight into where and how the 

benefits are arrived at in a financial coaching relationship. 

 Executive Coaching 

An executive coach is described by Ducharme (2004) as knowledgeable of both business 

and coaching interventions. Executive coaching is described as a results-driven, helping 

relationship existing between an executive and a coach, facilitative of personal growth 

and increased personal performance (Ducharme, 2004; Kilburg, 1997; Witherspoon & 

White, 1996). The facilitation of personal growth, Witherspoon and White (1996) 

contend, occurs through a deliberate process of self-awareness, feedback on the coachee’s 

executive behaviour and impact on the business and the development of the individual’s 
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learning agility27 targeted towards specific change and desired action. Enabling honest 

feedback, Kilburg (1997) argues, gets the problem on the table so that it can be actively 

explored. Added by Passmore (2007) is that equal to self-awareness is the value given to 

the executive’s well-being and self-regard to create a stronger motivation to deliver more 

effective work behaviour. 

For effective change to occur, Passmore (2007) argues the benefits of CBC are optimised 

by six conditions, namely; 1) the coach’s positive self-image of the constructive value 

they provide; 2) the investment in the coaching relationship is maintained by both coach 

and coachee; 3) a consistent focus on deepening the coachee’s problem-solving and 

planning skills; 4) the coachee consciously reframing their thoughts to more self-serving 

positions; 5) using techniques such as motivational interviewing28 to deepen the coachee’s 

awareness of behaviour patterns inhibiting performance; and 6) the coach understanding 

the wider system by holding an awareness of ethical, legislative and/ or organisational 

boundaries in which they work. Further, Critchley (2010) adds the coach must also be 

capable of self-awareness also and be open to be changed by the interaction.   

 Prior Research – Executive Coaching 

A study by Anderson (2001) assessed the benefits, value and return on investment of 

executive coaching used within a Fortune 500 company in the United States and Mexico. 

Data was collected from 43 company leaders by survey (70% response rate) and by 

telephone interviews. Specific business benefits included 60% positive improvement in 

productivity; 53% of the participants reported greater employee satisfaction and 30% and 

40% indicated improvements to their work quality and output, respectively. Qualitative 

data showed that coaching created rich and effective learning environments, producing 

learning that could be applied across a variety of business situations to strengthen 

decision-making and executive performance.   

                                                 

27 Learning agility is defined by Witherspoon and White (1996) as the ability to learn from feedback and 

experience. 

28 Motivational interviewing uses questions that explore the coachee’s beliefs and thinking patterns to 

understand the triggers which motivate an individual’s ability to change (Passmore, 2007). 
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In an individual context, Kilburg (1997) describes the case of Susan, a manager 

responsible for designing and delivering high-quality outputs.  Although Susan had been 

successful at delivering her responsibilities, she was known as a prickly character. 

Working in a coaching relationship, Susan was able to identify and explore her problems 

and behaviour which led to the derailment of her career. With greater self-awareness 

Kilburg (1997) maintains that Susan was able to benefit from new ideas and pattern-

breaking behaviours and make the fundamental changes needed to attain her desired 

outcome.   

 Healthcare Coaching 

As with financial coaching, the shift towards health coaching is driven by patients’ 

motivations to want to partner with their health adviser to understand more about the 

behaviours impacting on personal goals related to health improvement. For instance, 

researchers, Butterworth, Linden, McClay, and Leo (2006) and Lawson (2009) describe 

health coaching as a facilitative service in which coaches engage in changing the beliefs 

and lifestyle-related behaviours of patients for improved health and quality of life and/or 

establishing and attaining health promoting goals.  

Processes used in health-care coaching were found to be similar to the corrective 

processes described in section 3.3.1 relating to the coaching research of Grant (2003). For 

instance, to improve a coachee’s well-being, Lawson (2009) contends the role of the 

coach is to actively use tools and skills which shift their health from wherever they are to 

wherever they want to go, at the speed at which they are ready to move. A study by Parry, 

Kramer, and Coleman (2006) describes the coachee, as being knowledgeable about their 

condition and able to communicate effectively with care providers.  

The increasing popularity in healthcare coaching is proposed by Lawson (2009) to be 

driven by consumers knowing conventional healthcare offerings are not meeting their 

needs. Instead, Lawson (2009) suggests the value of healthcare coaching stems from 

wedding the best of applied high-technology biomedicine with a high-touch healing 

approach that supports the intimate capacity of humans to learn, grow and heal.  
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 Prior Research – Healthcare Coaching 

Prompted by a hypothesis that healthcare coaching could offer benefits, Spear (2009) 

evaluated the results of a number of hospital projects in Boston, Pittsburg and Wisconsin 

where coaching to improve performance and reduce error had been employed. Prior to 

implementation, factors contributing to performance problems and error arose from 

ambiguities in operational instructions and a lack of understanding about how the work 

of many should integrate into a whole system. Coaching interventions were employed to 

systematically draw out the problems and action improvement. Post-implementation, 

Spear (2009) found dramatic improvement showed in operational systems which 

impacted the safety, quality, efficiency, reliability and timeliness of healthcare provided 

in those hospitals examined.  

Studies by Young et al. (2007) examined the benefits of the healthcare coaching program, 

Coaching On Achieving Cardiovascular Health (COACH). Their evaluations concluded 

that a patient’s self-management of health treatments strengthened as a result of the 

psycho-educative coaching interventions however the benefit was not sustained when the 

coaching contact finished. Similarly, Parry et al. (2006) used a qualitative research design 

to examine the benefits of psycho-educative coaching in two health care systems which 

catered for over 60,000 patients in Colorado. Their findings show that patients were better 

able to self-manage their treatment by knowledge that supported their understanding of 

risk of their medications. Other interventions, such as keeping personal records of health 

progress, were also shown to improve patients’ communication with their doctors. 

Empirical research by Oliver et al. (2001) show that it was at least plausible that coaching 

and education increased a patient’s sense of control over medical care and in turn allowed 

them to plan, prepare and adopt a course of action for pain management. This explanation 

Oliver et al. (2001) suggest was consistent with social learning and self-efficacy theory.    

 Summary, Similarities and Implications for Future Research   

The literature presented describes coaching as a results-driven relationship, facilitating 

personal growth and goal attainment. Facilitation occurs via a systematic and psycho-

educative process of learning, feedback and skill building. From a position of increased 

self-awareness, the coachee benefits from new ideas, breaking patterns of negative 

behaviour and objective information to make informed choices. To optimise the benefits, 
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researchers have identified that mutual respect, trust and open communication are 

essential elements in a coaching relationship.   

In executive coaching contexts, reported benefits include improved quality outputs and 

increased coachee satisfaction. In healthcare, coaching interventions such as psycho-

educative processes have been found to improve patients understanding of medication 

risks and empower active participation in their own wellbeing. Further, coaching to 

improve health systems has been found to positively impact the safety, quality, efficiency, 

reliability and timeliness of healthcare in some hospitals.  

Similarities between the executive and health coaching literature and the financial 

coaching literature are found to center on the reasons why individuals seek this approach 

to advice and processes used to correct negative behaviours. For instance, as with 

financial coaching, clients in executive and health coaching relationships also wanted 

their adviser to offer non-technical advice that raised their awareness of negative 

behaviours and empower them to participate in activity aimed at personal improvement. 

Further, developing the client’s and/or patient’s learning agility was done via the use of 

tools to educate, to provide feedback and to target specific actions required for desired 

change. Suggestions that cognitive behavioural coaching psychology underpin the 

coaching processes used in financial, executive and health-care coaching are 

acknowledged in this section and raised as a topic for future research.  

Based on these findings, a broad suggestion is made by previous research that coaching 

is successful in improving various aspects of an individual’s performance. This thesis 

examines whether these concepts can be equally successful in the financial coaching 

context. In addition, the coaching literature has highlighted the benefits of raised levels 

of self-efficacy as a beneficial consequence of coaching and hence, Section 3.5 explores 

self-efficacy theory as the theoretical foundation explaining how the benefit of coaching 

is arrived at.  

Given the limited financial coaching research, insights from the client-centered 

relationship literature are found to be useful in informing the research questions and the 

next section presents this literature.   
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3.4 Client-Centered Relationships  

Researchers, Falardeau and Durand (2002) suggest the term ‘client-centered’ in the 

professional services context was first employed by Rogers (1946) when existing 

paradigms were such that clients assumed a passive and obedient role. For example, 

Farlardeau and Durand (2002) cite the medical context where the emphasis would be 

predominantly on the illness and the patient’s experiences were ignored. Suggested by 

White and Johnson (1998), the rise of consumerism in the 1980s increased the client 

demand for a more participatory role in professional client-centered relationships. Shown 

by Mather’s (2003) the client-centered lawyer-client model sees clients as actively 

involved in decisions about legal strategy, evaluation of alternatives and final case 

disposition.  

 Characteristics and Principles of Client-Centered Relationships 

The distinguishing characteristics of client-centered practice are described as a 

collaborative and partnership approach. In this approach the professional acts in ways that 

will maximise client autonomy, advocate with and for their client’s needs, recognise the 

client’s experience, knowledge, need for choice and involvement as central to decision-

making surrounding recommendations (Falardeau & Durand, 2002; Mather, 2003; 

Wilkins et al. 2001). Identified by Wilkins et al. (2001), this approach is representing a 

shift from a traditional or paternalistic professional service to one that emphasises 

equality, sharing and partnership.  

This shift of relationship power, Falardeau and Durand (2002) contend, is a primary 

principle in client-centered relationships and a function of respect, which they describe 

as holding in high regard the client’s capacities, interests, autonomy, resources, values 

and culture. Underpinned by respect, Rogers (1946) argued the professional assumes the 

client is responsible for themselves and is willing to keep that responsibility. Extending 

this argument, Rogers (1946) suggests the client has an innate drive for independent 

productivity and so the client-centered approach relies on that force for change. From the 

process of achieving insight, Rogers (1946) agues, the client will choose new behaviours 

and develop the confidence to put in place their plans for action.    
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 The Value Source in Client-Centered Relationships 

A study by Martin and Dowson (2009) found the value source with client-centered 

relationships comes from the intrapersonal energy gained from an interpersonal 

relationship which provides a pathway toward motivated engagement in life activities. 

The outcomes they found were consistent with the self-efficacy and allied theories, such 

as expectancy-value, self-determination and goal theory and used these theories to 

explain their conclusions (see Section 3.5 Self-efficacy and Allied Theory).  

The value in client-centered relationships was also found to stem from the existence of 

trust, commitment, empowerment, encouragement, satisfaction, individually and 

combinations of each. Defined by Welch (2006), trust is constructed from dimensions of 

integrity, dependability and competence. Others describe trust as the confident belief that 

a professional can be relied upon to act in the interests of the client and that trust is 

fundamental to the relationship (Naude & Buttle, 2000; Ulaga & Eggert, 2006). When 

trust exists, Ledingham (2003) contends that both the professional’s and client’s 

motivation to invest in the relationship is open and transparent communication.    

Commitment is found by Argyris (1998) to be the element that mobilises human energy 

and occurs in two ways, namely internally or externally. Internal commitment is 

participatory and involves the client identifying their objectives, specifying how to 

achieve them and setting targets. In a client-centered relationship, Argyris (1998) argues 

the value of commitment is maximised by the intention to have the client understand the 

choices they are making. In contrast, external commitment is non-participatory; where 

clients may do only what is expected without acquiring the energy needed for sustainable 

change (Argyris, 1998). Falk-Rafael (2001) found that patients with a stronger sense of 

commitment and personal accountability contributed to reducing the barriers to attaining 

goals and generated useful information which benefited their decision-making.    

Empowerment is conceptualised by Falk-Rafael (2001) as an active process of growth, 

actualizing one’s potential and awareness of strengths and limitations. The compounding 

benefits of empowerment include increased knowledge, self-confidence and self-esteem. 

In turn, these factors improve the possibility that a client will act on the information, 

access effective resources and achieve their desired outcomes (Falk-Rafael (2001). 

Closely connected is engagement which was found by Rees and Williams (2009) to 
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require the presence of mutuality, understanding, support and the exchange of 

information. Findings by Kofman and Senge (1994) are that engagement in client-

centered relationships, which included practical experimentation, simulation exercises, 

enabled a client to wrestle with strategies and generate new ways of managing, were 

superior to relationships focused merely on problem-solving.  

Satisfaction is widely accepted in client-centered relationships as a strong predictor for 

behavioural outcomes (Ben-Sira, 1976; Ulaga & Eggert, 2006). Core arguments were 

based on findings indicating client satisfaction was a function of the existence of a bond 

in professional relationships. In turn, the strength of the professional bond revealed a 

strong, positive correlation between a client/patient’s evaluation of the professionalism, 

content, delivery of treatment, repurchase intentions and word of mouth or loyalty (Ben-

Sira, 1976; Naude & Buttle, 2000).  

 Barriers to Client-Centered Relationships 

The barriers to the client-centered relationship approach include a lack of knowledge 

about client-centered practice, the professional’s lack of desire to change, the 

professional’s reluctance to take risks and separate their personal and professional values 

(Falardeau & Durand, 2002; Mather, 2003; Wilkins et al., 2001). At the client level, those 

who were cognitively intact, insightful and had good problem solving skills were 

identified as ideal candidates for a client-centered relationship. However, a barrier to this 

approach was that not all clients meet that description (Wilkins et al., 2001). 

 Summary and Implications for Future Research   

Driven by the client’s demand for greater involvement in the advice, the client-centered 

practice has emerged as an alternative approach to professional services. The key 

differentiator in this approach is the respect that is held for the client’s innate sense of 

personal responsibility as well as their knowledge, experience and need for choice and 

involvement. The value source in this approach is found in the process of the client 

achieving insight and developing self confidence to change patterns of negative behaviour 

and/or implementing action plans for goal achievement. For this to occur, the elements 

of trust, commitment, empowerment, engagement, satisfaction and combinations of each 

are prioritised in the client-centered relationship.  
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Similar to the coaching literature, self-efficacy and its allied theories (i.e. expectancy-

value, self-determination and goal theory) are considered relevant theoretical foundations 

for how and why the client-centered relationship benefits the client. The applicability of 

these theories to inform how clients may benefit from financial coaching has not been 

empirically examined in the literature. Consequently, the following section reviews these 

theories pursuant to establishing theoretical support for the objectives of this research.  

3.5 Self-Efficacy and Allied Theories 

Raising levels of an individual’s self-efficacy is a benefit found in financial coaching and 

related fields of literature, such as executive coaching, health-care coaching and a value 

source of client-centered relationships. However, empirical evidence confirming the 

value of self-efficacy and its related theories have not been explored previously. Hence, 

the purpose of the next section is to inform the second research question of this thesis, 

which seeks to understand if there are higher degrees of benefits in a financial coaching 

approach, can self-efficacy and its allied theory explain how and why the benefits are 

realised.   

 Self-Efficacy 

Defined by Bandura (1982, 1994), self-efficacy is an individual’s perceived belief in their 

capabilities and that perceived self-efficacy forms the basis of their levels of performance 

and influences subsequent events in their lives i.e. setting goals and realising a future 

desire. 

Individuals high in self-efficacy are able to elevate their levels of effort, persist in finding 

solutions to problematic situations, approach difficult tasks as challenges to be mastered 

and recover their sense of self-efficacy after failures and setbacks (Bandura 1982, 1994). 

Additionally, they attribute failure to insufficient effort or their deficiency in knowledge 

and skill, all of which are believed to be acquirable (Bandura, 1994). In contrast, those 

who judge themselves as inefficacious will avoid activities they perceive exceed their 

coping capabilities and until that self-belief is elevated, that perception will remain their 

reality (Bandura, 1982). 

A person’s perceived self-efficacy can change (Bandura, 1982). Central to the change, 

Bandura (1982, 1994) proposes is a program, facilitated by a successful efficacy builder, 
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by structuring situations to raise people’s beliefs in their capabilities, providing guidance 

and cues that will measure an individual’s success based on self-improvement, rather than 

by triumph over others. Building self-efficacy is argued to best occur through mastery 

experiences, vicarious experience (social modeling) and social persuasion (Bandura, 

1994; Gist & Mitchell, 1992). Mastery experiences build an expectation of success from 

a robust belief in personal efficacy (Bandura, 1994). For instance, belief builds from 

information about tasks to be done, skills and performance analysis, resources available 

and constraints to be overcome (Gist & Mitchell, 1992). According to Gist and Mitchell 

(1992), mastery experiences provide the strongest and most direct influence over 

perceived self-efficacy.  

Social modeling is particularly influential when the model possesses the levels of efficacy 

to which the observer aspires and serves to raise the observer’s belief in their own 

capabilities by seeing people similar to themselves succeed at comparable activities 

(Bandura, 1994; Gist & Mitchell, 1992). Such persuasion is particularly effective when 

the prestige, trustworthiness and expertise of the persuader are assured and the 

communication is authentic and accurate (Bandura, 1994; Gist & Mitchell, 1992). 

Credible and valid feedback can then be used in the revision of self-efficacy, as well as 

for detecting and correcting discrepancies between image, action and outcomes (Gist & 

Mitchell, 1992). Alternatively, any unrealistic boosts of efficacy to an individual will be 

quickly disconfirmed by disappointing results from their efforts (Bandura, 1994).  

The benefits of self-efficacy are described by Bandura (1994) as based on a growing body 

of evidence that human accomplishment and positive well-being require an optimistic 

sense of personal efficacy. In organisational, clinical and educational studies Gist and 

Mitchell (1992) found that individuals exposed to techniques (i.e. modeling, information 

and persuasion) had shown positive post-test differences in self-efficacy and 

performance. Explorations by Martin and Dowson’s (2009) of student-teacher teaching 

practice, found that students gained a heightened sense of self-efficacy through problem-

solving modeling and supportive, strategic communication set up by the teacher in a 

student-centered relationship. Findings by Freundenberg, Brimble and Vyvyan (2010) 
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show that a systematically developed, work-integrated-learning (WIL)29 experiment 

involving the engagement of university students, academics and financial sector 

representatives, significantly improved the student’s efforts to learn and improve both 

their perceived and actual self-efficacy towards career related challenges, knowledge and 

skills.  

Closely allied to self-efficacy theory are expectancy-value, self-determination and goal 

theory. The following section provides a brief overview of each in relation to this 

proposition.    

 Expectancy – Value Theory 

The premise underpinning expectancy-value theory is that motivation is regulated by the 

expectation that a course of behaviour will produce certain outcomes and is governed by 

self-beliefs in self-efficacy (Bandura, 1994). Atkinson (1957), Wigfield and Eccles 

(2000), Martin and Dowson (2009) argue for the usefulness that expectancy-value 

framework has to explain a range of behaviours including risk-taking behaviours.  

An outcome of expectancy is described as a person’s estimate that, if one can successfully 

execute a given behaviour it will lead to certain outcomes (Atkinson, 1957; Bandura, 

1977). In particular, Bandura (1977) found the expectancy and probability of success 

combined with cues, presented by the efficacy builder (i.e. teacher and/or coach), 

energises an individual’s drive towards choice and performance thus affecting the 

initiation, persistence and effort surrounding a person’s coping behaviour. Importantly, 

Bandura (1977) argues that expectation alone will not produce the desired performance 

if a person’s capabilities are lacking. Rather, the combination of attaining appropriate 

skills and adequate incentives, to raise efficacy expectations are more likely to be the 

major determinant of people's choices, the effort expended and persistence with personal 

improvement activities.  

                                                 

29 WIL programs are described as educational programs which combine and integrate learning and its 

workplace application, whether real or simulated. The learning technique is designed to assist improving a 

student’s self-efficacy in relation to work readiness (Freundenberg et al., 2010)   
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 Self-Determination Theory 

Self-determination theory has been used in the literature to explain an individual’s 

tendency towards achievement, the basis for their self-motivation, the conditions which 

foster optimal motivation and underpinnings of relationships, such as teacher-student, 

coaching and healthcare (LaGuardia & Patrick, 2008; Martin & Dowson, 2009; Ryan & 

Deci, 2000). Proposed by Ryan and Deci (2000), self-determination theory is a 

fundamental ingredient of motivation and highly valued because of its propensity to 

mobilise others to act and persist with achievement-related activities.   

For self-determination to drive optimal levels of motivation, empirical evidence suggests 

three psychological needs i.e. relatedness, autonomy and competence need to be 

supported (Martin & Dowson, 2009; Ryan & Deci, 2000). Relatedness is the connection 

and emotional security provided from others (i.e. teachers, coaches, healthcare 

professionals) which motivates an individual to actively explore and effectively deal with 

their world (Martin & Dowson, 2009). From a learning perspective, when an activity has 

a special value for an individual, the relatedness of that activity motivates the individual 

to take on challenges and establish high expectation for achievement (Martin & Dowson, 

2009; Ryan & Deci, 2000). Autonomy is referred to as the self-initiation and the willing 

acceptance and assimilation of achievement-related activities as one’s own (LaGuardia 

& Patrick, 2008). With a greater sense of autonomy, Ryan and Deci (2000) argue that an 

individual has a stronger sense of choice which leads to greater pursuit and engagement 

in achievement activities. Competence is referred to as the mastery in one’s activities 

(LaGuardia & Patrick, 2008).  

 Goal Theory 

Goals are described by Elliot (1999) as the channel for an underlying motivation. Goal 

theory focuses on the meaning individuals attach to that motivation and the purpose for 

their actions (Martin & Dowson, 2009). The literature distinguishes between mastery, 

performance and social goals, as well as approach and avoidance goals (Elliot, 1999; 

Martin & Dowson, 2009). Mastery goals are focused on the development and affirmation 

of competence or attainment of task mastery (Elliot, 1999; Martin & Dowson, 2009). 

Performance goals refer to the desire to demonstrate superiority (Martin & Dowson, 

2009). Social goals focus on social reasons for achievement, such as affiliating or gaining 
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approval from others. Approach and avoidance goals refer to the orientation of the goal. 

For example, a mastery avoidance goal is suggested to represent an individual’s desire 

not to fail at developing mastery. A performance avoidance goal works to avoid 

consequences such as disapproval from significant others (i.e. teachers, parents) (Elliot, 

1999; Martin & Dowson, 2009). In achievement contexts an individual that works 

towards mastery is said to have undertaken a performance-approach goal (Elliot, 1999). 

 Summary and Implications for Future Research 

Researchers of human achievement find that self-belief in one’s self-efficacy explains the 

source of motivation to act, to persist, to explore, to work through problematic situations 

and recover from failure. Closely allied are the theories of expectancy-value, self-

determination and goal theory. The literature also suggests that beliefs alone are not 

enough to mobilise the behaviour required to achieve and realise goals or desired future 

outcomes. Equally important is the role of a self-efficacy builder to teach new skills, to 

coach and to build efficacy expectations which enable a supportive process, pursuant to 

giving authentic feedback relevant to efficacy.  

Based on the strength of these findings, it is proposed that self-efficacy and its allied 

theories are relevant to this exploratory research. Specifically, this research seeks to 

understand if the financial coaching-advice relationship benefits the client economically, 

financially and psychologically. If there is a benefit, this research also seeks to understand 

how the advice-coaching process supports and builds a client’s financial self-efficacy. 

Equally important is understanding how the coach-adviser role fosters efficacy-

expectations, competence and the client’s sense of autonomy to master the challenges of 

financial planning.  

The economic, financial and psychological implications from ineffective financial 

planning are a national concern and have had a significant bearing in the financial 

satisfaction and financial literacy literature. The scale of concern underpins the argument 

that due to the complexities of human behaviour and motivation, strategies to improve an 

individual’s financial literacy alone, may not mobilise individuals to act on the 

knowledge. If effective, self-efficacy in relation to financial literacy should be evident 

and have economic, financial and psychological benefits manifested as a result of the 

financial coaching-advice relationship. The following section reviews the literature 
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addressing the related effects of economic, financial and psychological satisfaction and 

wellbeing and improved financial literacy.  

3.6 The Related Effects of Economic, Financial and Psychological 

Satisfaction, Wellbeing and Financial Literacy 

 Characteristics of Economic, Financial and Psychological Satisfaction and 

Wellbeing 

Described by Joo and Grable (2004), the financial satisfaction with one’s level of living 

is a reflection of being able to meet personal financial demands and being free from 

financial worry. A study by Prawitz et al. (2006) found a person’s financial condition to 

vary and include perceived economic wellbeing, financial wellbeing, perceived income 

adequacy, financial stress. Conversely, Klontz et al. (2008) defined financial wellbeing 

as maintaining reasonable low-debt, having an active savings and/or retirement plan, 

experiencing high levels of financial satisfaction, and low levels of financial stress.  

Common throughout the financial satisfaction and well-being literature is that satisfaction 

with one’s financial condition is said to play an important role in their economic, financial 

and psychological well-being (Jacoby, 2002; Joo & Grable, 2004; Klontz et al., 2008; 

Prawitz et al., 2006). Implicated from Klontz et al.’s (2008) research, financial difficulties 

are the number one source of disagreement in the early years of marriage and is associated 

with job loss. Further, studies examining the correlation between credit card debt and 

health have found debt to be associated with poor health, physical illnesses and depression 

(Jacoby, 2002; Klontz et al., 2008; Prawitz et al., 2006). Psychologically, as financial 

problems continue, people tend to experience diminished self-esteem and manifest 

financial behaviours causing anxiety, worry or despair about excessive debt, bankruptcy, 

conflict, overspending and excessive risk taking (Klontz et al., 2008).  

Financially, the impact of an individual’s financial condition is not isolated to the 

individual and Jacoby (2002) reports that an individual’s financial distress spills into the 

workplace. For example, Jacoby (2002) found that when employees’ concerns about 

money are brought to the work environment, they led to their poor workplace financial 

decisions, negatively impacted on their productivity and the direct and indirect cost 

associated with absenteeism resulting from worry about personal finances.   
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 Prior Research - Financial and Psychological Satisfaction and Wellbeing  

The financial and psychological benefits of financial wellbeing are found to occur by 

empowering people to acquire assets and changing their thinking towards the creation of 

wealth and the pursuit of long term goal (Shobe & Page-Adams, 2001). For example, the 

knowledge that money is saved for education could positively influence a child’s decision 

to stay in high school. Similarly, a small amount of home equity could empower an 

individual away from ghetto thinking and towards a more positive future orientation.  

However studies by Klontz et al. (2008) and Prawitz et al. (2006) found that common 

attempts to cure an individual’s financial condition were based on having more money. 

For example, despite an initial period of elation, individuals who experience financial 

windfalls are known to not experience a significant positive impact on their psychological 

wellbeing. An experiment aimed at treating destructive financial behaviour was 

conducted by Klontz et al. (2008) involving the integration of economic, financial and 

psychological concepts and education into a six day program. To evaluate the benefit, a 

20 item scale was used and participants reported improvement in financial health from 

pre-treatment to post-treatment including increased hope, renewed self-esteem, decreased 

panic attacks and less fear of loss of autonomy. The results from a three month follow up 

indicated participants were less anxious about money and using money less as a status 

seeking symbol.  

These findings are consistent with the Joo and Grable’s (2004) research, which showed 

those who practice desirable financial behaviours, had acquired financial education and 

were more aware of their risk tolerance and tended to be more satisfied with their personal 

financial situation. From their study, Joo and Grable (2004) determined that improved 

financial wellbeing is a function of attending to a person’s financial satisfaction, financial 

stress level and the acquisition of financial knowledge. They also concluded that based 

on their findings, financial educators and financial planning practitioners are in an ideal 

situation to increase financial satisfaction by working to increase the level of financial 

knowledge.   

 Financial Literacy - Overview 

The worldwide importance of improved financial literacy levels has generated extensive 

academic literature.  From this literature, descriptions of financial literacy are grouped 
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into three broad constructs, namely financial knowledge and understanding; financial 

skills and competence and financial responsibility.   

Individuals scoring positively on financial knowledge and understanding elements have 

mathematical ability and the ability to manipulate money in its different forms, uses and 

functions (Atkinson et al., 2007; Worthington, 2006). Financial understanding, is 

described as a function of confidence to make decisions about budgeting, spending, 

saving and planning future expenditure as well as understanding financial terms and 

managing debt (Anthes, 2004; Atkinson et al., 2007; Davidson, 2006; Fox, Bartholomae 

& Lee, 2005; Gregg, 1993; Mandell & Klein, 2009; Tennant, Wright & Jackson, 2009; 

Worthington, 2006). To have adequate financial skills and competence one is able to 

apply informed judgement, analysis and understanding across a range of contexts, 

including the ability to take advantage of financial opportunities based on a working 

knowledge of financial institutions, systems and services (Atkinson et al., 2007; Beal & 

Delpachitra, 2003; Cutler & Devlin, 1996).  Characteristics of financial responsibility 

include an ability to appreciate the wider impact of financial decisions on broader 

dimensions such as economical, ethical, political and social aspects on the community 

(Anthes, 2004; Worthington, 2006). Added by Anthes (2004), a distinguishing 

measurement of a financial responsibility is a facilitating attitude which reflects an 

individual’s ability to discuss, without discomfort, how financial affairs and household 

decisions are affected by economic circumstances.    

 Key Financial Literacy Problems Impacting Populations  

Since 2005, research conducted in OECD countries30, confirms that high proportions of 

the populations lack the adequate financial literacy capabilities and confidence to make 

self-sustaining financial planning decisions (Atkinson et al., 2007; Cutler, 2003; 

Worthington, 2006). The problem is found to exist at every level of society (Anthes, 2004; 

Berman & Knight, 2009; Tennant, Wright & Jackson, 2009; Worthington, 2006, 2008). 

Particular concerns are raised for the retiring baby boomer generation, who in the next 

decade, take responsibility for their retirement payouts and empirical evidence finds 

many without the skills or confidence to do so (Atkinson et al., 2007; Braunstein & 

                                                 

30 OECD countries include the UK, US, Korea, Japan, New Zealand and Australia, 
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Welch, 2002; Cutler, 1994, 2003; Lusardi & Mitchell, 2007; Rappaport, 2009; 

Worthington, 2006, 2008).  

Adding to the problems are the forces of technology, argued to have spurred unrelenting 

and unlimited proportions of information and technology-based predatory marketing of 

financial products reaching consumers (Atkinson et al., 2007; Braunstein & Welch, 2002; 

Servon & Kaestner, 2008; Worthington, 2006). These forces have acted as a catalyst 

underpinning the national statistics from the United Kingdom, United States and 

Australia indicating that 40% of families each year spend more than they earn and the 

mis-management of credit cards by young people is at dangerous levels (Anthes, 2004; 

Atkinson et al., 2007; Cutler, 2003; Davidson, 2006; Mandell & Klein, 2009; Servon & 

Kaestner, 2008).   

 Financial Literacy Improvement – Commitment, Strategies and Outcomes 

The most frequently cited financial literacy strategies are education based (Anthes, 2004; 

Aspan, Berry & Terris, 2009; Beal & Delpachitra, 2003; Braunstein & Welch, 2002; 

Davidson, 2006; Fox, et al., 2005; Worthington, 2006). The dominance of education was 

based on the premise that education is the basis for all human betterment (Fox et al., 

2005). The most frequent financial education  topics delivered (and needed) includes 

mortgage delinquency, transitioning between jobs after a layoff, managing credit card 

debt, when and how to file for bankruptcy, budgeting, saving, home buying and 

homeownership (Amone, 2009; Carlino, 2009; Fox et al., 2005; Lusardi & Mitchell, 

2007; Tie, 2004). Additional evidence from Braunstein and Welch (2002), Davidson 

(2006) and Fox et al. (2005) indicates that financial education content should be relevant 

to life, revitalise personal accountability, incorporated technology and online services and 

was active rather than passive. In Australia, government literature shows feedback from 

the financial planning industry which supports a stronger emphasis on financial literacy 

as an important element of quality financial advice (Treasury, Financial Literacy 

Foundation, 2004).   

 Financial Literacy Improvement – Implications for PFPA-CH 

The shortcomings of financial education strategies are that good intentions and adequate 

financial literacy do not always translate into good financial behaviour (Anthes, 2004; 

Atkinson et al., 2007; Fox et al., 2005; Lusardi & Mitchell, 2007; Reynolds, 2006; 
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Tennant et al., 2009; Worthington, 2006). Equally important, is the provision of tools that 

support change in the individual’s financial behaviour (Lusardi & Mitchell, 2007). The 

importance of the financial educator is emphasised by Tennant et al. (2009) as providing 

appropriate advice targeted at the cause of an individual’s financial problem. Conversely, 

Atkinson et al. (2007) argue that financial education is too long term to be the only 

response to the problem and suggests cautious optimism in relation to education alone 

being the total solution. Remaining, Fox et al. (2005) contends, is a lack of data providing 

good measurement informing the understanding of the independent effect of financial 

education on desired financial outcomes.   

These shortcomings are argued to have particular importance on financial planning 

practice. For example, Worthington (2006) concluded the challenge for financial 

planning practitioners was motivating clients to convert available financial knowledge 

into action. Whilst Anthes (2004) and Cutler (1994) argued there are limitless 

opportunities embedded within the financial planning client-practitioner relationships to 

mobilise individuals to resolve their financial literacy challenges. Extending this 

argument, Pinkerton (2006) referred to the improvement of financial literacy as 

representing a commitment to the social good of the community and a key driver of 

financial planner professionalism.   

 Summary and Implications for Future Research 

This literature emphasises that satisfaction with one’s financial condition plays an 

important role in our financial and psychological wellbeing. To improve one’s financial 

condition this literature points to the need to empower people to create wealth, to practice 

desirable financial behaviour and as well as acquire financial knowledge. The financial 

literacy literature exposes a worldwide awareness of the need for individuals to better 

manage their finances and improve their levels of financial literacy and capability.  

To address both needs, the literature argues for the potential that financial planning policy 

and practice has to leverage the pace of improvement and for the importance the 

practitioner, as a financial literacy teacher, plays. However, whilst the literature provides 

some insight into effective financial education strategies (i.e. must be relevant to life, 

revitalise personal accountability and incorporate active learning) specific factors 

identified as most and least critical within financial planning policy and practice which 
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could bring about the financial and psychological benefits are found to be lacking in prior 

research.  

3.7 Conclusion  

The related effects of financial and psychological satisfaction, well-being and financial 

literacy shows that more money and more financial education alone are not enough to 

create individuals with the confidence and the capability to implement effective and 

sustainable financial planning. Instead the literature suggests these benefits are optimised 

by changing negative financial behavior and building an individual’s perceived and actual 

self-efficacy towards wealth creation. Emerging from this literature is that financial 

coaching offers an ideal client-practitioner approach to bring about these benefits.  

To be competent, the literature states that a financial coach needs qualified financial 

content knowledge as well as, facilitative skills and processes that empower clients to 

master their own financial decisions and create deeper accountability for the outcomes. 

Equally important is for the financial coach to earn the clients’ trust; won primarily by 

establishing credibility as a reliable teacher, adviser and as an example of good financial 

behaviour. Specifically, the argument is made that professional financial planning 

practitioners are in an ideal situation to build their client’s financial self-efficacy, to teach 

and coach their clients to realise the financial and psychological benefits of effective 

financial planning and decision-making. This argument is consistent with the potentials 

of professional financial planning recognised by the government, as discussed in Chapter 

2.  

Cognitive behavioural coaching (CBC) and client-centered relationships have been 

broadly researched in similar professional service contexts (i.e. health, law, education and 

executive). From this body of knowledge, the benefits of coaching have been explained 

by self-efficacy and its allied theories (i.e. self-determination, expectancy-value and goal 

theory). Central to these theories is that self-belief in one’s self-efficacy explains the 

source of motivation to act, to turn knowledge to action, to persist, to explore and to work 

through problematic situations. Equally important in the literature is the role of the coach 

as teacher, efficacy builder and provider of authentic feedback. However, whilst the 

literature reports that an increasing number of financial planning practices have added 

financial coaching to its services, evidence supporting the benefits is limited to short term 
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results. Consequently, whether financial coaching in the professional financial planning 

context is more likely to satisfy the expectations of quality advice and bring about a higher 

degree of financial and psychological benefits to Australians remains an unanswered 

empirical question. If there is evidence of these benefits, secondary questions arise, such 

as how the benefit is arrived at and can the higher degree of benefits be explained by self-

efficacy and its allied theories. 

This thesis is offered as a contribution to the development and evolution of professional 

financial planning advice by exploring the benefits of PFPA-CH approach and seeks to 

answer these questions. The next chapter develops the research questions addressed in 

this thesis and their associated hypotheses development.    
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Chapter 4: Research Questions and Hypothesis Development 

4.1 Introduction  

This thesis explores whether there is a higher degree of client benefits and value in 

financial coaching practice (PFPA-CH) compared to the traditional (PFPA-TL) and the 

hybrid (PFPA-HY) approaches (i.e. which blends traditional practice with financial 

coaching) of providing financial planning and advice. Further, if there are added client 

benefits in PFPA-CH, this exploration seeks to understand whether self-efficacy and its 

allied theories theory can explain how and why the benefits are realised.  

In Chapter 2, the evolution of PFPA and investigations of financial advice in Australia 

were discussed. Currently, PFPA is recognised as having the potential to realise 

economic, financial and psychological client benefits, yet the elements which bring about 

these benefits and satisfy the client’s expectations of quality advice remain unclear. From 

the investigations, samples of quality financial advice had an emphasis on financial 

coaching, teaching and explaining complex financial concepts embedded in the advice 

process. The literature review presented in Chapter 3 discussed the higher degree of value 

from the financial coaching advice model as stemming from the emphasis on a 

facilitative, client-centered relationship that focuses on changing the client’s financial 

behaviour to achieve their goals and objectives. Compared to the traditional and hybrid 

approaches of financial planning advice, the literature infers the added benefits stem from 

the financial coaching processes aimed at empowering the client to manage their own 

financial decisions by providing education and tools to assist goal achievement. Also 

discussed were self-efficacy and the allied expectancy-value, self-determination and goal 

theories which were proposed to explain how the benefits of coaching occur.    

Drawing from Chapters 2 and 3 this chapter will develop research questions to explore 

whether firstly, compared to the traditional and the hybrid financial advice approach, 

there is a higher degree of client benefits and value in the PFPA-CH approach. Then, 

secondly if there is a higher degree of benefit, can the added benefit be explained by self-

efficacy and allied theory. This chapter also develops twelve hypotheses that will test for 

evidence of the benefits and value of PFPA-CH practice.   
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4.2 Benefits and Value in the PFPA-CH Practice (RQ1) 

The evolution of financial planning advice highlights that whilst the concept of quality 

advice is underdeveloped, there is an increasing client preference for advice which 

combines more human contact, investment advice with knowledge of behavioural finance 

and considers how people make financial decisions (Black, et al. 2002; Brown, 2010; 

Ciccotello & Skipper, 2002; Copp, 2009; Dubovsky & Sussman, 2009; Hoyle, 2012; 

Knox, Mackay & Townsend, 2010). Similarly, ASIC (2012) concluded that advice graded 

as quality and that satisfies the client’s expectations are more likely to be supported with 

financial coaching. Further, the FSI31 (2014) calls for quality advice to empower the 

consumer to access financial advice. In other professional contexts, such as healthcare 

and law, studies of coaching and client-centered relationships were also found to satisfy 

the client’s preference for more engagement and empower the client with processes that 

assist better decision-making (Anderson, 2001; Falardeau & Durand, 2002; Kilburg, 

1997; Spear, 2009).   

Extant research of the benefits of financial coaching in the PFPA context is limited, 

however the client’s need for financial success is argued to be satisfied via the 

distinguishing collaborative processes of financial coaching (Klontz et al., 2008; Mangan, 

2010; Payne et al., 2010; Sharpe et al., 2009) compared to traditional financial planning 

which aims to achieve the client’s financial goals via optimisation of their investment 

portfolio (Klontz et al., 2008). According to Klontz et al., (2008) a financial coaching 

model facilitates financial behavioural change with greater emphasis on a commitment to 

client support and maintenance which Argyris (1998) argues is more likely to mobilise 

the human energy needed to actualise individual achievement and by Falk-Rafael (2001) 

to create a stronger sense of personal accountability and reduce the barriers to attaining 

goals. If realised, the empirical evidence generated from this study will inform the 

industry of the merits of financial coaching that not only meet the compliance 

requirements and the FSI (2014) call for consumer empowerment but also counter the 

deficiencies (i.e. lack of client satisfaction and low levels of client engagement as a result 

                                                 

31 FSI (2014): Financial System Inquiry report released December 2014 by the Australian Government.  
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of inadequate financial literacy) exposed in the samples of financial advice investigated 

by ASIC (2003; 2006; 2010). Hence, Research Question 1 asks:  

RQ1: Is there a higher degree of client benefits and value in the financial coaching 

practice (PFPA-CH) compared to the traditional (PFPA-TL) and hybrid (PFPA-

HY) approaches of providing financial planning and advice in terms of: 

a) Meeting the expectations of quality advice? 

b) Realising the recognised economic, financial and psychological benefits of 

professional financial planning? 

 Meeting the Expectations of Quality Advice (RQ1a) 

To assess whether, compared to the traditional and hybrid approaches to providing 

financial advice, there is a higher degree of client benefits and value in PFPA-CH 

approach in terms of meeting the expectations of quality advice five hypotheses are 

developed as follows. 

The Corporations Act 945A /B describe quality advice as based on suitability32, 

appropriateness33 and informed consent34 (ASIC, 2009a). The conclusions drawn from 

ASIC (2003; 2006) investigations found that whilst the consumers of PFPA expect that 

suitable and appropriate advice processes are aimed at understanding their needs and 

objectives, examples of PFPA had failed to satisfy that expectation. Whereas the financial 

coaching literature proposes that PFPA-CH can realise the client’s goals and objectives 

by employing cognitive behavioural coaching (CBC) questioning techniques aimed at 

understanding both the client’s financial needs, such as wealth creation, and their non-

financial issues, such as values (Collins, 2010; Ducharme, 2004; Kilburg, 1997; Klontz 

et al., 2008; Mangan, 2010; Passmore, 2007; Witherspoon & White, 1996). Thus, 

compared to the traditional and hybrid approaches of providing financial planning and 

                                                 
32 Suitability: To satisfy the client’s need for financial advice, the advice must demonstrate sufficient 

inquiry to understand the client’s circumstances (CCH, 2012: 8.130 p 563).  
33 Appropriateness: Refers to financial products which form part of the advice must be fit for the client’s 

purpose and appropriate in all instances. Appropriateness is demonstrated by evidence of sufficient 

understanding of the client’s circumstances when recommending any financial product (CCH, 2012: 8.130 

p 564).  
34 Informed consent: The advice must demonstrate a client’s informed consent as to the recommendations 

with full knowledge of the benefits and the risks of the advice and why alternatives were rejected. Further 

this advice must be written and communicated clearly and concisely (CCH, 2012: 8.130 p 563).   
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advice, it is predicted the PFPA-CH approach offers a higher degree of benefit by better 

understanding of the client’s financial needs and objectives. It is therefore hypothesised 

that: 

H1: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH approach benefits the client by better understanding the client’s financial needs 

and objectives.   

Prior research finds guidance and direction provided within a collaborative, client-

centered coaching relationship recognises the need for client involvement in identifying, 

planning and setting targets (Farlardeau & Durand, 2002; Mather, 2003; Wilkins et al., 

2001; White & Johnson, 1998) and in turn, strengthens an individual’s commitment to 

reducing the barriers preventing the realisation of their goals and better informs their 

decision-making (Argyris, 1998; Falk-Rafael, 2001). In contrast paternalistic client-

relationships, such as traditional financial planning, are found to ignore the client’s need 

for participation. Hence, it is hypothesised that:    

H2: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH approach benefits the client by guidance and direction that better helps the 

client realise their financial goals.  

Drawing from ASIC’s investigations, it is inferred that consumers of professional 

financial advice expect the communication (i.e. both written and verbal advice) to be 

clear, appropriate and factual (ASIC, 2003; 2010). These expectations are also regulated 

requirements in the Corporations Act 2001 945A (CCH, 2012). Investigations by ASIC 

(2012) show an adviser’s communication that was supported by financial teaching and 

coaching better satisfied client expectations of quality. Likewise, the financial coaching 

literature finds the teaching role assumed by a financial coach to improve the 

effectiveness of communication by enabling the client to understand the appropriateness 

of the advice (Klontz et al. 2008). In the same vein, empirical evidence from the coaching 

literature finds a coaching relationship to be driven by accurate feedback and 

communication (Ducharme, 2004; Kilburg, 1997; Witherspoon & White, 1996). It is 

therefore argued the PFPA-CH coach’s communication is clearer and more appropriate. 

Hence, it is hypothesised that: 
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H3: Compared to the traditional and hybrid financial advice approaches, the 

PFPA-CH coach’s communication is clearer and more appropriate. 

Good, quality financial advice is described by ASIC (2012) as based on specific and 

measurable wealth creation goals and demonstrates the potential of the strategies. To 

ensure the strategies are sustainable conclusions drawn in 2008 by the Financial 

Ombudsman Service [FOS] inquiries into corporate scandals, infer that consumers expect 

quality advice be able to withstand a market down turn as well as being suitable and 

appropriate (Teckchandri, 2009). Researchers of financial coaching and similar 

professional coaching contexts contend informed consent is prioritised with foundational 

knowledge and understanding of risk, setting measurable goals and identification of 

individual financial problems (Klontz et al., 2008, Mangan, 2010; Oliver et al., 2001; 

Parry et al., 2006; Payne et al., 2010; Sharpe et al., 2009; Young et al., 2007). 

Consequently, the emphasis on foundation knowledge about risk, raising awareness of 

the need for measurable goal setting processes and identification of the client’s financial 

problems inhibiting goal achievement in the PFPA-CH approach, is argued to better 

inform the client of wealth creation strategies that are sustainable. It is therefore 

hypothesised that: 

H4: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH approach better informs clients of sustainable wealth creation strategies.  

The ASIC (2010) report presents evidence that low levels of financial literacy limit an 

individual’s engagement in financial matters and Rice (2008) and Warschauer (2002) 

contend higher levels of client financial literacy enable their participation in financial 

advice. In the same vein, empirical studies of improved patient health literacy finds 

patients benefit from being better motivated to engage in self-managed health treatment, 

improve patient behaviour and healthcare decision-making (Lawson, 2009, Oliver et al., 

2001; Young et al., 2007). Whilst prior research finds that being financially literate does 

not always translate into good financial behaviour (Anthes, 2004; Atkinson et al., 2007; 

Fox et al., 2005; Lusardi & Mitchell, 2007; Reynolds, 2006; Tennant et al., 2009; 

Worthington, 2006). Studies of financial coaching by Klontz et al., (2008) concur with 

Rogers (1946) and find that a collaborative, educative client-centered relationship 

supported with the use of tools to maintain better financial behaviour, is more likely to 

satisfy the client’s innate drive for independent productivity and necessary financial 
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behavioural changes. This evidence supporting the coaching approach in other 

professional contexts to more likely motivate patient (and client) engagement is argued 

to be applicable in the financial coaching context. It is therefore hypothesised that:  

H5: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH is more likely to motivate the client’s engagement in financial matters.  

 Realising the Economic, Financial and Psychological Benefits (RQ1b) 

The ASIC (2010) report recognised the economic client benefits, such as less reliance on 

social security and being able to fund a comfortable retirement as a potential of quality 

financial advice. The educative processes employed in financial coaching play an 

important role in the realisation of their long-term economic benefits (Jacoby, 2002; Joo 

and Grable, 2004; Prawitz et al., 2006). Hence it is hypothesised that: 

H6: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH is more likely to realise the client’s economic, long-term potential of financial 

planning.    

The ASIC (2010) report recognised the financial client benefits, such as increased 

savings, debt reduction, and appropriate levels of insurance, as a potential of quality 

financial advice. Researchers Jacoby, (2002), Joo and Grable (2004), and Prawitz et al., 

(2006) the educative processes employed in financial coaching and increase client savings 

and reduce the client’s debt levels play an important role in the realisation of their 

financial benefits. Hence it is hypothesised that: 

H7: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH is more likely to realise the client’s financial potential of financial planning.   

The ASIC (2010) report also recognised psychological benefits, such as peace of mind 

which stems from being confident in financial matters, as a potential of quality financial 

advice. A positive correlation is found to occur between an individual’s stress-related 

health conditions and their inability to solve financial problems (Jacoby, 2002; Prawitz et 

al., 2006). Further, Klontz et al., (2008) argue that financial coaching employs processes 

to specifically reduce anxiousness about money. Consequently, it is hypothesised that: 
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H8: Compared to the traditional and hybrid financial advice approaches, the 

PFPA-CH approach is more likely to realise the client’s psychological potential of 

financial planning. 

4.3  Benefits Explained by Self-Efficacy and Allied Theory (RQ2) 

From the literature it is inferred that a facilitative and educative PFPA-CH approach to 

providing financial advice offers a higher degree of client benefits (ASIC, 2012; Jacoby, 

2002; Joo & Grable, 2004, Klontz et al., 2008; Prawitz et al., 2006). Whilst the  empirical 

evidence is limited, prior literature finds the benefits of financial coaching stem from 

building the clients’ self-mastery and a greater attention on improving their personal 

ability, betterment of the client’s financial behaviour and accountability for financial 

decision making  (Collins et al., 2007; Klontz et al., 2008; Mangan 2010).  

Studies of self-efficacy and allied theories (i.e. self-determination and expectancy-value 

theory), in contexts such as law and healthcare, find the benefits of client coaching to 

stem from improved self-belief in one’s capability to make informed judgements and a 

sense of autonomy, competence and positive expectancy to resolve their problems 

(Atkinson, 1957; Bandura, 1977; 1994; Farlardeau & Durand, 2002; Gist & Mitchell, 

1992; LaGuardia & Patrick 2008; Martin & Dowson, 2009; Ryan and Deci 2000; 

Wigfield & Eccles, 2000; Wilkins et al., 2001).  

Given there is a higher degree of benefits and value in the PFPA-CH approach, it is 

proposed that self-efficacy and allied theory can explain how the benefit occurs in the 

same way it explains human achievement in similar professional contexts. Understanding 

how and why the added benefit occurs is a unique contribution made by this thesis. 

Consequently, the second research question asks: 

RQ2: If, compared to the traditional and hybrid financial advice approaches, there 

is a higher degree of client benefits and value in PFPA-CH approach, can self-

efficacy and allied theory explain how and why the benefits are realised? 

To assess whether self-efficacy and allied theory can explain how and why the benefits 

of financial coaching occur, four hypotheses are developed as follows. 

Studies by Anderson (2001) and Kilburg (1997) find executive coaching strengthens 

decision-making and individual performance as a result of the active role of the coach as 
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a skill builder (Butterworth et al., 2006; Lawson, 2009; Parry et al., 2006; Young et al., 

2007). The active process of client growth is a distinguishing coaching process argued to 

provide better empowerment of client confidence and decision-making (Argyris, 1998; 

Falardeau & Durand, 2002; Falk-Rafael, 2001; Mather, 2003; Rogers, 1946; Wilkins et 

al., 2001). Likewise, the active role of a financial coach in the PFPA-CH relationship is 

argued to better empower clients to handle more of their own financial decision-making 

(Klontz et al., 2008; Mangan, 2010; Payne et al., 2010; Sharpe et al., 2009). Consequently 

it is hypothesised that: 

H9: Compared to the traditional and the hybrid financial advice approaches, 

PFPA-CH provides better empowerment for the client confidence in relation to the 

realisation of their financial goals.    

Researchers of human achievement found the combination of self-belief in one’s self-

efficacy and a self-efficacy builder (i.e. teacher and/or coach) underpinned an individual’s 

motivation to act (Bandura, 1992, 1982; Gist & Mitchell, 1992). The distinguishing 

attributes of a financial coach are said to extend beyond core technical financial planning 

knowledge to building the client’s abilities to handle more of their own financial decisions 

(Collins 2007; Mangan 2010; Payne et al., 2010; Sharpe 2009). Further, prior coaching 

literature finds accurate and honest feedback to enable the coachee’s effective, correct 

action on the real problem and reduces any discrepancies between the client’s image, 

action and outcomes (Gist & Mitchell, 1992; Passmore, 2007). Hence under the PFPA-

CH, it’s argued the higher degree of benefits are maintained and realised by processes 

that build the client’s credible self-belief in their financial capabilities. Therefore, it is 

hypothesised that:  

H10: Compared to the traditional and the hybrid financial advice approaches, 

PFPA-CH builds the client’s credible self-belief in their financial capabilities. 

The literature finds building a robust belief in self-efficacy to best occur through mastery 

experiences, social modelling and persuasion (Bandura, 1994; Gist & Mitchell). 

Likewise, the value from financial coaching is also found to stem from the clients’ self-

mastery (Collins et al., 2007; Klontz et al., 2008; Mangan 2010). Researchers Atkinson 

(1957), Martin and Dowson, (2009), and Wigfield and Eccles (2000) find the 

consequential expectation that a course of behaviour will produce certain outcomes is 
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governed by self-belief in self-efficacy and explained by self-efficacy theory and allied 

expectancy value theory. Given there is a higher degree of benefits and value in the PFPA-

CH approach, how and why the benefits are realised is argued to stem from the emphasis 

on the betterment of a client’s financial behaviour via self-mastery experiences. It is 

therefore hypothesised that: 

H11: Compared to the traditional and the hybrid financial advice approaches, 

PFPA-CH betters a client’s financial behaviour via self-mastery experiences.  

Argued by Bandura (1977), there is a need for the self-efficacy builder to build the 

individual’s skills and capacity to make informed judgements. Skill building and 

education targeted at an individual’s financial problems is argued to raise the individual’s 

awareness of risk are found to be essential elements of quality advice that enable the 

client’s informed judgement and support change in financial behaviour (Lusardi & 

Mitchell, 2007; Tennant et al., 2009; Treasury, Financial Literacy Foundation, 2004). 

Associated with this position is the explanation from self-determination theory that 

motivation to change stems from an individual’s sense of autonomy and competence 

(LaGuardia & Patrick 2008; Martin & Dowson 2009; Ryan & Deci 2000). From the 

studies of financial coaching, Klontz et al., (2008) refer to the higher degree of benefits 

created by the maintenance phase in the financial coaching process which consolidates 

new behaviours which is then followed by the termination phase which sees the client 

financially competent and able to autonomously create a fulfilling life. It is therefore 

hypothesised that:  

H12: Compared to the traditional and the hybrid financial advice approaches, 

PFPA-CH is more likely to build the client’s financial competence and sense of 

autonomy. 

4.4 Conclusion 

Two research questions were developed in this chapter. Research Question 1 (RQ1) draws 

from the literature presented in Chapters 2 and 3 and eight hypotheses are posed which 

predict that compared to the traditional and hybrid approaches of providing financial 

advice, there is a higher degree of client benefits from the PFPA-CH approach in terms 

of a) meeting the expectations of quality advice and b) realising the recognised economic, 

financial and psychological client benefits. Research Question 2 (RQ2) draws from the 
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literature which finds the usefulness of self-efficacy and allied theory explains how and 

why a higher degree of client benefits are realised in coaching and client-centered 

relationships in other professional contexts and can extend to the PFPA-CH approach of 

providing financial advice. To address RQ2 four hypotheses are posed. The next chapter 

presents the mixed method research design adopted in this thesis to test the hypotheses 

developed in this chapter.  
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Chapter 5: Research Design 

5.1 Introduction 

In the previous chapter, twelve hypotheses were developed in order to address two 

research questions. This chapter discusses the mixed methods of the research design used 

to explore whether, compared to the traditional and hybrid financial advice approaches, 

the financial coaching (PFPA-CH) approach provides a higher degree of client benefit 

and to test the hypotheses. Section 5.2 outlines the overarching methodology. Section 5.3 

describe the research methods used in the first two phases of this study i.e. the source of 

data, sample selection, study period and the research design for the financial coaching 

practice case study. The research design of the supplementary exploration of two hybrid 

practices that blend financial coaching with traditional financial planning is then detailed 

in Section 5.4. Data collected in the first two phases were used to develop the survey. 

Section 5.5 provides details of the survey development and method of analysis. Section 

5.6 concludes the chapter.  

5.2 The Research Methodology  

This study employs a mixed method approach and iterative use of qualitative and 

quantitative methodologies. The methods used are case study, interviews and survey 

questionnaire. An adaptive use of qualitative and/or quantitative investigation methods is 

based on the researcher’s pragmatic argument that both methods are useful.  

Underpinning the researcher’s position are the arguments of Caracelli and Greene (1985), 

Corbin and Strauss (1990), Johnson and Onwuegbuzie (2004) and Rossman and Wilson 

(1993). The potential of a mixed method approach as described by Caracelli and Greene 

(1985) has five key benefits, namely triangulation, complementarity, development, 

initiation and expansion. Triangulation benefits occur via a correspondence of results 

across the different method types. Complementarity benefits occur by overlapping facets 

of the phenomenon under investigation which in turn enhance, illustrate or clarify results 

from one to the other. Development benefits occur by using the results of one method to 

help develop or inform the other method. Initiation was argued to be a provocative benefit 

which occurs by recasting the research questions or results from one method type and 

again through the other method. Expansion benefits by extending the range of inquiry by 
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casting the method types for different inquiry components. Both qualitative and 

quantitative methodologies are argued by Corbin and Strauss’s (1990) to be useful for the 

verification of salient information and the generation of theory. The flexibility of using 

both methods is proposed by Johnson and Onwuegbuzie (2004) to stem from the intention 

to fit together the insights provided by qualitative and quantitative research into a 

workable framework. Further, bringing together data collected through more than one 

method is described by Rossman and Wilson (1985) as corroboration. They argue the 

benefit of corroboration to the research design is the elaboration of findings from each 

type which in turn provides richness and detail and expanded understanding of the 

phenomenon being studied.  

Each method will now be described.  

5.3 Case Study: A Financial Coaching Case Study  

A preliminary exploration of financial coaching involved a case study of an actual PFPA-

CH practice. The decision to commence with a case study stemmed from the motivation 

to understand the distinguishing characteristics and benefits of financial coaching. 

Similarly, Burgess (1982) finds this method enables the researcher to get an accurate 

account of what deviants do by spending time observing them in their natural habitat.  

 The Source of Data 

The primary data used in the case study included: 

First-hand accounts 

Qualitative data was firstly collected via first-hand accounts and from the principals of a 

PFPA-CH practice (referred to as FCH1 from here-on). Data collection followed using 

structured and semi-structured interview questions in face to face meetings. From the 

first-hand accounts, the researcher undertook to develop an inventory of processes, 

practices and the financial coaching benefits which distinguished the sample PFPA-CH 

firm from traditional PFPA approaches.  
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A Summary of Client Expectations 

A second collection of qualitative data comprised a Summary Report of the FCH1 Client 

Expectations and was supplied to the researcher, during the study period, by the principal 

FCH1 financial coach to assist the study during the study period. This report is normally 

used internally by FCH1 for business development. The report summarised five years of 

data from 158 clients regarding their expectations of FCH1, as recorded during the 

client’s initial FCH1 meeting35.  

The Summary of Shifts in Clients’ Self-reported Self-efficacy 

A report which summarised the self-reported change in 28 FCH1 clients’ perception of 

their self-efficacy was supplied to the researcher to assist this study.  

The observations from this data are presented in Chapter 6. This case study data was 

distilled and informed the design of the survey instrument described in Section 5.5.  

 Sample Selection 

The sampling strategy used in the case study stems from Tellis’s (1997) four criteria for 

appropriateness which are the contextual match, the learning in the period of time 

available for the study, the capacity to address the research questions and the accessibility 

to relevant data. Specifically, the PFPA-CH practice selected is identified as FCH1. 

Whilst FCH1 is licensed by the Australian Securities and Investment Commission (ASIC) 

and authorised to provide financial advice on certain financial products, FCH1 refers to 

their service as Wealth Coaching which, in their view, provides unbiased information 

with no allegiance to any party in relation to products they discuss with clients. The 

primary focus of the client-practitioner relationship is financial coaching by improving 

their clients’ financial capability and capacity to achieve their financial and lifestyle 

goals. Remuneration for service is acquired via an annual client membership fee, with no 

additional (direct or indirect) remuneration from issuers of financial and investment 

products. The principals of the practice were available for interviews and provided access 

                                                 

35 Client Expectations of FCH1: The clients’ expectations of FCH1 are recorded from data collected during 

the clients’ initial interview with FCH1. This process is part of establishing the financial coaching 

relationship and described in Section 6.2.3. 
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to aggregated reporting of the client survey data and internally generated aggregate 

reporting of client feedback relevant to the benefits of financial coaching.    

 The Study Period 

Ethical approval was obtained prior to undertaking the case study and the preliminary 

exploration commenced with a face to face interview between the researcher and the 

principal of the sample PFPA-CH. Follow up contact was made either face to face or via 

email. The case study was conducted between July 2012 and November 2012. The initial 

interview was two hours duration and follow up discussions ranged from one hour to half 

hour duration. The face to face interviews and discussions were held in the office of FCH1 

in Brisbane.  

 Question Design 

After an introduction of the research project to the principals, an overview of the 

researcher’s background and signing consent forms and the interview followed with a 

series of semi-structured interview questions. An interview plan, as shown in Figure 5.1 

was used in this preliminary, qualitative exploration to understand how the clients benefit 

from financial advice in a PFPA-CH relationship. The questions commenced with an 

inquiry into the company’s background, specific model of operation, licensing set-up and 

approach to ASIC’s compliance requirements.  

Followed was an inquiry into the strategies FCH1 use that are either common or 

distinguishing from traditional financial advice and which are considered effective in 

leading their clients towards sustainable financial success. The third question asked how 

the PFPA-CH approach develops the client relationship. The fourth question inquired into 

the effectiveness and sustainability of the approach and examples of clients’ success. The 

fifth question asked for the principals’ perspective on how the model answered the 

industry’s client first principles and did they see a need for change. The final questions 

asked about the importance of financial literacy and how the approach incorporates it into 

financial coaching and how it supports the relationship.      

The use of interviews in this case study is supported by Burgess (1982) who contends the 

interview method provides an opportunity to uncover new clues and open up new 

dimensions of a problem. Similarly, Weiss (1994) argued that interview research is an 
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appropriate method for developing and describing processes, learning how events are 

interpreted and identifying variables and framing hypotheses for quantitative research. 

Given there is limited prior research into whether there are benefits of financial coaching, 

interview research was the most appropriate method for gaining understanding about a 

new dimension of financial planning and identifying variables that will be drawn upon to 

develop hypotheses that will be tested using survey data in the survey questionnaire 

stages.  

The use of semi-structured questions is suggested by Lang and Heiss (1998) to allow 

greater opportunity for in-depth responses. The use of an interview plan concurs with 

Jones (1985) who contends the researcher should have some broad questions in mind and 

Easterby-Smith et al. (1991) who propose that some framework around the interview 

questions is more conducive to the development of the specific themes underpinned by 

the aims of the study.    

Interview Questions 

1 How would you describe your financial planning practice model? 

2 How is it that you understand – sustainable financial health? 

What are the specific [and general] best practice strategies used in your practice 
that are common to financial planning and distinguishing from traditional financial 
planning which you believe are effective in leading your clients towards 
sustainable financial health? 

3 How is it that you came to the decision that ‘this model’ was most effective in 
addressing the financial health needs of your clients? 

4 How effective have these strategies been?  Tangible/Intangible outcomes? 

5 How do you see the future in terms of change/development to financial planning 
practice to better address the financial health needs of clients? 

o In your practice? 

o Perspective on other practices? 

o In light of issues from GFC and the continuing fallout? 

6 If not already addressed... 

o How important is the Financial Literacy of your clients? 

o How is that you incorporate this issue into your practice? 

o How does it help the relationship? 

Figure 5.1 Outline of the Interview Plan used during face to face interviews 
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 Research Rigor    

A particular concern of qualitative data is validation (Guba & Lincoln, 1981). The 

concern is that qualitative data provides little basis for scientific generalisation and that 

findings can only be generalisable to the theoretical propositions rather than the 

population or universes (Yin, 2009). Consequently, Guba and Lincoln’s (1981) four 

factors of research rigor were considered in the qualitative exploration and the validity is 

strengthened by quantitative survey methodology referred to in Section 5.6. The four 

factors applied were:- 1) truth value 2) applicability 3) consistency and 4) neutrality.  

Truth Value in the data is attained when those people, having the experience immediately 

recognise the content when presented with it (Guba & Lincoln, 1981). Consequently 

within 12 days of interview events a copy of the transcript and request for verification 

was forwarded to the interviewees. Applicability in relation to the subject selection was 

driven by the subjects’ ability to represent and illuminate a slice of the world being 

studied (Guba & Lincoln, 1981).  Consequently, the selection of the sample practices was 

made based on the direct relevance to this research. Consistency of findings is validated 

when another researcher can clearly follow the ‘decision trail’ used by the investigator in 

the study (Guba & Lincoln, 1981). The supervisors of this research study undertook this 

role. Neutrality occurs when the research attained, such as the interview transcript is 

verified. The FCH1 interview transcript was verified by the principal.  

 Thematic Analysis  

Themes emerging from the data sources were filtered using a matrix which Corbin and 

Strauss (1990) find useful for data ordering and capturing qualitative concepts. The 

themes were analysed in light of the literature presented in Chapters 2 and 3. Constructs 

emerging from this analysis subsequently informed the development of the survey 

instrument (described in Section 5.5).  

5.4 Exploration of Two Hybrid Practices 

Given that samples of financial coaching practices in the professional financial planning 

context are rare, additional interviews were conducted with two other practices to 

strengthen the external validity of the evidence collected in the case study and inform the 

survey instrument.  
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 The Source of Data 

Face to face interviews were undertaken by the researcher with the principals of two 

PFPA firms. These two sample practices employ a hybrid of financial coaching with 

traditional financial planning advice. Semi-structured interviews with the principals of 

these two financial planning practices were conducted.  

 Sample Selection 

As with the case study, the factors used to select the sample financial planning practices 

were underpinned by Tellis (1997) and based on the appropriateness of the samples to 

inform the survey instrument. Specifically, the hybrid practices referred to as FBL1 and 

FBL2 from hereon, are licensed financial planning practices and are authorised by ASIC 

to advise and sell financial products. Remuneration for each firm is acquired by a fee for 

service in relation to financial and investment advice and/or coaching. Each firm has more 

than 10 years in practice and over time had extended their traditional financial planning 

services to include financial coaching. The principals of each practice were available for 

interviews and assisted the study by distributing the survey instrument through their client 

bases and personal networks. 

 The Study Period 

Ethical approval was obtained prior to undertaking the interviews. The interviews were 

subsequently held between February 2014 and August 2014. The interview with FBL1 

was conducted in Sydney and was two hours duration. The interview with FBL2 was 

conducted in Brisbane and one hour duration.  

 Question Design 

The same semi-structured questions used in the case study interview (as shown in Figure 

5.1) were used to guide these interviews and further the researcher’s understanding of the 

client benefits of financial coaching as distinguished from a traditional financial planning 

approach. 
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 Thematic Analysis  

Themes emerging from the data sources were analysed in light of the literature presented 

in Chapters 2 and 3, and compared to the observations made from the FCH1 case study 

(presented in Chapter 6). Constructs emerging from this analysis also informed the 

development of the survey instrument (described in Section 5.5).  

5.5 The Survey 

To secure a large sample group a survey questionnaire method is used that targeted 

financial coaching and financial planning clients and financial planners. The rationale for 

this method being that it provides a broader sample base to test the hypotheses.   

 The Source of Data 

The administration and distribution of the survey questionnaire was conducted in three 

phases. In Phase 1, the survey was administered by the FCH1 principal and emailed to 88 

client email addresses. In Phase 2, the survey was distributed to financial planning clients 

and financial planners via more than 500 traditional PFPA practices and via the principals 

of the two sample hybrid practices. In Phase 3, the survey was administered by the 

researcher via personal, business and social networks and channelled to more than 2,000 

contacts. 

 Sample Selection 

The basis for sample selection was convenience sampling and influenced by Tellis 

(1997)36 appropriateness criteria also used in the case study and the exploration of the 

hybrid practices. From FCH1, the financial coaching samples were clients of the principal 

and selected by the principal. From, FBL1 and FBL2, the hybrid samples were clients of 

the principals and selected by the principals based on the rapport they had with the clients. 

From the traditional financial planning practices, the samples were clients and financial 

planners selected by the principals and also based on convenience and established rapport.  

                                                 

36 Tellis (1997) four criteria for appropriateness referred to in Section 5.3.2 are the contextual match, what 

can be learned in the period of time available for the study, the capacity to address the research questions 

and the accessibility to relevant data. 
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The potential for biased responses was a recognised weakness in the data collected by 

this method. Dealing with bias (from respondents and non-respondents) is essential 

(Bartlett, Kotrlik & Higgins, 2001) and was mitigated by broadly distributing through 

personal, business and social networks selected on the basis of convenience, association 

with the researcher and accessibility. Thus, by mitigating bias, the total sample is seen to 

accord with the common goal of survey research, namely to collect data representative of 

a population (i.e. targeted financial coaching and planning clients and planners and a 

convenience sample of clients of either a financial coach or planner from a broad network) 

and use the information gathered to generalise findings from a drawn sample back to a 

population (Bartlett et al., 2001). 

 Online and Paper Survey 

Over 2,600 surveys were distributed and predominantly via email. However a paper 

version was used when either a financial planner, or contact of the researcher, was able 

to personally introduce the survey. As suggested by Veal (2005) the advantages of an 

electronic survey includes the ability to cover a broad range of respondents and instantly 

analysed using questionnaire software. However the disadvantages are that responses 

require internet access and there is a potential for low response rates. To improve the 

response rate, a personalised letter was sent with each survey questionnaire which 

directed the respondent to a dedicated, professional website that provided a background 

to the study, detail of the ethical nature of the study, biographies of the researcher and 

supervisors and a link to relevant publications written on the topic and by the researcher.  

 The Study Period 

Ethical approval was obtained prior to undertaking the distribution of the survey. The first 

distribution phase commenced in September 2013 and the survey was sent to FCH1 

clients via email with two follow-up  reminders to non-respondents. The second phase 

commenced in early April 2014 and involved a distribution of online and paper-based 

surveys via the traditional hybrid financial planning practices. The third phase 

commenced in late April 2014 and involved a distribution of online surveys via personal, 

business and social networks. The survey was closed in August 2014. 
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 The Sample Size  

From Phases 1, 2 and 3 a total of 457 participants responded to the survey. Table 5.1 

shows the final sample size by distribution group.  

Table 5.1 Distribution and Response Breakdown 

 

Financial Coaching [PFPA-CH]: The final financial coaching sample is 77 respondents; 

65 from the active clients of FCH1 (the case study firm) and 12 from the distribution 

through personal, business and social network. The relatively smaller sample size is 

indicative of the literature which finds the practice of financial coaching is an emerging 

financial planning approach and sample practices are limited. Traditional Planning 

[PFPA]: The final traditional financial planning sample is 229 responses; 102 are from 

the selected sample practices and 127 from the distribution through personal, business 

and social network. Hybrid Approach [PFPA-HY]: The final hybrid planning approach 

sample is 151 responses; 91 from the selected sample practices and 60 from the 

distribution through personal, business and social network. To the extent that non-active 

clients of FCH1 are not represented and the participating traditional financial planning 

firms are not representative of the total industry, the potential of a sampling bias in this 

group will be considered when interpreting the results. 

A typical sample size required for ensuring statistically significant outcomes may be 

notably different for different types of models and analyses. The determination of a 

minimum required sample size was justified by Barclay, et al. (1995) and Nunnally 

(1967) who found that as a rule of thumb, a minimum of 5 to 10 observations 

(participants) are required per relationship between any two numerical variables (e.g. 

Coaching Traditional Hybrid Network Total

Survey Distribution 88 410 200 2000 2698

Viewed 94 207 127 486 914

Started 74 132 103 293 602

Completed by Group 65 102 91 199 457

Coaching 12 -12 0

Hybrid 60 -60 0

Traditional 127 -127 0

Final Study Sample 77 229 151 0 457

Final Responses by Distribution Group
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determined by the Likert Scale). In addition, a minimum of 5 to 10 observations is also a 

requirement per category of variable. As the total numbers of items in the conducted 

survey was around 100, a sample size for consideration would be around 500 

observations. The sample size of 457 in this study is considered sufficient.  

 Assessment of Representativeness of the Samples 

Table 5.2 compares the demographic influence of the survey respondents to users of 

financial planners as reported by ASIC (2010) according to gender, age and education. 

The comparison shows the gender of the survey respondents is more balanced. By age, 

the balance of older survey respondents is similar with two thirds over 45 years. However 

the remaining one third of survey respondents is older than ASIC (2010). Similar to the 

education level of the survey respondents, ASIC (2010) shows almost two thirds as degree 

qualified. Whilst some differences are shown in Table 5.2, the variances are argued to be 

acceptable.  

Table 5.2 Comparison: Demographic influence of respondents  

to ASIC (2010) report of users of financial planners  

 

Referring to Table 5.3, a second assessment of representativeness was conducted based 

on the relationship the respondent had with their financial coach and/or planner. The 

sample shows financial coaching to have less long term clients than the traditional or 

hybrid groups. This variance makes sense given the practice of financial coaching is less 

established than traditional financial planning practice (Collins et al., 2007). Indicative of 

the literature (Knutsen & Cameron, 2012) Table 5.2 shows the financial coaching 

respondents had almost twice the number of sessions per year than traditional and hybrid 

groups. The financial coaching sample shows a greater percentage of clients have seen 

Male 48% Male 64%

Female 52% Female 36%

Over 45 66% Over 50 years old 66%

Under 25 1% Under 25 years old 29%

Primary / Secondary 36% Primary / Secondary 24%

Degree 60% Degree 65%

Education

Demographic influence on use of financial 

planners

Demographic influence of respondents

Gender

Age
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other financial planners compared to the traditional and hybrid groups. This variance is 

consistent with the literature describing a trending from traditional financial planning to 

financial coaching (Smith, 2009).  

Table 5.3 Client-Coach/Planner Relationship 

 

 Question Design 

A survey questionnaire was used to test the hypotheses and a copy is provided in 

Appendix B. The survey questions were drawn from the case study data and the literature 

in Chapter 2 and 3. Survey questionnaires are considered useful as they provide relatively 

structured and quantified data which can be re-analysed by others (Veal, 2005).  

The survey began with 8 demographic questions requiring information about the 

respondents’ age, gender, working status, highest level of education, number of 

dependants, the length of time as a financial coaching client, the number of financial 

planning sessions held per year with their financial planner and how many other financial 

planners had been seen previously. The remainder of the survey is split into nine sections 

and includes statements related to nine categories: 1) Professionalism, 2) Self-belief for 

financial success, 3) Guidance and direction, 4) Wealth creation approach, 5) 

Communication effectiveness, 6) Education support, 7) Teaching effectiveness, 8) Long 

term, financial and financial well-being (i.e. peace of mind, financial satisfaction and 

health) benefits and 9) Outcomes from the client-practitioner relationship. Participants 

were required to indicate their level of agreement to each statement by using a 5 point 

Likert Scale plus an option for not applicable. The options were Strongly Disagree, 

Disagree, Neither, Agree, Strongly Agree and Not Applicable. As stated by Veal (2005), 

Coaching Traditional Hybrid Total

Time as a client

< 2 years 53% 47% 30% 42%

> 4 years 12% 34% 49% 35%

2 per year 28% 59% 53% 51%

> 2 per year 65% 22% 39% 34%

1 40% 38% 24% 34%

> 2 27% 11% 21% 17%

0 33% 51% 53% 49%

Client - Coach/Planner Relationahip 

Number of sessions per year

Number of other planners seen
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responses to Likert scales can be scored, where (1) equals Strongly Disagree, (2) equals 

Disagree, (3) equals Neither, (4) equals Agree and (5) equals Strongly Agree.  

 Research Rigor and Survey Questionnaire Pilot Test 

The strengths of survey research were identified by Brownell (1995) and included the 

reduced cost to administer compared to face-to-face, the anonymity of respondents and 

the avoidance of interviewer bias. Hence an online survey was constructed using 

QuestionPro Software. Weaknesses of survey methodology include systematic bias 

introduced by poor questionnaire design (de Vaus, 1992), positioning and wording of 

items (Krosnick, 1999; Smith 2003) and reliability caused by untested, newly developed 

variable measures (Roberts 1999).  

The potential shortcomings were dealt with via a questionnaire pilot and tested in three 

stages for reliability, validity and understandability based on criterion, such as length, 

respondent-friendly layout, format and sequencing of questions as suggested by Hunt, 

Sparkman and Wilcox (1982) and Dillman, Sinclair and Clark (1993). First, the survey 

was tested by four independent persons with some familiarity of the research topic. They 

were asked for feedback on spelling, grammar and layout, order of the questions, 

readability and the time it took to complete. Their feedback was incorporated into a 

revised version of the survey instrument. In the second stage, the revised survey was 

piloted amongst a team of 10 individuals including: 4 academics with expertise in 

financial planning, 2 academics with expertise in survey instruments and 4 non-

academics with some familiarity of the subject area. Their feedback was incorporated into 

a final draft of the survey instrument and was forwarded to the FCH1 principal for 

approval. In the third stage, the feedback from the FCH1 principal was incorporated into 

the final version and FCH1 agreed to distribute.    
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 Statistical Methodology  

Method of Data Analysis 

QuestionPro Software was used to collate all responses, including paper survey responses 

which were manually entered. The data analysis was conducted using EXCEL.  

Analysis 

As stated above, the survey design was validated before the data collection. The survey 

sections and sub-sections (Appendix B) were constructed on the basis of common sense, 

previous literature (presented in Chapters 2 and 3) and case study data (presented in 

Chapter 6) to sensibly represent the distinct client benefits of financial coaching. Whilst 

these sections or their reasonable combinations are made using largely intuitive choices, 

they are regarded in this thesis as factors characterising the different client benefits of 

financial coaching. However, it is acknowledged the three different PFPA approaches 

(Financial Coaching/PFPA-CH, Traditional Financial Planning/PFPA-TL, and 

Hybrid/PFPA-HY) provide financial planning advice in a different manner and may cause 

a bias of participants’ perceptions.  

Excel-based Analysis  

Response data from each sample group (PFPA-CH, PFPA-TL and PFPA-HY) for each 

question was exported from Question-Pro Data files in Excel format. The output included 

response data on the Likert Scaled Levels of Agreement by number and percentage of 

total sample. The data was subsequently filtered into a master matrix by sample group 

and the mean calculated for each question and by sample group. Data from the matrix 

was used to graph a comparison of responses from each sample group, highlight the trends 

from the results and chart a comparison of the mean.  

Analysis in relation to each tested hypothesis was done by grouping the respondent’s data 

from each related statement. As stated above, the selection was made based on what the 

researcher considered to be reasonable combinations of factors characterising the range 

of financial coaching benefits. Analysis then followed with firstly, observations made of 

the trends highlighted in the graphs. Secondly, observations made of the variance in the 

mean. Thirdly, inferences were drawn from the literature, case study and supplementary 

exploration to create final observations.   
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5.6 Conclusion 

This chapter has presented the research design used in this thesis. A mixed methods 

approach is used incorporating a case study, the exploration of two supplementary 

practices that employ a hybrid of financial coaching with traditional financial planning, 

and the survey. By method, the chapter presented the source of data, sampling processes, 

research design and method of analysis for each of the three phases of the study.  

The next chapter, Chapter 6, is the first of three empirical chapters and presents the case 

study of a financial coaching practice and the researcher’s observations. The data 

collected in the case study led to additional exploration which is presented in Chapter 7, 

the second empirical chapter. The third empirical chapter, Chapter 8, follows with the 

results of the survey which was developed out of the empirical evidence presented in 

Chapters 6 and 7.  

  



 Page 90 

 

Chapter 6: A Financial Coaching Practice Case Study    

6.1 Introduction 

This chapter is the first of three empirical chapters that summarise the findings. It forms 

the first part of the empirical results and analytical section of this thesis and presents the 

observations and results of a case study which examined a financial coaching business 

(FCH1). The business purports to be a licensed financial planning practice, solely focused 

on financial coaching as its primary financial advice approach. The purpose of this 

chapter is to examine the case and discuss and determine whether the financial coaching 

principles used and the purported benefits align with the literature presented in Chapter 2 

and 3 actually apply. Whilst the case study provides rich data informing this thesis, the 

rarity of financial coaching business examples means its weakness is that it is an 

examination of one business and the opportunity to examine its external validity is 

limited. Consequently, this chapter will be complemented by Chapter 7 which will 

expand the discussion and look at two other financial advice businesses that employ a 

hybrid of financial coaching and traditional advice approaches. Combined, this chapter 

and Chapter 7 will add further evidence relevant to Research Questions 1 and 2, and 

support the analysis and development of the broad-based survey instrument presented in 

Chapter 8.   

This chapter commences with an overview of the Financial Coaching Practice sample 

firm (referred to as FCH1 from here-on) used in this thesis (Section 6.2) and includes the 

role of the FCH1 financial coach, the FCH1 financial coaching process and draws a 

comparison to the literature. To assist the study, the FCH1 principals were available each 

week for discussion and provided open access to monthly education seminars and their 

internal resources between July 2012 and November 2012. Regular discussion continued 

as the analysis of the data was undertaken and then later with the distribution of the survey 

conducted between September 2013 and closed in August 2014. As a result, a rich 

comparison between FCH1 and the literature highlights similarities and differences to 

established financial coaching and client-centred models. Section 6.3 then presents an 

overview of how the FCH1 clients expect to benefit as a result of the financial coaching. 

An analysis of a summary report indicating the clients’ perceived change in their self-

efficacy as a result of financial coaching is then presented in Section 6.4. Section 6.5 

presents the conclusion.  
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6.2 The Financial Coaching Practice: (FCH1) 

The empirical phase of this study commenced with an exploratory interview conducted 

between the researcher and the FCH1 principals. FCH1 operates with two principals and 

both were present for the initial interview. The initial interview was designed to gain an 

overview of the FCH1 practice, develop an understanding of the benefits of financial 

coaching and the potential for this approach to satisfy the clients’ expectations of quality 

advice and realise the recognised economic, financial and psychological client benefits 

of financial planning. In addition, the interview was also designed to develop an 

understanding about how the financial coaching processes and support used by FCH1 

were distinguished from traditional and hybrid approaches of providing financial advice.   

  FCH1 Overview 

FCH1 stated the financial coaching services commenced in 2002. Since 2007, the practice 

has operated with two financial coaches (one of whom is a FCH1 principal), two client 

liaison officers (one of whom is a FHC1 principal) and two general administration support 

staff. Both financial coaches are licensed by ASIC to provide financial advice.  

FCH1 describes their services as boutique and personal; providing strategic advice and 

education to achieve successful money, business and investment outcomes for clients. 

Core services available to all clients include better money management, optimising 

business results and independent investment advice. The service is said to be personalised 

to each client’s requirements and all costs are identified up front. 

In accordance with licensing requirements, the principals confirmed that client advice 

recommendations are written in a Statement of Advice37 following each session. 

However, initial communication to new clients was said to reinforce the FCH1’s focus, 

which the principals contended was to show their clients the possible implications of a 

financial decision and enable the client to make an informed choice. The principal stated:  

                                                 

37 Statement of Advice: (SoA) Sets out the advice and the basis on which the advice was given. Advisers 

must give a retail client an SoA (CCH, 2012). 
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“What we do is educational. We are not telling the client what product to buy. We 

don’t give product advice. We are illustrating and educating on how investment 

assets work. This is where we genuinely differentiate ourselves. To our clients we 

are their coach and their mentor.”    

The principals describe their clients as “already proactive” people, who have decided to 

make more of their assets, income and opportunities and who want to learn and become 

accountable for their own decisions and actions.   

Observation: Chapter 3 presented literature describing financial coaching as a facilitative 

relationship driving personal growth and increasing client performance by developing 

their learning agility and skill building, finds a resemblance to FCH1 operation (Collins, 

2007, 2010; Ducharme, 2004; Grant, 2003; Kilburg, 1997; Klontz et al., 2008; Mangan, 

2010; Passmore, 2003; Payne et al., 2010; Smith, 2009; Witherspoon & White, 1996). 

The FCH1 educational approach to client investing contrasts with traditional financial 

planning approaches found to be influenced by distribution and financial product sales 

(Knutsen & Cameron, 2012). The financial planning competencies held by the FCH1 

coach are consistent with the literature describing the characteristics of a financial coach 

(Collins et al., 2007; Mangan, 2010; Payne et al., 2010; Sharpe et al., 2009). However 

contrary to this literature, the FCH1 financial coach does not hold specific coaching 

qualifications argued to enable the coach to raise the clients’ awareness of emotional 

issues which challenge goal attainment. A lack of knowledge about coaching was found 

to be a barrier preventing the take-up of financial coaching in the professional advice 

contexts (Falardeau & Durand, 2002; Mather, 2003; Wilkins et al., 2001). Consequently, 

whether the lack of formal coaching qualifications impacted on the clients’ perception of 

benefiting from financial coaching is a question raised in this phase of the research.  

 FCH1 - The Role of the Financial Coach 

The principals of FCH1 describe the goal of a financial coach as providing the tools to 

empower the client to make their own financial decisions and not to provide financial 

product advice. Instead, information about competing financial products is presented on 

a factual basis only and/or via advice on how to obtain specific financial product 

information. With this focus, the process of financial coaching was said to ensure the 

client is fully informed when making decisions, able to manage their expectations (i.e. 
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with respect to investment risk) and able to understand the implications of their decisions 

at the decision-time, and into the future. The principal stated: 

“They believed their clients can then leverage the financial coach’s advice and 

knowledge as the clients actively engage the market.”  

Observation: The assumed role of the FCH1 financial coach; to empower the client to 

handle more of their own financial decisions and be accountable by providing educational 

experiences, is consistent with the distinguishing attributes of a coach described in the 

literature (see for example, Argyris, 1994; Collins et al., 2007, 2010; Payne, Dubovsky 

& Sussman, 2010). The role of adviser as coach contrasts with the paternalistic, 

transactional agency role of traditional financial planners described by Knutsen and 

Cameron (2012). Whether the clients perceive they benefit from the FCH1 coach’s ability 

to empower self-mastery and accountability for financial decision-making is a question 

raised from this phase of the research.   

 The FCH1 Financial Coaching Process 

Whilst FCH1 describe some variations from the traditional 6 step financial planning 

process, for the sake of an orderly comparison the FCH1 process is presented in a 6 step 

format. The 6 step format is drawn from Chapter 2 which describes the 6 steps of financial 

planning and Chapter 3 which describes Klontz et al., (2008) 6 steps financial coaching 

model38 and Passmore (2007) 6 step cognitive behavioural coaching model39. 

Step 1 - Establishing the Relationship 

The establishment of the FCH1 financial coaching relationship commences with the client 

completing an Expression of Interest (EOI) and articulating the expectations they have of 

FCH1 financial coach. By signing the EOI, the principals stated the client is 

acknowledging they understand the FCH1 model is participatory and heavily focused on 

client accountability. The principals stated the client’s expectations are recorded and their 

                                                 
38 Klontz et al. (2008) 6 step Financial Coaching Model: The 6 steps are 1) pre-contemplation; 2) 

contemplation; 3) preparation; 4) action; 5) maintenance and 6) termination. 
39 Passmore (2007) 6 Step Cognitive Behavioural Coaching Model: The 6 steps are 1) the coach’s positive 

self-image of the value they provide; 2) a collaborative investment in the relationship; 3) a focus on 

problem-solving and planning; 4) reframing the coachee’s thoughts to a more self-serving position; 5) using 

questioning techniques to motivate self-awareness and 6) the coach holds an understanding of the ethical 

boundaries in which they work.     
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subsequent client satisfaction levels are benchmarked against the expectations (Note: An 

aggregate summary of these expectations was provided to the researcher to assist with 

this study). Along with the EOI and the articulation of their expectations, the clients are 

expected to complete:- 

1) An excel-based financial fact-find (FF). The purpose of the FF is to understand the 

client’s current financial status including: income, expenses, investments, assets, 

liabilities, expectations and goals. The importance of accurate financial data and 

articulating goals and expectations is reinforced with financial educational reading 

material provided by the practice to the client. The relationship is described as 

collaborative and the principals emphasise this by using phrases such as “working 

together” and the use of “we” with respect to the work conducted to meet the clients’ 

goals and expectations.  The financial coach expects the clients to complete the FF and 

return it to the FCH1 prior to the initial meeting. Failure to do so will trigger a call to the 

client and the expectations are re-stated. This action was justified by the principal who 

stated: 

“It is expected the client arrives at each session with their homework completed 

and the numbers are accurate… it’s tough love… and a requirement to make the 

FCH1 process work... and… creates sustained self-confidence arrived at and/or 

maintained by correct setup, accountability and knowledge”. 

2) A wealth survey (WW): The survey requires the client to rate their self-efficacy on a 

scale of 1 to 10 on ten criteria comprising goals, strategy/planning, direction, control, 

budgeting, surplus/deficit, stress, investments, knowledge and experience. To understand 

if there are any changes in their self-efficacy ratings, the financial coach has the clients 

repeat the WW survey several times during the course of the relationship (refer Section 

6.3.2 – The Wealth Wheel: Shifts in Self-Efficacy). The principals stated the importance 

of the WW as:  

“it’s very visual and shows imbalances in areas of life that need to be addressed.”  

Prior to the client’s first session (referred to as Step 2 – Gathering Data and Identifying 

Goals), FCH1 will have at least 8 contact moments, either by phone or email. The frequent 

contact is based on an FCH1 belief that it is necessary to build a relationship: 
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“before they see what’s on the table… it’s building the space… setting the 

scene… the client is anxious to hear what’s being said so we want to ensure it’s a 

positive experience prior to the initial meeting.”   

Observation: Recall financial literacy literature in Chapter 3 finds some support for FCH1 

collaborative approach to the clients’ financial analysis and regular evaluation. For 

instance, clients with adequate financial skills are found to have the confidence and 

understanding to attend to their financial matters (Anthes, 2004; Atkinson et al., 2007; 

Beal & Delpachitra, 2003; Cutler & Devlin, 1996; Davidson, 2006; Fox, Bartholomae & 

Lee, 2005; Gregg, 1993; Mandell & Klein, 2009; Tennant, Wright & Jackson, 2009; 

Worthington, 2006). Facilitating a client’s self-mastery of financial matters is a benefit 

of financial coaching which distinguishes this type of financial advice from traditional 

financial planning (Collins, 2010, 2007; Klontz et al., 2008; Mangan, 2010). The terms 

of engagement established in traditional approaches are more paternalistic, with the 

adviser as transactional agent for buying/selling of financial product and assuming the 

responsibilities for strategies and recommendations (Knutsen & Cameron, 2012). 

Whether the clients’ perceive they benefit from the FCH1 financial skill development and 

self-mastery focus is a question raised from this phase of the research.  

Contrary to the literature, processes which identify interior (emotional) issues blocking a 

clients’ success and that de-rail their financial decision-making were not found 

(Ducharme, 2004; Kilburg, 1997; Witherspoon & White, 1996). The benefit of guided 

discovery is argued to increase effectiveness by promoting awareness around self-

limiting behaviours and knowledge gaps hindering the achievement of an individual’s 

goals and objectives (Knutsen & Cameron, 2012). Whether this deviation from the 

literature-defined financial coaching process impacts on the client outcomes is a question 

raised from this phase of the research. 
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Step 2 - Gathering Data and Identifying Goals 

In Step 2, the client is presented with the Financial Services Guide (FSG)40 and the FCH1 

advice process begins by setting financial targets and addressing the client’s goals. The 

principal stated: 

“The dynamics are within the goals. It’s about articulating where they are now 

and what they are working towards.” 

Factored into this step is raising the clients’ awareness about their financial capacity to 

achieve their financial goals and the financial behaviours which have prevented success 

in the past. The principal described how this awareness occurs with a collaborative 

(iterative) review of the client’s financial data and use of cashflow and fact finder spread-

sheeting tools. Specifically, the financial coach analyses the client’s data and checks for 

any inconsistencies. If a surplus of income has been recorded by the client, the financial 

coach compares this to the client’s savings accounts. If the balances in the savings 

accounts are low, the financial coach will raise the issue of an inconsistency in the data 

and request the client to revise their budget. In doing so, the principal reinforces the need 

for accuracy and client accountability in relation to the clients’ foundation data. Once the 

accuracy of the financial data is verified, the client commits to actions such as replacing 

credit card spending with better budgeting systems that are aimed at improving financial 

control. Wealth accumulation and cashflow tools are also provided to the client for 

ongoing tracking. The focus on replacing negative financial behaviour with cashflow 

systems is reinforced with educational material and/or reference to public websites such 

as the ASX Share Market Game.  

“We acknowledge they may already have runs on the board. As mentors, it’s a 

matter of filling in the knowledge gap… with a heavy emphasis on action because 

there is no use having a heap of knowledge and not doing anything about it.” 

                                                 

40 Licensing requirements require organisation’s to present a Financial Services Guide (FSG) at the 

commencement of an adviser-client relationship and/or prior to giving financial advice The FSG advises 

the client of the services the organisation is authorised to provide, the fees and charges related to the services 

and the complaints resolution process.  
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Prior to the next financial coaching session, the principal stated the financial coach 

expects the client to have completed the actions agreed to. In particular, the setup of 

budget and savings accounts, channelling expenditure away from personal non-income 

producing areas and towards asset building areas.  

When asked about conducting a risk profiling41 with the client, the principal contended 

that unlike traditional financial planning approaches a risk profile questionnaire is not 

completed in the initial stages of the relationship. The reasoning for this difference in 

approach as stated by the principals is:  

“We don’t put the client in a box, like growth or balanced… we still address risk, 

but it’s from a very practical angle… Instead, the discussion around risk is more 

educational and about managing the expectation of risk to return. In this way, our 

coaching gets the clients to consider the risk they are willing to work from.”   

Observation: The FCH1 principal’s reasoning underpinning the facilitative data gathering 

process resembles Argyris (1994) and Kofman and Senge’s (2002) findings. For instance, 

these researchers find results in a coaching relationship are driven by strategically leading 

learning tools and managing the issues that undermine accountability. Knutsen and 

Cameron (2012) contend this approach differs from traditional financial planning which 

in the data gathering phase typically involves a client handing over their data to the 

advisor for recording, evaluation and forming wealth recommendations. Whether the 

clients perceive that as a result of FCH1 customised tools they have greater accountability 

for managing their financial issues is a question raised from this phase of the research.    

Step 3 - Analysis of Financial Data and Evaluation of Investment Options 

In relation to step 3, the principal described how the client’s investment capacity is 

analysed using a wealth accumulation tool (referred to as the Progress Report (PR)) and 

that pathways towards goal achievement were mapped using a financial forecast spread-

sheet (referred to as the Freedom Form (FRF)). The principal stated this is when the 

                                                 

41 Risk Profiling: A method of conducting a risk assessment of a client’s risk tolerance and  involves 

determining the appropriate mix of growth and defensive assets (CCH, 2012). 
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concept of passive income is introduced. The discussion at this point is referred to as the 

planning process and the principal said the key issues were about:  

“how the client can use their assets to work towards where they most want to be.   

Typically, we will start with assets the client is most comfortable with and knows 

about.” 

This planning discussion was said to include the issues surrounding investment risk and 

was referred to by the principal as:  

“building knowledge” 

The principal stated that FCH1 believed that how the client understands investment risk 

changes with knowledge, describing how the client’s knowledge is built, stating that 

threats such as personal, market and/or investment risk are evaluated in relation to the 

client’s specific and unique circumstances. In relation to risk, the primary focus of the 

financial coach was said to be one of developing the client’s financial literacy, capability 

and expectations of risks associated with their investment strategies. At this point clients 

are invited to financial seminars to learn and associate with like-minded people. The 

principals’ reasoning for this approach being: 

We want the risk to be tangible, because the client is going to have to sustain these 

assets for a long time in order to produce the results from that asset base… With 

the right criteria, risk is sustainable… For example, investors that feel they get 

burned, are those whose expectations have not been managed. They haven’t 

understood the risk they are managing… when the values of their investments 

drop, they are shocked. There was no preparation for the shock. 

The initial analysis and evaluation session was said to conclude with tasks for the client 

to action, diarising education events, recording the client’s progress and scheduling the 

next coaching sessions which are generally three months apart. A continuous, regular and 

iterative process of analysis and action follows which the principals state is a specific 

difference in the financial coaching approach compared to the traditional financial 

planning approach.  
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The principals also describe how in each subsequent session a S.W.O.T. Analysis42 is 

conducted by the financial coach and the client in relation to the achievement of the 

client’s goals. Typically, the strengths will be reflected in a client’s Progress Report and 

comparisons between the client’s desired financial position against their current position 

is undertaken. The principal shared how weaknesses are then identified and solutions are 

scheduled for action. Examples of the solutions given included targeted education, 

scheduling an appointment with another professional service such as an accountant, 

solicitor or town planner and/or directing the client towards researching opportunities 

such as the advantages of leveraging the client’s home equity for further investment 

and/or strategies which would create additional passive income for the client. The 

principal referred to this process of iterative and continuous analysis as “consistent, 

effective action”. 

Between one analysis session and the next, the principal contended that subsequent 

support to the client occurs either by phone, email, post or combinations of each 

(depending on the client’s preference). The principal confirmed that written 

communication included a Statement of Advice43 plus support material and/or answers to 

questions raised in the session.      

Observation: The importance FCH1 places on raising the client’s awareness of their 

financial capacity to achieve their goals, the collaborative use of financial tools and 

educational support concur with extant research of Collins (2010), Klontz et al., (2008) 

and Mangan (2010). This research finds psycho-educative processes distinguish financial 

coaching from traditional financial planning by reaching the clients’ financial goals via 

optimising financial behaviour, self-mastery of their financial skills and knowledge. 

Knutsen & Cameron (2012) contend traditional financial planning completes the analysis 

and research in order to justify their financial advice. However, to resolve an individual’s 

financial behavioural dysfunctions prior research finds education that is targeted at the 

cause of the problem essential (Anthes, 2004; Argyris, 1994; Atkinson et al., 2007; Fox 

et al., 2005; Lusardi & Mitchell, 2007; Reynolds, 2006; Tennant et al., 2009; 

                                                 

42 S.W.O.T: Strengths, Weaknesses, Opportunities and Threats 

43 Statement of Advice (SoA): An SoA is a requirement of the ASIC Regulatory Guideline RG175. To 

comply with RG175 an SoA must be clear and concise and set out the advice (CCH, 2012).   
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Worthington, 2006). Whether the clients perceive the FCH1 financial education improves 

their financial behaviour is a question raised from this phase of the research.  

Step 4 - Develop and Present the Recommendations 

In relation to Step 4, the principal described how the development and presentation of 

ongoing advice and recommendations was a collaborative process and a function of the 

client’s readiness. Specifically, the client will report on the progress of their action items 

and their independent research. In relation to the client’s independent productivity, the 

principal stated that: 

“clients are expected to do their own research… they have to fund their 

investments with their own time, in learning how the investment works, and with 

their own money. They take all that on.” 

Depending on the client’s reported progress, the principal explained how available 

opportunities are then discussed by the financial coach and any obstacles in the way of 

achievement are identified and solutions are scheduled for the client to action.  Cashflow 

and forecasting spreadsheets are used to illustrate the changes and as well as new concepts 

might be illustrated on a whiteboard by the financial coach during these discussions. The 

benefit of using visual aids, such as spreadsheeting and whiteboard illustration, was said 

by the principal to stimulate discussion and: 

“demonstrating to the client the choices they have and creating accountability 

surrounding the decisions they are making today and the repercussions on their 

plans for tomorrow … The connections are made… the path is transparent. Each 

deviation is their decision… because of the education; the client knows the impact 

on their expectations.”    

As with Step 2 (Analysis and Evaluation) these Step 4 (Development and Presentation of 

Recommendations) sessions conclude with the client agreeing to the next course of 

action, diarising education events and recording their progress. Again, the principals 

contend that in between sessions, follow-up communication and support occurs by phone, 

email, post or combinations of each (depending on the client’s preference). Written 

communication was confirmed as including a mandatory Statement of Additional Advice 

with educational support material and/or answers to questions raised in the session.      
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Observation: FCH1’s emphasis on client engagement in their own financial research and 

analysis concurs with Argyris’s (1994) argument that drivers of change in other coaching 

contexts involves getting the individual to identify their needs, objectives and wrestle 

with information relevant to their goals. Knutsen and Cameron (2012) contend 

identifying the clients’ needs and objectives is a compliance requirement and conducted 

also in traditional financial planning. However contrasting to the FCH1 focus which sees 

the client engaged in reaching investment decisions, the traditional approach emphasises 

the benefits, risks and justifications of a recommendation in the written advice document. 

Whether, as a result of FCH1 approach and communication, clients perceive they are 

better able to confidently, discern the appropriateness of wealth creation plans is a 

question raised by this phase of the research.  

Step 5 - Implementation 

The principal explained that implementation of the recommendations occur when the 

client’s financial indicators (as per their Progress Report) show readiness, the client is 

informed, their expectations of risk are sound and they have the confidence to proceed.  

Typically in this stage the principal stated that communication between the wealth coach 

and the client intensifies. The principal emphasised that: 

“it’s my job to keep the client accountable… some clients have walked away from 

us after 12 months… they felt they had knowledge to go it alone… then 

returned… they realised it was the accountability driving the goals – not so much 

the skills.” 

The principal used implementing an investment property strategy as an example of how 

this might occur. It was explained that a client will refer such things as property sale 

contracts, borrowing arrangements, financial structures and their reasoning for a specific 

choice of property to the financial coach. The client and the financial coach together then 

weigh the information against FCH1 investment property formulas. The principal 

emphasised that whilst the implementation decisions remain with the client, the impact 

of investing outside the FCH1 formulas are discussed and evaluated in great detail by the 

financial coach and the client.   

As with previous sessions, the principal explained that any implemented 

recommendations are recorded via the Progress Report and the client agrees to the next 
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course of action. Again the principal confirmed that written follow-up communication 

includes a Statement of Advice plus support material and/or answers to questions raised 

in the session. 

Observation: FCH1 admits that some clients left the FCH1 relationship reasoning they 

had enough knowledge then returned; reasoning the benefits of FCH1 was less about the 

skilling and more about having the coach keep them accountable for their goals. Recall 

Young et al. (2007) finds that a patient’s self-management of health treatments 

strengthens in the care of the health coach however the benefit was not sustained when 

the coaching contact finished. Recall Knutsen and Cameron (2012) suggest the intention 

for independent productivity in a traditional financial planning approach less important. 

Instead the implementation and ongoing management of a client’s financial plan in the 

traditional approach is controlled by the advisor as the transactional agent for 

buying/selling financial product. Whether the clients perceive they benefit with greater 

financial confidence by being independently productive is a question raised by this phase 

of the research. 

Step 6 - Review 

To maintain the client’s momentum for achieving their goals and staying accountable, the 

principals explained that review sessions are scheduled consistently and regularly during 

a year. The principal contended the frequency of sessions was based on the time needed 

for the client to complete their action items and the priority given to maintaining 

accountability and monitoring progress. In relation to the review step, the principal stated: 

“we monitor everything. We cashflow everything… everyone’s distracted with 

day to day – and often not able to get the traction in order to progress – so that’s 

my [the FCH1 coach] job to ensure they [the client] stay accountable.” 

Observation: The persistent FCH1 communication support and emphasis on accurate and 

ongoing feedback finds support in the recall of financial coaching literature which argues 

such process to drive client change and benefits (Collins, 2010; Klontz et al., 2008). 

Knutsen and Cameron (2012) contend traditional financial planning review the clients’ 

portfolio plans half yearly or annually and typically the research is instigated by the 

advisor. Whether the clients perceive a higher degree of benefit from the FCH1 

communication feedback approach is a question raised by this phase of the research.  
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 Summary of the FCH1 Interview 

The FCH1 coach held financial planning qualifications but no formal coaching 

qualifications. Further, processes specifically aimed at the clients’ self-awareness of 

emotions that cause dysfunctional financial behaviour were not found. However, 

elements of the FCH1 practice consistent with the coaching literature found to drive 

higher degrees of client benefits included the collaborative approach to providing 

financial advice, building the clients’ self-belief for financial success, client engagement 

in research and analysis of wealth creation strategies, regular communication and 

education support, and building the clients’ self-efficacy with knowledge and financial 

self-mastery via the use of financial tools.  

Whilst FCH1 complies with regulatory guidelines, this approach contrasts with traditional 

financial planning where the adviser takes responsibility for financial data gathering and 

analysis and maximising portfolio returns. Instead FCH1 assumes a role of teacher and 

educator; raising self-awareness of financial capacity and behaviours.  

The financial coaching process employed by FCH1 was segregated into six steps. A 

comparison of these steps is tabled in Appendix B.  

From the observations made in the FCH1 interview several questions were raised which 

are presented in Table 6.1 and subsequently explored as part of the survey results 

discussed in Chapter 8.   
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Table 6.1 Questions Raised from the FCH1 Interview 

 

Data which captures the client expectations of the FCH1 approach to financial advice will 

now be discussed.    

6.3 The FCH1 Client Expectations 

A set of Summary Reports of the FCH1 Client Expectations in Excel format was supplied 

to the researcher by the principal FCH1 financial coach. The reports summarised the 

clients’ expectations of FCH1 as recorded during the client’s initial FCH1 meeting44. 

Specifically, the method of collection was via client input onto an Excel-based client data 

gathering tool whereby clients were required to state their expectations of FCH1 as well 

as add financial data. The output of this report was also in Excel format and used 

internally by FCH1 to develop services and initiatives which would satisfy the 

expectations of their clients. The total number of FCH1 clients whose statements were 

recorded was 158 clients and had been collected over a period of approximately five 

years.  

From the client’s words and phrasing, an informal analysis had been conducted internally 

by FCH1 to understand the commonalities and differences and collated into a set of 

                                                 

44 Client Expectations: As part of the documentation for the initial client interview, clients are provided 

with a set of electronic excel based data worksheets. The first worksheet requires the clients to articulate 

their expectations of the FCH1. Each expectation worksheet has 5 writing cells. Other than basic 

instructions there is no other wording that would influence a client’s free thought.  

1. Did the lack of formal coaching qualifications impact the clients’ perception of benefiting from financial coaching? 

2. Did the clients perceive they benefit from the FCH1 coach’s ability to empower self-mastery and accountability for their financial 

decision-making? 
3. Did the clients perceive they benefit from the FCH1 financial skil l  development and self-mastery focus? 

4. Did the deviation [i.e not addressing self-l imiting beliefs] from the literature-defined financial coaching process impact the client 

outcomes?
5. Did the clients perceive that as a result of the FCH1 customised tools they have greater accountability for managing their 

financial issues?  
6. Did the clients perceive the FCH1 financial education improves their financial behaviour[re risk / tools / collaborative analysis]? 

7. Did the clients perceive that as a result of the FCH1 approach and communication,  they are better able to confidently, discern the 

appropriateness of wealth creation plans?
8. Did the clients perceive they benefit with greater financial confidence by being independently productive? 

9. Did the clients perceive a higher degree of benefit from the FCH1 communication feedback approach?

10. Did the client's experience align with the higher degree of benefits described in the literature?  

11. Compared to traditional financial planning, did the FCH1 clients’ perceive their expectations of financial advice are met as a 

result of financial coaching,
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matrices which grouped the expectations of clients into seven broad categories namely, 

education, communication, wealth creation strategies, guidance and direction, financial 

value, non-financial value and confidence and motivation. The broad benefits clients 

expected from FCH1 was consistent with the consumer expectations of quality financial 

advice cited in ASIC investigations (ASIC, 2003; 2010; 2012) and the literature 

describing the higher degree benefits of financial and cognitive behavioural coaching 

relationships. The comparison between the content of the Summary Report and the 

literature prompted the creation of some additional categories which then informed the 

development of the survey instrument. The benefits clients expected from FCH1 and how 

they align to the literature will now be described.   

 Overview of the Client Expectation Data 

Professionalism of Advice Processes  

Consistent with professional practise guidelines described by Jackling and Sullivan 

(2007) the clients expected to benefit by understanding the FCH1 advice. For instance, 

the benefits clients expected were: 

To “have a good understanding of my current and future plans” and “understand 

our life objectives”. Similarly, the need to understand the appropriateness of the 

advice was inferred by statements such as “give me understanding of investment 

strategies” and “information… to assist in making better and informed investment 

choices”, be… “informed investors” and “advised which financial paths to take 

and why”.  

Recall FCH1 interview finds a match between the benefit of financial coaching to have 

the client better understand the advice and the clients’ expectations to be able to make 

informed choices. Whether, as a result of the professionalism of the financial coaching, 

the clients experienced that benefit is a question posed in the broad-based survey 

presented in Chapter 8. 
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Self-Belief  

Consistent with the prior research of Bandura (1994), Ducharme (2004), Gist and 

Mitchell (1992), Kilburg (1997) and Klontz et al. (2008) the clients expected to develop 

a self-belief about their ability to create financial independence, be provided with the 

resources to enable financial independence to be realised and to be surrounded with like-

minded others. For instance, the clients expected: 

To “create a plan for financial independence”… “enable me to become financially 

secure and independent” … and to “manage money independently eventually”. 

To be provided with a “formalised structure approach to achieve our goals” and 

‘surround us with a team of professionals”… as well as be “continually inspired 

to achieve my goals”. To “help me meet more people with constructive attitudes 

towards finance” and be “put in touch with like-minded people” as well as 

“network to meet other successful people and gain from their experiences”. 

Some statements showed an expectation for FCH1 to help improve self-belief for 

instance:  

“Provide feedback as to our personal wealth mindset issues… I would like to 

discover any negative… unhelpful beliefs… mindsets we have so we can re-

program ourselves” and “to assist me to understand my spending habits… and 

apply the changes to gain results”. 

The importance of a facilitative approach in relation to these expectations was evident in 

statements such as: 

“partner me in creating a financial future”… “mentor me along my path to 

achieving my goals”… and “counsel us on what is achievable and unachievable 

regarding our goals”.   

Recall FCH1 interview finds a match between the benefit of financial coaching to create 

sustained client self-confidence and the clients’ expectations to have FCH1 build their 

self-belief, confidence and motivation for their financial success. Whether, as a result of 

financial coaching, the clients experienced that benefit is a question posed in the broad-

based survey presented in Chapter 8. 
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Guidance and Direction 

Just as ASIC (2012) and Sharpe et al. (2009) state guidance and direction as an essential 

element of quality financial advice, the clients expected FCH1 to guide, direct and assist 

them to identify and provide clarity around their financial needs, set achievable goals and 

align their aspirations with planned and achievable tasks. For instance, clients expected: 

Help us identify… “how our time can be best spent”… “areas we can better utilise 

our cash and capital”… “sound and affordable investment opportunities”… “what 

we should be doing from a negative to positive cash flow for investments.”  

To obtain a clear picture of… “where we stand financially… so we can have 

clarity and peace of mind”… “where I am, where I want to be and how to get 

there”… “where we actually want to head in the future”… and “completely 

understand my current financial position”… and have certainty… “that what we 

are doing is going in the right direction.” 

To setup… “a plan to invest”… and “provide us with balanced advice on our 

finances so we can retire from our conventional jobs”… and “put the plan in place 

with best practice financial advice and coaching”.  

Commonly, phrasing indicated the client’s expected the guidance and direction within 

the financial coaching relationship would be long term and facilitative. For instance, 

clients expected: 

“Continued support and solutions for our financial future” and… “support when 

we need it”… and “consistently” via… “an informal yet close working 

relationship – easy phone contact to cover details”. 

Guidance… “in investing in shares that will produce high passive income 

return”… “in purchasing next investment property within 6 months”… “how to 

structure our financial situation for maximum benefit”… “regarding different 

investments options and what really will get us the results”.   

Direct us… “to the right experts in the field with specific knowledge, procedural 

steps when necessary”. Direct us… “to our blind spots regarding financial views 

and decisions”. Provide “external view of our current situation”… and enable 
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“exploring alternative financial options to determine whether we are making the 

best use of our money, or should it be leveraged in a different way to accelerate 

wealth creation”.    

For the advice itself to be “specific”, “tailored”, “concrete”, “open, honest and 

constructive”, “relevant”, “sound” and “real and unbiased”. For both parties to… 

“come prepared with relevant information to each session”. To be given… “clear 

steps, instructions and paperwork” and… “homework”… “detailing how to 

achieve each task”.  

Recall FCH1 interview finds a match between the financial coaching focus to mentor the 

facilitation of the clients’ financial goals and the clients’ expectations to have FCH1 guide 

and direct the achievement of their goals. Whether, as a result of the financial coach’s 

guidance and direction, the clients experienced that benefit is a question posed in the 

broad-based survey presented in Chapter 8. 

Wealth Creation 

In line with ASIC (2012) and Teckchandri (2009) stating quality financial advice must 

demonstrate to the client the potential of wealth creation strategies, the FCH1 clients 

expected to explore various wealth creation strategies and for those strategies to be 

sustainable and realistic. For instance, clients expected:  

A wealth building strategy which explores “the various possibilities available to 

us presently and which will propel us into the future” and “explores investment 

and savings options” and “enables us to increase our contributions to our chosen 

benefactors”.   

To start “to build wealth (sustainable)” and “create a balanced”… and 

“diversified”… property portfolio and share portfolio” that “works” and “help put 

in place the mechanics to maintain it”. To help us “have investments that do not 

bog us down to the point they are unsustainable”. To help us identify strategies 

“within markets which may benefit me” and “my family”… “in the future”. In 

terms of risk management “we aren’t interested in any ‘pie in the sky’ scenarios, 

or anything that exposes our hard earned portfolio to risk. We only want factual 

and legal methods.” 
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To develop “a clear realistic road map”… and “realistic options relating to moving 

us forward”, “keeping us on track”… and “make it easy to stick to”.  

From some statements clients expected to build and increase existing wealth and create 

passive income from investment portfolios. For instance, clients expected: 

To “invest more”, “develop a 1 to 5 year plan around my finances and 

investments”, “purchase more rental properties”, “make our money work for us”, 

“create a bigger share portfolio” and “increase our personal wealth”. 

To create and “give ideas”… for “investment that generates passive income”… 

and “advise us on the best way to use our money to eventually create passive 

income” by “building up an asset base returning passive income” and… “create 

multiple sources of passive income”.  

Recall FCH1 interview finds a match between the financial coaching approach which 

sees the client building knowledge about their wealth creation and passive income 

opportunities and the clients’ expectations to have FCH1 help them explore and 

understand the wealth creation options available to them. Whether, as a result of financial 

coaching wealth creation approach, the clients experienced that benefit is a question 

posed in the broad-based survey presented in Chapter 8. 

Communication  

Consistent with Kilburg (1997), Ledingham (2003) and Passmore (2007), and compliance 

mandates (ASIC, 2010), the clients expected the FCH1 communication to be clear, 

factual, direct and sufficiently detailed as well as include advice from external expertise 

when necessary. For instance, clients expected verbal and written communication: 

To be “clear”… “friendly, honest” and “concise communication” and “direct. 

Don’t beat around the bush.” Also… “explain things in an easy way to 

understand” with “steps. Not general statements.” Regarding written advice “I 

would expect written statements of advice” and “I expect to have access to all 

(FCH1) coaches and existing networks.” 
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The expectation for FCH1 to be available, share experiences and to hear the clients’ 

concerns was also common. In addition the clients expected the communication to be 

encouraging. For instance, clients expected: 

For FCH1 to… “be available to answer any queries and concerns we have along 

the way”... “be accessible”… be encouraging such as “I expect the coach to 

contact me and see how I’m going.” For FCH1 to share “past experiences and 

wisdom”… “openly and honestly (warts and all) about my finances, goals and 

personal concerns and aspirations”.  

The need to feel engaged in the communication and discussions was expressed in 

statements such as: 

“We want to matter to you. We want you to care about our plan as much as we 

do; not just ‘another client”… and for the advice to be “tailored to each participant 

ensuring no one is left behind in the discussions.” 

Recall FCH1 interview finds a match between the clients’ expectations and the financial 

coaching approach which places importance on client engagement in discussion and 

feedback which motivates and encourages the client. Whether, as a result of the financial 

coaching, the clients experienced that benefit is a question posed in the broad-based 

survey presented in Chapter 8. 

Education Support 

Consistent with recall of findings by Anthes (2004), ASIC (2010), FPA (2009) and 

Warschauer (2002) the clients placed great importance on FCH1 to educate them on 

financial matters. Broadly, the clients expected the education support to help them to gain 

financial knowledge, to learn how to maximise their opportunities for wealth, to 

understand and be informed of investment options and financial matters. For instance, the 

clients expected: 

To gain… “financial knowledge”… “that will enable me to maximise my own 

financial position” and have … “a better understanding of the investment market 

and how that applies to my choices.”  
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To learn… “about different investment options”… methods to increase, leverage 

and promote early onset of financial freedom”… “investment options in Australia 

and any other potential tax benefits etc. of different investments”… “strategies we 

have not yet explored or do not have a detailed understanding of, so we can learn 

to make more informed decisions.” 

To understand… “more about a wide variety of investment options”… “the 

opportunities within markets and how they can be utilised to suit my needs”… 

“what is the best way to invest our money work for us”… “the process of saving 

and creating more wealth.” 

Statements such as “to increase our knowledge of investment opportunities so we know 

when and how to invest our money” indicated the clients expected FCH1 to build on their 

existing knowledge. Further, some statements either stated specifically or inferred that 

knowledge gained should have a sustainable benefit and enable the client to make 

independent financial decisions. For instance, the clients expected FCH1 to: 

“teach us ways”… to “maximise the salary we will pay ourselves in retirement” 

and use “a spreadsheet which allows us to track our success against the plans we 

make”… “and pass (the knowledge) on to children.” 

“develop the skills and knowledge to allow me to make sound investment 

decisions now, and into the future”… “and learn additional information on my 

own.” 

As a result of the education support, the clients expected specifically to understand how 

to discern which investments were available to them, how to invest in property and/or 

shares, how minimise taxation and manage their investment risk. For instance, clients 

expected: 

To know… “all options available in investing, eg. property, shares, 

superannuation etc.” and … “how to confidently purchase” and… “how to use 

them to our advantage” which will “give us both cashflow and long term capital 

growth”. 

To educate…“us about the different investment sectors, the pros and cons within 

each sector, and how to choose an investment wisely within each sector”. To be… 
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“taught how to invest” and … “about risk management with investing” and… 

“strategies we can use to combat some of the risks”. To be able “to analyse 

existing business in the share market” and be kept “up to date with market 

changes”.  

Just as FPA (2009) and Warschauer (2002) argue for the usefulness of financial tools to 

enhance teaching effectiveness, the clients expected FCH1 would teach practical financial 

skills aimed at their self-mastery, financial confidence and more accountability for their 

finances. For instance, the clients expected FCH1: 

To teach us … “when to use the appropriate investment options” and … “how to 

invest for maximum growth”. To teach us how to “use money more efficiently”, 

put in place “good saving practices” and “maximise savings” so that… “we are 

confident in making our own financial decisions”. 

To support… “a disciplined habit of sound financial practices, minimising leakage 

and making the most of my income”…  and support “my learning how to develop 

a budget and stick to it.” 

The clients expected FCH1 to provide them with tools to gain control of their finances, 

budgeting and planning future expenditure. For instance, clients expected: 

To be provided with tools that… “teach us how to run our budget properly using 

our own personalised spreadsheet that we can fully understand and which shows 

us that our wealth is growing in line with any plans you help us to create”. To 

“teach us how to understand those tools so we know what we’re doing and why 

we’re doing it”… and “sustain ongoing wealth creation”.  

Recall FCH1 interview finds a match between the financial coaching approach which 

places importance on client education and the clients’ expectations for FCH1 education 

support to help them understand financial matters and be better informed about the advice 

they receive. Whether, as a result of the financial coaching education support, the clients 

considered the education valuable and they benefited with better understanding of 

financial matters is a question posed in the broad-based survey presented in Chapter 8. 

Recall FCH1 interview finds a match between the financial coaching approach which 

places importance on the use of financial tools to track the clients’ progress, motivate 
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momentum and enhance financial understanding and the clients’ expectations for FCH1 

teaching to include the use of financial tools. Whether, the clients considered the FCH1 

teaching was effective and they benefited because the financial tools helped them improve 

their financial understanding is a question posed in the broad-based survey presented in 

Chapter 8. 

Financial Benefits  

Consistent with recall of findings by Rice (2008) the clients’ expected the financial 

benefits from the FCH1 approach to enable them to live a comfortable, self-funded 

retirement along with self-managed superannuation investment. Immediate expectations 

were in relation to cash management, budgeting, debt management, tax planning and 

better contingency planning. For instance, the clients expected: 

To “create a plan for the future so we can retire comfortably” and… “live better 

as we get older”… with help to “self-manage our superannuation” and “enable 

retirement as self-sufficient retirees”.  

To “put a budget process in place”… and “reduce debt”. To “become better, more 

disciplined stewards of our money” by being aware of… “the money wasted on 

incidentals” and “assist us curbing very poor financial habits”. To plan for 

contingencies with “at least 3 pays in my bank”. 

To get advice about “tax minimisation structures” such as “best asset protection, 

unit trusts and discretionary trusts”. To “maximise tax refunds” and ‘show me the 

most tax effective options for my situation/goals”.  

The importance of a facilitative approach in relation to cash and debt management 

expectations was evident in statement such as “we expect to be fully involved and 

committed to this process and we are aware that this will involve work on our 

part”. 

Recall FCH1 interview finds a match between the financial coaching approach which 

places importance on demonstrating to the client the choices they have the use of financial 

tools to track the clients’ and the repercussions of their decisions on tomorrow and the 

clients’ expectations for better financial management and contingency planning. 
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Whether, as a result of financial coaching, the clients experienced those financial benefits 

is a question posed in the broad-based survey presented in Chapter 8. 

Peace of Mind Benefits 

Consistent with recall of findings by Anthony et al. (2002), ASIC (2010) and Rice (2008) 

clients expected the FCH1 approach to help them “sort out finances” and benefit them 

with the peace of mind and financial satisfaction associated with reduced financial stress, 

feeling freer to enjoy family activities and having a clearer pathway towards the clients’ 

financial goals. For instance, the clients expected: 

To “sort out our finances so that in turn we can sort out our personal life”… 

“we’ve hit rock bottom, we need to sort out or finances” and “be able to pay our 

bills on time”. To develop a “plan that will secure me a home”, to have… “clarity 

and peace of mind”… and “take time to enjoy life with our kids”. 

Recall FCH1 interview finds a match between the financial coaching approach which 

places importance on mapping pathways towards the clients’ financial goals and keeping 

the client accountable and the clients’ expectations for peace of mind benefits associated 

with greater clarity and reduced stress surrounding their finances. Whether, as a result of 

financial coaching, the clients experienced those peace of mind benefits is a question 

posed in the broad-based survey presented in Chapter 8. 

Confidence and Motivation 

Consistent with recall of findings by Argyris (1998), Farlardeau and Durand (2002), 

Mather (2002) and Mangan (2010) the clients expected to gain confidence in relation to 

financial decision-making abilities and financial matters as a result of the FCH1 financial 

coaching relationship. This expectation was one of the most frequently cited. For 

instance, clients expected: 

To “develop the confidence to make sound investment decisions”… “increase my 

self confidence in relation to all things financial”… “help us grow our confidence 

to make appropriate (and successful) financial decisions” and to “feel financially 

secure and confident that we are making the most of our current finances.” 
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In the same vein and consistent with recall of the distinguishing financial coaching 

benefits described by Klontz et al. (2008), the clients wanted: 

The confidence… “to act on financial initiatives and actions” and to “stop 

procrastination and enable the best financial outcome for me”. Similarly, they 

expected to be motivated “into action” and “to stop avoiding looking and dealing 

with financial… problems” as well be held accountable and “force me to pay 

attention to my finances” and “become more proactive about investments”… and 

likewise “kick our arse for being complacent with our finances”.  

Consistent with recall of research by Collins et al. (2008), Klontz et al. (2008) and 

Mangan (2002) which finds financial coaching to better empower personal financial 

control, accountability and behaviour, the clients expected: 

… to “keep us accountable” and “hold us accountable for achieving the goals we 

agreed upon”… keep us accountable for action items outlined”… and “help me 

stay accountable and for getting out of debt”.  

Recall FCH1 interview finds a match between the financial coaching approach which 

places importance on building the clients’ knowledge and continuous and effective action 

and the clients’ expectations for increased confidence and motivation to attain their 

financial goals. Whether, as a result of financial coaching, the clients sense of financial 

satisfaction was improved and it had a positive effect of their wellbeing is a question 

posed in the broad-based survey presented in Chapter 8. 

 Summary 

The clients’ expectations of FCH1 are found to be consistent with the literature and match 

the content of the interview. For instance in terms of professionalism being informed and 

understanding the financial advice was important and the clients also placed value on 

FCH1 partnering and counsel to build their self-belief and confidence.  The clients 

expected guidance, direction and continued support to facilitate clarity around pathways 

to financial success and to be able to explore and understand wealth creation opportunities 

for passive income and how to sustain the strategies. An expectation for not only clear 

communication but also to be engaged in discussion and for the FCH1 coach to be 

available to hear their concerns is apparent.  
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Education expectations are found to extend to building knowledge, being taught and 

being shown how to use financial tools to support better financial behaviour. Consistently 

the clients expected financial benefits such as better budgeting and debt management and 

being more able to self-fund retirement. The term ‘sort out finances’ is found commonly 

expressed by clients in relation to the peace of mind benefits they expected. Expressions, 

such as financial control and accountability are found consistently used in relation to the 

expectation to be confident and motivated as a result of FCH1 financial coaching.  

From the observations made of the FCH1 client expectations several questions were 

raised as to whether the clients perceive the benefits they expect from FCH1 had been 

met. These questions are listed in Table 6.2 and subsequently explored as part of the 

survey results discussed in Chapter 8.   

Table 6.2 Questions Raised from the FCH1 Client Expectations 

 

An observation of the shift in the client’s self-reported self-efficacy is now presented.  

 

6.4 The Wealth Wheel: Shifts in Self-Efficacy  

Overview 

As stated during the interview, the Wealth Wheel (WW) Questionnaire is one of four 

tools used by FCH1 and tracks the clients’ self-reported changes in their levels of self-

efficacy towards their goal achievement, strategy and plan, direction, control, budgeting, 

1. Did the clients experience better understanding and were able to make informed choices? 

2. Did the clients experience sustained self-confidence, build self-belief and were motivated? 

3. Did the clients experience better guidance and direction, clarity, SMART goals, align aspirations with achievable tasks, expertise, 

tailored]? 

4. Did the clients experience [sustainable WC, build WC knowledge, passive income opportunities - explore and understand 

options]? 

5. Did the clients experience [written and verbal communications are clear, factual, encouraging, accessible, engaging]? 

6. Did the clients consider the education valuable and did they benefit with better understanding of financial matters? 

7. Did the clients consider the FCH1 teaching was effective and they benefited because the financial tools helped them improve their 

financial understanding?

8. Did the clients experience financial benefits?  

9. Did the clients experience [peace of mind benefits - feeling freer, clearer pathway, reduced stress]? 

10. Has the client's sense of financial satisfaction improved and has finanical coaching had a positive effect of their wellbeing?
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surplus/deficit, stress control, investments, knowledge and experience. The questionnaire 

requires the client to indicate on a scale of 1 to 10 how proficient they are in terms of the 

above factors (an extract of each question is included in the analysis below). A summary 

of the data showing the tracked changes of 28 clients45 was provided to the researcher, in 

Excel format, for observation and was created from data where two WW had been 

completed by the clients. The first was completed as part of the initial client interview 

and the second was completed by the client, approximately one year later. The changes 

in these clients’ WW data are graphed and presented in Figure 6.1 and Table 6.3 

summarises the percentage change in each factor.  

Observations: The self-reported changes in the clients’ self-efficacy towards the WW 

factors find some consistency with Bandura (1982) who argues that an individuals’ self-

efficacy can be successfully changed. Considered together Figure 6.1 and Table 6.3 show 

that clients perceive the greatest self-reported change is in direction, strategy/plan and 

knowledge and the least is in stress and spending (surplus/deficit) control. 

 

Figure 6.1 Changes in FCH1 Clients’ Self-Reported Self-Efficacy 

                                                 

45 Wealth Wheel Observations: Whilst the intention of FCH1 was to have all clients complete the Wealth 

Wheel only some had been asked to complete more than once. FCH1 explained that feedback from clients 

was regularly sought and even though they valued the data from the Wealth Wheel there was reluctance to 

requesting additional feedback. Nonetheless for the purposes of this thesis, the observations represent 

approximately one third of the FCH1 clients and are considered useful. 



 Page 118 

 

 

Table 6.3 Summary of the Percentage Change in Each Factor 

 

In order of the greatest to the lowest percentage change, specific observations made are 

as follows: 

Direction 

How much direction the clients feel about their finances is gauged from question 3 on the 

WW questionnaire (shown in Figure 6.3) and their perceived level of certainty is scaled 

from 1 - not really sure to 10 - knowing exactly. 

 

Figure 6.2: WW Extract - Direction 

Figures 6.1 and 6.2 show that direction is the most improved factor (i.e average score of 

4.21 to 7.14/69.7% change). The clients’ self-reported improvement is indicative of a 

recall of literature by ASIC (2012) and Sharpe et al. (2009) that find guidance and 

direction to be a benefit of quality financial advice. 

Strategy Plan 

As shown in Figure 6.4 the second WW question aims to understand whether clients have 

worked out how they plan to achieve wealth by using a scale of 1 to 10 i.e. 1 - have no 

idea to 10 - mapped exactly. 

DIRECTION 69.7%

STRATEGY / PLAN 63.9%

KNOWLEDGE 60.0%

INVESTMENTS 45.2%

EXPERIENCE 44.6%

GOALS 35.2%

BUDGETING 33.7%

CONTROL 27.3%

STRESS CONTROL 26.5%

SURPLUS / DEFICIT 21.6%

Summary of the percentage change in each factor
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Figure 6.3: WW Extract – Strategy Plan 

Figures 6.1 and 6.2 show that strategy/plan to be the next most improved factor (i.e. 

average score of 3.91 to 6.41 / 63.9% change). A recall of literature by ASIC (2012) and 

Teckchandri (2009) finds the clients’ self-reported improvements indicative of the 

benefits and regulatory requirements of financial advice.  

Knowledge 

Figure 6.5 shows question 9 which gauges how much clients knew about investing and 

the clients responded using a scale of 1 to 10 i.e. 1-know very little to 10-could deliver a 

comprehensive lecture on all forms.  

 

Figure 6.4: WW Extract - Knowledge 

Figures 6.1 and 6.2 show that knowledge to be the third most improved factor (i.e. average 

score of 3.45 to 5.52/ 60% change). The improvement is indicative of the literature which 

finds education support to be a measure of quality financial advice (Anthes, 2004; ASIC, 

2010; FPA, 2009) and a factor which improves an individual’s financial literacy (Fox et 

al., 2005). 

Investments 

Where clients are at with their investments is the focus of question 8 as shown in Figure 

6.6. Clients scaled their response from 1 to 10 i.e. 1 - not having any to 10 - having enough 

to generate a passive income to replace their work.  
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Figure 6.5: WW Extract - Investments 

Figures 6.1 and 6.2 show a mid-range improvement in the clients’ perception of their 

investments (i.e. average score of 2.52 to 3.66 / 45.2% change). Based on literature by 

Shobe and Page-Adams (2001) who find high levels of financial satisfaction to be 

empowered to acquire assets, this factor may not to have reached its potential. 

Experience 

How much investment experience clients had is the focus of question 10 ,as shown in 

Figure 6.7. Their level of experience with previous investment is indicated on a scale of 

1 to 10 with 1 being; never before to 10 being; invested over many years in all areas.  

 

Figure 6.6: WW Extract - Experience 

Figures 6.1 and 6.2 show a mid-range improvement in the clients’ perception of their 

experience with investment (i.e. average score of 2.86 to 4.14 / 44.6% change). A benefit 

of financial coaching is argued to enable clients to handle more of their own financial 

decisions (Mangan, 2010; Payne et al., 2010; Sharpe et al., 2009). Based on this argument, 

this factor may not have reached its total potential. 

Goals 

As shown in Figure 6.8, question 1 focused on goals and required clients to indicate 

whether they had worked out how much wealth they’ll need. Their level of certainty is 

indicated on a scale of 1 to 10 i.e. 1-avoidance to 10 - knowing exactly. 

 

Figure 6.7: WW Extract - Goals 

Figures 6.1 and 6.2 show a relatively lower improvement than other factors (i.e. average 

score of 4.90 to 6.62 / 35.2%). A recall of literature by Elliot (1999) and Martin and 
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Dowson (2009) finds goals to be the underlying motivation for performance and an 

affirmation of competence. Based on this argument, this factor may not have reached its 

potential.  

Budgeting 

Question 5 aimed to understand how clients rated their budgeting. As shown in Figure 

6.9 a scale of 1 to 10 is used with 1being; not good to 10 being; very good. 

 

Figure 6.8: WW Extract - Budgeting 

Figures 6.1 and 6.2 show a relatively lower improvement (i.e. average score of 5.03 to 

6.73 / 33.7%). Based on these scores, the clients’ initial perception of their budgeting 

skills is above average and is consistent with the literature indicating an ideal financial 

coaching client has demonstrated their ability to have (Mangan, 2010). However Klontz 

et al. (2008) argues financial satisfaction is a function of active saving and consequently 

this factor may not have reached its potential.  

Control 

How much control clients perceive they have over their money is gauged from question 

4 and, as shown in Figure 6.10 clients were required to scale their response from 1 to 10 

i.e. 1- completely out of control to 10- completely in control. 

 

Figure 6.9: WW Extract - Control 

Figures 6.1 and 6.2 show the third lowest percentage change is related to money control 

(i.e. average score of 5.31 to 6.76 / 27.3%). From this score clients’ initial perception is 

their money control is above average and appears consistent with Klontz et al. (2008) 

who finds the ideal financial coaching client to have a mild dysfunctional perception of 
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performance deficits in relation to finances. However, based on the Joo and Grable (2004) 

study who finds psychologically, a person’s financial wellbeing is a function of being in 

control of financial demands. Consequently, this relatively small change may indicate 

this factor does not reach its full potential.   

Stress Control 

As shown in Figure 6.11, question 7 focussed on stress control by asking clients to 

indicate how much stress and anxiety is associated with their money on a scale of 1 to 10 

i.e. 1- very stressed to 10- very comfortable with finances.  

 

Figure 6.10: WW Extract – Stress Control 

Figures 6.1 and 6.2 show the second lowest percentage change is related to stress control 

(i.e. average score of 5.59 to 7.07 / 26.5%). Based on Klontz et al. (2008) who finds 

psychologically, financial wellbeing is a function of low levels of financial stress and 

whilst the change indicates FCH1 clients are more comfortable with their finances, this 

factor may not have reached its potential.  

Surplus/Deficit 

How clients compare their spending to earnings is the focus of question 6. As shown in 

Figure 6.12, a scale of 1 to 10 is used i.e. 1 being; spend a lot more to 10 being; spend a 

lot less.  

 

Figure 6.11: WW Extract – Surplus/Deficit 

Figures 6.1 and 6.2 show the smallest percentage change is related to spending control 

(i.e. average score of 5.03 to 6.73 / 21.6%). Literature by Collins (2010) and Klontz et al. 

(2008) contend financial coaching assists the client reach their financial goals via 
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optimising the financial behaviour. This small shift indicates this factor may not reach 

full potential.    

 Summary 

The FCH1 generated data shows that as a result of financial coaching, the greatest 

improvement in the clients’ self-reported self-efficacy is in relation to direction, strategy 

and planning and knowledge and concurs with the literature finding these factors as 

potential benefits of financial coaching and quality financial advice. Conversely, the least 

improved related to control factors such as being in control of money, stress control and 

surplus/deficit (spending control).  

The financial coaching framework described in the literature emphasises the importance 

of contemplation and consolidation of new behaviours via tools that raise self-awareness 

(Collins, 2010; Klontz et al., 2008; Mangan, 2010). Hence, the intention underpinning 

the WW Questionnaire (i.e. to gauge the shift in the clients’ self-efficacy and financial 

behaviour) is found to align with the coaching principles referred to in Chapter 3. 

However, whilst the intention is evident, it is proposed the lack of change (i.e. related to 

control of money, stress and spending) stems from a mild financial dysfunction (as cited 

by Mangan, 2010 as a typical characteristic of a financial coaching client) or alternatively, 

the FCH1 as efficacy builder has not raised the clients’ self-efficacy towards financial 

control to its potential.  

6.5 Conclusion 

In this chapter, the results of the interview with FCH1 were presented and the processes 

used to facilitate financial coaching were outlined. Next, a comparison between the FCH1 

approach and the established financial coaching and client-centered literature was 

presented to determine whether the underpinning principles and the purported benefits 

aligned with literature presented in Chapters 2 and 3. The clients’ expectations of 

financial coaching were then presented in light of the consistency of their expectations to 

the literature. Finally, how the clients’ perceived their self-efficacy had changed as a 

result of financial coaching was presented and observations were compared to the 

literature.  
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Overall the collaborative FCH1 approach to providing financial advice was found to be 

consistent with the coaching and client-centered literature. Also aligned to the literature 

were the purported benefits of the FCH1 approach such as building the client’s self-

efficacy with knowledge and self-mastery via financial tools. Although, contrary to the 

literature, the FCH1 financial coach did not hold formal coaching qualifications and 

processes aimed at the client’s self-awareness of emotions that cause dysfunctional 

financial behaviour were not evident in the FCH1 approach.  

The next chapter is the second of three empirical chapters and presents an exploration of 

two financial planning practices that also employ a financial coaching approach. As 

stated, the limitation of the FCH1 case study is that it is only one financial coaching firm 

and consequently, external validation is complimented by further exploration of two 

similar businesses.  
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Chapter 7:  The Hybrid Financial Advice Practice: 

Exploration of Two Practices  

7.1 Introduction 

This chapter is the second of three empirical chapters. It forms the second part of the 

empirical results and analytical section of this thesis. This chapter presents the 

observations from two interviews with the principals from two financial planning 

practices that employ a hybrid of financial coaching with traditional financial planning. 

The businesses purport to differ from mainstream traditional financial planning in that 

client outcomes are achieved by embedding financial coaching into the routine and 

traditional 6 step financial advice approach. The purpose of this chapter is to present an 

analysis of the differences and similarities employed by the hybrid financial advice 

practices compared to the pure financial coaching and traditional financial planning 

approaches. This will add further evidence relevant to research questions and support the 

development and analysis of the results from the broad base survey presented in Chapter 

8, the final empirical chapter.  

The next two sections provide an overview of each of the hybrid businesses, the role of 

the advisers in the hybrid approach and a comparison of the business operation to FCH1 

and the traditional 6 step financial advice approach. How these observations inform the 

broad-based survey instrument is made in the conclusion.  

7.2 The Hybrid Financial Advice Practice 1 (FBL1) 

The first interview was conducted between the researcher and the FBL1 principal adviser. 

FBL1 operates with a team of accounting, tax and financial planning specialists. Only the 

principal financial adviser was present for the interview. The interview was designed to 

gain an overview of a hybrid financial advice approach and where the value of this 

approach stems from. The interview was designed to also develop understanding about 

how this hybrid approach is different from financial coaching and traditional approaches 

in terms of satisfying their client’s expectations of quality financial advice and realising 

their economic, financial and psychological potential. 
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 FBL1 Overview 

FBL1 was said to offer accounting and licensed financial advice services. The principal 

of FBL1 described the practice’s core services as delivering financial advantage to clients 

through: 

 “collective thinking from a team that result in one clear solution”.  

In addition, their financial advice employs financial education and financial psychology. 

The emphasis on a client’s financial psychology was how FBL1 was said to differ from 

traditional financial planning, for instance the principal argued: 

“In my view, traditional financial planning is order taking… which has been all 

about the money… we do – financial… planning (said slowly to emphasise each 

word) and that’s where you put the client first. In other words the client is the 

client, not just the money. The money is just there to serve the clients and provide 

the financial resource to fulfil their hopes, dreams and aspirations for their life.” 

The financial psychology element is incorporated via the use of MoneyMax46 (which has 

been used for almost 20 years by the principal adviser), a profiling instrument used to 

identify behavioural traits of the client associated with their relationship to their money.  

“… and combined with their hopes and aspirations, strengths and weaknesses – 

you deduce how they perceive the money… only then do you know the client.”  

Given that each client is different, the principal adviser contends that understanding the 

psychological factors underpinning a client’s financial decision-making means the 

adviser can know with greater confidence how to financially coach and advise them: 

“The differences are dependent on their psychology… there is a lot of psychology 

in how you respond and manage the conversation with a client… because often 

there is pain (associated with their financial situation).” 

                                                 
46 MoneyMax: Financial Psychology Corporation's Moneymax® materials have been developed for 

financial professionals to fulfill the challenge of understanding how to establish better rapport, enhance 

trust and optimally satisfy potential and current clients.  

Retrieved from https://www.financialpsychology.com/Products/monmax.asp  June 30, 2015). 

 

https://www.financialpsychology.com/Products/monmax.asp
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By blending the benefits of financial coaching with the benefits of traditional financial 

planning and quality financial product advice, the principal believed they dealt with the 

whole of the client’s needs:  

“Because at the end of the day, we will ALL have to obey the same set of rules… 

the tax laws are the same for everyone; there is only 1 BHP, 1 NAB. There is one 

set of investments and so it is important that we understand the client, in the 

context of their money, and how it all fits into their total situation.”  

Both the accountants and the financial advisors refer to their personal experiences that 

required strategic thinking, research and planning to solve a range of financial problems 

as the prompt to offer their clients financial advice hybrid with financial coaching. 

Observation: Recall Chapter 3 literature finds the FBL1 approach to resemble the psycho-

educative concepts emerging from the studies of financial coaching (Klontz et al., 2008; 

Sharpe et al. 2009; Wagner, 2002). FBL1’s recognition of a client’s financial psychology 

differentiates their approach from the traditional financial planning approach. Further, 

their well-established practice of using the Money Max instrument to identify a client’s 

psychological financial traits adds the layer of psychology, identified by the researcher, 

as a gap in the FCH1 model. Whether as a result of this psychological attention the hybrid 

model is more likely to bring about the purported benefits of financial coaching and 

counter the deficiencies found in traditional advice is a question raised in this phase 

requiring further investigation. Clients of FBL1 were subsequently surveyed, as part of 

the broad - based-survey investigation and results are presented in Chapter 8. 

 The Role of the FBL1 Financial Planner 

The principal contended the role of the FBL1 financial planner was to get to know the 

client to the point where the financial planner can communicate with the client in an 

effective way which is meaningful to the client:  

“We never pre-judge a prospect and we never prejudge what is important to them. 

What might be important to them might seem absolutely and totally meaningless 

to the money side of the equation.” 

To perform this role the principal stated: 
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“the skills required were people skills and training focused on knowing how to 

ascertain what’s important to the client; what is front of mind for them and what 

is it the client wants to know”  

Additionally, the principal emphasised the role of the FBL1 adviser was to ensure the 

client: 

“is informed enough - with a strong emphasis on enough to make a confident 

financial decision.” 

“… this is the essence of a true financial coach, but without necessarily calling it 

financial coaching – we’ll just call it – very good financial planning.” 

To be effective in this role the principal confirmed his qualifications extended to: 

“Level 1 of executive coaching and would really love to take that through to level 

4 which... “takes a couple of years plus 90 hours of mentoring, then use that skill 

in a financial planning sense”.  

Observation: Recall of Chapter 3 finds the role of the FBL1 financial adviser to resemble 

the attributes characterising a financial coach in the PFPA context found in the literature. 

Specifically, FBL1’s emphasis on the need for core financial planning competencies and 

familiarity with coaching skills concurs with the prior research (Klontz et al., 2008; 

Mangan, 2010; Payne et al., 2010; Sharpe et al., 2009). Recall of Chapter 2 finds the 

connection made by FBL1 regarding their hybrid approach and its influence on effective 

client communication to concur with ASIC (2012) evaluation of good financial planning 

advice. Whether, as the FBL1 principal contends, this hybrid of financial coach and 

financial adviser, improves the effectiveness of their client communication, is a question 

raised from this interview. The survey, subsequently distributed through FBL1’s client 

base informed this question and the results are presented in the next chapter.  

 The FBL1 Process 

Whilst there is an overlay of financial coaching with the FBL1 hybrid approach, the 

traditional 6 steps of financial planning advice, described in Chapter 2, is followed. For 

the sake of an orderly comparison between financial coaching, traditional and hybrid 

approaches this section is presented in a 6 step format. 
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Step 1 – Establishing the Relationship 

The principal stated the relationship with the client is paramount:  

“Sometimes, for example as I did with one lady, I spent up to six months just 

working on teaching her and building our relationship, before she felt remotely 

confident making a decision around her money.”  

Additionally, trust should never be broken: 

“We have one client in her 90s who absolutely and totally relies on us and I mean 

totally… it is such a privilege to have that level of trust… that you just cannot 

betray it.” 

Observation: Recall of Chapter 3 finds FBL1’s attention on client trust to concur with 

Klontz et al., (2008) who find the ability to empower and encourage a client in the 

financial coaching relationship is essentially created from earning their trust. As with 

FCH1, FBL1’s emphasis on building the client’s confidence with financial matters 

concurs with outcomes of improved financial literacy found in the literature and shown 

to be an obligation of the financial planning industry (Anthes, 2004; Worthington, 2006). 

A recall of Chapter 2 finds FBL1’s attention to trust to resemble a principal issue raised 

in the literature places an importance of trust in the financial planning client-adviser 

relationship and a quality that traditional financial planning needed to regain. Whether, 

as a result of the hybrid approach to the establishment of the client relationship, clients 

perceive they benefit is a question raised from this phase and results from subsequent 

investigation are presented in the next chapter.  

Step 2 - Gathering Data and Identifying Goals 

In terms of gathering data and identifying goals, the blend of financial coaching and 

traditional financial planning processes are purported to enable a deeper layer of 

understanding about the motivators underpinning the client’s aspirations. For instance, 

the principal explained: 

“pretty much all people that come in to our practice are innocent and naïve around 

money and what they think is important… their initial concern might be – do I 

buy an investment property in this suburb or that suburb. However, wanting an 
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investment property is not the real goal…you don’t really want an investment 

property … your goal is to have a sense of security and stuff in place so that in 

the future, you will have assets and investments in place to maintain your 

lifestyle.”  

Consequently, in this step the principal stated: 

“… my job is to unpack or unload what I call ‘the bowl of spaghetti’ about their 

perceptions of their money and unload layer by layer.” 

Observation: FBL1’s intention to understand the client’s motivations in the gathering data 

step concurs with the characteristics of financial coaching which distinguish it from 

traditional financial planning (Mangan, 2010; Payne et al., 2010). Unlike FCH1, with 

FBL1 there is less expectation on the client to conduct their own cashflow analysis. 

Instead, FBL1 like a traditional financial planner ascertains the client’s financial capacity 

via financial tools. Whether these factors impacted the perception of client benefits 

required further investigation and the survey results presented in the next chapter address 

the findings.   

Step 3 – Analysis of Financial Data and Evaluation of Investment Options 

In terms of analysis and evaluation of the client’s financial data, the principal stated:  

“we structure the money, structure their finances… and… all of the variables in 

their life are considered”.  

Typically, the principal stated the questions which arise are:  

“Do we invest the money in super… in their own name, joint names, company 

or… a trust or… in a private ancillary fund… are we leveraging or… are we 

negatively gearing… what’s the tax play?” 

Given the FBL1 adviser has a deeper level of understanding about the client, the principal 

stated the structure has two qualities: 

“How much control will the client want and eventually have over their 

investments and how much flexibility is desired.” 
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Observations: The financial analysis and evaluation conducted by FBL1 is found to be in 

line with the traditional financial planning 6 step process described in Chapter 2 

(Warschauer, 2002). However, the integration of financial product advice within the 

hybrid approach differs from FCH1. Whether clients are likely to be more satisfied with 

the realisation of their financial goals, as a result of this hybrid approach to financial 

advice, is a question raised from this phase and addressed by the broad-based survey 

presented in the next chapter.   

Step 4 – Develop and Present the Recommendations 

Development of the advice was said to demonstrate the financial skills of the adviser:  

“… no matter what the client has and what the tax structure; no matter what tax 

play – you’ve got to then invest the money. Subsequently, it is where you invest 

the money that your financial skills are developed in and with the client.”  

In terms of presenting the recommendations, the FBL1 educational focus was said to 

ensure: 

“They get to understand (the advice)… and when skill is developed in the client 

and this takes time… but it’s important the client knows within their desired 

requirements.” 

For some, the education was said to be more intense: 

“some clients really do want to know how to tune the engine, change the wheel 

and if it breaks down, how do I fix it. Others just want to know - where the 

accelerator is. What are the rules of the road? Where do I plant my foot? If I 

breakdown, who do I call?” 

Observation: Recall of Chapter 3 finds support for FBL1’s view of the importance of 

skill building to drive performance and improve an individual’s perceived and actual self-

efficacy (Bandera, 1994; Freundenberg et al., 2010) and similarly in health and executive 

coaching (Parry et al., 2006; Passmore, 2007). FBL1’s emphasis on building the client’s 

skills distinguishes it from traditional financial planning, however the emphasis is found 

to be similar to the FCH1 approach. However the FBL1 appears more flexible than FCH1 
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in that financial products are sold as part of the advice and the client’s understanding of 

the advice is reinforced with an emphasis on education (at the level of the client).  

Step 5 – Implementation  

The implementation step was said to be a function of the time taken and the care you 

extend to the client, which in turn was said to create: 

“an intimate financial relationship… and… then you go on to move from the plan 

to the road map (the implementation step), through the transitions in life to then 

defining of the lifestyle and the changing of the lifestyle and over time building 

and analysing their financial resources – with a view to satisfy their hopes, dreams 

and aspirations.  

For example, as I did with one lady, I spent up to six months just working on 

teaching her and building our relationship… she was so petrified with the amount 

of money she had and the amount she had to deal with… Figuratively speaking – 

it’s just that she had been living in a big house with a chauffeur [she hadn’t] but 

from a financial point of view she had. Then it was like being put in a smaller 

house and needing to drive around in her own car. The problem is she doesn’t 

know how to drive. So firstly, we spent a lot of time teaching her how to drive.”  

Observation: Recall of Chapter 3 finds FBL1’s view of the importance of care in the 

relationship concurs with the value-source found in client-centered relationships (Naude 

& Buttle, 2000; Ulaga & Eggert, 2006; Welch 2006). Similarly to FCH1, FBL1’s view 

of the implementation step is that it is a function of the client’s readiness. Whereas in 

traditional financial advice, implementation tends to follow the finalisation of the 

Statement of Advice and which has a general turnaround time of 2 – 3 weeks.  
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Step 6 - Review 

In terms of the review process, the principal emphasised that every client is different and 

therefore: 

“it’s important then to follow through with the continuing education and that 

which demonstrates the continuing care that you showed in the very first place, 

when you asked, what did they want to do… You can’t just say great – got ‘em – 

let’s just shove it into blah managed fund… next… You’ve got to follow through 

– so the education doesn’t just finish there – it goes through with teaching them 

to drive the product.”  

The emphasis on educating and coaching in each stage, including implementation was 

said to be: 

“Central to what differentiates us” 

Observation: Recall of Chapter 3 finds the intention underpinning FBL1’s review process 

to be similar to the sixth stage in Klontz et al., (2008) where the success of financial 

coaching relationship culminates in a long term partnership focused on leveraging the 

client’s financial assets. Recall of Chapter 2 finds FBL1’s review philosophy may counter 

the deficiencies in traditional financial planning advice exposed by ASIC (2003; 2006; 

2010). FBL1’s attention to continuing care is similar to FCH1’s approach which is based 

on regular and consistent financial coaching sessions during the year. How FBL1 differs 

from FCH1 in this stage is the adviser assumes responsibility for a performance review 

of a financial product and the client is less involved in that evaluation. 

Other 

In closing the interview, the principal shared his view of the importance of coaching 

psychology in financial planning practice and how readily available the skill sets from 

established professions were. For instance: 

“Because all of the research available... to be an effective executive coach, such 

as in coaching psychology… all the skill sets (for financial coaching) are already 

on the planet… If only the content could be dragged into the financial services 

industry… it would fit – like hand in glove. Combined with training in emotional 
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intelligence and consideration of the many models out there (i.e. cognitive 

models; the money quotient model, the sudden wealth model) and questioning the 

client and behavioural finance… as financial planners… we would then 

understand why clients do what they do… in a more spaced academic way – so 

that it can be – a core RG146 competency requirement.” 

 Summary 

This interview showed FBL1 to employ a hybrid of financial coaching (i.e. using psycho-

educative practices) and traditional financial planning (i.e. introduction of financial 

products in a client’s portfolio). As with the financial coaching literature FBL1 

distinguishes its approach from traditional financial planning with a focused attention on 

a client’s psychological relationship to money (i.e. using the MoneyMax instrument). 

This added layer of psychology is found by the researcher to fill a gap identified in the 

financial coaching approach employed by FCH1.   

7.3 The Hybrid Financial Advise Practice 2 (FBL2)  

The second interview was conducted between the researcher and the FBL2 principal 

adviser. FBL2 also operated with a team of accounting, tax and financial planning 

specialists. Only the principal financial adviser was present for the interview. The second 

interview was designed to have a broader look at the hybrid financial advice approaches 

and to understand the similarities and differences in terms of, where the value of this 

approach stems from and how this hybrid approach might satisfy the expectations of 

quality financial advice and realise the recognised economic, financial and psychological 

client benefits. 

7.3.1 FBL2 Overview 

The principal stated that FBL2 employed a collaborative approach to financial advice: 

“We specialise in understanding, intimately, what are the drivers of our clients 

financial goals and concerns and the decision-making is made together.” 

The collaboration was purported to extend to drawing on the expertise of internal and 

external specialists. For instance: 
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“When we workshop with clients who want a portfolio of direct shares – we bring 

into the room an adviser who has a deep passion and expertise in all things about 

direct shares... even if it is an external adviser with expertise beyond ours... its… 

about putting the client’s interest first.” 

Observation: Recall of Chapter 3 finds the emphasis on collaboration in the FBL2 

approach to resemble a key feature of financial coaching which distinguishes this 

approach from traditional financial planning (Collins, 2010; Klontz et al., 2008; Mangan, 

2010). The FBL2’s collaborative involvement of internal and external expertise is found 

to be similar to FCH1. FBL2’s intention to serve the client’s interests was also inferred 

by the principals of FBL1 and FCH1. Whether, as a result of this hybrid of collaborative 

and traditional financial planning approach, their clients perceived they benefited 

required further exploration. Clients of FBL2 were subsequently surveyed as part of the 

broad-based survey and results are presented in Chapter 8. 

7.3.2 The Role of the FBL2 Financial Planner 

The principal contended his career in accounting and management influenced his role as 

an FBL2 adviser. Despite the changes in the industry, he emphasised his primary concern 

is: 

“still about people and looking after what they want in terms of their financial 

goals.”   

His guidance, direction and education of the client was said to be supported by a good 

web presence with special educational features. The role of the adviser as an educator 

was based on a belief that:  

“people are happier to invest when they are educated around the… why”.  

The tests of his effectiveness in terms of satisfying the FBL2 client’s expectations of 

quality advice was said to come from: 

“the level of referred business”.   

To this he added: 

“96% of new business comes from referrals”.  
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Observation: Recall of Chapter 2 finds the role of the FBL2 adviser, as both a financial 

planner and educator, to align with conclusions drawn from ASIC (2012) as 

demonstrating quality financial advice. FBL2’s educational focus resembled 

characteristics of FCH1 and FBL1 which distinguishes financial coaching from 

traditional financial planning. Whether clients perceive they are more likely to benefit 

from education in the hybrid approach than financial coaching or traditional approaches 

required further exploration and was subsequently addressed in the broad-based survey 

discussed in the next chapter.  

7.3.3 The FBL2 Process 

Whilst there is also an overlay of financial coaching with the FBL2 hybrid approach, the 

traditional 6 steps of financial planning advice, described in Chapter 2, is also followed. 

For the sake of an orderly comparison between financial coaching, traditional and hybrid 

approaches this section is also presented in a 6 step format. 

Step 1 – Establishing the Relationship 

The importance of the client-adviser relationship was said to stem: be developed:  

“from a position of intimate understanding of the client… we build the 

relationship… one that is unique to them”.    

The effectiveness of this approach, the principal contended: 

“is based on their trust and the right we have earned, as part of the relationship 

building, to look them in the eye and tell the truth about financial matters that are 

threatening their financial success”.      

Observation: As with FBL1, a recall of Chapter 3 finds FBL2 attention on client trust to 

also concur with Klontz et al. (2008) who find client empowerment a function of earning 

their trust. Whether, as a result of the hybrid approach, the client’s perceived their unique 

needs and objectives were better understood is a question raised and will be subsequently 

explored as part of the broad-based survey presented in the next chapter.  
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Step 2 - Gathering Data and Identifying Goals 

Central to the data gathering about the client, the FBL2 principal placed importance on 

understanding the culture of the client. To achieve this level of understanding the FBL2 

process was said to involve a deep layer of questioning. Examples of key questions were 

given as: 

“Who the client looks up to?       

How much [and what] experiences have they had with money?  

What type of relationship did their parents have with money?”     

Observation: As with FBL1, a recall of Chapter 3 finds the FBL2 deep layers of inquiry 

to resemble the literature characterising the attributes of a financial coach which 

distinguish them from traditional financial planners (Mangan, 2010; Payne et al., 2010; 

Sharpe et al., 2010). In the same vein, support for this process is found in Grant (2003) 

who finds the value of cognitive behavioural coaching to stem from inquiry aimed at 

understanding the client’s thought patterns. Whether, as a result of the hybrid approach, 

clients perceive they benefit by processes aimed at better understanding their needs, 

requires further exploration and will be addressed as part the broad-based survey 

discussed in chapter 8. 

Step 3 – Analysis of Financial Data and Evaluation of Investment Options 

Technically, the analysis and evaluation of the client’s financial data and investment 

options was said to occur via the use of financial ratios. In the process, multiple scenarios 

are evaluated and the principal stated: 

“Having the client participate as we graph the outcomes is essential”. 

In addition, by engaging the client with the use of financial tools, the principal stated:  

“we can workshop both the aspirational and the achievable scenarios. Visually, 

we are able to graph the input and the outcomes in front of them”. 

The benefit was said to have an effect on: 

“their motivation and even their misconceptions about what is possible for them”. 
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Observation: Recall of Chapter 2 finds the usefulness of financial tools in the FBL2’s 

analysis and education approach to resemble descriptions of quality financial planning 

advice described by Warschauer (2002). Recall of Chapter 3 finds FBL2’s engagement 

of the client in the use of financial tools to resemble the focus on self-mastery found to 

improve a person’s self-efficacy (Bandura, 1994). This element of engagement in the 

FBL2 approach is found to be similar to FCH1. Whether, the use of financial tools is 

found to benefit the client more so in a hybrid approach is explored by the broad-based 

survey and discussed in the next chapter.  

Step 4 – Develop and Present the Recommendations 

According to FBL2’s principal the development and presentation step: 

“gets very real”. 

Observation: Recall of Chapter 3 finds FBL2’s emphasis on real to resemble the 

characteristics of coaching feedback and communication described by Klontz et al. 

(2008) as more than cheer-leading and enables deliberate self-awareness and motivation 

for effective behaviour (Kilburg, 1997). Similarly, self-awareness is found to be a focus 

in the FCH1 approach to communication and the methods which enables this form of 

client awareness is found by the researcher to distinguish the hybrid approach from 

traditional financial planning. Whether, communication is perceived as more effective in 

a hybrid approach in raising self-awareness is explored by the broad-based survey and 

discussed in the next chapter. 

Step 5 – Implementation  

The implementation of a client’s financial plan involves coaching for behavioural change. 

For instance: 

“We also go as far as monitoring the client’s bank account – real time. If we are 

to really help our clients, the information must be real time… By monitoring we 

can take immediate action… and arrest any behaviour outside the plan.”  

Observation: Recall of Chapter 3 finds FBL2’s focus on maintaining better behaviour as 

the client’s financial plans are implemented to resemble the steps in the Klontz et al. 

(2008) financial coaching model. Maintenance of better behaviour is found by the 
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researcher to be a feature of FCH1 which distinguishes this approach from traditional 

financial planning. Whether, the client’s perceive their financial behaviour better 

improves, as a result of a hybrid approach to financial advice, is explored and discussed 

in the next chapter.   

Step 6 - Review 

The importance of the client review and open communication as an essential component 

of that process was highlighted with an example given by the principal: Specifically, the 

principal described an instance where:  

“Couple clients recently arrived – clearly they had had an argument before. They 

were here to talk about their progress and the argument was about how much 

money she was spending on coffee. We worked through how this was affecting 

the plan – talked about it and gave her a coffee budget they were both happy with. 

But if this issue wasn’t addressed, the buy-in would have been one-sided and not 

effective.” 

Observation: Recall of Chapter 3 finds FBL2’s approach to getting the client’s problem 

on the table to resemble the benefits of coaching found by Kilburg (1997) to improve the 

effectiveness of problem solving. Similarly, open and transparent communication is 

found by the researcher to be an important element of the FCH1 approach to improving 

the client’s sense of financial control. Whether clients perceive, that as a result of the 

hybrid approach, they have a better sense of financial control is explored and discussed 

in the next chapter.  

Other 

The importance of understanding the client was said to extend into their corporate culture. 

In particular: 

“We psychometrically test every recruit to the firm. We’ve invested heavily in 

psycho-educative staff development to help them understand themselves and how 

we manage our differences for the betterment of the team as a whole” 
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Observation: The reason for psycho-educative processes in the FBL2 culture is found to 

be similar to FBL1 in terms of the intention both practices have to understand the 

individual.   

7.3.4 Summary 

This interview showed FBL2 to also employ a hybrid of financial coaching and traditional 

financial planning. As found in the coaching literature, FBL2 is distinguished by its 

collaborative client-adviser relationship and focus on optimising the client’s financial 

success by improving their financial behaviour. As with FBL1 and FCH1 (discussed in 

Chapter 6) FBL2 placed importance on engaging the client in the decision-making and 

education to strengthen client understanding of the advice they received.  

Contrary to the FCH1 approach (discussed in Chapter 6), the added layer of attention 

given by FBL2 to the client’s money culture is found to align more closely with the 

financial coaching framework described in the literature (Collins, 2010; Klontz et al., 

2008; Mangan, 2010) and hence, fill a gap identified in Chapter 6 relating to the financial 

coaching approach employed by FCH1.   

7.4 Conclusion 

In this chapter, the differences and similarities employed by the hybrid financial advice 

practices, FBL1 and FBL2, were analysed to show how the hybrid approach differs from 

and/or aligns with mainstream traditional financial planning. The collaborative and 

education focus aimed at building client self-efficacy is found to be a key difference. 

Although, as with mainstream traditional financial planning, FBL1 and FBL2 conducted 

investment product advice and transaction. The financial coaching approach used by 

FBL1 and FBL2 was also compared to that of FCH1 (developed in Chapter 6). Overall, 

the collaborative and education focus is found to be similar yet, compared to FCH1, these 

hybrid practices aligned more closely with the financial coaching literature by placing 

importance on the psychological elements of coaching. Hence, whether a hybrid approach 

to financial planning advice is more likely to realise a client’s economic, financial and 

psychological is the subject of questions raised in this phase and subsequently explored 

via a broad-based to survey which also included distribution through the FBL1 and FBL2 

network of clients and financial planners.  
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Chapter 8: The Survey Results and Discussion 

8.1 Introduction 

Chapter 8 presents and discusses the major outcomes of the survey adopted in this thesis 

which tested the 12 hypotheses (H1 – H12) developed in Chapter 4. Included in the 

discussion, and for each hypothesis, the related survey items informing the hypothesis are 

described followed by an analysis of the survey responses. For each hypothesis a narrative 

analysis comparing the results between the three different financial advice approaches 

targeted in the survey (PFPA-CH47, PFPA-TL48 and PFPA-HY49) is supplemented by 

graphs and charts illustrating the resultant trends. Section 8.17 discusses the status of 

questions raised in the Chapter 6 from the case study. Section 8.18 presents the 

conclusions.  

8.2 RQ1a: Meeting the Expectations of Quality Advice 

Research Question 1(a) developed in Chapter 4 asks: 

RQ1(a): Is there a higher degree of client benefits and value in the financial 

coaching practice (PFPA-CH) compared to the traditional (PFPA-TL) and hybrid 

(PFPA-HY) approaches of providing financial planning and advice in terms of – 

meeting the expectations of quality advice? 

Hypotheses H1 to H5 (developed in Chapter 4) informed RQ1a and each hypothesis is 

now discussed.  

8.3 Hypothesis 1 

Hypothesis 1 tests whether: 

H1: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH approach benefits the client by better understanding of the client’s financial 

needs and objectives.  

                                                 
47 Financial Coaching 
48 Traditional Financial Planning 
49 Hybrid of financial coaching and traditional financial planning 
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How the survey responses informs the first hypothesis is now discussed.  

 H1 Related Survey Items 

H1 is informed by survey item V9 (Table 8.1). As stated in Section 5.5.7 a five-point 

Likert Scale was used allowing respondents to indicate their level of agreement in relation 

to each statement. Their options were Strongly Disagree, Disagree, Neither, Agree, 

Strongly Agree and Not Applicable and scored as follows: (1) equals Strongly Disagree, 

(2) equals Disagree, (3) equals Neither, (4) equals Agree and (5) equals Strongly Agree. 

The same five-point Likert Scale is used for all other non-demographic survey items 

(i.e.V9 to V86 see Appendix B).  

Table 8.1 Survey Extract (Appendix B) V9: Professional Advice Processes   

 

 H1 Analysis of Survey Responses 

Professionalism of Advice Processes – Understanding Needs and Objectives 

Figure 8.1 compares the levels of agreement in relation to V9 (Processes are aimed at 

understanding your financial needs and objectives) and shows that whilst 51.85% of the 

PFPA-CH group strongly agreed with V9, the majority from each sample group also 

agreed with V9 and there is little difference in the overall distribution.  

 

Figure 8.1 Levels of Agreement: V9 Professional Advice Processes 
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Figure 8.2 compares the mean in relation to V9 (Professional advice processes are aimed 

at understanding their needs and objectives).  

 

Figure 8.2 Comparison of Mean: V9 Professional Advice Processes   

Whilst the PFPA-CH sample agree more strongly that financial coaching benefits the 

client by better understanding the client’s needs and objectives, there is also a relatively 

strong level of agreement from the PFPA-TL and PFPA-HY sample. For instance: 

Benefiting from Better Understanding the Financial Needs and Objectives 

The PFPA-CH sample show slightly stronger agreement (V9, X  = 4.52) compared to 

PFPA-TL and PFPA-HY sample ( X  = 4.37 and 4.34 respectively) however the variance 

in the mean of their responses is minimal.    

Recall from the FCH1 case study (Chapter 6) finds the evidence to affirm the stated 

benefit of financial coaching, namely to understand the needs and objectives of the client 

and affirm the importance their clients placed on this element of quality advice, as 

described in the FCH1 Summary of Client Expectation (Section 2.3.1).  

This study also finds the evidence to concur with the importance of inquiry found in the 

financial coaching literature to drive the quality of client outcomes in a financial coaching 

relationship (Collins, 2007, 2010; Klontz et al., 2008; Mangan, 2010; Wagner, 2002). 

Likewise, this study finds the convincing level of agreement from the PFPA-CH sample 

4.52

4.37
4.34

V9 Processes were aimed at understanding your financial needs and
objectives.

Comparison of Mean: V9 
Understanding Clients Needs and Objectives

Coaching ( n= 81) Traditional (n = 229) Hybrid (n = 152)
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complies with the regulatory expectations that satisfy quality financial advice (ASIC, 

2003; Warschauer, 2002).  

Noticeably, the level of agreement from the other approaches is also high and indicates 

that processes employed by the PFPA-TL and PFPA-HY approach are also professional. 

This evidence concurs with the FBL1 and FBL2 commentary (see Section 7.2.3 and 7.3.2, 

respectively) and the importance these approaches place on understanding the client. 

Central to the traditional financial planning are processes aimed at understanding the 

clients’ needs and objectives (Warschauer, 2002). Consequently, this study finds the 

combined evidence to contradict ASIC (2003; 2006) which found PFPA had failed to 

demonstrate sufficient client inquiry. 

Thus, whilst the evidence affirms the PFPA-CH approach places an importance on 

professional processes aimed at understanding the client’s needs and objectives, 

compared to the traditional and hybrid approach, the PFPA-CH approach is found not to 

benefit the client by understanding the client’s financial needs to a higher degree than the 

alternative approaches. 

8.4 Hypothesis 2 

Hypothesis 2 aims to test whether: 

H2: Compared to the traditional and hybrid financial advice approaches, the 

PFPA-CH approach benefits the client by guidance and direction that better helps 

the client realise their financial goals.  

How the survey responses informs the second hypothesis is now discussed.  

 H2 Related Survey Items 

H2 is informed by the survey items V16 (Table 8.2) and V17 – V19 (Table 8.3). 

Responses to V16 test for the importance of the guidance and direction to realise the 

client’s financial goals and V17 – V19 aim to generate understanding about how the 

guidance and direction helps in terms of elements found to be determinants of quality of 

advice. 
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Table 8.2 Survey Extract (Appendix B) V16:  

The Importance of Guidance and Direction 

 

Table 8.3 Survey Extract (Appendix B) V17 to V19: Guidance and Direction Help 

 

 H2 Analysis of Survey Responses 

The Importance of Guidance and Direction 

Figure 8.3 compares the level of agreement related to the importance of guidance and 

direction to achieving the respondent’s financial goals (V16).  

 

Figure 8.3 Levels of Agreement: V19 Importance of Guidance and Direction 

Noticeably, 61% of the PFPA-CH respondents strongly agreed with this statement 

compared to PFPA-TL and PFPA-HY (36.68% and 44.08% strongly agreed, 

respectively). This study finds the evidence to confirm the distinguishing role that 

guidance and direction plays in the financial coaching approach, as described the FCH1 

case study (Chapter 6), and affirms the importance their clients place on this element of 

advice as described in the FCH1 Summary of Client Expectation (Section 2.3.1). 
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However, given the percentage of those disagreeing and/or undecided from the PFPA-TL 

and PFPA-HY sample is less than 8.30%, respectively, this study finds guidance and 

direction to be an important consumer expectation of quality advice, regardless of 

approach, which is consistent with financial planning standards described by FPA (2009) 

and the call for quality guidance made in the Financial Systems Inquiry (FSI, 2014). 

Thus, this study finds guidance and direction is important to client goal achievement in 

the PFPA-CH approach and generally as important to clients from the alternative 

approaches. How the respondents perceived guidance and direction benefits the client is 

now discussed.  

How the Guidance and Direction Benefits the Client 

Figure 8.4 shows the comparison of the mean in relation to how each sample group 

responded to the elements of guidance and direction found to drive better client outcomes.  

 

Figure 8.4 Comparison of Mean: V17 to V19: Guidance and Direction Benefits  

The evidence shows the PFPA-CH sample agree more strongly they benefit from 

guidance and direction elements which are recognised as a key focus in a financial 

coaching relationship. Supplementary evidence from the PFPA-HY sample shows a 

relatively similar level of conviction to the PFPA-CH sample. Only in relation to 

identifying goals, needs and objectives is the level of agreement from the traditional 

sample similarly convincing. For instance: 

4.35 4.31 4.26
4.13

3.94 3.98

4.22 4.24
4.14

V17 Identify your goals,
needs and objectives.

V18 Set specific,
measurable and

achievable goals and
objectives.

V19 Align your financial
aspirations with planned

and achievable tasks.

Comparison of Mean: V17 to V19 
Guidance and Direction Elements

Coaching ( n= 81) mean Traditional (n = 229) mean

Hybrid (n = 152) mean
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Benefits and Value of Identifying Goals, Needs and Objectives 

There is little variance in relation to how the respondents from PFPA-CH, PFPA-TL and 

PFPA-HY approaches (V17, X  = 4.35, 4.13 and 4.22 respectively) perceive they 

benefited from the coach/adviser identify their goals, needs and objectives.   

Benefits and Value of Setting Specific, Measurable and Achievable Goals  

From the PFPA-CH and PFPA-HY sample the evidence indicates respondents from these 

approaches were more convinced (V18, X  = 4.31 and 4.24 respectively) they benefited 

from the guidance and direction that assisted them to set specific, measurable and 

achievable goals and objectives, compared to the PFPA-TL sample ( X  = 3.94).  

Aligning Financial Aspirations with Planned and Achievable Tasks 

Similarly, the PFPA-CH and PFPA-HY sample the evidence indicates respondents from 

these approaches were more convinced they were helped to align their financial 

aspirations with planned and achievable tasks (V19, X  = 4.26 and 4.14 respectively) 

compared to the PFPA-TL sample ( X  = 3.98).  

The strong level of agreement from PFPA-CH sample in relation to V17 to V19 

corresponds to similar conviction found above (see 8.3.2) in relation to the PFPA-CH 

professional processes (Figure 8.2). Thus, this evidence concurs with the arguments of 

ASIC (2012) and Sharpe et al. (2009) who find the quality of the guidance and direction 

that clients receive to be a consequence of how well the adviser understands the clients’ 

needs and objectives (ASIC, 2012; Sharpe et al., 2009).  

Recall from the FCH1 case study (Chapter 6) and exploration of FBL1 (Chapter 7), finds 

the strong level of agreement from PFPA-CH and PFPA-HY sample in relation to goal 

setting (V18) and planning tasks (V19) to concur with the descriptions of processes that 

distinguished the coaching and hybrid approaches from traditional financial planning. In 

the same vein, the expectations of FCH1 clients to be involved and completely understand 

their current financial position (Chapter 6) appear to have been met. This study finds the 

evidence to be consistent with prior research (Argyris, 1998; Falk-Rafael, 2001), that 

finds greater client involvement in a client-centered relationship to better inform and 
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assist decision-making compared to a paternalistic approach (as with PFPA-TL) that 

ignores the client need for involvement.  

In terms of (V17), a core financial planning task, the difference in the responses is 

noticeably small and this study finds the processes of identifying goals, needs and 

objectives (CCH, 2012; Knutsen & Cameron, 2012; Warschauer, 2002) is a benefit 

occurring in all approaches.   

Thus, compared to the traditional financial advice approach, this study finds both the 

PFPA-CH and PFPA-HY approach are perceived to benefit the client, to a higher degree, 

by guidance and direction that better helps the client realise their financial goals. How the 

benefit occurs is found to stem from the emphasis placed on client involvement in setting 

and planning for the achievement of financial goals which shows more convincingly 

from. However, in terms of identification of the clients’ financial goals, each sample 

group perceive they benefit from this element, and all mostly agreed.    

8.5 Hypothesis 3 

Hypothesis 3 aims to test whether: 

H3: Compared to the traditional and hybrid financial advice approaches, the 

PFPA-CH coach’s communication is clearer and more appropriate. 

How the survey responses informs the third hypothesis is now discussed.  

 H3 Related Survey Items 

H3 is informed by V46 to V51 (Table 8.4), V52 (Table 8.5) and V10 (Table 8.6). 

Responses to V46 and V47 test whether, compared to traditional and hybrid planner, the 

financial coach’s written and verbal communication is perceived to be clearer and more 

understandable. Responses to V48– 51 test whether the distinguishing communication 

methods found to benefit clients in a coaching relationship (Ducharme, 2004; Kilburg, 

1997; Witherspoon & White, 1996) also exist in the other approaches. V52 compares the 

respondents’ perceptions about their coach/planner as an effective teacher; a financial 

coaching characteristic found to more likely to deliver clear and appropriate 

communication (Anthes, 2004; ASIC, 2012). Whether the communications enabled the 
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client to better understand the appropriateness of the advice is informed by responses to 

V10.  

Table 8.4 Survey Extract (Appendix B) V46 to V51: Communication Effectiveness 

 

Table 8.5 Survey Extract (Appendix B) V52: Teaching Effectiveness 

 

Table 8.6 Survey Extract (Appendix B) V10:  

Understanding the Appropriateness of the Advice  

 

 H3 Analysis of Survey Responses 

Understandable Verbal and Written Communication 

Figure 8.5 compares how each sample responded to V46 (Verbal advice is clear, factual 

and sufficiently detailed and V47 (Written advice is understandable) and Figure 8.6 

presents a comparison of the mean in relation to these statements.  
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Figure 8.5 Levels of Agreement: V46 and V47 Verbal and Written Communication 

From Figure 8.5 the evidence shows that in relation to verbal communication, the level 

of conviction from the PFPA-CH sample is much stronger (50.62 % strongly agreed). 

Whereas, for written communication the distribution of responses is similar and each 

approach generally agrees the written advice received is understandable.   

Figure 8.6 compares the mean in relation to verbal and written communication (V46 - 

V47) from each approach.  

 

Figure 8.6 Comparison of Mean: V46 and V47 Verbal and Written Advice   

Re-affirming the results above there is a generally high level of agreement from each 

sample group regarding the quality of verbal and written communication; although the 

4.41

4.20

4.10 4.13

4.20 4.21

V46 Verbal advice is clear, factual and
sufficiently detailed.

V47 Written advice (i.e. Session
Overview) is understandable.

Comparison of Mean: V46 and V47 
Verbal and Written Communication

Coaching ( n= 81) Traditional (n = 229) Hybrid (n = 152)
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PFPA-CH sample appears more convinced their financial coach’s verbal communication 

is clear, factual and sufficiently more detailed. For instance: 

Verbal Advice is Clear, Factual and More Detailed 

The greater variance in levels of agreement occurred in relation to V46 (clear, factual and 

more detailed verbal advice) with the mean from PFPA-CH (V46, X  = 4.41) compared 

with PFPA-TL and PFPA-HY ( X  = 4.10 and 4.20 respectively).  

Written Advice is Understandable 

The variance between each approach (PFPA-CH, PFPA-TL and PFPA-HY) in relation to 

whether the written advice is understandable is minimal (V47, X  = 4.20, 4.13 and 4.21 

respectively).  

Recall from the FCH1 case study (Chapter 6) finds the evidence to affirm the principal’s 

description of the transparent communication and educative focus which distinguished 

their coaching approach from traditional planning. Further, the evidence affirms their 

clients’ expectation for quality verbal advice from the financial coach had been met as 

described in Section 6.3.1. Extending this, Table 5.3 (Chapter 5) shows 65% of the FCH1 

sample stated they attended more than two (2) sessions per year compared to 22% and 

39% from the PFPA-TL and PFPA-HY sample respectively. This study finds the greater 

number of coaching sessions may have a bearing on the stronger levels of agreement from 

the PFPA-CH sample in relation to verbal communication.   

Noticeably, the strong levels of agreement from the PFPA-CH sample relating to effective 

verbal communication are similar to this sample’s conviction relating to the effectiveness 

of the financial coach as a teacher (shown below in Figure 8.9). Supplementary evidence 

from the PFPA-HY sample indicates the emphasis on education used also in this 

approach50 (compared to a transactional focus of a traditional approach) may have a 

bearing the clarity and detailed verbal communication emanating from a hybrid approach 

to advice. Consequently, this study finds the evidence, from both the educative coaching 

                                                 

50 Observations made following interviews with hybrid financial advice firms FBL1 and FBL2 and 

described in Chapter 7 find this approach to distinguish their processes from traditional financial planning 

by combining transactional investment advice with a strong emphasis on client education in financial 

matters. 



 Page 152 

 

and hybrid approaches, to concur with connections made by ASIC (2010) between 

effective teaching and the clarity of communication found in examples of quality 

professional financial advice.   

Compared to observations made of the FCH1 clients’ expectation for the coach’s advice 

to be supported by clear, concise written communication (Chapter 6) this study finds the 

evidence to affirm that expectation has been met. However, the relatively strong 

agreement from the PFPA-TL and PFPA-HY sample relating to understandable written 

communication (V47) appears to contradict ASIC (2003; 2006) conclusions that a high 

percentage of written communication from professional financial planners was not 

understandable.  

Thus, in terms of meeting the expectation of quality advice, the emphasis on teaching in 

the PFPA-CH approach may have a bearing on the perception that a financial coach’s 

verbal communication is clearer, yet the communication from the financial planner in the 

traditional and hybrid approaches is perceived as relatively clear also. In terms of written 

advice, this communication approach from the PFPA-CH approach is perceived to be as 

understandable as written advice from a traditional and/or hybrid approach. How the 

benefits of effective written communication occur is now discussed. 

How the Benefits of Effective Communication Occur  

Figure 8.7 compares the mean in relation to elements argued to underpin effective 

communication in the professional financial coaching and/or planning contexts.  
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Figure 8.7 Comparison of Mean: V48 to V51 Effective Communication Elements 

From figure 8.7, the evidence shows that compared to the traditional and hybrid 

approaches, the PFPA-CH sample perceive they benefit more so from the financial 

coach’s consistent motivating and encouraging feedback and availability to share and 

hear concerns. In contrast, whilst the mean is greater from the PFPA-CH sample, the 

variance in relation to other communication benefits provided by the financial planner in 

the alternative approaches is relatively less. For instance: 

Benefiting from Consistent and Motivating Feedback  

The mean in relation to V51 shows the greatest variance with the PFPA-CH sample 

agreed more strongly (V51, X  = 4.46) they benefited from the coach’s consistent, 

motivating and encouraging feedback compared to the PFPA-TL and PFPA-HY sample 

( X  = 3.90 and 3.93 respectively).  

Benefiting from Coach’s/Planner’s Availability to Share and Hear Concerns 

From each sample group the majority indicate their coach/planner is available to share 

and hear their concerns. However, a comparison of the mean shows respondents from the 

PFPA-CH and PFPA-HY sample were more somewhat convinced (V48, X  = 4.53 and 

4.26, respectively) by this benefit compared to the PFPA-TL sample ( X  = 4.17). 
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hear your concerns.
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Benefiting from Being Engaged in the Decision Making 

The PFPA-CH sample appear somewhat more convinced (V49, X  = 4.40) they benefit 

from communication support which engages the client in decision making. Yet compared 

to the mean from the PFPA-TL and PFPA-HY samples (V49, X  = 4.12 and 4.13, 

respectively) the variance is small and likewise, there is a relatively strong perception 

from the other sample groups benefit by the planner’s approach to client engagement.  

Benefiting from the Coach/Planner Communicating Why and When External Expertise is 

Necessary 

The mean scores from PFPA-CH and PFPA-HY samples (V50, X  = 4.36 and 4.24, 

respectively) indicate respondents from these approaches agree more strongly they 

benefit from communication that shows why and when external expertise is necessary 

compared to PFPA-TL ( X  = 4.06). 

This study finds the evidence shown in Figure 8.7 relating to V48 and V51, matches the 

distinguishing financial coaching focus on consistent, continuous client engagement as 

described from the FCH1 case study (Chapter 6) and affirms the importance clients placed 

on being heard, being encouraged and the accessibility of the coach (as described in 

Section 6.3.1). In the same vein, the evidence is found to be consistent with reasons 

underpinning a consumer trending towards a facilitative, partnership-like financial advice 

approach that helps manage their emotional responses to economic crises (Anthony, 

LaValley & Anderson, 2002; Dubovsky & Sussman, 2009; Payne et al., 2010; Smith, 

2009). 

Excepting responses to V51 (consistent with motivating and encouraging feedback), 

noticeably, the distribution shows the PFPA-TL and PFPA-HY sample to be almost as 

satisfied with the financial planner’s availability (V48), supporting decision making by 

engagement in discussion (V49) and communicating when expertise is necessary (V50). 

This study finds the evidence to concur with the institutional literature indicating there is 

a trending away from pure compliance as a pre-condition of quality advice in the PFPA 

industry to a greater consideration of human variables influencing the financial decision-

making process (Copp, 2009; Hoyle, 2012; Rice, 2008). Communicating when external 
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expertise is necessary (V50) is a core financial planning advice requirement (CCH, 2012) 

and the evidence affirms all approaches comply.      

Thus, in terms of meeting the expectations of quality advice, the evidence affirms the 

PFPA-CH offers a higher degree of benefit in relation to consistent, motivating feedback; 

a distinguishing cognitive behavioural coaching feature. However, this study finds the 

traditional and hybrid approach to communication, such as adviser availability, engaging 

the client in decision-making discussion and explaining why and when external expertise 

is necessary to be almost as effective as the PFPA-CH.  

Satisfaction with Effective Teaching 

Figure 8.8 compares the levels of satisfaction in relation to the financial coach/planners 

as a teacher and shows most agree they are satisfied with the coach and/or their planner 

as a teacher. Noticeably, and as expected from an educative-focused approach, 66.67% 

of the PFPA-CH sample strongly agreed and almost 60% of the PFPA-HY sample agreed 

to this statement.   

 

Figure 8.8 Levels of Agreement: V52 Satisfaction with the Coach/Planner as a Teacher 
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Figure 8.9 compares the mean in relation to this statement.   

 

Figure 8.9 Comparison of V52: Satisfaction with the Coach/Planner as a Teacher 

From figure 8.9, whilst the evidence affirms a greater level of satisfaction with the 

financial coach as a teacher compared to the planner in the traditional and hybrid approach 

the supplementary evidence from the hybrid sample shows this group is also relatively 

satisfied with this benefit. For instance: 

Satisfaction with the Coach/Planner as a Teacher 

The PFPA-CH sample show a higher level of satisfaction with the coach as a teacher 

(V52, X  = 4.60) compared to the PFPA-TL and PFPA-HY sample ( X  = 3.88 and 4.07 

respectively).  

This evidence finds support from recall ASIC (2012) suggestion that effectively 

communicated financial advice, which better enables the client to understand the 

appropriateness of their advice, is more likely to be delivered by advisers that focus on 

teaching and coaching. Thus, compared to the planner in a traditional approach, the 

intentional teaching role assumed by a PFPA-CH coach creates higher levels of client 

satisfaction and likewise, the blended coach and traditional PFPA-HY planner, also 

creates relatively high levels of client satisfaction.  
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V52 You are satisfied with your financial coach as a teacher.

Comparison of Mean: V52
Teacher Effectiveness

Coaching ( n= 81) Traditional (n = 229) Hybrid (n = 152)
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Benefiting from Understanding the Appropriateness of the Advice 

Figure 8.10 illustrates responses to V10 (that, as a result of the coaching/planning 

processes they have better understanding about the appropriateness of the advice).  

 

Figure 8.10 Levels of Agreement: V10 Understanding  

if the Advice was Appropriate 

Figure 8.10 shows whilst most agree they are able to understand if the advice is 

appropriate, the percentage of respondents strongly agreeing to this statement (V10) is 

noticeably higher from the PFPA-CH and PFPA-HY sample (49.38% and 40.79% 

respectively). Results show the higher level of conviction from the PFPA-CH and PFPA-

HY sample (figure 8.9) related to teaching effectiveness (V52), as shown above, to have 

a bearing on the higher level of conviction related to V10. Further, this study finds the 

general agreement, related to V10 from the PFPA-TL approach, to contradict ASIC 

(2003; 2006) investigations finding high levels of consumer dissatisfaction with being 

able to understand the financial advice they received. 

Recall the FCH1 case study (Chapter 6) finds the evidence to affirm the intention of the 

financial coaching to make the advice tangible and understandable and affirms the 

importance clients placed on wanting to understand the advice and to know the risks 

involved. However, the evidence from both the PFPA-CH and PFPA-HY sample concurs 

with Klontz et al. (2008) proposition that facilitative and educative financial advice 

approach is more likely to enable the clients’ understanding the appropriateness of the 

financial advice they receive.  
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Thus, this study finds that compared to traditional and hybrid financial advice approaches, 

the results are mixed as to whether the PFPA-CH coach’s communication is clearer and 

more appropriate. Specifically, the written communication from the PFPA-CH coach is 

found to be no clearer and no more appropriate than from a PFPA-TL or PFPA-HY 

planner. Likewise, the benefits from verbal communication from the PFPA-CH coach is 

perceived as no better than the alternate approaches, except the PFPA-CH coach is found 

to be more consistently motivating and encouraging and the teaching more effective.   

8.6 Hypothesis 4 

Hypothesis 4 aims to test whether:  

H4: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH approach better informs clients of sustainable wealth creation strategies.  

How the survey responses informs the fourth hypothesis is now discussed.   

 H4 Related Survey Items 

Survey items informing H4 are V26 – V31 (Table 8.7) and V37 and V43 (Table 8.8). 

Responses to V26 and V27 gauge the agreement levels related to the coach’s and/or 

planner’s help to explore various wealth creation strategies and understand how the 

strategies were appropriate. Responses to V37 test whether respondents perceive they are 

able to discern the appropriateness of the investment. How the respondents perceive the 

value of the strategies is created by each approach is tested by V28 to V31. Whether the 

wealth creation strategy, employed by each approach, is perceived to be sustainable and 

able to withstand a market downturn is tested by responses to V43. 
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Table 8.7 Survey Extract (Appendix B) V26 to V31:  

Value of Wealth Creation Strategies 

 

 Table 8.8 Survey Extract (Appendix B) V37 and V43:  

Discernment and Analysis of Risk 

 

 

 H4 Analysis of Survey Responses 

Informed About Sustainable Wealth Creation 

Figure 8.11 compares how each sample group perceive they benefit from an exploration 

of various wealth creation strategies and being able to understand and discern the 

appropriateness of the strategies and shows most respondents agree with V26, V27 and 

V37.  



 Page 160 

 

  

 

Figure 8.11 Levels of Agreement: V26, V27 and V37:  

Value of the Wealth Creation Strategies 

The distribution of responses from the PFPA-CH sample supports the observations made 

in the FCH1 case study (Chapter 6) that an explorative approach is used in financial 

coaching to evaluate wealth accumulation options and affirms the importance FCH1 

clients placed on exploring various wealth creation possibilities and ideas. However, 

given the general agreement illustrated in Figure 8.11 from each approach in relation to 

V26, V27 and V28, this study finds the evidence highlights that being able to understand 

and discern the appropriateness of advice is a benefit attained also in a PFPA-TL and 

PFPA-HY approach. Further, the high level of agreement in relation to these statements, 

from all approaches, contradicts ASIC (2003; 2006) findings that consumers of financial 

advice were unable to discern the appropriateness of the advice received.  

Thus, whilst the PFPA-CH approach is found to inform and explore wealth creation 

strategies as well as help clients to understand and discern the appropriateness of wealth 
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creation strategies, respondents perceived the benefit was no better than with a traditional 

or hybrid approach. How the benefits are shown to occur is now discussed.  

How the Benefits of Sustainable Wealth Creation Strategies Occur 

Figure 8.12 compares the mean for elements argued to impact on the sustainability of 

wealth creation strategies.  

 

Figure 8.12 Comparison of Mean: V28 to V31  

Sustainable Wealth Creation Elements 

From figure 8.12 the indications are that a PFPA-CH and PFPA-HY approach provide a 

comparable degree of benefit in relation to planning passive income (V28) and showing 

the potential to increase wealth (V30), compared to the traditional approach. The 

distribution of responses in relation to benefiting from realistic and manageable wealth 

strategies is similar and all respondents mostly agreed. Noticeably, there is uncertainty 

across all approaches as to whether the strategies can be sustained and withstand a market 

downturn. For instance:     

Benefiting from Planning for Passive Income Opportunities 

Respondents from the PFPA-CH and the PFPA-HY approach showed a stronger level of 

agreement (V28, X  = 4.19 and 4.08, respectively) in relation to passive income 

opportunities being planned out compared to the PFPA-TL approach   ( X  = 3.86). 
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Benefiting from Realistic, Manageable and Uncomplicated Strategies 

Responses to V29 (Strategies are realistic, manageable and uncomplicated) indicate all 

approaches benefit the client in this way and variance between the mean from each sample 

group is relatively small (V29, X  = 4.04 – 4.10).  

Benefiting from Being Shown the Potential to Increase Wealth 

The PFPA-CH and PFPA-HY sample showed stronger levels of agreement (V30, X  = 

4.33 and 4.18, respectively) in relation to being shown the potential they had to increase 

their wealth compared to the more transactional PFPA-TL approach ( X  = 4.05).  

Benefiting from Strategies that Withstand a Market Downturn. 

Responses to V31 (Strategies that can withstand a market downturn) from all approaches 

show the weakest level of agreement in relation to their perception of strategies that can 

withstand a market downturn (V31, X  = 3.84 – 3.91).  

Compared to the observations made in the FCH1 case study (Chapter 6), this study finds 

the stronger levels of agreement related to planning for passive income opportunities from 

the PFPA-CH sample to affirm the wealth creation approach employed by FCH1 and 

affirm the importance clients placed on this expectation as a measure of quality advice. 

Also, the supplementary evidence from the PFPA-HY sample, related to V28 and V30 

(planning for passive income and being shown the potential of wealth creation) to concur 

with studies by Shobe and Page-Adams (2001) who argue sustainable wealth creation is 

a function of empowering people to acquire income producing assets; a distinguishing 

feature of financial coaching and blended into hybrid processes.   

Recall the consumer expectations of quality financial advice ASIC (2012) finds the 

general agreement in relation to V29 (setting, realistic and manageable uncomplicated 

strategies) from each approach to indicate that all approaches have complied. In contrast, 

recall Teckchandri (2009) finds the evidence in relation to V31 to indicate a general 

deficiency in the quality of advice from each approach to create certainty that clients 

benefit from wealth creation strategies that can withstand market downturns. Further, 

Payne et al. (2010) proposed the increased need for financial coaching stemmed from 
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client uncertainty in troubled times and this evidence finds the PFPA-CH approach yet to 

meet this need.  

Thus, compared to a traditional approach, planning for passive income and being shown 

wealth potential, is perceived as a benefit strongly occurring in the facilitative PFPA-CH 

and PFPA-HY approaches. Benefiting from realistic and manageable strategies and 

strategies that can withstand a market downturn is shown to be no better from a PFPA-

CH approach, compared to the traditional and hybrid approach. Client certainty in relation 

to strategies that can withstand a market downturn is notably low from each approach 

indicating an advice deficiency regardless of approach.    

Benefiting from a Better Ability to Analyse and Manage Risk 

Figure 8.13 shows whether the respondents agreed they are helped to understand how to 

analyse and manage risk.  

 

Figure 8.13 Levels of Agreement: V43 Analysis and Management of Risk 

Figure 8.13 shows the PFPA-CH and PFPA-HY sample to agree somewhat more 

convincingly (19.75% and 16.45% strongly agreeing, respectively) to this benefit 

compared to the PFPA-TL (9.61%). Support for these results is found in prior research, 

for example an educative focus on risk and measurable goal setting in a financial coaching 

relationship is argued to better inform the client how to sustain their wealth creation 

strategies (Klontz et al., 2008; Mangan, 2010; Payne et al., 2010; Sharpe et al., 2009).  

Whilst the evidence suggests that having a better ability to analyse and manage risk is 

perceived as a benefit strongly occurring in the PFPA-CH and PFPA-HY approaches, this 



 Page 164 

 

study finds such evidence to contradict the level of uncertainty, from all approaches, in 

relation to V31 (above) strategies that can withstand a market downturn. Further, this 

study finds the level of disagreement (13.54% from PFPA-TL sample) and the uncertainty 

(12.50% to 23.46% from each approach) in relation to understanding how to analyse and 

manage investment risk (V43), to have a bearing on the levels of uncertainty to V31 

(strategies capable of withstanding a market downturn) discussed above.  

Thus, compared to the traditional and hybrid approaches, this study finds the PFPA-CH 

approach does not inform clients of sustainable wealth creation strategies to a better 

degree than the alternate approaches, as each approach is found to meet this expectation. 

However, compared to the traditional approach, the education support provided by the 

PFPA-CH and PFPA-HY approach appears to better help the client to analyse and 

manage investment risk, although its argued the potential benefit is not fully realised and 

may impact on consumer confidence in relation to the quality of financial advice.      

8.7 Hypothesis 5 

Hypothesis 5 aims to test whether:  

H5: Compared to the traditional and hybrid financial advice approaches PFPA-

CH is more likely to motivate the client’s engagement in financial matters. 

How the survey responses informs the fifth hypothesis is now discussed. 

 H5 Related Survey Items 

H5 is informed by V32 (Table 8.9), V33 – V36 (Table 8.10), V38 – V42 (Table 8.11), 

V44 and V45 (Table 8.12). Responses to V32 were used to gauge broad understanding 

about how valuable education support is to the sample groups. Responses to V33 to V36 

focused on factors found to drive active use of financial literacy. Responses to V38 to 

V42 focused on financial education topics found in the financial literacy literature to be 

most needed. Responses to V44 and V45 test for the personal outcomes of being financial 

literate, such as being able to discuss financial affairs with ease and being more motivated 

to manage money better.   

Table 8.9 Survey Extract (Appendix B) V32: The Value of Education Support 
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Table 8.10 Survey Extract (Appendix B) V33 to V36 Education Support 

 

Table 8.11 Survey Extract (Appendix B) V38 to V42 Education Topics 

 

 

Table 8.12 Survey Extract V44 and V45 (Appendix B): Personal Outcomes from 

Education Support 
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 H5 Analysis of Survey Items 

The Value of Education Support 

Figure 8.14 shows whether the respondents agreed that education support is valuable. 

 

Figure 8.14 Levels of Agreement: V32 Value of Education Support 

As expected from an educative-focused approach, Figure 8.14 indicates there is stronger 

agreement from the PFPA-CH sample and, noticeably, from the PFPA-HY sample 

(65.43% and 38.84%, respectively) compared to the traditional approach (14.85%) in 

relation to their perceived value of the education support. Thus, compared to traditional 

and hybrid approaches, this evidence concurs with Klontz et. al (2008) and Rogers (1946) 

who find a collaborated, educative approach, such as the PFPA-CH and PFPA-HY 

approach to more likely satisfy an innate drive for independent productivity.  

How the Education Support Drives the Benefits   

A comparison of the mean for elements of education support found to create client 

benefits is shown in Figure 8.15.  
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Figure 8.15 Comparison of Mean: V33 to V36: Value from Education Support 

The evidence indicates most respondents, from all approaches, strongly agree they derive 

value from the prescribed benefits of education support (V33 to V36). Conviction is only 

slightly stronger from the PFPA-CH sample relating to supporting positive change (V34) 

and being better informed (V35). Whereas noticeably, the PFPA-HY sample is somewhat 

more convinced by the other benefits namely, targeting education at financial problems 

(V33) and being more confident with financial decision making (V36). For instance: 

Benefiting from Being Informed about the Advice Received 

The variance in the mean is relatively small relating to being better informed about the 

advice received (V35) from PFPA-CH, PFPA-TL and PFPA-HY approaches (V35, X = 

4.42, 4.27 and 4.32, respectively) and all respondents show strong agreement.   

Benefiting from Support for Positive Financial Behaviour  

Likewise, the variance in the mean is relatively small to benefiting from support for 

positive changes to financial behaviour (V34) from PFPA-CH, PFPA-TL and PFPA-HY 

approaches (V34, X  = 4.31, 4.17 and 4.22, respectively) and all respondents show strong 

agreement. 
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Benefiting from More Confidence with Financial Decision Making 

In terms of being more confident with financial decision making (V33), compared to 

PFPA-CH and PFPA-TL (V36, X  = 4.26 and 4.12, respectively) noticeably there was a 

stronger level of agreement from the PFPA-HY sample in relation to this benefit (V36, 

X  = 4.31). 

Benefiting from Education Support Targeted at Financial Problems 

Likewise, the indications are that, education support from a blended PFPA-HY approach 

creates somewhat greater value (V33, X  = 4.24) compared to PFPA-CH or PFPA-TL (

X  = 4.15 and 4.07, respectively) in terms of targeting financial problems. 

The stronger agreement from the PFPA-CH sample to being better informed and 

supporting positive financial behaviour concurs with empirical coaching studies that find 

education to improve self-management (Oliver et al., 2001; Young et al., 2007). However, 

the evidence indicates this benefit is not exclusive to financial coaching and that a blend 

of the traditional planning and financial coaching, as with A PFPA-HY approach, may 

create more confidence with decision making and better target financial problems. 

Similarly, samples of advice which combined traditional processes and financial coaching 

were found by ASIC (2012) to invoke client confidence in the quality of financial advice.  

Thus, compared to the traditional and hybrid approach, benefiting from being better 

informed and supporting financial behaviour is not exclusive to the PFPA-CH approach. 

Further, benefiting from more confident decision making and targeting financial 

problems is better with a PFPA-HY approach.  

How the Education Focus and Improved Financial Literacy 

Figure 8.16 compares the mean for responses in relation to whether the education focus 

of each approach improved client understanding on a range of financial education topics 

found needing in the financial literacy literature (Amone, 2009; Carlino, 2009; Fox et al., 

2005; Lusardi & Mitchell, 2007; Tie, 2004).    
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Figure 8.16 Comparison of Mean: V38 to V42: Education Focus  

This evidence indicates that whilst the PFPA-CH approach is argued to be more education 

focused, other than for property investment, the PFPA-HY sample are more convinced 

their understanding of these financial topics has improved. For instance: 

Benefiting from Property and Share Investment Education 

Responses from the PFPA-CH sample are stronger for investing in property compared to 

investing in shares (V38, X  = 4.49 and 4.00, respectively) compared to the PFPA-TL 

and PFPA-HY sample ( X  = 3.98 and 4.28; X  = 3.91 and 4.23, respectively) and 

noticeably the PFPA-HY responses show relatively stronger levels of agreement.  

Benefiting from Minimisation of Taxation Education 

Responses from the PFPA-CH sample are the weakest in relation to minimising taxation 

education (V40, X  = 3.88) compared to the PFPA-TL and PFPA-HY which shows 

noticeably the strongest level of agreement ( X  = 4.12 and 4.26, respectively).  

Benefiting from Business and Estate Planning Education 

The levels of agreement are particularly strong from the PFPA-HY sample in relation to 

planning for a better business and protecting wealth with estate planning (V41, X  = 4.62; 

V42, X  = 4.43) compared to PFPA-CH and PFPA-TL (V41, X  = 4.40 and 4.05, 

respectively and V42, X  = 4.02 and 4.04, respectively).  
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A driver of behavioural change in coaching contexts is argued by Argyris (1994) to 

involve the client wrestling with information relevant to their goals. The bias towards 

property investment from the PFPA-CH sample suggests education on other needed 

financial literacy topics may be underdeveloped and the client potential not fully realised 

whereas, the PFPA-HY approach is perceived to have a broader, less biased, education 

focus.  

Recall the FCH1 case study (Section 6.3.1) this study finds the evidence indicates the 

PFPA-CH education support falls short on meeting the clients’ expectations for specific 

knowledge including minimising taxation and investing in shares. In contrast, FBL2 

principal described distinguishing characteristics of their firm to include an emphasis on 

collaboration with external expertise and established accounting and management 

careers. It’s argued this additional expertise has a bearing on the higher degree of benefit 

in relation to education support from the PFPA-HY approach in relation to estate, tax and 

better business planning. Thus, how the PFPA-CH approach benefits the client with 

education is not as broadly focused as the PFPA-HY approach and bias towards topics 

such as property investment rather than minimisation of taxation may hinder the potential 

of broadly improved financial literacy.  

How the Client has Benefited from Improved Financial Literacy  

Levels of agreement in relation to the personal outcomes from improved financial literacy 

are shown in figure 8.17.  

 

Figure 8.17 Comparison of Mean V44 and V45:  

Personal Outcomes of Financial Literacy 

4.23
4.46

3.93
4.054.10 4.16

V44 You can now discuss your
financial affairs with ease.

V45 You are more motivated to
manage your money better.

Comparison of Mean: V44 and V45
Financial Literacy Elements

Coaching ( n= 81) Traditional (n = 229) Hybrid (n = 152)
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Compared to the traditional and hybrid approach, there is stronger conviction from the 

PFPA-CH they are more motivated to manage their money better than being able to 

discuss their financial affairs with ease which has less variance in the levels of agreement. 

For instance:  

Able to Discuss Financial Affairs with Ease  

The mean for responses to V44 is slightly higher from the PFPA-CH sample (V44, X  = 

4.23) than from the PFPA-HY sample in relation to this statement is comparable ( X  = 

4.10) and the weakest from PFPA-TL ( X  = 3.93).    

More Motivated to Manage Money Better 

In relation to being more motivated to manage their money better, the PFPA-CH sample 

is more convinced this benefit occurred (V45, X  = 4.46) compare to the PFPA-TL and 

PFPA-HY sample ( X  = 4.05 and 4.16, respectively). 

Overall, the evidence from the more educated-focused approaches (PFPA-CH and PFPA-

HY) concurs with prior research which finds personal outcomes, such as being able to 

discuss financial affairs with ease and being more motivated, to occur from improved 

financial literacy (Anthes, 2004; Worthington, 2006).  

Thus, whilst the PFPA-CH approach is found to benefit the client with education support 

recognised as more likely to motivate the client’s engagement in financial matters, 

compared to the traditional approach and hybrid approaches, the benefit is not exclusive 

to financial coaching. Rather, supplementary evidence from the PFPA-HY sample 

indicates that a blend of both traditional financial planning and financial coaching is more 

likely to meet this expectation to a higher degree.    

8.8 RQ1b: Economic, Financial and Psychological Potential   

Research Question 1b developed in Chapter 4 asks: 

RQ1b: Is there a higher degree of client benefits and value in the financial 

coaching practice (PFPA-CH) compared to the traditional (PFPA-TL) and hybrid 

(PFPA-HY) approaches of providing financial planning and advice in terms of – 

realising the recognised economic, financial and psychological benefits?  
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Hypotheses H6 to H8 (developed in Chapter 4) informs RQ1b and each hypothesis is now 

discussed. 

8.9 Hypothesis 6 

Hypothesis 6 aims to test whether:  

H6: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH is more likely to realise the long term, economic potential of financial 

planning. 

How the survey responses informs the sixth hypothesis is now discussed.   

 H6 Related Survey Items 

H6 is informed by V62 and V63 (Table 8.13) and focused on benefits recognised as long 

term economic outcomes of financial planning. For instance V62 focused on the 

respondents’ perception of improved ability to be less reliant on social security and V63 

related to improved ability to fund a comfortable retirement. 

Table 8.13 Survey Extract (Appendix B) V62 and V63 long term economic benefits 

 

 H6 Analysis of Survey Items 

Figure 8.18 compares the mean in relation to the perception of long term, economic 

benefits brought about by the financial coach’s and/or planner’s advice.  
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Figure 8.18 Comparison of Mean: V62 and V63 Long Term, Economic Benefits  

The evidence shows that whilst the mean of the responses from each sample group is 

relatively high, the PFPA-HY sample is more convinced this approach can realise these 

long term economic benefits compared to the PFPA-CH sample and the traditional 

approach. For instance:  

Benefiting from Being Less Reliant on Social Security 

The mean from the PFPA-HY sample is noticeably higher (V62, X  = 4.36) when 

compared to PFPA-CH and PFPA-TL (V62, X  = 4.20 and 4.07 respectively). 

Benefiting from Ability to Fund a Comfortable Retirement 

Likewise, the mean from the PFPA-HY sample is noticeably higher (V63, X  = 4.41) 

when compared to PFPA-CH and PFPA-TL (V63, X  = 4.11 and 4.02 respectively). 

Compared to the observations made with the FCH1 case study (Chapter 6), this study 

finds the level of agreement from the PFPA-CH sample to affirm (with some certainty) 

the importance clients placed on benefiting economically by being self-sufficient retirees. 

However, Figure 8.16 (see Section 8.9.2) illustrated the PFPA-CH approach’s bias 

towards property whereas the PFPA-HY approach is more diversified with attention on 

education topics such as share investment and tax minimisation. Tax effective acquisition 

of growth assets includes both shares and property (CCH, 2012). It’s proposed the more 

diversified investment PFPA-HY approach has a bearing on the higher degree 

improvement to self-funded retirement perceived by this sample compared to the PFPA-

CH sample.   

4.20
4.114.07 4.02

4.36 4.41

V62 Improved your ability to be less
reliant on social security.

V63 Improved your ability to fund and
live a comfortable retirement.

Comparison of Mean: V62 and V63
Long Term Economic Benefits

Coaching ( n= 81) Traditional (n = 229) Hybrid (n = 152)
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This study finds the evidence showing generally high level of conviction from each 

sample group, regardless of approach, concurs with ASIC (2012) recognition that 

financial planning has the potential to realise economic client benefits, such as less 

reliance on social security and better funded retirement. However, as per Table 5.3 

(Chapter 5, Section 5.5.6) the duration of time with their coach/planner shows that 49(% 

of the PFPA-HY sample had been a client for 4 or more years compared to only 12% 

from the PFPA-CH sample and 53% had been clients for less than 2 years. It’s proposed 

the duration of time with the coach/planner has a bearing on the realisation of long term, 

economic benefit and that a 4 or more year relationship with the PFPA-HY planner has a 

bearing on the higher degree of perceived long term, economic benefits in this approach.   

Recall the aim of traditional financial planning to optimise the return on an investment 

return (Klontz et al., 2008) and the psycho-educative intention of financial coaching 

(Collins, 2010; Mangan 2010), this study finds the evidence affirms the economic 

benefits of financial planning are more likely realised by a blend of both traditional 

financial planning and financial coaching, such as the PFPA-HY approach.   

Thus, when compared, the PFPA-HY approach is shown to have the greater potential to 

realise the client’s economic benefits compared to a PFPA-CH or PFPA-TL approach. 

Further, it is proposed that a more diversified educational approach, longer time with the 

coach /planner and a combination of coaching and portfolio optimisation has a bearing 

on the realisation of this benefit.  

8.10 Hypothesis 7 

Hypothesis 7 aims to test whether:  

H7: Compared to the traditional and hybrid financial advice approaches, PFPA-

CH is more likely to realise the client’s financial potential of financial planning. 

How the survey responses informs the seventh hypothesis is now discussed.  

 H7 Related Survey Items 

H7 is informed by V64 to V67 (Table 8.14) and gauges the respondents’ perception in 

relation to the financial benefits such as, better cash and debt management and budgeting 
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and better tax and contingency planning, argued to be a financial potential of financial 

planning (ASIC, 2010).  

Table 8.14 Survey Extract (Appendix B) V64 – V67 Financial benefits 

 

 H7 Analysis of Survey Responses  

Figures 8.19 compares the levels of agreement in relation to benefiting from better cash 

management and budget systems (V64), debt management and ability to save money 

(V65) and tax (V66) and contingency planning (V67).  
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Figure 8.19 Levels of Agreement V64 to V67: Financial benefits   

From Figure 8.19, stronger levels of agreement are shown from the PFPA-CH sample in 

relation to better cash and budget systems and, debt management and ability to save. 

However, agreement levels from the PFPA-HY and PFPA-TL samples are noticeably 

higher relating to tax planning and for contingency planning, conviction is stronger from 

the PFPA-HY sample.    

Figure 8.20 compares the mean in relation to respondents’ perception about the financial 

benefits from each financial advice approach.   
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Figure 8.20 Comparison of Mean: V64 to V67 Financial Benefits 

The evidence re-affirms the above findings and shows agreement is consistently high 

from the PFPA-HY sample for all benefits and only in relation to better cash and debt 

management is the PFPA-CH approach perceived to offer more benefit. For instance: 

Benefiting from Better Cash Management and Budget Systems 

The difference in the mean from the PFPA-CH sample is greatest relating to this benefit 

(V64, X  = 4.49) when compared to PFPA-TL and PFPA-HY ( X  = 3.89 and 4.11 

respectively). 

Benefiting from Better Debt Management and Ability to Save Money 

Likewise, the mean from the PFPA-CH sample is noticeably higher (V65, X  = 4.42) 

when compared to PFPA-TL and PFPA-HY ( X  = 3.85 and 4.21, respectively). 

Benefiting from Better Contingency Planning 

Whereas the mean from the PFPA-HY sample is higher (V67, X  = 4.34) when compared 

to PFPA-CH and PFPA-TL ( X  = 4.09 and 4.04 respectively). 

Benefiting from Better Tax and Business Planning  
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Likewise, the mean from the PFPA-HY sample is noticeably higher (V66, X  = 4.16) 

when compared to PFPA-CH and PFPA-TL ( X  = 3.89 and 4.10, respectively). 

Recall from the FCH1 case study (Chapter 6) finds the evidence to indicate the 

importance placed on better cash and debt management and savings, as a key driver of 

financial benefits with the PFPA-CH approach. Further, this study finds the evidence to 

affirm the FCH1 clients’ expectation to be shown how to budget better and manage debt 

better (see Section 2.3.1) have been met. Better cash and debt management are recognised 

in the literature as a financial potential of financial planning (ASIC, 2010; Jacoby, 2002; 

Joo & Grable, 2004; Prawitz et al., 2006). The high levels of agreement from the PFPA-

CH and the subsidiary evidence from the PFPA-HY sample re-affirms the value of these 

benefits exist in a financial coaching approach and also in a hybrid approach. 

Compared to the evidence related to tax minimisation education illustrated in Figure 8.16 

shows the PFPA-HY sample perceived the hybrid approach more supportive and the 

references to the principal’s accounting expertise in the FBL2 interview (Chapter 7). It’s 

proposed this higher degree of emphasis on tax minimisation education and the 

principal’s expertise has a bearing on the PFPA-HY sample’s higher level of agreement 

relating to the financial benefits of better tax planning. It’s proposed the principal’s 

expertise may also influence the PFPA-TL sample’s higher level of agreement relating to 

better tax planning.     

Compared to the educative PFPA-CH approach, the evidence indicates the blend of 

transactional and traditional financial planning, as with the PFPA-HY approach, may 

have a bearing on the higher mean in relation to better contingency planning such as better 

insurance cover. It’s proposed knowing about insurance (as advocated by the PFPA-CH 

approach) is not enough to mobilise individuals to transact the appropriate cover (a typical 

traditional financial planning transaction). This proposition is supported by prior financial 

literacy research finds that financial education alone is not enough to mobilise individuals 

to act on their acquired knowledge (Anthes, 2004; Atkinson et al., 2007; Fox et al., 2005; 

Lusardi & Mitchell, 2007; Reynolds, 2006; Tennant et al., 2009; Worthington, 2006).   

Thus, compared to the traditional approach, the evidence shows both the PFPA-CH and 

PFPA-HY approach are perceived to financial benefit clients with better cash and budget 

systems and better debt management. However, regarding benefiting from better tax and 
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contingency planning, there is stronger conviction the blended processes employed in a 

PFPA-HY approach are more likely to deliver.   

8.11 Hypothesis 8 

Hypothesis 8 aims to test whether:  

H8: Compared to the traditional and hybrid financial advice approaches, the 

PFPA-CH approach is more likely to realise the client’s psychological benefits of 

financial planning. 

How the survey responses informs the eighth hypothesis is now discussed.  

 H8 Related Survey Items 

H7 is informed by survey items V68 to V71 (Table 8.15), V72 to V74 (Table 8.16) and 

V75 to V77 (Table 8.17). Firstly, V68 to V71 is used to understand whether respondents 

perceived they benefited from greater peace of mind. Secondly, V72 to V74 and V75 to 

V77 are used to gauge whether respondents perceived they benefited from the related 

benefits of financial satisfaction and positive effects on health.   

Table 8.15 Survey Extract (Appendix B) V68 to V71:  Peace of Mind 

 

Table 8.16 Survey Extract (Appendix B) V72 to V74: Financial Satisfaction 
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Table 8.17 Survey Extract (Appendix B) V75 to V77: Health Benefits 

 

 H8 Analysis of Survey Responses 

Figures 8.21 compares the levels of agreement from each sample group in relation to 

benefiting from peace of mind benefits, such as being prepared for life changing events 

(V68), having reduced levels of financial stress (V69), feeling freer to enjoy personal 

wellbeing (V70) and having created clearer pathways towards the clients’ financial goals. 

  

  

Figure 8.21 Levels of Agreement: V68 to V71 Psychological Benefits  
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Figure 8.21 shows most agree they benefit from being prepared for life changing events 

and feeling freer to enjoy personal wellbeing activities. However, compared to the 

traditional and hybrid approaches, the PFPA-CH sample are more convinced about 

psychologically benefiting by having created clearer pathways (51% strongly agreed) and 

having reduced levels of financial stress (30.86% strongly agreed). 

Figure 8.22 compares the mean in relation to respondents’ perception about the peace of 

mind benefits.    

 

Figure 8.22 Comparison of Mean: V68 to V71 Psychological Benefits 

Re-affirming the findings above, the PFPA-CH approach is found to more likely provide 

peace of mind benefits by creating clearer pathways towards financial goals and reducing 

levels of financial stress. However, the PFPA-HY sample show greater conviction they 

benefit psychologically by being prepared for life changing events and whilst the mean 

is generally low from each sample group, feeling freer is a benefit most agree with to a 

similar degree. For instance: 

Creating Clearer Pathways towards Financial Goals 

Regarding the creation of clearer pathways, the mean from the PFPA-CH sample is 

noticeably higher (V71, X  = 4.46) when compared to PFPA-TL and PFPA-HY ( X  = 

3.99 and 4.00, respectively).  
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Having Reduced Levels of Financial Stress 

Regarding reduced financial stress, the mean from the PFPA-CH sample is higher (V69, 

X  = 4.14) when compared to PFPA-TL and PFPA-HY ( X  = 3.72 and 3.91, 

respectively).  

Feeling Freer to Enjoy Personal Wellbeing Activities 

Regarding feeling freer to enjoy personal wellbeing activities, the mean from the PFPA-

CH sample is higher (V70, X  = 4.05) when compared to PFPA-TL and PFPA-HY ( X  

= 3.76 and 3.90, respectively).  

Being Prepared for Life Changing Events 

Regarding being prepared for life changing events, the mean from the PFPA-CH sample 

is lower (V68, X  = 4.02) when compared to PFPA-HY ( X  = 4.22) and varies slightly 

from PFPA-TL ( X  = 4.00).   

The evidence is found to support the expectations clients had of FCH1 to create clearer 

pathways and the importance FCH1 placed on client awareness related to articulating the 

action needed to reach their financial goals, as described in Chapter 6. Combined, the 

evidence also shows the PFPA-CH approach is relatively effective in realising clients’ 

reduced financial stress and enabling them to feel freer to enjoy personal wellbeing, which 

is consistent an educative financial coaching focus and the resultant client psychological 

benefits (Jacoby, 2002; Klontz et al., 2008; Prawitz et al., 2008).   

However, Figure 8.22 indicates that a blend of traditional and financial coaching may 

benefit the client more so in relation to being prepared for life changing events. It’s 

proposed the evidence shown in Figure 8.20 and Figure 8.16, indicating the PFPA-HY 

sample is more convinced they benefit from better contingency planning and education 

on other contingencies such as estate planning, has a bearing on the levels of agreement 

showing from the PFPA-HY sample related to V68.   

Thus, whilst the recognised psychological benefits of financial planning are found to 

occur in a PFPA-CH approach, preparing clients for life changing events is a benefit 

found to be underdeveloped in the PFPA-CH approach and the PFPA-HY approach is 

shown to be more effective in this regard.    
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Benefiting from Better Health Benefits 

Figure 8.23 compares the levels of agreement in relation to the health benefits allied to 

the peace of mind associated with one’s sense of financial wellbeing. 

  

 

Figure 8.23 Levels of Agreement: V75 to V77 Health Benefits 

The PFPA-CH sample showed stronger levels of agreement they benefited from reduced 

levels of anxiety about debt (V75) and reduced anxiety about overspending (V76). 

However, the percentage of those agreeing they benefited from reduced anxiety about 

excessive risk taking was similar and stronger from PFPA-CH and PFPA-HY sample 

compared to PFPA-TL. 

Figure 8.24 compares the mean in relation to how the respondents perceived they 

benefited from the health benefits.  



 Page 184 

 

 

Figure 8.24 Comparison of Mean: V75 to V77 Health Benefits 

Compared to the traditional approach, the evidence shows both the PFPA-CH and PFPA-

HY sample groups are more convinced they benefited from reduced anxiety about debt 

and overspending, and excessive risk taking. However, compared to the distribution of 

responses from previously analysed survey items (such as the economic benefits shown 

in Figure 8.18) the level of conviction from either the PFPA-CH or PFPA-HY sample is 

relatively low. For instance: 

Reduced Anxiety about Debt 

The mean from the PFPA-CH and PFPA-HY samples is higher (V75, X  = 4.01 and 3.98, 

respectively) when compared to PFPA-TL ( X  = 3.67).  

Reduced Anxiety about Overspending 

Likewise, the mean from the PFPA-CH and PFPA-HY samples is higher (V76, X  = 3.91 

and 3.84, respectively) when compared to PFPA-TL ( X  = 3.65) although interestingly, 

the level of agreement is low from each sample group. 

Reduced Anxiety about Excessive Risk Taking 

Noticeably, the mean from the PFPA-HY sample is higher (V77, X  = 3.92) when 

compared to PFPA-CH and PFPA-TL ( X  = 3.80 and 3.65, respectively), although 

interestingly, the level of agreement is low from each sample group. 
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Prior research has made connections between an individual’s reduced financial stress, an 

educative financial coaching focus and the resultant client health benefits (Jacoby, 2002; 

Klontz et al., 2008; Prawitz et al., 2008). However, whilst a more educative focus 

approach, as with PFPA-CH and PFPA-HY, is shown to reduce financial anxiety about 

debt, over spending and excessive risk taking the conviction level is moderate. For 

instance, the relatively lower mean from the PFPA-CH and PFPA-HY sample groups, 

compared to say, the stronger mean in relation to economic benefits (4.11 to 4.20 and 

4.36 to 4.41, respectively see Figure 8.18, Section 8.9.2), indicates some uncertainty 

and/or some anxiety with regards debt, over spending and risk, is still present in the minds 

of the respondents. Further, the evidence indicates the FCH1 clients’ expectations for 

reduced stress surrounding their finances, discussed in Chapter 6, may not be fully 

realised. In the same vein, Figure 8.12 (see Section 8.6.2) shows a similar level of 

uncertainty relating to risk i.e. wealth creation strategies that could withstand a market 

downturn (average mean V31, X  = 3.87). It’s proposed, that regardless of approach, 

respondents still carry some financial stress and the psychological benefits of reduced 

anxiety about debt, overspending and risk have not yet been fully realised.      

Thus, whilst the PFPA-CH and PFPA-HY approach is found to more likely create the 

health benefits associated with financial wellbeing, compared to the traditional approach 

to providing financial advice, the psychological potential of this benefit in these 

approaches is underdeveloped.  

Benefiting from Better Financial Satisfaction 

Figure 8.25 compares the levels of agreement regarding benefiting from drivers of 

financial satisfaction.  
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Figure 8.25 Levels of Agreement: V72 to V74 Financial Satisfaction  

As shown in figure 8.25, whilst the percentage of respondents from the PFPA-CH sample 

strongly agreeing they benefit from having practice desirable financial behaviour and 

having improved financial knowledge is greater (30.83% and 43.21%) the pattern of 

response in relation to having improved ability to meet financial demands is similar and 

few disagree (xx %).   

Figure 8.26 compares the mean in relation to the above statements.  
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Figure 8.26 Comparison of Mean: V72 to V74 Financial Satisfaction  

Figure 8.26 shows the PFPA-CH sample is more convinced they benefited from financial 

satisfaction stemming from improvements to financial behaviour and knowledge and 

ability to meet financial demands. However, there is a generally high level of agreement 

from all respondents their financial satisfaction is improved because of improved levels 

of financial knowledge. For instance: 

Having you Practice Desirable Financial Behaviour 

Noticeably, the mean from the PFPA-CH is higher (V72, X  = 4.27)) when compared to 

PFPA-TL and PFPA-HY ( X  = 3.85 and 3.97, respectively). 

Having You Improve Your Financial Knowledge 

Whilst the mean from the PFPA-CH is higher (V73, X  = 4.40) compared to PFPA-HY 

( X  = 4.18) the variance is relatively small. Further, the mean from the PFPA-TL 

responses is noticeably higher ( X  = 4.01) for this financial satisfaction factor compared 

to the other factors (i.e. V72 and V74).  

Having you Meet Your Financial Demands 

The mean from the PFPA-CH is higher (V74, X  = 4.10) when compared to PFPA-TL 

and PFPA-HY ( X  = 3.81 and 3.95, respectively) however it’s lower than for the other 

financial satisfaction factors. 
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Overall, the evidence shows somewhat more convincingly that a PFPA-CH approach 

enables financial satisfaction more so than alternate approaches. Such evidence is 

consistent with prior studies by Joo and Gable (2004) and Klontz et al. (2008) who find 

the psycho-educative processes employed by a financial coach drive financial satisfaction 

by focusing on improving knowledge, financial behaviour and the client’s ability to meet 

financial demands. Further, this study finds the supplementary evidence from the PFPA-

HY sample indicates that a blended approach, which also has a psycho-educative focus, 

influences the somewhat higher levels of clients’ financial satisfaction compared to a 

traditional financial planning approach.  

Whilst, Figure 8.26 indicates the FCH1 clients’ expectations to be educated about better 

financial behaviour (discussed In Chapter 6) have been largely met, the average mean in 

relation to practicing desirable financial behaviour ( X  = 4.03) and improving the ability 

to meet financial demands ( X  = 3.95) is lower than the average mean for improved 

financial knowledge ( X  = 4.19). Prior research finds adequate financial knowledge does 

not always translate into good financial behaviour (Anthes, 2004; Atkinson et al., 2007). 

From the evidence, this study finds there may be similar shortcomings in the financial 

education strategies employed by each approach and the full potential of financial 

satisfaction is not yet realised by the PFPA-CH approach or the alternates.   

Thus, compared to traditional and hybrid approaches, this study finds whilst the PFPA-

CH approach does realise some of the client’s psychological benefits of financial 

planning, peace of mind from being prepared for life changing events is a benefit found 

to be more developed in the PFPA-HY approach. Further, the potential health benefits 

and financial satisfaction associated with reduced levels of financial anxiety and 

improved ability to meet financial demands may not be fully realised in a PFPA-CH 

approach, although a higher degree of benefit is shown compared to the alternate 

approaches.  
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8.12 RQ2 Benefits of Financial Coaching Explained by Self Efficacy 

Theory 

Research Question 2 developed in Chapter 4 asks: 

If, compared to the traditional and hybrid financial advice approaches, there is a 

higher degree of client benefits and value in PFPA-CH approach, can self-efficacy 

and allied theory explain how and why the benefits are realised? 

Hypotheses H9 to H12 (developed in Chapter 4) informs RQ2 and each are now 

discussed. 

8.13 Hypothesis 9 

Hypothesis 9 aims to test whether: 

H9: Compared to the traditional and the hybrid financial advice approaches, 

PFPA-CH provides better empowerment for the client in relation to the 

realisation of their financial goals.  

How the survey responses informs the ninth hypothesis is now described.   

 H9 Related Survey Items 

H9 is informed by survey items V78 to V83 (Table 8.18) and deals with elements of 

empowerment found to underpin the realisation of financial goals in the financial 

coaching and/or planning relationship51 (Anderson, 2001; Kilburg, 1997).   

  

                                                 

51 Surveys sent to the FCH1 sample group stated ‘The financial coaching relationship’ as shown in the 

above Survey extract. Surveys sent to other sample groups replaced financial coaching with the terms 

financial coaching/financial planning.  



 Page 190 

 

Table 8.18 Survey Extract (Appendix B) V78 to V84: Empowerment 

 

 

 H9 Analysis of Survey Responses 

Figures 8.27 compares the levels of agreement related to benefiting from better 

empowerment towards the realisation of financial goals (V78 – V83).  
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Figure 8.27 Levels of Agreement: V78 to V84 Empowered by the Relationship  

Figure 8.27, shows some similarities in the pattern of responses from each sample group. 

For instance, over one third of the PFPA-CH sample strongly agrees (range 33.33% to 

45.68%) to being empowered by a financial coaching relationship. However, most of the 

PFPA-TL and PFPA-HY sample agreed to being empowered, with PFPA-HY generally 

showing the highest level of agreement (61.18% - 67.76%) for all elements except for 

V82 (empowers you to think more positively about wealth creation) which shows 

approximately 1% more from PFPA-TL agreed.   

Figure 8.28 compares the mean in relation to these statements.  

 

Figure 8.28 Comparison of Mean: V78 to V83 Empowered by the Relationship 

4.25 4.27 4.36 4.36 4.41
4.30
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you to think
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creation.

V83 Empowers
you to act on
the financial

advice.

Comaprison of Mean: V78 to V83
Empowerment

Coaching ( n= 81) Traditional (n = 229) Hybrid (n = 152)
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The evidence shown in Figure 8.28 indicates the financial coaching relationship better 

empowers the factors that drive the realisation of one’s financial goals, compared to the 

alternative approaches. However, Figure 8.28 also shows the mean is consistently higher 

from the PFPA-HY sample than from PFPA-TL sample regarding to being empowered 

to acquire financial knowledge (V80), greater confidence (V81) and acting on the advice 

(V83) indicating this benefit is also evident in the hybrid approach. For instance: 

Empowers Personal Accountability for Attaining Client Goals 

Regarding empowering accountability, the mean from the PFPA-CH is much higher 

(V78, X  = 4.25) when compared to PFPA-TL and PFPA-HY ( X  = 3.82 and 3.93, 

respectively). 

Empowers the Client to Achieve Their Financial Goals 

Likewise, the mean from the PFPA-CH is noticeably higher (V79, X  = 4.27), relating to 

being empowered to achieve, when compared to PFPA-TL and PFPA-HY ( X  = 3.91 and 

4.01, respectively). 

Empowers the Client to Acquire Greater Financial Knowledge  

The difference in the mean from the PFPA-CH (V80, X  = 4.36) is somewhat less in 

terms of being empowered to acquire greater financial knowledge, compared to PFPA-

HY ( X  = 4.13) and PFPA-TL is lowest ( X  = 3.93).   

Empowers Greater Confidence in the Clients Financial Abilities 

Similarly, the difference in the mean from the PFPA-CH is narrow (V81, X  = 4.36) 

relating to empowered with greater confidence, when compared to PFPA-HY ( X  = 4.11) 

and PFPA-TL is lowest ( X  = 3.93).   

Empowers you to Think More Positively about Wealth Creation 

The mean in relation to this factor is relatively higher (compared to the other factors) 

from the PFPA-CH sample (V82, X  = 4.41) and from the PFPA-TL and PFPA-HY 

sample ( X  = 4.02 and 4.07, respectively). 
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Empowers the Client to Act on the Financial Advice 

The difference in the mean from the PFPA-CH is slight (V83, X  = 4.30) relating to being 

empowered to act on the financial advice, compared to PFPA-HY ( X  = 4.16, 

respectively) and PFPA-TL is lowest ( X  = 3.98).  

Recall the FCH1 case study (Chapter 6) finds the evidence to confirm the intention of 

financial coaching to empower client confidence and accountability for financial goal 

attainment and affirm the importance clients placed on being motivated to develop self-

confidence and be kept accountable. This evidence is consistent with prior research that 

finds a strong connection between being empowered by coaching relationships; 

distinguished by greater client participation (Anderson, 2001; Argyris, 1998; Kilburg, 

1997; Klontz et al,. 2008) and higher levels of client self-confidence (Farlardeau & 

Durand, 2002; Mather, 2010; Rogers, 1946). Thus, comparing the evidence shown in 

Figure 8.28 to Figure 8.15, it is proposed the perceived value of education in a client-

centred, educative approach (as with both a PFPA-CH and PFPA-HY approach) has a 

bearing on the empowerment factors experienced by clients in both these relationship 

approaches. Further, excepting responses to V78 (related to empowered accountability) 

the levels of agreement from both the PFPA-CH and PFPA-HY sample related to being 

empowered by the relationship, concurs with the financial literacy research that finds a 

self-efficacy builder is necessary to mobilise financial education into action and the 

opportunity to empower a client do so is embedded within the financial planning 

processes (Anthes, 2004; Atkinson et al., 2007; Fox et al., 2005; Lusardi & Mitchell, 

2007).  

The higher mean from the PFPA-CH sample in relation to empowered accountability is 

proposed to be influenced by evidence presented in the descriptive statistics (see Table 

5.3). For instance, Table 5.3 shows that 65% of FCH1 clients attended more than 2 

sessions per year, compared to 2 (or less) sessions in a PFPA-TL and PFPA-HY approach. 

The more frequent contact in a financial coaching relationship is proposed to influence 

the stronger conviction from the PFPA-CH sample the relationship empowered 

accountability for attaining goals.  

Figure 8.28 shows the PFPA-CH sample are more convinced the financial coaching 

relationship, compared to a traditional or hybrid approach, empowers them to think more 
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positively about wealth creation. This evidence concurs with prior research studies which 

find client positivity to be high where the relationship empowers the client to handle more 

of their own decision-making (Mangan, 2010; Payne et al., 2010; Sharpe et al., 2009).  

Thus, compared to the traditional and hybrid approach, the PFPA-CH approach provides 

better empowerment for the client in relation to the realisation of their financial goals. In 

particular, the PFPA-CH relationship is found to better empower client to think more 

positively towards their financial goals. However, being empowered to acquire greater 

financial knowledge, greater confidence in financial ability and act on the financial the 

PFPA-HY approach is found to also benefit the client.  

8.14 Hypothesis 10 

Hypothesis 10 aims to test whether: 

H10: Compared to the traditional and the hybrid financial advice approaches, 

PFPA-CH builds the client’s self-belief in their financial capabilities. 

How the survey responses informs the tenth hypothesis is now discussed. 

 H10 Related Survey Items 

H10 is informed by V11 to V15 (Table 8.19), V20 to V23 (Table 8.20) and V25 and V84 

(Table 8.21). Responses from V11 to V15 gauge the levels of agreement in relation to 

processes known to drive self-belief for financial success, V20 to V23 are used to 

compare the respondents’ perception about processes known to build credible self-belief 

in one’s financial capabilities and V25 and V84 gauged the shift in positivity for financial 

success as a result of financial coaching and/or planning52. 

  

                                                 

52 Surveys sent to the FCH1 sample group used the term financial coaching (as shown in the Survey extracts 

above) whereas Surveys sent to other sample groups replaced financial coaching with the terms financial 

coaching/financial planning.  
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Table 8.19 Survey Extract (Appendix B) V11 to V15: Self-Belief Drivers 

 

Table 8.20 Survey Extract (Appendix B) V20 to V23: Credible Self-Belief  

 

Table 8.21 Survey Extract (Appendix B) V25 to V84: Shift in Positivity 

 

 

 H10 Analysis of Survey Responses 

Figure 8.29 compares the levels of agreement regarding benefiting from self-belief 

drivers. 
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Figure 8.29 Levels of Agreement: V11 to V15 Self-Belief Drivers 

Figure 8.29 shows the percentage of respondents strongly agreeing is noticeably higher 

from the PFPA-CH sample in relation to identifying tasks to achieve financial goals 

(V11), tracking and performing analysis (V12) and provision of resources (V13) (range 

45% - 61.73%). Whereas the pattern of response in relation to identifying beliefs which 

hinder financial goal achievement (V14) is similar across each approach and almost the 
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same percentage of those strongly agreeing with this statement also strongly disagree. 

Whether the coach and/or planner connects the client with like-minded others (V15) is 

strongest from the PFPA-CH sample although more than one third (31.96% Agreed / 

7.85% Strongly Agreed) agreed the PFPA-HY approach provides this benefit.  

Figure 8.30 compares the mean regarding whether the financial coach and/or planner 

builds self-belief for financial success.  

 

Figure 8.30 Comparison of Mean: V11 to V15 Self-Belief Drivers 

With the exception of V15 (Connecting with like-minded others) and V14 (Identifying 

beliefs that stop financial goal-achievement), Figure 8.30 shows a consistently higher 

level of agreement from the PFPA-CH and the PFPA-HY sample indicating the 

coach/planner does build their self-belief for financial success.  

Noticeably, conviction from each sample group is relatively strong in relation to V11 

(identifying tasks to be done) whereas, in contrast the conviction from each sample is 

relatively low in relation to V14 (Identifying beliefs that stop the achievement of financial 

goals). For instance: 

Building Self-Belief by Identifying Tasks to be Done 

Whilst the mean from the PFPA-CH relating to this driver is higher (V11, X  = 4.60) 

compared to PFPA-TL and PFPA-HY ( X  = 4.16 and 4.26, respectively), each sample 

group shows stronger conviction relative to the other self-belief drivers.  
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Building Self-Belief by Conducting Performance Analysis and Tracking 

The difference in the mean from the PFPA-CH is somewhat narrow (V12, X  = 4.45) 

compared to the PFPA-HY ( X  = 4.11) and PFPA-TL is lowest ( X  = 3.99).  

Building Self-Belief by Providing Goal-Achievement Resources 

Likewise, the difference in the mean from the PFPA-CH is somewhat narrow (V13, X  

= 4.46) compared to the PFPA-HY ( X  = 4.08) and PFPA-TL is lowest ( X  = 3.87).  

Building Self-Belief by Identifying Beliefs that Stop Financial Goal-Achievement  

Whilst the mean from the PFPA-HY relating to this driver is higher (V14, X  = 3.76) 

compared to PFPA-TL and PFPA-CH ( X  = 3.76 and 3.53, respectively), each sample 

group shows a low level of conviction relative to the other self-belief drivers.  

Building Self-Belief by Connecting with Like-Minded People 

Regarding connecting with like-minded people, the mean from the PFPA-CH is higher 

(V15, X  = 4.10) when compared to PFPA-TL and PFPA-HY ( X  = 3.26 and 3.63, 

respectively). 

As discussed in Chapter 6, the FCH1 coach emphasised the importance placed on getting 

the client involved in identifying, planning and reporting on tasks to be achieved and 

building client confidence by using tools to demonstrate their progress. Further, clients 

expected this same level of involvement (see Section 6.3.1) and an improvement to their 

self-confidence as a consequence. Thus, the combined evidence from the PFPA-CH 

sample relating to V11, V12 and V13 is found to confirm that a PFPA-CH coach builds 

client self-belief for their financial success and concurs with the literature describing how 

an individual’s self-efficacy is raised (Bandura, 1994; Klontz et al., 2008). However, 

Figure 8.30 shows the benefits are not exclusive to the PFPA-CH approach. Instead, the 

level of conviction from PFPA-TL and PFPA-HY sample in relation to V11 (Identifying 

tasks to be done) is also high and the supplementary evidence from PFPA-HY sample 

indicates performance tracking and resources are also used to build client self-efficacy, 

with this approach, in relation to their financial goals.  
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Recall the case study (Chapter 6) finds the FCH1 financial coaching process to deviate 

from a distinguishing characteristic of coaching which involves raising an individual’s 

awareness of self-limiting behaviours as described by Ducharme (2004) and Kilburg 

(1997) and the FCH1 principal is found not to have formal coaching qualifications53. 

Figure 8.30 shows the mean in relation to V14 is the lowest, compared to the other drivers, 

and this study finds the evidence to confirm the lack of attention given to this particular 

driver of self-belief.  

Whilst the response from the PFPA-CH sample relating to V15 (building self-belief by 

connections with like-minded others) is not overly strong, the clients’ expectations of 

FCH1 (see Section 6.3.1) to be surrounded with like-minded others seeking financial 

independence is met. Prior research finds social modelling to be an effective way of 

influencing higher levels of self-efficacy (Bandura, 1994; Gist & Mitchell, 1992). 

However, inferred from the lower mean for V15 (compared to say other drivers i.e. V11 

and V13) the benefit of social modelling may not be fully realised in the PFPA-CH 

approach. 

Thus, whilst processes embedded in the PFPA-CH approach are found to build the client’s 

self-belief in the financial capabilities, to some degree, a PFPA-HY approach is also 

found to offer some degree of value. However, it’s proposed, the lack of attention given 

to processes that identify beliefs that inhibit a client’s financial success and lack of formal 

qualifications may also inhibit the degree to which a client’s self-efficacy in relation to 

financial capabilities is realised. 

How the Coach/Planner Builds Credible Self-Belief 

Figure 8.31 compares the mean in relation to the drivers of credible self-belief.   

                                                 

53 Wilkins et al. (2001) suggested that a lack of practitioner knowledge about cognitive behavioural 

coaching (CBC) interventions has prevented the take-up coaching in the financial planning context. 
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Figure 8.31 Comparison of Mean: V20 to V25 Drivers of Credible Self-belief 

Figure 8.31 shows that whilst the mean in relation to the drivers of credible self-belief are 

higher from the PFPA-CH sample, the hybrid approach appears to offer some value 

relating to motivating better financial behaviour (V22) and enabling greater financial 

control (V24). However, noticeably both the PFPA-CH and PFPA-HY sample appear less 

convinced that situations are structured to master financial capabilities (V20) and that 

skills and knowledge now match their positivity (V25). For instance: 

Structuring Situations to Master and Improve Financial Capabilities 

Regarding structured situations to master and improve financial capabilities, the mean 

from the PFPA-CH sample is somewhat higher (V20, X  = 4.04) when compared to 

PFPA-TL and PFPA-HY ( X  = 3.62 and 3.68, respectively).  

Motivates Greater Accountability for Goals 

Likewise, the mean from the PFPA-CH sample regarding greater accountability for goals, 

is noticeably higher (V21, X  = 4.31) when compared to PFPA-TL and PFPA-HY ( X  = 

3.62 and 3.84, respectively).  

Motivates Better Financial Behaviour 

Regarding motivates better financial behaviour, the mean from the PFPA-CH sample is 

somewhat higher (V22, X  = 4.28) when compared to PFPA-TL and PFPA-HY ( X  = 
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3.76 and 4.04, respectively) although the hybrid sample shows a more convincing level 

of agreement compared to the traditional sample.  

Enables the Uptake of Personal Control towards Goals 

Regarding enabling taking personal control towards goals, the mean from the PFPA-CH 

sample is somewhat higher (V23, X  = 4.42) when compared to PFPA-TL and PFPA-

HY ( X  = 3.90 and 4.18, respectively) although, as with V22 the hybrid sample shows a 

more convincing level of agreement compared to the traditional sample.  

Positivity is Now Matched with Skills and Knowledge to Achieve Financial Goals 

The mean from the PFPA-CH sample is higher (V25, X  = 4.19) relating to a match 

between clients’ positivity and their skills and knowledge when compared to PFPA-TL 

and PFPA-HY ( X  = 3.60 and 3.66, respectively) yet lower than the mean of V21, V22 

and V24 ( X  = 4.31, 4.28 and 4.24, respectively). 

Recall the FCH1 case study (Chapter 6) finds the evidence to confirm the intention of 

financial coaching to motivate better financial behaviour, greater accountability and 

financial control by building credible self-belief and affirms that clients’ have greater 

positivity about their financial future. However, the evidence is only moderately 

convincing in terms of the clients’ perception they have mastery over their financial 

capabilities and (V20). Prior research finds mastery experiences to be the strongest and 

most direct influence over perceived self-efficacy (Gist & Mitchell, 1992) and based on 

the evidence, the ability of the PFPA-CH approach to create financial mastery appears to 

have fallen short. 

Compared to the observations made of the FBL1 and FBL2 approach to advice (Chapter 

7), the evidence indicates the intention of the hybrid approach to raise their clients’ self-

efficacy by motivating better financial behaviour and enabling greater personal control of 

finances has been effective. Likewise, this supplementary evidence concurs with Bandura 

(1982) that a successful efficacy builder provides guidance and cues to raise an 

individual’s belief in their capabilities. However, compared to the PFPA-CH sample, the 

PFPA-HY approach has only been moderately convincing in terms of creating a 

heightened sense of positivity with matched skills.  
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Thus, whilst compared to the traditional and hybrid approach, the PFPA-CH approach is 

better able to match skills and knowledge with client positivity; the clients are not totally 

convinced they have mastered financial capability. Although, compared to the traditional 

approach, the PFPA-CH and PFPA-HY approach appear to build credible self-belief by 

motivating better financial behaviour and enabling personal financial control.     

Indications of a Change in Self-Belief 

Figure 8.32 compares the mean in relation to clients’ improved and empowered positivity. 

 

Figure 8.32 Comparison of Mean: V84 Positivity for Financial Success 

Figure 8.32 shows that whilst there is stronger conviction from the PFPA-CH sample that 

a shift in the clients’ positivity towards financial success has occurred, the PFPA-HY 

approach has also been effective in raising the clients’ sense of positivity. For instance: 

Your Positivity for your Financial Success has Increased over Time 

The mean from the PFPA-CH is noticeably higher (V84, X  = 4.44) when compared to 

PFPA-HY ( X  = 4.11) and the PFPA-TL is lowest ( X  = 3.99).  

Recall the FCH1 case study (Chapter 6) finds the evidence to confirm the principal’s 

intention for the financial coaching processes to sustain the clients’ self-confidence and 

affirm their clients’ expectation for financial coaching to build their belief that a 

successful financial future for the client is possible. Further the evidence is consistent 

with the change in an individual’s self-expectancy found in prior research to be a 

4.40

3.94

4.19

V84 Your positivity for your financial success has increased over time.

Comparison of Mean: V84
Positivity for Financial Success 

Coaching ( n= 81) Traditional (n = 229) Hybrid (n = 152)
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consequence of raised levels of self-efficacy developed by a self-efficacy builder 

(Bandura, 1994; Ducharme, 2004 and Gist & Mitchell, 1992). However, the evidence 

shows this benefit is not exclusive to the PFPA-CH alone and that a PFPA-HY also offers 

value.  

Thus compared to the traditional and the hybrid financial advice approaches, the overall 

evidence indicates the PFPA-CH does build the client’s self-belief in their financial 

capabilities although the PFPA-HY is found to be also relatively effective. However, 

whilst the PFPA-CH approach is found to build the clients’ credible self-belief and raised 

the clients’ sense of positivity for their financial success, supplementary evidence shows 

the PFPA-HY approach is also relatively effective in this regard.    

8.15 Hypothesis 11 

Hypothesis 11 aims to test whether: 

H11: Compared to the traditional and the hybrid financial advice approaches, 

PFPA-CH betters a client’s financial behaviour via self-mastery experiences. 

How the survey responses informs the eleventh hypothesis is now discussed.  

 H11 Related Survey Items 

H11 is informed by survey items V53 to V55 (Table 8.21) and V85 to V86 (Table 8.22). 

Responses from V53 to V55 relate to how effective the financial teaching is at enabling 

client mastery via the use of financial tools and tailored teaching to improve financial 

understanding. Responses to V85 to V86 gauge the consequential personal outcomes of 

client financial mastery such as better financial behaviour and personal control over the 

clients’ financial goals.  
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Table 8.21 Survey Extract (Appendix B) V53 to V55: Self-Mastery 

 

Table 8.22 Survey Extract (Appendix B) V85 and V86: Personal Outcomes of Self-

Mastery 

 

 H11 Analysis of Survey Responses 

Figures 8.33 compares the levels of agreement related to benefiting from structured 

situations for the client to master financial capabilities (V53).   

 

Figure 8.33 Level of Agreement V53: Self-Mastery Experiences  

Figure 8.33 shows that whilst the percentage of respondents agreeing with this statement 

is strongest from the PFPA-CH sample, as with the PFPA-HY sample most only generally 

agree the financial coach/hybrid planner structures situations for the client to master their 

financial capabilities and over 12% from the PFPA-TL sample disagree.  

How Financial Capability is Built  
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Figure 8.34 compares the mean for factors related to building financial capability and 

creating self-mastery. 

 

Figure 8.34 Comparison of Mean: V54 and V55 Creating Self-Mastery  

Compared to the traditional and hybrid approaches, Figure 8.34 shows the PFPA-CH 

sample are more convinced they benefit from financial tools that assist their financial 

understanding. Whereas both the PFPA-CH and PFPA-HY sample indicate the financial 

coach’s and planner’s teaching is appropriately tailored. Relating to mastery of financial 

capabilities there is some uncertainty from all approaches as to the evidence of this 

benefit. For instance:   

Structuring situations to Master Financial Capabilities 

Whilst the mean from the PFPA-CH sample is somewhat higher (V53, X  = 4.01) when 

compared to PFPA-TL and PFPA-HY ( X  = 3.84 and 3.88, respectively) it’s much lower 

compared to the other factors, V54 and V55. 

Providing Financial Tools to Assist your Financial Understanding  

Noticeably, the mean from the PFPA-CH sample is much higher (V54, X  = 4.25) 

compared to PFPA-TL and PFPA-HY ( X  = 3.89 and 4.00, respectively). 

Tailored and Appropriate Level of Teaching 
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The difference in the mean between the PFPA-CH (V55, X  = 4.25) and PFPA-HY 

approach is small ( X  = 4.22) and the FPA-TL mean is lowest ( X  = 4.05).  

The strong agreement from the PFPA-CH sample is consistent with observations made 

from the FCH1 case study (Chapter 6) which found that financial coaching places a 

particular emphasis on the use of financial tools and tailors teaching to each client’s level 

in order to build a client’s self-awareness and financial understanding of risk and the 

implications of their decisions. The evidence also concurs with prior research that finds 

a combination of skill building by a self-efficacy builder and cues, developed from tools 

and teaching, is a determinant of improved capability and understanding (Argyris, 1998; 

Bandura, 1977; Martin & Dowson, 2009).  

Noticeably, Figure 8.34 shows the PFPA-HY approach also tailors the teaching to a 

client’s level and this evidence is consistent with the PFPA-HY sample’s high regard for 

the education support from this approach (shown in Figure 8.15). However, it’s proposed 

the lower mean from the PFPA-HY sample in relation to the provision of financial tools 

(V54) may have a bearing on the low mean from this sample in relation to mastering 

financial capabilities and affirms the importance of a combination of skill-building and 

cues to drive self-mastery. 

During the FCH1 case study observations were made that whilst the financial coaching 

emphasis on client self-mastery is consistent with Klontz et al., (2008) financial coaching 

model, clients that had terminated the FCH1 relationship returned as they were unable to 

maintain independent productivity. Similar problems were reported in coaching 

relationships in healthcare contexts (Young et al., 2007). The PFPA-CH intention for 

client self-mastery is found not to match the clients’ perception based on the low mean 

for V53 shown in Figure 8.34 and, as with prior research, it’s proposed that independent 

productivity may not be a realistic outcome for clients in a financial coaching relationship 

or the alternative advice approaches.   

Thus, compared to the traditional and hybrid approach, the PFPA-CH is more likely to 

build financial capability by providing tools that assist understanding yet; both the PFPA-

CH and PFPA-HY approach are found to tailor teaching at the clients’ level. Regardless 

of approach, the evidence indicates there is uncertainty as to whether clients feel they 

have mastered financial capability.  
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Improvement to Financial Behaviour and Personal Control  

Figure 8.35 compares the levels of agreement relating to personal self-mastery outcomes 

created by the financial coach and/or planner, such as motivating better financial 

behaviour and enabling personal control.   

  

Figure 8.35 Level of Agreement: V85 and V86  

Improved Financial Behaviour and Control  

Figure 8.35 shows that whilst a greater percentage of PFPA-CH respondents strongly 

agreed the financial coach motivated better financial behaviour (40%) and enabled them 

to take personal control over their goals (58.73%), the distributions show the majority of 

the PFPA-TL and PFPA-HY sample also agree (over 53% and 61%, respectively) these 

outcomes have been enabled by their financial planner.   

Figure 8.36 compares the mean for improvements to financial behaviour and control 

motivated and enabled by the financial coach and/or planner.  
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Figure 8.36 Comparison of Mean: V85 and V86  

Improved Financial Behaviour and Control 

The PFPA-CH sample are shown in Figure 8.36 to be more convinced the financial coach 

has motivated better financial behaviour and enabled personal control over the clients’ 

goals, the PFPA-HY approach is also shown to be somewhat effective in motivating and 

enabling these outcomes. For instance: 

The Coach/Planner Motivates Better Financial Behaviour 

The mean from the PFPA-CH is higher (V85, X  = 4.38) when compared to PFPA-TL 

and PFPA-HY ( X  = 3.96 and 4.02, respectively). 

Coaching/Planning Enables the Client to Take Personal Control Over Their Goals 

The mean from the PFPA-CH is higher (V86, X  = 4.45) when compared to PFPA-TL (

X  = 3.93), yet the difference compared to the PFPA-HY response is much less ( X  = 

4.14).  

The stronger conviction from the PFPA-CH sample is consistent with the literature which 

finds education targeted at an individual’s financial problems is more likely to support 

change in financial behaviour (Lusardi & Mitchell, 2007) and performance (Gist & 

Mitchell, 1992). Moreover, the difference in the mean between the PFPA-CH and the 

PFPA-HY sample, is indicative of the literature which differentiates financial coaching 

as financial advice which optimises financial behaviour (Collins, 2010; Klontz et al’, 

2008; Mangan, 2010). In the same vein, the evidence is consistent with Rogers (1946) 

argument that raised awareness developed in a client-centered relationship, as with 

PFPA-CH, achieves the insight necessary for the client to confidently choose better 

behaviours.   

Thus, compared to the traditional and hybrid financial advice approaches, the PFPA-CH 

approach is found to better a client’s financial behaviour via self-mastery experiences 

such as providing tools to assist financial understanding and tailoring teaching at an 

appropriate client level. As a consequence, the financial coach is shown to motivate better 

financial behaviour and enable the client to take personal control over their financial 

goals. Whilst, these outcomes are consistent with characteristics of individuals high in 
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self-efficacy, in terms of mastering financial capability (i.e. independent of the financial 

coach), some uncertainty is found within the PFPA-CH sample. Likewise, the PFPA-HY 

sample is also found to be uncertain about having mastered financial capability despite 

most agreeing they were enabled to take personal control over their financial goals.      

8.16 Hypothesis 12 

Hypothesis 12 aims to test whether:  

H12: Compared to the traditional and the hybrid financial advice approaches, 

PFPA-CH is more likely to build the client’s financial competence and sense of 

autonomy.  

How the survey responses inform the twelfth hypothesis is now discussed. 

 H12 Related Survey Items 

H12 is informed by survey items V56 to V61 (Table 8.23) to gauge how helpful each 

approach is at building financial competence and a sense of autonomy.  
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Table 8.23 Survey Extract (Appendix B) V56 to V61:  

Building Financial Competence and Autonomy 

 

 H12 Analysis of Survey Responses 

Financial Competence and a Sense of Autonomy 

Figure 8.38 compares the levels of agreement related to the usefulness of financial tools 

in terms of building financial competency and a sense of autonomy. 
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Figure 8.38 Level of Agreement V56 to V61  

Financial Competence and Sense of Autonomy  

Figure 8.38 shows a consistently higher level of agreement from the PFPA-CH sample 

for all factors. However, over half the PFPA-HY sample (52% - 58%) agrees that tools 

used by this approach have built financial competence, confidence and accountability. 

Below, Figure 8.39 highlights this evidence more closely by comparing the mean in 

relation to the factors that build financial competence and a sense of autonomy.   

 

Figure 8.39 Comparison of Mean: V56 to V61  

Financial Competence and Sense of Autonomy  

4.49 4.43 4.47
4.36

4.46

4.22

3.97 3.97 3.93 4.00 4.00
3.84

4.13 4.11 4.03 4.05 4.11 4.09

V56 Take
control of your

finances.

V57 Track your
progress.

V58 Have more
confidence with

budgeting.

V59 Have more
confidence with

planning for
future

expenditure.

V60 Have more
accountability

for your
finances.

V61 Know when
you could take
advantage of
your financial
opportunities.

Comparison of Mean: V56 to v61
Financial Competence and Sense of Autonomy

Coaching ( n= 81) Traditional (n = 229) Hybrid (n = 152)
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Compared to the traditional and the hybrid approaches, the evidence tools used by PFPA-

CH are shown to be particularly useful in builds the client’s financial competence and 

sense of autonomy. For instance: 

Take control of your finances. 

The mean from the PFPA-CH is higher (V56, X  = 4.49) when compared to PFPA-TL (

X  = 3.97), yet the difference compared to the PFPA-HY response is much less ( X  = 

4.13).  

Track your progress. 

Similarly, the mean from the PFPA-CH is higher (V57, X  = 4.43) when compared to 

PFPA-TL ( X  = 3.97), yet compared to the PFPA-HY response it’s much less ( X  = 

4.11).  

Have more confidence with budgeting. 

The difference in the mean from the PFPA-CH sample is much higher (V58, X  = 4.47) 

when compared to PFPA-TL and PFPA-HY ( X  = 3.93 and 4.03, respectively). 

Have more confidence with planning for future expenditure. 

The mean from the PFPA-CH is also higher (V59, X  = 4.36) when compared to PFPA-

TL and PFPA-HY ( X  = 4.00 and 4.05, respectively). 

Have more accountability for your finances. 

As with V56 and V57 above, the mean from the PFPA-CH is higher (V60, X  = 4.46) 

when compared to PFPA-TL ( X  = 4.00), yet much less compared to the PFPA-HY 

response ( X  = 4.11). 

Know when you could take advantage of your financial opportunities. 

Noticeably, the mean from the PFPA-CH is lowest (V61, X  = 4.22) compared to other 

factors (V56 to V60), yet it’s relatively higher when compared to PFPA-TL and PFPA-

HY ( X  = 3.84 and 4.09, respectively). 
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The consistently stronger agreement from the PFPA-CH sample, in relation to taking 

control and having more accountability, tracking progress, confidence with budgeting and 

planning future expenditure, is consistent with the literature which finds that using 

financial tools that are relevant to life build financial competencies (Lusardi & Mitchell, 

2007; Tennant et al., 2009; Treasury, Financial Literacy Foundation, 2004). Similarly, 

prior research finds that an individual’s self-determination is motivated from their 

capacity to make an informed judgement, underpinned by tools that raise awareness and 

created by a self-efficacy builder (Argyris, 1998; Bandura, 1977; LaGuardia & Patrick, 

2008; Martin & Dowson, 2009; Ryan & Deci, 2000). However, it’s proposed the 

somewhat less convincing response from this sample in relation to knowing when to take 

advantage of opportunities is an indication that an absolute sense of autonomy might not 

yet be realised. This sample was also found to be less convinced of their mastery of 

financial capability (shown in Figure 8.34), reduced anxiety about excessive risk-taking 

(Figure 8.24) and whether their wealth creation strategies could withstand a market 

downturn (shown in Figure 8.12) and it’s proposed these factors may overshadow 

autonomously knowing when to take up about financial opportunities.  

For the same reasons, the relatively convincing and similar pattern of response from the 

PFPA-HY sample, shows this approach is also somewhat effective at building financial 

competence and a sense of autonomy. 

Thus, compared to the traditional and the hybrid financial advice approaches, the PFPA-

CH is shown to more likely build the client’s financial competence and sense of 

autonomy. Supplementary evidence shows the PFPA-HY approach to also be somewhat 

effective in this regard.     

8.17 Status of Questions Raised in the Case Study  

In Chapter 6 eleven questions were raised from the observations of the FCH1 interview 

data and ten questions from the observations of the expectations FCH1 clients had of 

financial coaching and their coach. Tables 8.24 and 8.25 summarise how the results in 

the chapter (Chapter 8) responded to the questions. For instance Table 8.24 affirms the 

impact from a lack of formal coaching qualifications on clients’ perception of FCH1’s 

benefits is limited to factors such as identifying inhibiting self-beliefs which prevent 

financial success (Qs 1 and 4). The intentions of FCH1 to empower client accountability 
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using customised tools are found to have occurred (Qs 2 and 5). The value of education 

and communication support is found to be as important to the FCH1 clients as it is to the 

FCH1 client relationship (Qs 6 and 7). Overall, the client’s experience is found to align 

with the higher degree of benefits described in the literature and as a result of financial 

coaching their expectations were met. However in terms of independent productivity and 

self-mastery of financial capability, some clients did not agree they benefited in this 

regard.  

Table 8.25 affirms the FCH1 clients experienced being better informed, better guidance 

and direction, clear written and verbal communication and the use of financial tools 

improved their financial understanding (Qs 1, 3, 5 and 7). The clients’ expectation to be 

financially educated is shown to have occurred although a bias towards property 

investment is evident (Qs. 6). Also affirmed is that FCH1 clients experienced improved 

financial satisfaction, greater confidence and positivity for their financial success, and 

most of the financial and economic benefits they expected; although tax and contingency 

planning may be underdeveloped (Qs 2, 8 and 10). Further the evidence aligned with self-

reported changes described in Section 6.4 (Figure 6.1).  
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Table 8.24 Status of Questions Raised in Chapter 6 (The Financial Coaching Case Study) from the FCH1 Principal Interview 

 

1. Did the lack of formal coaching qualifications impact the clients’ 

perception of benefiting from financial coaching? 

Overall the study finds that clients perceive they benefit from finanical coaching and the impact from a lack of 

formal coaching qualifications is l imited to identifying inhibiting self-beliefs (see response to Q4).

2. Did the clients perceive they benefit from the FCH1 coach’s ability to 

empower self-mastery and accountability for their financial decision-

making? 

Figure 8.28 affirms the FCH1's ability to empower client accountability and confidence in relation to financial 

decision-making, however from evidence presented in Figures 8.31 and 8.34 self-mastery (i.e. independent of the 

financial coach) may yet to be realised. 

3. Did the clients perceive they benefit from the FCH1 financial skil l  

development and self-mastery focus? 

Figures 8.31 and 8.34 show that whilst it's evident the PFPA-CH approach employs tools, tailored teaching and 

drivers of self-belief, clients were only moderately convinced of their mastery of financial capability and yet to 

reach full  potential. 

4. Did the deviation [i.e not addressing self-l imiting beliefs] from the 

literature-defined financial coaching process impact the client 

outcomes?

Figure 8.30 shows the PFPA-CH sample is not convinced the financial identifies self-beliefs inhibiting financial 

success (V14). It's proposed a lack of formal coaching qualifications impacts this perecption and may also inhibit 

the degree to which a client’s self-efficacy in relation to financial capabilities is realised.

5. Did the clients perceive that as a result of the FCH1 customised tools 

they have greater accountability for managing their financial issues?  

From Figure 8.39 it's evident that clients perceive FCH1'S customised tools create greater accountability and help 

btter finanical management.   

6. Did the clients perceive the FCH1 financial education improves their

financial behaviour[re risk / tools / collaborative analysis]? 

Shown in Figure 8.26 is that clients perceive that as a result of FCH1 education support they now practice desirable 

financial behaviour. Yet, Figure 8.24 shows some uncertainty remains in relation to risk taking and Figure 8.13 

indicated the benefit of being able to analyse and manage risk is not fully realised by all  clients. 

7. Did the clients perceive that as a result of the FCH1 approach and 

communication,  they are better able to confidently, discern the 

appropriateness of wealth creation plans?

Figure 8.10 shows the majority of clients agreed to understanding the appropriatness of the coach's advice and 

Figure 8.15 affirms clients are now more confident with financial decision-making.

8. Did the clients perceive they benefit with greater financial confidence 

by being independently productive? 

Figure 8.15 affirms that clients are confident with financial decision-making although Figures 8.31 and 8.34 shows 

some clients are not yet convinced they have mastered financial capability, hence for those clients independent 

productivity is not yet realised. 

9. Did the clients perceive a higher degree of benefit from the FCH1 

communication feedback approach?

Figure 8.7 affirms that FCH1 clients benefited from communication feedback to a higher degree.

10. Did the client's experience align with the higher degree of benefits 

described in the literature?  

Overall, the study affirms the FCH1 clients' experience aligns with the higher degree of benefits described in the 

literature.

11. Compared to traditional financial planning, did the FCH1 clients’ 

perceive their expectations of financial advice are met as a result of 

financial coaching?

Figures 8.1 to 8.17 presented convincing evidence the majority of FCH1 clients were satisfied their expectations of 

quality financial advice had been met. 
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Table 8.25 Status of Questions Raised in Chapter 6 (The Financial Coaching Case Study) from The Client Expectations of FCH1  

 

 

1. Did the clients experience better understanding and were able to make 

informed choices? 

Figures 8.2 and 8.15 affirm clients experienced better understanding and as aresult of FCH1 education support 

they are better informed. 

2. Did the clients experience sustained self-confidence, build self-belief 

and were motivated? 

Figures 8.30, 8.31 and 8.32 show for the most part FCH1 clients experience tools and processes known to motivate 

and drive credible self-belief. However evidence presented in Figure 8.34 indicates some uncertainty in relation to 

self-mastery, hence sustained self-confidence independent of the financial coach remains an unanswered 

question. 

3. Did the clients experience better guidance and direction, clarity, 

SMART goals, align aspirations with achievable tasks, expertise, 

tailored]? 

Figure 8.4 affirms the clients experienced these benefits.

4. Did the clients experience [sustainable WC, build WC knowledge, 

passive income opportunities - explore and understand options]? 

Figure 8.12 affirms that, the majority of FCH1 clients experienced these benefits however some uncertainty was 

evident as to whether the strategies could withstand a market downturn. 

5. Did the clients experience [written and verbal communications are 

clear, factual, encouraging, accessible, engaging]? 

Figure 8.6 affirms the clients experienced these benefits.

6. Did the clients consider the education valuable and did they benefit 

with better understanding of financial matters? 

Figure 8.14 shows the majority of the the FCH1 clients agreed the education support is valuable and 65.43% 

strongly agreed. However whilst Figure 8.15 shos the clients perceive they are better informed, education topics are 

shown in Figure 8.16 to be biased towards property investment and business planning and noticeably less 

attention given to share investment, tax minimsation and wealth protection topics.  

7. Did the clients consider the FCH1 teaching was effective and they 

benefited because the financial tools helped them improve their 

financial understanding?

Figure 8.34 affirms the FCH1 clients experienced this benefit.

8. Did the clients experience financial benefits?  Figure 8.20 affirms most FCH1 clients strongly agreed they experienced finanical benefits such as better cash and 

debt management, however it's less evident they experienced better tax and contingency planning. Figure 8.18 

affirms most FCH1 clients agreed they experienced long, term economic benefits such as improved retirement 

funding ability.

9. Did the clients experience [peace of mind benefits - feeling freer, 

clearer pathway, reduced stress]? 

Figure 8.22 affirms the FCH1 clients stress levels have reduced and pathways are clearer, however some 

uncertainty is evident in relation to being prepared for l ife changing events and feeling freer. 

10. Has the client's sense of financial satisfaction improved and has 

finanical coaching had a positive effect of their wellbeing?

Figures 8.32 affirms the FCH1 sense of positivity towards their financial success as improved over time.
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8.18 Conclusions 

This chapter presented the major outcomes of the survey adopted in the thesis which 

tested twelve hypotheses addressing the two research questions developed in Chapter 4 

and summarised responses to questions raised in Chapter 6, the financial coaching case 

study.   

The first research question asks whether there is a higher degree of client benefits and 

value in the financial coaching practice (PFPA-CH) compared to the traditional (PFPA-

TL) and hybrid (PFPA-HY) approaches of providing financial planning and advice, in 

terms of a) meeting the expectations of quality advice and b) realising the economic, 

financial and psychological benefits of financial planning advice.  

In terms of RQ1 (a) meeting the expectations of quality advice this study tested 5 

hypotheses and the study finds that compared to the traditional and hybrid advice 

approaches: 

1. The PFPA-CH approach does benefit the client by understanding the client’s 

financial needs and objectives, yet the benefit is not better than from the alternate 

approaches. Specifically, the evidence affirms that whilst the PFPA-CH approach 

places an importance on compliant and professional processes aimed at 

understanding the client’s needs and objectives, how this approach employs the 

financial coaching processes is found to not benefit the client to a higher degree 

than a traditional or hybrid approach. Further, the evidence contradicts ASIC 

(2003; 2006) and finds the perception to be convincingly strong with regards the 

professionalism of traditional financial planning processes.     

 

2. The PFPA-CH approach does benefit the client by guidance and direction that 

helps the client realise their financial goals, yet this benefit is not better than from 

the alternate approaches in all instances. In particular, guidance and direction 

which emphasises client involvement in setting and planning for the achievement 

of financial goals, such as in a PFPA-CH and/or PFPA-HY approach is perceived 

more helpful than a traditional approach. Yet tasks such as, identification of the 

clients’ financial goals, is a benefit of guidance and direction that most 

respondents, in each approach, agreed occurred.  
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3. The PFPA-CH coach’s communication is clear and appropriate. Yet, the results 

are mixed as to whether the PFPA-CH coach’s communication is clearer and more 

appropriate to a higher degree. Firstly, across all approaches, written 

communication is found to be clear and appropriate which contradicts ASIC 

(2003; 2006) reports of consumer dissatisfaction with not being able to understand 

the advice the received. Secondly, whilst verbal communication from the PFPA-

CH coach is found to be more consistently motivating and encouraging, and the 

teaching more effective at engaging the client in decision-making, it’s a benefit 

also found to occur in the PFPA-HY approach. Importantly, the evidence 

confirming the educative benefits, as with a PFPA-CH and PFPA-HY approach, 

concur with the teaching attributes of quality financial advice reported by ASIC 

(2010). 

 

4. The PFPA-CH approach does inform clients of sustainable wealth creation 

strategies, yet not necessarily to a higher degree than the alternate approaches in 

all instances. Specifically, exploring wealth creation strategies and helping clients 

to understand and discern the appropriateness of realistic and manageable wealth 

creation strategies are benefits also evident in the traditional and hybrid 

approaches. Although, the education support from the PFPA-CH and PFPA-HY 

approach is found to better help the client plan for passive income and show the 

clients’ wealth potential. Interestingly, none of the approaches seem to fully 

realise the potential of helping the client to analyse and manage investment risk, 

and it’s proposed this may impact on consumer confidence in relation to the 

quality of financial advice.  

 

5. The PFPA-CH approach does motivate the client’s engagement in financial 

matters, yet in some instances the PFPA-HY offers a higher degree of benefit. In 

particular, both the PFPA-CH and PFPA-HY approach are shown to better inform 

the client, support better client financial behaviour and their clients were now 

more confident with financial decision making. However, the PFPA-HY 

education support is somewhat better at targeting financial problems, less biased 

towards property investment and more focused on tax minimisation compared to 

the PFPA-CH approach, and it’s proposed this bias may hinder the potential of 
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broadly improved client financial literacy in a PFPA-CH approach. Personal 

outcomes, such as being more motivated to discuss and engage in financial 

matters, are greater from a PFPA-CH and PFPA-HY approach than with a 

traditional approach. 

In terms of RQ1 (b) realising the economic, financial and psychological benefits this 

study tested 3 hypotheses and the study finds that compared to the traditional and hybrid 

financial advice approaches: 

6. The PFPA-CH approach has the potential to realise the long term, economic 

benefits of financial planning recognised by ASIC (2012), yet the blend of 

traditional financial planning and financial coaching, as with a PFPA-HY 

approach, is shown to better improve the client’s ability to be less reliant on social 

security and fund a comfortable retirement.  

 

7. The PFPA-CH approach has the potential to realise the client’s financial benefits 

of financial planning recognised by ASIC (2012), yet the potential is also evident 

in the PFPA-HY approach. However, the blend of traditional financial planning 

and financial coaching, as with the PFPA-HY approach shows this approach is 

more likely to deliver better tax and contingency planning that better prepares the 

client for life changing events and ensuring appropriate levels of insurance are in 

place.  

 

8. The PFPA-CH approach has the potential to realise the client’s psychological 

benefits of financial planning recognised by ASIC (2012), yet the potential is also 

evident from the other approaches in some instances. Specifically, health benefits 

such as, reduced financial stress levels and financial satisfaction from improved 

financial knowledge is evident in both the PFPA-CH and PFPA-HY approach and 

a better ability to meet financial demands is a benefit experienced from all 

approaches. Whereas, financial satisfaction from improvements to financial 

behaviour more likely occurs in a PFPA-CH approach. 

The second research question asks if, compared to the traditional and hybrid financial 

advice approaches, there is a higher degree of client benefits and value in the PFPA-CH 
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approach, can self-efficacy explain how and why the benefits are realised. In response, 

the study finds that compared to the traditional and hybrid advice approaches: 

9. The PFPA-CH does provide better empowerment for the client in relation to the 

realisation of their financial goals, yet a high degree of benefit is also evident in 

the PFPA-HY in some instances. For instance, the PFPA-CH coach better 

empowers client accountability and positive thinking towards their financial goals 

and the evidence suggests these outcomes are a function of the higher frequency 

of client review sessions each year and typical of a financial coaching relationship. 

However, it’s evident the blend of psycho-educative processes and traditional 

investment and portfolio advice employed by a PFPA-HY approach also 

empowers greater acquisition of client knowledge, greater confidence in the 

clients’ financial abilities and also empowers the client to act on the advice. 

 

10. The PFPA-CH approach does build the client’s self-belief in their financial 

capabilities by employing most processes that potentially drive this benefit, 

provide credible feedback and increase the clients’ positivity for their financial 

success, yet the PFPA-HY approach is also shown to be effective in some 

instances. However it’s proposed that a lack of attention to identifying beliefs that 

stop a client’s financial success, which is a typical coaching intervention, inhibits 

the degree to which a client’s financial self-efficacy is fully realised, in the PFPA-

CH approach. 

 

11.  The PFPA-CH approach does better a client’s financial behaviour via tools, 

tailored teaching and enabling personal control over financial goals which are 

characteristic of self-mastery experiences. Yet in terms of mastering financial 

capability, independent of the financial coach, some uncertainty is shown. 

Moreover, whilst the agreement levels are not quite as strong, the PFPA-HY 

approach is shown to also be effective in this regard. 

 

12.  The PFPA-CH is more likely to build the client’s financial competence and sense 

of autonomy, yet the PFPA-HY approach is found to be somewhat effective in 

this regard. However, the uncertainties relating to mastery and anxiety over risk-
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taking, as highlighted in the earlier hypotheses, may influence some uncertainty 

found to overshadow the clients’ sense of total autonomy.   

Overall, this chapter provides evidence that a PFPA-CH approach does benefit the client 

in terms of meeting the expectations of quality advice and in terms of realising a client’s 

economic, financial and psychological benefits and shows the how the benefits care 

manifested in raised levels of self-efficacy. Supplementary evidence provided from the 

PFPA-HY sample supports the added benefit of financial coaching in a financial planning 

context.  

The next chapter concludes this thesis.   
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Chapter 9: Conclusions   

This chapter concludes the thesis with firstly an overview of the thesis and objectives 

underpinning the study. A summary of the key findings are then presented, followed by 

the contributions of this thesis. Finally, limitations of the research as well as areas for 

further research are identified.   

9.1 Overview of the Thesis 

This thesis extends the coaching literature to include financial coaching in the 

professional financial advice context (PFPA). In this context, financial coaching (PFPA-

CH) is distinguished by its collaborative and psycho-educative processes focussed on 

optimising a client’s financial behaviour and self-mastery of their financial skills (Collins, 

2010, 2007; Klontz et al., 2008; Mangan, 2010). Whereas, traditional financial planning 

advice (PFPA-TL) typically achieves the financial goal by optimising the client’s return 

on an investment portfolio (Klontz et al., 2008).  

The PFPA-CH approach is emerging in response to calls for financial education solutions 

to address a growing awareness of low levels of financial literacy (Collins, Baker & 

Gorey, 2007), an increasing demand by PFPA clients for the financial planner to become 

more of a strategic partner in both their life events (Anthony et al., 2002), to help them 

understand a financial strategy and to manage the emotions that derail them in troubling 

economic times (Payne et al., 2010; Smith, 2009). Importantly, the industry’s regulator 

ASIC contends that PFPA which is focussed on teaching, coaching and explaining 

complex financial concepts is more likely to meet the expectations of quality advice and 

has the potential to realise a client’s economic, financial and psychological benefits 

(ASIC, 2010; 2012). In contrast to other professional contexts, empirical research 

examining the benefits financial coaching is limited and largely anecdotal and there was 

a need to extend the literature to include a financial planning advice paradigm; an 

imperative for national prosperity and salient information for PFPA practice. 

The theory underpinning this exploration is self-efficacy and allied theory (expectancy-

value, self-determination and goal theory). This decision followed from the literature 

pointing to the obligation of financial planners to offer a more compelling demonstration 

of a social good by mobilising their clients’ financial literacy challenges (Anthes, 2004), 
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raise the public perception of the value for advice (Brown, 2010) and respond to the recent 

FSI (2014) calls for innovation in financial advice which empowers consumers and 

creates better access to quality guidance. Without a resolution, these factors plus the lack 

of academic standing, built from robust research and foundations of identifiable theory, 

are argued to hold the financial planning industry back from being recognised as a 

profession (Black, et al., 2002). Self-efficacy and allied theories are found to explain 

improved client outcomes in other professional contexts and how raised levels of self-

efficacy have empowered and mobilised individuals to turn knowledge into action 

(Bandura, 1982, 1994; Freundenberg et al., 2010; Gist & Mitchell, 1992; Martin & 

Dowson, 2009). Hence, the portability of self-efficacy theory to explain the benefits of 

financial coaching was in response to a need to articulate a conceptually sound basis for 

this financial advice approach and progress the financial planning sector into mainstream 

academia.   

9.2 Research Questions and Theoretical Framework 

The objective of this thesis has been to explore whether compared to traditional financial 

planning there is a higher degree of benefit from financial coaching in the professional 

financial planning context, in terms of whether this financial advice approach is more 

likely to meet the expectations of quality financial advice (ASIC 2003; 2006) and realise 

a higher degree of client benefits such as the economic, financial and psychological 

benefits recognised (ASIC, 2010; 2012) as the potential of financial planning. If a benefit 

was found, the secondary objective was to explore the possibility that self-efficacy and 

allied theory might be useful in explaining how and why the benefit occurs.   

Whilst an exploration of financial coaching was expected to provide rich data informing 

this thesis, the rarity of financial coaching business examples meant its weakness was that 

it was an examination of one business and the opportunity to examine its external validity 

was limited. Consequently, the study was expanded and looked at other financial advice 

businesses that employ a hybrid of financial coaching and traditional advice approaches. 

The objective was then to use the combined evidence to support the development of the 

broad-based survey instrument, distribute the survey to three target sample groups, 

namely PFPA-CH, PFPA-HY and PFPA-TL and follow with a comparative analysis of 

the perceived benefits of financial advice in a financial coaching, traditional financial 

planning and hybrid financial planning relationship.   
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As discussed in Chapter 2, the deficiencies found in quality financial planning advice 

have been the subject of several decades of industry debate and national investigation. 

However, financial advisers that met the standards of quality advice were found by ASIC 

(2012) to assume the role of a financial coach and teacher. Whilst, ASIC’s (2012) findings 

concur with a trending in professional financial planning advice that sees more advisers 

adding financial coaching to their services, the propositions and changes have been made 

without empirical-based evidence. The empirical exploration followed in this thesis has 

provided the much needed evidence and sound basis pursuant to advancement of policy 

and practice in the professional financial planning and advice context.  

The remainder of this chapter addresses the overall conclusions and the contributions 

made by this thesis followed by a conclusion to the thesis.  

9.3 Summary of Key Findings 

 A Financial Coaching Case Study  

Chapter 6 was the first of three empirical chapters and formed the first part of the 

empirical results and analytical section of this thesis. Presented were the results of a case 

study which examined a financial coaching business (FCH1); a business purported to be 

a licensed financial planning practice, complying with regulatory guidelines yet solely 

focused on financial coaching as its primary financial advice approach. This approach 

was found to contrast with traditional financial planning where the adviser takes on a 

paternalistic role, and instead assumes the role of teacher and educator; raising self-

awareness of financial capacity and behaviours. Whilst the FCH1 coach was found to 

have no formal coaching qualifications, elements found to drive higher degrees of client 

benefits were evident and consistent with the financial coaching, coaching and client-

centered literature. The elements included a collaborative approach to providing financial 

advice, building the clients’ self-belief for financial success, client engagement in their 

wealth creation, regular communication and education support, and building the clients’ 

self-efficacy via financial self-mastery and the use of financial tools. Also observed were 

the expectations that FCH1 clients had of financial coaching were also made and the 

broad benefits clients expected from FCH1 were found to be consistent with the consumer 

expectations of quality financial advice cited in ASIC investigations (ASIC, 2003; 2010; 

2012).  
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Whilst the results in Chapter 6 were consistent with the literature characterising the 

processes and benefits of financial coaching (Collins, 2007, 2010; Ducharme, 2004; 

Grant, 2003; Kilburg, 1997; Klontz et al., 2008; Mangan, 2010; Passmore, 2003; Payne 

et al., 2010; Smith, 2009; Witherspoon & White, 1996); several questions were raised in 

this chapter as to whether the benefits cited as an outcome of financial coaching in the 

FCH1 approach occurred and whether the FCH1 clients’ expectations of financial 

coaching and quality financial advice were met. Responses to these questions were 

discussed as part of the survey results presented in Chapter 8.   

 The Hybrid Financial Advice Practice: Exploration of Two Practices 

Chapter 7 was the second of three empirical chapters; forming the second part of the 

empirical results and adding further evidence relevant to research questions and analysis 

of the results from the broad base survey (presented in Chapter 8). Presented in chapter 

seven were the observations of two financial planning practices (FBL1 and FBL2) that 

employ a hybrid of financial coaching with traditional financial planning. The businesses 

purported to differ from mainstream traditional financial planning in that client outcomes 

were achieved by embedding financial coaching into a traditional financial advice 

approach. Both FBL1 and FBL2 were found to have a focused attention on a client’s 

psychological relationship to money and financial behaviour along with traditional 

financial planning which included the introduction of financial products into a client’s 

portfolio. The psycho-educative processes employed by the hybrid firms were found to 

be largely consistent with the coaching and financial coaching literature. Whether, 

compared to a stand-alone financial coaching approach or traditional financial advice 

approach, a hybrid approach is more likely to realise a client’s economic, financial and 

psychological benefits was subsequently explored via a broad-based to survey which also 

included distribution to FBL1’s clients. 

 The Survey Results and Discussion 

Chapter 8 was the final empirical chapter. Presented were the major outcomes of the 

survey adopted in the thesis and how the tested hypotheses informed the two research 

questions developed in Chapter 4. The first research question (RQ1) asked whether there 

is a higher degree of client benefits and value in the financial coaching practice (PFPA-

CH) compared to the traditional (PFPA-TL) and hybrid (PFPA-HY) approaches of 
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providing financial planning and advice, in terms of; a) meeting the expectations of 

quality advice; and b) realising the economic, financial and psychological benefits of 

financial planning advice.  

In terms of RQ1 (a) meeting the expectations of quality advice this study finds the PFPA-

CH approach does benefit the client by understanding the client’s financial needs and 

objectives, and by guidance and direction that helps the client realise their financial goals 

and written communication is clear and appropriate. Yet, strong evidence from the 

traditional and hybrid sample showed the benefit also occurred in these alternate 

approaches to providing financial advice. Further, this evidence was found to contradict 

the deficiencies in financial planning advice found by ASIC (2003; 2006). The PFPA-CH 

coach’s verbal communication was found to be consistently motivating and encouraging, 

wealth creation strategies were found to be realistic and manageable and education 

support was shown to help plan for passive income and inform the client of their wealth 

potential. Yet, the PFPA-HY approach was found to also offer value in this regard and 

this evidence was found to concur with the positive influence financial coaching and 

teaching had on quality financial advice reported by ASIC (2012). In some instances, 

such as educating about tax minimisation the PFPA-HY approach was found to offer a 

higher degree of benefit. None of the approaches were found to fully realise the potential 

of helping the client to analyse and manage investment risk and may impact on consumer 

confidence in relation to the quality of financial advice.   

In terms of RQ1 (b) realising the economic, financial and psychological benefits the study 

finds the PFPA-CH approach has the potential to realise economic, financial and 

psychological benefits and better improved financial behaviour. Yet, the PFPA-HY 

approach was found to offer a higher degree of long term, economic benefits and a similar 

degree of benefit in terms of financial and psychological benefits and all approaches were 

found to better a client’s ability to meet financial demands.  

The second research question (RQ2) asked if, compared to the traditional and hybrid 

financial advice approaches, there is a higher degree of client benefits and value in the 

PFPA-CH approach, can self-efficacy explain how and why the benefits are realised. The 

evidence from the PFPA-CH sample and supplementary evidence from the PFPA-HY 

sample is found to support the proposition that financial coaching in the professional 

financial planning context does offer a higher degree of benefit compared to a traditional 
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financial planning approach. For instance, factors known to build self-efficacy were 

evident in the PFPA-CH approach and to a relatively high degree in the PFPA-HY 

approach, such as empowerment of the client in relation to financial goals, increased 

positivity for financial success and building financial competence, a sense of autonomy 

and greater confidence with useful tools. However, some uncertainty was found in terms 

of mastery of financial capability, independent of the financial coach and a lack of formal 

coaching qualifications is proposed as a potential reason for this underdeveloped benefit.    

In terms of traditional financial planning advice, the results from this sample group 

providing convincing evidence that, clients in a PFPA-TL client-adviser relationship 

benefit from professional advice processes and effective written communication. Whilst 

this benefit was evident in the results from the other sample groups, importantly, this 

evidence was found to contradict ASIC’s (2003; 2006) conclusions which exposed 

deficiencies in the samples of financial planning advice examined by its assessors. Thus, 

a salient finding in terms of the intentions of regulators, policymakers, practitioners and 

the broad range of stakeholders to advance the professional reputation of financial 

planning advice. Equally salient, was the finding that, clients in a PFPA-TL relationship 

are better able to meet their financial demands as a result of financial planning; a benefit 

recognised for its national importance by government and the industry’s professional 

bodies alike.  

Formal coaching qualifications were found to be a major barrier preventing traditional 

financial planning practitioners from adding financial coaching to their services. The 

evidence from the PFPA-HY sample provides robust evidence relevant for practitioners, 

professional bodies and aligned educators, supporting the merits of embedding formal 

coaching qualifications into financial planning education curriculum at the entrant level 

and as part of ongoing professional development. Adding to this, is the opportunity for 

researchers of coaching and underpinning psychologies to generate further insight 

relevant to the financial planning context. 

 

9.4 Contributions 

The findings in this thesis provide three major contributions.   
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Firstly, meeting the expectations of quality advice is a consumer outcome which has 

underscored two decades of ASIC investigations (ASIC 2003; 2006; 2010; 2012). Whilst 

the earlier investigation exposed deficiencies in financial advice the later reports (ASIC, 

2010) recognised economic (i.e. less reliance on social security and better retirement 

funding), financial (i.e. reduced debt and improved savings) and psychological (i.e. peace 

of mind) benefits as the potential of professional financial planning advice. Further, ASIC 

(2012) found advisers that focussed on financial coaching and teaching had met the 

expectations of quality financial advice. Prior research examining the benefits of financial 

coaching was limited and largely anecdotal, however the empirical evidence presented in 

this thesis support the benefits of financial coaching in the professional financial planning 

context in terms of meeting the expectations of quality advice and realising the recognised 

economic, financial and psychological benefits of quality financial advice.  

Secondly, a factor inhibiting the financial planning sector transitioning to professional 

status included a compelling demonstrating of a social good to the community via 

improvements to financial literacy. Empirical research in other professional contexts 

supports the value of coaching and the coach to improve literacy and mobilise a client’s 

knowledge into action (Lawson, 2009; Oliver et al., 2001; Parry et al., 2006; Spear, 2009). 

This is the first (known) study to provide empirical evidence supporting the value of 

coaching in the professional financial planning context and indicates how the value occurs 

with interventions such as encouraging communication, the use of financial tools and 

education to support understanding, empowerment of client accountability and positivity 

towards financial success.  

Thirdly, to qualify as a profession Black et al. (2002) and Brown (2010) argued that 

financial planning needs academic standing built on strong theoretical basis. The results 

presented in this thesis were found to be consistent with established cognitive behavioural 

coaching interventions and for the most part, the benefits of financial coaching could be 

explained by factors consistent with self-efficacy and allied theory. The portability of 

these established interventions and theory into a financial planning context is the 

theoretical contribution made by this thesis and one that advances the sectors transition 

to a profession.  



 Page 229 

 

9.5 Limitations and Areas for Future Research 

Limitations related to the interpretation of data are acknowledged in this thesis relate to 

sample selection and the statistical analysis undertaken. Firstly, whilst the case study 

presented in Chapter 6 was shown to provide rich data informing this thesis, the rarity of 

financial coaching business examples meant there was a weakness in that it was an 

examination of one business and the opportunity to examine its external validity was 

limited. The threat to external validity was minimised by including data from two other 

financial advice businesses that employ a hybrid of financial coaching and traditional 

advice approaches. Secondly, the thesis relied on generalised / grounded theory as there 

is no theory of financial planning or advice practice. Theory development was however 

limited by the limited sample of available PFPA coaching practices.  

The statistical analysis undertaken in this study was a means analysis which compared 

the strength of the respondents’ perceptions, from the PFPA-CH, PFPA-HY and PFPA-

TL groups in relation to a range of factors identified as the benefits of financial coaching. 

It’s argued when combined with the case study observations, the means analysis 

generated information that informed the research questions and can stand alone as an 

important and rich contribution to the literature. Hence no further analysis was undertaken 

at this time. However, it’s acknowledged the lack of significance testing is a limitation of 

this study and a useful extension for future direction to this study. 

While this research pointed to various benefits of coaching in the professional financial 

planning context, no formal coaching qualifications were held by principals of the firms 

and proposed to have some bearing on the realisation of benefits such as identifying a 

client’s limiting self-beliefs towards financial success. Interestingly, appropriate financial 

adviser qualifications were central to recommendations reviewed in the recent FSI (2014) 

government publication. Hence, future research examining the benefits of adding formal 

coaching qualifications to the future training requirements of financial planning advisers. 

This study highlighted that none of the approaches were found to fully realise the potential 

of helping the client to analyse and manage investment risk. Future research could look 

at the impact this may have on consumer confidence in relation to the quality of financial 

advice.  
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The length of time clients had been with their financial coach and/or financial planner 

varied from less than two years to more than four years in each of the approaches. Future 

research involving comparisons between PFPA-CH, PFPA-TL and PFPA-HY 

approaches to providing advice, involving interviews with short term clients versus long 

term clients, a longitudinal analysis of the perceived client benefits and a multi-case study 

approach, could offer insight with the length of time in the relationship being the basis 

for comparison.  

The age groups of respondents from the PFPA-CH group were shown to be younger than 

from the PFPA-TL and PFPA-HY. Future research directions might also look at client 

preferences for each financial advice approach and the whether this preference has any 

bearing on perceived versus actual benefits, and with a larger sample.  

Data such as the respondents gender and prior educational attainment was collected from 

the survey. Identifying how these factors, plus other demographical factors such as 

respondents’ income level differences, might influence the perceived benefits of financial 

coaching and self-reports of efficacy, in both the PFPA-CH and/or PFPA-HY approaches 

is acknowledged as a useful extension of this research project for future direction.  

While this thesis finds self-efficacy and allied theory to explain why the benefits of 

financial coaching in the PFPA-CH and PFPA-HY approaches occur, the value of 

cognitive behavioural coaching psychology theory is also considered worthy of more 

detailed exploration.   

9.6 Conclusion 

Professional financial planning advice is now recognised by government as benefiting 

Australians economically with less reliance on an already burdened social security 

system; financially with greater savings and less debt and psychologically with the peace 

of mind and wellbeing stemming from less financial anxiety. Further, Australia’s 

financial services sector is recognised internationally for its innovative talent and 

leadership. In this sense, the development of quality PFPA which underpins this 

recognition is a national imperative. The evidence in this thesis highlights the potential 

of financial coaching in the professional financial advice context to realise these 

recognised benefits.  
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The need for financial planners to offer a more compelling demonstration of a social good 

to the community and strong, identifiable theory were two factors recognised as inhibiting 

the financial planning sector from transitioning to full professional status. The evidence 

in this thesis points to the benefits of a psycho-educative approach to providing financial 

advice, such as with the PFPA-CH and PFPA-HY approach, to mobilise financial 

education into improved client outcomes. The benefits are shown to occur from the 

financial adviser assuming the role of coach, teacher and self-efficacy builder with the 

intention to raise the client’s self-efficacy towards their financial goal achievement. 

Further, self-efficacy and its allied theory were found to explain how and why the benefits 

occur. Consequently, the social good and theoretical evidence presented in this thesis 

helps to progress the agenda regarding professionalisation of the financial planning 

sector.  
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Appendices 

Appendix A: Six Steps of PFPA-TL vs Six Steps of PFPA-CH  

Step Traditional Financial Planning Advice Financial Coaching Advice  

Step 1: 

Establishing the 

Relationship 

Adviser attends to initial compliance; 

builds rapport; provide process overview 

and sets the terms of engagement. 

 

Client agrees [or not] to proceed and signs 

terms of engagement. 

  

Adviser attends to initial 

compliance; builds rapport; 

provide process overview and sets 

the terms of engagement. 

 

Client commits to actions for 

change and signs terms of 

engagement. 

Step 2 : Gathering 

Data and 

Identifying Goals 

Adviser completes fact finding including: 

 Identifying finanical goals, 

 Assesses financial capacity i.e. 

cashflow,  

 Assesses threats to the financial plan, 

and  

 Surveys client for risk tolerance. 

 

Client hands-over finanical data and 

responds to risk tolerance survey. 

 

 

Adviser assesses financial literacy 

in relation to budgeting, and:- 

 Educates on benefits of 

effective budgeting / saving, 

 Provides cashflow analysis 

toolset, and 

 Identifies and discusses 

client’s wealth potential.   

 

Client completes budget and 

identifies:- 

 financial goals and 

behaviours;  

 knowledge gaps and other 

threats to wealth creation. 

 

Step 3: Analysis 

of Financial Data 

and Evaluation of 

Investment 

Options 

Adviser researches strategy and product to 

support attainment of client’s financial 

objectives selects best option as the basis 

for the financial plan. 

  

Client waits for adviser’s response.  

 

Adviser engages client in:- 

 collaborative S.W.O.T 

analysis  of financial, 

objectives and opportunities, 

 education pathways to 

develop financial literacy, 

capability and informed 

expectation of risk,  

 

Client commits to education 

pathway and to reducing 

controllable risks to their wealth 

creation i.e. over-spending.  

 

Step 4 : Develop 

and Present the 

Recommendations 

Adviser documents  and presents 

recommendations in the SoA. 

 

Client acknowledges understanding of the 

advice and agrees [or not] to proceed. 

 

Adviser continues to coach client 

towards wealth creation  and 

reinforce accountability. 

 

Adviser prepares SoA and 

checklist detailing advice and 

tasks to complete for next session. 

 

Client update financial analayisis 

tools; engages in progress 

evaluation and commits to next 

installment of wealth creation 

tasks. 
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Step 5 : 

Implementation  

Adviser processes financial product 

application paperwork and schedules 

review meeting. 

 

Client co-sign applications and agrees to 

review schedule.  

 

Adviser coaching continues; 

knowledge gaps continue to be 

filled and schedules support 

according to client’s need. 

 

Adviser maintains client 

motivation with consistent and 

regular communication. 

 

Client completes assigned tasks 

and records progress. 

 

Step 6 : Review Adviser evaluates actuals to the plan and 

identifies changes to previous 

recommendations. 

 

Client confirms changes.  

 

Adviser coaching sessions 

scheduled every 2 months. 

 

Client continues to record 

progress; addressing commitment 

and any issues affecting progress. 

 

 

Appendix B compares the financial coaching processes employed by FCH1 as described 

in Chapter 6 to the six steps of PFPA-TL. This comparison has been extracted from 

Knutsen & Cameron (2012).   
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Appendix B: Survey Items (V1 to V89) 
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