
Fairer	system

Shaping	a	fairer	system	
– by	leading	effective	
change	to	policy,	laws	
and	industry	practice.	
We	also	litigate	in	the	
public	interest	and	work	
to	improve	access	to	
justice.

Empowered	
people
Assisting	and	
empowering	people	–
by	advising	them	about	
their	rights,	connecting	
them	with	services,	and	
supporting	them	to	be	
capable	self-advocates.

Effective	
sector

Supporting	an	effective	
community	sector	– by	
enabling	community	
workers	to	help	their	
clients	through	training,	
outreach	and	legal	
assistance.	

Research

Dialogue	with	industry

Dialogue	with	
regulators

Legal	assistance	for	
consumers

Self-help	resources Engaging	consumers	in	
systemic	advocacy

Referrals

Legal	assistance	for	
workers

Resources	for	workers

Outreach,	training	and	
capacity	building

Monitoring	of	issues

Setting	our	policy	and	
campaigns	agenda

Strategic	litigation	and	
legal	casework

Identifying	systemic	
issues

Actions	of	regulators	are	more	
aligned	with	the	interests	of	
vulnerable	consumers

Actions	of	policy-makers	and	
legislators	are	more	aligned	with	
the	interests	of	vulnerable	
consumers

Actions	of	industry	are	more	
aligned	with	the	interests	of	
vulnerable	consumers

How	Consumer	Action	Law	Centre	improves	market	fairness,	builds	sector	effectiveness	and	empowers	consumers.

Strong	and	effective	laws	that	
benefit	vulnerable	consumers

Regulators	taking	effective	
action	that	benefits	vulnerable	
consumers

Industry	practices	and	business	
models	that	benefit	vulnerable	
consumers

Empowered	people	with	
fewer	problems

Vulnerable	consumers	have	timely	
access	to	appropriate	services

Consumers	better	understand	
their	rights	and	options.

Consumers	have	the	confidence	
and	capacity	for	self-help

Consumers	are	engaged	in	
systemic	advocacy

Consumers	achieve	better	legal	
outcomes

Consumers	enjoy	better	
financial	health

Consumers	enjoy	better	health	
and	wellbeing	(reduced	
vulnerability)

Workers	are	better	at	spotting	
issues

A	more	sustainable	and	
effective	financial	counseling	
sector

A	more	sustainable	and	
effective	legal	assistance	sector

Workers	are	better	at	assisting	
clients

ACTIVITIES	and	OUTPUTS OUTCOMES IMPACT

Dialogue	with	policy-
makers	and	legislators

Policy	and	research	work

Financial	counseling

Public	is	more	informed,	engaged	
and	active	in	relation	to	systemic	
issues	affecting	vulnerable	
consumers

Courts,	VCAT	and	ADR	forums	are	
fair,	efficient,	and	accessible	to	
vulnerable	consumers

A	more	sustainable	and	
effective	community	services	
sector

Conducting	campaigns

Workers	are	motivated	to	engage	
in	systemic	advocacy	
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