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1 Start Smart Digital Experience

The COVID-19 health crisis is disrupting the Australian 
education system in a profound way. In response  
to the crisis, over recent months education officials  
have been forced to cancel classes, move holidays,  
close schools and adopt remote learning. As a result, 
educators and students had no alternative other  
than to embrace a rapid shift towards blended  
or online-only learning environments.
Start Smart, our award-winning financial education 
program, has also been forced to rapidly adapt  
to enable digital delivery of our workshops.

By the middle of Term 2, over 10,000 students  
had participated in digital Start Smart workshops. 
This preliminary evaluation report presents the  
results of digital delivery so far, and offers a snapshot 
of insights we’ve gathered during our transition  
to a virtual model. 
Whilst this delivery model is still in its infancy, we are 
delighted that the evaluation demonstrates promising 
results, with participants reflecting favourably on the 
value and impact of the digital program.

“It was great that we could  
still run these workshops  
in the online capacity.”
– Teacher in New South Wales

“Very professional, very 
accommodating during these 
chaotic times. Thank you.”
– Teacher in Western Australia

“You have still been able 
to spread your financial 
literacy knowledge out  
to as many students as 
possible in such difficult 
times. It is a testament  
to many organisations  
for thinking outside  
the box and altering  
their business models”
– Teacher in Victoria

Executive  
summary

We would also like to take this opportunity to note 
that adapting Start Smart in this way would not  
have been possible without the creativity, agility  
and professionalism of educators across the country. 
As the education system in time returns to a “new 
normal”, there is an opportunity to identify and use 
the lessons learnt through this time to pave the way 
for continuous innovation and extended reach for  
the program. We look forward to working closely  
with teachers to further develop the model,  
and grow the reach and impact of the program  
now and into the future.
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Key insights

Digital delivery can 
enhance accessibility 
and connectivity The Start Smart team delivered 530 workshops 

to over 14,500 students in 88 schools.

Less than half (only 42.5%) of teachers 
would have taught financial literacy  
without the Start Smart digital workshop.

42.5%

Start Smart continues 
to provide immediate 
value to students 89.5% of teachers state that content  

in the digital workshop is relevant to their 
students in the immediate and near future.

89.5%

90.5%
90.5% of students feel the Start  
Smart digital workshop content  
is relevant to them.

Students’ learning 
and engagement 
can remain high 
in a virtual setting 80.9% of students believed they  

could use what they had learnt right  
away or in the near future.

80.9%

98.3% 98.3% of students understood  
the content in the digital workshop.

Digital delivery  
can yield comparable 
results to face-to-face

93.3% of students found the face-to-face 
workshop engaging compared to 91.5% 
for the digital one.

93.3%

91.5%

98%

90%

98% of students found the face-to-face 
workshop fun compared to 90% for 
the digital one.

Evaluation of digital  
delivery: a snapshot
Key statistics and quotes

A significant reach through significant disruption

Indicators of satisfaction and impact remain strong in digital delivery

1.  The Net Promoter Score “NPS” is an index measure used to assess customer experience. It is calculated using a -100 to +100 
point scale based on the answer to a key question: how likely are you to recommend Start Smart to a friend or a colleague?

Net Promoter Score1: 59.5959.59

63%
Almost two thirds of 
students say they will 
make changes as a 
result of the workshop.

99% Teachers agreed that 
the students enjoyed 
the workshop.

Students
Metro - 9,352
Provincial - 1,002
Rural - 4,504
Total - 14,858

Sessions
Metro - 352
Provincial - 37
Rural - 141
Total - 530

Schools
Metro - 58
Provincial - 7
Rural - 23
Total - 88

Teachers
Metro - 247
Provincial - 29 
Rural - 116
Total - 392

“After COVID-19 
is over I plan to 
get a job and use 
the tips in the 
workshop to save 
my money in a 
smart way, to use 
in the future.”
– Year 9 student in New South Wales

“I thought 
everything  
was great,  
[the facilitators] 
did a great job 
considering 
it was online 
rather than 
in person.”
– Teacher in New South Wales
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Start Smart continues to provide 
immediate value to students

Digital delivery did not 
negatively affect teacher  
and student feedback  
on program relevance.

Despite significant disruption to their educational 
experience, both teachers and students continue  
to see the content of Start Smart as highly  
valuable and relevant. 
Over the course of digital delivery, at least 90.5%  
of students agreed that the Start Smart workshop  
was relevant to them. Similarly, 89.5% of teachers  
felt that the learnings from the Start Smart  
workshop would be valuable to students right  
away or in the near future (see figures to the right). “[The workshop] made 

me feel more confident 
and comfortable about 
my personal savings. 
I found this very useful.” 
– Year 6 student in Victoria

Further, although there was no change to Start Smart’s 
curriculum when moving to digital delivery, our 
evaluation found a slight increase (around 3%)  
in students’ perception of the relevance of content  
when compared to the pre-COVID period. We suggest 
this change might be indicative of students being  
more concerned about their future (and therefore  
more interested in financial education content)  
during this economically challenging time.
This is consistent with qualitative feedback from 
teachers, who also observe an increase in students’ 
interest in this topic area.

The content of this workshop 
is relevant to me.

The content of this workshop 
is relevant to my students.

Strongly 
disgree

31.3%

Strongly 
agree

1.4%

Agree

8.1%

Disagree

59.2%

Never

0.1%

Distant 
future

1.3%

Next few 
years

9.1%

Near 
future

31.7%

Right 
away

57.8%

The graphs above show students' distribution of responses on the left and teachers’ distribution of responses on the right.

“[The students] have 
an increased interest 
in this topic now 
and have had some 
valuable learning 
which will assist them 
in upcoming tasks.”
– Teacher in New South Wales

5



7 Start Smart Digital Experience

Digital delivery can enhance 
accessibility and connectivity
Digital delivery opens up new and exciting opportunities  
to break down cultural and geographical barriers.

While we initially viewed digital delivery as a way to 
provide continuity of service to Australian schools during 
this disruptive time, we soon found it also enabled new 
ways for Start Smart to reach hard-to-access audiences  
in regional, rural and remote areas. Further, online 
delivery also brought together a larger community of 
students, teachers, and facilitators across the country.

One example demonstrates in a profound way this 
enhanced accessibility and connectivity that digital 
delivery offers. 
On June 18th, seven classes of students from diverse  
cultural backgrounds based in South Australia attended  
a Start Smart workshop simultaneously. 

“I was delighted 
to see such a 
diverse range 
of students 
logging in to 
participate 
in the digital 
workshop.”
– Facilitator in Western Australia

The facilitator delivered the session from Western  
Australia, the moderator logged in from Victoria  
and the logistics team provided support from  
New South Wales. 
Beyond the increased reach that this online delivery  
model provided, the digital platform also created  
a safe and interactive environment for young  
people to participate and interact with others. 
Workshop facilitators observed that the digital  
medium in this case improved student engagement  
and participation (particularly by reducing anxiety  
around asking questions in front of their peers)  
and contributed to enhanced learning and  
a deeper understanding of the workshop content.

“During the session 
the students were very 
engaged and responsive 
to questions and ideas.”
– Teacher in South Australia

Victoria
Moderator

Western Australia
Facilitator

New South Wales
Logistics team

South Australia
Students

7 Start Smart Digital Experience

We know we are not alone in being excited  
by the potential digital delivery offers to expand  
access. We will continue to work with schools  
to explore ways to increase inclusion and expand  
reach around the country.
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Students’ learning and engagement 
can remain high in a virtual setting

Our evaluation found sustained high levels  
of engagement throughout digital delivery.  
Over 90% of students and 100% of teachers 
found the facilitator engaging, and over  
90% of students found the workshop fun. 
97% of teachers agreed that the sessions 
were delivered at the appropriate level for 
their students to be able to learn the financial 
concepts, and a significant majority of students 
(72%) found facilitators answered their  
questions well “all of the time”.
Throughout the course of delivery, the Start 
Smart team developed various processes and 
practices that we found increased engagement  
and effectiveness (see opposite).

“The students 
were still very 
engaged with 
online delivery. 
They were 
very keen to 
participate.”
– Teacher in Western Australia

Processes and practices that increased engagement and effectiveness:

• Train facilitators to tailor their delivery styles  
to the participants’ needs and adapt their 
approach based on the audience and context.

• Make the digital delivery platform available  
on multiple devices (including mobile devices) 
to enhance workshop accessibility and provide 
an opportunity for students to connect 
remotely without the need for a laptop.

• Use dedicated moderators to support the 
facilitator and encourage students to actively 
participle in the session.

• Disable one-on-one chatting function between 
students during the workshop to promote 
sustained focus and group participation over  
‘side conversations’. 

• Set up the virtual environment to offer flexibility 
for participants to interact, including the option  
to post their questions on a chat box.

“Digital experience 
was fantastic 
and still highly 
interactive  
for children. 
They loved it!”
– Teacher in Victoria

Done correctly, digital 
delivery can still be highly 
engaging and effective.



11 Start Smart Digital Experience

Beyond engagement, 98% of students reported that they 
understood the content of the workshop well and 80.9%  
felt confident that they would be able to apply what they  
learnt in the session right away or in the near future. 

“I plan to start saving for my 
first car. With the goal setting 
strategy that this workshop 
has given me I have a clear 
picture of what I have to do.”
– Year 10 student in Victoria

The workshops resulted in 63% of students expressing an 
intention to change their behaviour. This is in line with the 
significant, recurring qualitative student feedback expressing 
their plans to start a budget, track their expenses better,  
visualise their saving goals more accurately and seek 
employment. These are strong indicators that the shift  
to digital delivery has preserved Start Smart’s ability  
to have a positive impact.“Really great, thanks for running 

this! The Start Smart workshops 
helped empower our students 
to understand and realise 
their work-related rights.”
– Teacher in Victoria

“The message did stick. 
Students spoke about it to 
friends after they finished.”
– Teacher in Western Australia

“I loved today’s workshop and I 
felt like I learnt a lot more about 
money. Thank you so much.”
– Year 6 student in Victoria

“I already was saving my money, 
but this made me feel more 
confident and comfortable 
about my personal savings. 
I found this very helpful.”
– Year 6 student in New South Wales

“I am already conscious about 
my spending habits, but I would 
employ the budgeting strategies 
that were introduced to me today 
in the future.”
– Year 6 student in Victoria

“I will use the new skills I have 
learnt from this workshop to 
my advantage when I start 
a new job.”
– Year 9 student in New South Wales

“After COVID-19 is over, I plan 
to get a job and use the tips 
in the workshop to save my 
money in a smart way, 
to use in the future.”
– Year 9 student in New South Wales

11 Start Smart Digital Experience
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Digital delivery has shown strong 
results, yet more needs to be done 
to completely equal face-to-face

“[The Start Smart team] did 
an amazing job considering 
it was presented online. 
Still kept the kids engaged.”
– Teacher in New South Wales

While both delivery methods have 
strong evidence of effectiveness,  
some key differences are  
emerging in the data.

In many domains, the evaluation data show little material  
difference between digital and face-to-face delivery of Start Smart. 
Consider the following empirical findings when comparing overall 
results from digital and face-to-face delivery:
• There was less than one percent difference in the number  

of both teachers and students saying the workshop will be 
relevant to them either right away or in the near future

• There was less than one percent difference in students’  
view of how well the facilitator answered questions

• There was less than one percent difference in the number  
of teachers who agreed that the facilitator was engaging

Some teachers, however, confirmed that even though they  
felt digital delivery was a useful and effective tool, their ultimate  
preference today would still be for face-to-face delivery.  
Close inspection of the preliminary evaluation findings show  
certain areas where digital delivery needs further development  
and refinement to completely equal face-to-face delivery.
For instance:
• Only 90.4% of young people found the digital workshop fun, 

compared to 98% in a face-to-face setting
• The number of students who strongly agreed that the facilitator 

presented content in an interesting way fell from 51.8% in the 
face-to-face medium to 30.3% in digital delivery

• The number of students who strongly agreed that the facilitator 
was engaging fell from 52.6% to 40.6%

• While 60% of students in digital workshops indicated they 
intended to make changes based on the workshop, amongst 
participants in face-to-face workshops that number was 73%.

“Really well executed,  
especially over Zoom.”
– Teacher in Victoria

“The facilitator was great, the kids 
responded really well and it was 
great to see the adjustments made 
to run the program via Zoom.
– Teacher in Victoria

13
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Whilst the results for digital delivery are objectively positive (especially 
considering the broader social and educational context in which these  
changes took place), they nonetheless indicate that more can be done  
to refine and improve digital delivery to fully match the quality and impact  
of the face-to-face model. Predictably, the areas with the greatest divergence  
are the areas where face-to-face delivery has natural advantages – such as 
human engagement, student-facilitator interactivity, fun, and so forth. 
Work has commenced on mapping the challenges of digital delivery  
to potential solutions, and on the right we summarise some of these  
challenges and solutions. We anticipate this will continue to be a rich  
vein of exploration both for Start Smart and other educational 
organisations more broadly as digital delivery is improved.

The facilitator presented the workshop in an interesting way.

51.8%

30.3%

Strongly 
agree

1.0%1.3%

Strongly 
disagree

10.1%
4.6%

Disagree

58.6%

42.4%

Agree

Face-to-face workshop pre-COVID
Digital workshop during COVID

Challenges (and current and proposed solutions)  
in enhancing the quality of digital delivery.

The facilitator was engaging.

Strongly 
agree

52.6%

40.6%

Strongly 
disagree

0.5%2.2%
8.0%

4.4%

Disagree

50.9%

40.8%

Agree

Face-to-face workshop pre-COVID
Digital workshop during COVID
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Challenges and obstacles Current and proposed solutions

Facilitators cannot communicate  
as easily and naturally with the 
students in a digital environment.

• Use chat boxes, breakout rooms, and moderator-
initiated questions to stimulate interaction

• Engage the teacher and/or second facilitator to 
stimulate interaction and respond to questions.

Younger primary students  
can sometimes not use  
a chat box function as  
a form of communication  
as easily as older students.

• Where Secondary sessions began with students 
‘muted’ as a standard practice, Primary sessions  
now commence with the class ‘un-muted’

• Provide more opportunities throughout  
the session to ‘un-mute’ for verbal interaction

• Engage teachers and supervisors  
to support students

Primary workshops engage students 
through interactive and physical 
methods which are difficult to carry 
out in a digital environment.

• Redesign workshop activities to enable easier  
delivery by facilitators in digital medium

• Provide training and support to facilitators  
to help them deliver these activities digitally

• Create substitute activities where necessary

Reduced informal interactions  
occur between students during 
the workshop.

• Use chat boxes, breakout rooms, and moderator-
initiated questions to stimulate interaction

• Create more time in workshop  
for structured conversation

Technical difficulties have a high 
chance of negatively impacting  
the workshop delivery.

• Comprehensive testing of delivery solutions
• Create process maps for digital delivery  

to standardise approach and minimise  
margin for error

• Train facilitators in delivery technology
• Create backup options for use in event  

of tech failure


