
Financial Health Assessment Toolkit User’s Guide 
Financial Health Assessment Tool / Satisfaction Wheel / Worksheet 

 
The purpose of this toolkit is to provide the client and case manager with resources and an 
approach to the often daunting subject of personal finances while honoring the client’s beliefs, 
values and knowledge.  We hope the tools will promote a trusting, coaching relationship and 
provide clarity and focus with pathways for the client and case manager to develop desired 
outcomes and goals.  Our belief is that if an outcome has its root in the client’s values, it has a 
greater likelihood of being achieved, being lasting, and building confidence in the client.  
 

Toolkit Overview 
 
The Financial Health Satisfaction Wheel is used to get a snapshot of how your client feels 
about the eight domains in their financial life that are represented on the wheel.  This tool can 
provide focus and direction without the cumbersome approach of requiring the client to answer 
questions they have been asked many times.  This process also empowers the client to use 
their voice, identifying their values and beliefs about “financial health” as the starting point.  In 
short, this exercise can bring a focus on areas that are most important to the client at that time.  
These domains represent one’s financial life and are explored further in the Financial Health 
Assessment Tool (FHAT), which provides a continuum from In-crisis (1) to Empowered (5), 
with attitudes, behaviors, and abilities that indicate one’s current position on the continuum of 
each domain.  These examples provide clarity and allow a client to articulate their desired 
outcomes, which when written with action steps and realistic time frames become goals.  The 
Financial Health Assessment Worksheet provides a form that can be used to go deeper and 
narrow the focus, to note the client’s motivation and rationale; a tool to outline goals and note 
action steps, including estimated completion dates.  Progress can be measured by the 
completion of action steps and/or by the client’s movement on the FHAT rating in that domain. 
 
 

Using the Financial Health Satisfaction Wheel 
Ask the client to rate their current level of satisfaction or concern in each of the eight domains, 
using a scale of 1 (least satisfied/most concerning) to 10 (most satisfactory, least concerning).  
The domains are listed below the wheel, including some guiding questions that might deepen 
the client’s understanding. You can also offer additional clarification on the domains if helpful.   
 
The focus of this exercise is the client’s personal satisfaction - not their past actions or the case 
manager’s approval. It is important to encourage your client to remain in the present. The 
client’s ratings in each domain provide a focused snapshot of their current feelings about 
financial issues in their lives.  In turn, the wheel identifies specific areas where they can improve 
their satisfaction and make progress toward their (self-defined) success. 
 
With the wheel completed, encourage the client to reflect on their results. Are there areas where 
they might celebrate their success?  Are there places where your curiosity might provide 
insight?  
 
Example:   

CM:  You rate your goal achievement pretty high, but you rate your confidence low. 
 How would your confidence rating look if you gave yourself more credit for the work 
 you do in achieving your goals? 
 



The goal in these interactions is to more deeply explore any beliefs or motivations that might be 
driving the client’s behaviors or decisions.  For example, the following exchange unearths the 
client’s belief that banks are scary, unfriendly, and difficult to work with.  
 

CM: It looks like you have both a savings and checking account, but yet you aren’t 
satisfied with your banking habits. Can you tell me more about that? 

 

Client: My housing case manager helped me open the accounts a couple of months ago 
with, like, $5.00 in savings and $20.00 in checking.  I still use the check cashing 
store to cash checks and get money orders because they are close by and 
friendlier than the bank. I carry cash because I don’t like going into the bank and 
it is too hard to make deposits. 

 

CM:   You know, I have a thought. May I share it with you? 
 

Client:   Yes, that’s what I am here for. 
 

CM:  I almost never go into my bank. I use direct deposit for my paycheck and pay 
some of my bills online. For anything else I use old school checks and send them 
in the mail – that only costs me the price of a stamp. Have you considered some 
of the benefits that your bank account has?   

 

Client: Yeah, I know about those options. I just don’t feel right in the bank; I get 
confused and feel like my stuff is not that important. 

 

At this point, the case manager may deduce that the client is intimidated, does not feel 
welcomed at the bank, or has no confidence that the bank would treat her well. With those 
possibilities in mind, the case manager shifts the conversation to identify a potential remedy to 
these concerns. 
 

CM:  How would you feel If you had someone in the bank who you knew, how would 
that affect your banking habits? 

 

Client:   For one, it would not be so scary. 
 

CM:  Let’s note that. When we get to making some action plans, we may want to 
revisit this thought. It is something to think about.  

 
Note that the case manager used open-ended clarifying questions, shared a personal 
experience that provided insight, and identified an area for further exploration in action planning 
phase. 
 
You may find that this discussion has helped your client uncover the gremlin (a nay-saying voice 
in her head) that tells her, “Banks are unwelcome and scary, and working with them is 
impossible.” This gremlin keeps her from asking for help in understanding how to run a check 
ledger, read her bank statement, or set up direct deposit.   
 
Ask the client how using the bank would look if she had help. Would she use the bank more? 
Would she see the value in using the bank? This may be a point where you suggest 
brainstorming a list of what it would mean to her to utilize her bank accounts.   
 

 Increase my confidence 

 Save money on fees 

 Safer than carrying cash 

 Start a savings plan 

 More control over money 

 

 



Using the Financial Health Assessment Tool 
Once your client has identified an area that is most important to her, uncovered the gremlin that 
is holding her back, and sees value in the proposed change, you can turn your attention to the 
Financial health Assessment Tool (FHAT).  You might ask: “Would you like to take a look at this 
tool to see where you might move forward?”  
 
Turn to the banking domain, at the top of the page list some of her strengths in this domain, 
together run down the continuum 
 
CM:  So you have already accessed banking. 
 

Client:  I already opened both savings and checking accounts. 
 

CM:   Shall we put these down as strengths? Has checking/savings accounts,  
          has a positive balance, is motivated.  
 

Continuing the discussion, this is an opportunity to work on strengths.  
 

Client:   The only part of the In-crisis I see is that I still use check cashing places, I am so 
             close to the Safe category.  
 

CM:    Yes, I think with some work you can get to a safer place in your banking.  
 

Client:    I have sort of established a banking relationship; it’s just not that great.   
 

She has stated that she would like to use these accounts and avoid paying fees for services she 
has for free through her bank accounts. Ask what she would like to set as her banking goal.  
 

Client:  “I want to feel more comfortable about getting help in using my bank account and to stop 
using check cashing places.” 
 
The FHAT has provided a framework for discussion, exploration, and goal setting, including 
pathways to targets that, when attained, will decrease her fear and increase her satisfaction. 
The FHAT shows where she is “almost there,” motivating a change in mindset and diminishing 
the volume of the nay-saying gremlin. The tool also assists with measurement, creating a 
baseline against which changes in banking knowledge, skill, and use, demonstrating progress 
toward (and eventual achievement of) the client’s goals. 
 

Using the Financial Health Assessment Worksheet 
On the worksheet, note both your client’s current ratings and the rationale for each score.  You 
may wish to use the numerical rating from the wheel and/or from the FHAT domain, that once 
the goal has been attained, can be compared to her ratings at the point of completion. 
 
It is arguable that the goal this client has chosen, “to feel more comfortable about getting help 
from my bank to use my bank account and to stop using check cashing places”, could be more 
specific, and may be two goals; “increase my comfort at my bank” and “stop using check 
cashing places.”  Not using check cashing places may be an indicator of achievement of the 
feeling more comfortable goal.  Conversely, getting more comfortable with the bank may be an 
action step supporting the goal of not using check cashing places.  It may be a place where the 
case manager suggests “we could make these two separate goals or we could go with your goal 
as stated because the first piece may lead to the second, how do you feel?” Her goal, as she 
originally stated, is realistic, achievable, can be measured and will be time bound.  Using two 
“mini-goals” on the Worksheet will work for her as well, whichever way she decides.  
 



From a coaching standpoint assisting the client in creation of her action steps, and attaching 
completion dates for the steps will provide clarity and accountability for the client’s journey.  
 
CM: Let’s take a look at what actions you can take to attain your goal? Where would 

you like to start? 
 

Client: Knowing somebody at the bank was a great idea, it would really help.  How do I 
do that? 

 

CM: How did you get into our financial coaching program?  Didn’t you just walk in and 
ask the receptionist where you could get help? 

 

Client:  Yeah, but you guys are no way as scary as a bank. 
 

CM: True, but it did work, if you are not comfortable with just walking in and asking for 
someone would you consider calling the bank and setting up an appointment, 
they have what they call personal bankers? 

 

This is a point that the case manager may ask the client to stretch, asking the client to make the 
phone call, or if the client isn’t ready, offer to make the call, negotiate until you are both 
comfortable with the approach, remember you are a partner in this journey; a little help from you 
may launch the ship. 
 
Proceed with action step creation, by now your client has some ideas about how to proceed 
because in this partnership you have narrowed the focus.  It should be clear to you both that 
getting to know somebody at the bank, establishing a supportive relationship that the client can 
get help with the bank products that will allow her to use her accounts and setting up those 
products (direct deposit, learning how to use a check ledger, etc.) will get her to her goal of 
being comfortable using bank and not having to use check cashing places: 
 
Action Steps: 

 Call bank to make an appointment to meet or walk in to bank and ask to speak with a 
customer service rep.  Case manager may make the call, may go for first meeting, client 
may not need that support, as a team work out the details based on strengths and 
abilities. 

 Make a list of items I need to learn or products I would like to set up on my account, 
direct deposit (with some going to savings), online banking, how to use a check 
ledger/read a statement, using an ATM for most of her banking, etc. 

 Explore if classes are available for any of the above or would the personal banker be the 
best resource. 

 Meet with banker, set up accounts to be useful 

 If classes are the way to go for some of the need, locate, sign up and attend. 

 Keep a log to note times and reasons I may have to resort to using other means than the 
bank for my banking needs. 

 
Set realistic completion dates.  Depending on how often you meet with your client, you may 
check in on progress at weekly meetings, you may ask that the client give you a call as they get 
each step completed or need advice if they have problems accomplishing a step.  Celebrate 
completion of each action step with earnest acknowledgement of the work done to complete the 
step, “I appreciate the strength it took to walk into that bank and ask to speak with a personal 
banker,” or “you have worked really hard to find and to attend these classes.  “With this success 
would you like to revisit the wheel and look for other areas we can work on?” 


