[image: image1.png]PRUDENTIALS 7/




The Financial Capability

Starter Pack

Autumn 2011
Financial Skills for Life 

Building confidence to make informed choices

Key partner:
[image: image5.png]citizens
advice
bureau




Introduction and Contents

At Citizens Advice we know that having the financial skills to make informed decisions at key points in life can mean the difference between a secure future and a desperate struggle. In 2009-10 we handled over 2.4 million debt problems.
Financial Skills for Life (FSfL) is the national financial capability programme of Citizens Advice. By supporting the delivery of educational initiatives at a community level, we help people to avoid unmanageable debt and other money problems. 
Our mission is: “To help people develop their skills and confidence to avoid financial crisis”. We want everyone to have the knowledge, skills and confidence to make informed decisions around budgeting, borrowing, saving and banking. Especially adults on low incomes or at risk of social or financial exclusion.

The main purpose of this pack is to help bureau and other agencies get started doing financial capability.  However, if you have started already we hope you’ll still find some of the tips and case studies interesting. 
The pack is divided into 10 short briefings.  We’ve tried to come up with a logical order, but the best order to take the briefings is the one that suits you.  
We hope this pack will be useful to you
We’d welcome your comments at any time on how the pack could be improved, to david.mahon@citizensadvice.org.uk.
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Briefing 1 – Definitions
What is financial capability work and where does it fit in among bureaux services?
What is it?

Financial capability work aims to be proactive and preventative.  It is about giving people the skills, knowledge and confidence to make the financial choices that are right for them and help them avoid crises.

Usually it involves sessions on money management, understanding credit, banking, savings and how to deal with debt.  Depending on the group, bureaux and other agencies often cover topics such as finding good deals and bargains, customer rights, value in contracts for mobiles and utilities, dealing with bailiffs or pensions and insurance.
It could be learning sessions in groups or one-to-one; it could be work with the media or on the web; it could be direct to client groups or training frontline workers from other organisations in the community; it could be a course or it could be a one-off talk, e.g. at a school or a Sure Start centre.  See briefings on Learners and Delivery Models for more details.
Check with your colleagues - they may already do the occasional talk about managing money when a school or BME group approaches them, but just not call it financial capability.  Congratulations!  You’ve started! 

The name game

Financial capability, financial literacy, financial education.  Does it matter what it’s called?  In our view, not much.  ‘Financial capability’ is top of the pops at the moment because it emphasises encouraging people to act on their knowledge; ‘financial literacy’ is sliding down because to some people it sounds a bit patronising and/or technical; ‘financial education’ is holding steady – it does what it says on the tin.

Top Tip
All the above names are a big turn off for the people you want to reach.  Try to call it something more user-friendly and lively.  Here are some phrases that have worked for bureaux:
 - Making the most of your finances
 - Credit Crunch Lunch
 - Money Matters
For more names to use, and more details on how to attract people, see the briefing on Marketing.
Whatever the name, we believe it’s about empowering people so that, if they want to, they can take action to better their lives.

“I encourage my learners not to be afraid of banks but treat them like any other shop you go into – for example by asking for a type of account that will suit them or getting a better deal by checking what the rate of interest is.”
Ros Bentley, Hammersmith & Fulham CAB
Attend a forum meeting to find out more.  There are 14 regional interagency financial capability forums in England and Wales supported by Citizens Advice.  These meet quarterly to share best practice and coordinate financial capability funding and delivery. For a list of forum coordinators visit our website www.financialskillsforlife.org.uk > Forums > Regional forum contacts.
What about other services we offer?  Isn’t there an overlap?

In a complex financial environment many agencies can benefit from broadening their services.  For advice agencies, financial capability can be seen as one strand of a wider money service that provides support for people to:
· find solutions to debt problems
· manage the money they have better
· increase their income wherever possible

· have a better understanding of ways to reduce the risk of financial crisis
· know about and understand the financial services available to them.
Money or debt advice

Every Citizens Advice Bureaux does some level of this as core work, supporting clients with their debt problems through a clear debt advice process.  Money or debt advice is also provided by other agencies over the phone or face to face.  Debt advice tends to be delivered in a more reactive way than financial capability work, with clients seeking advice when they need it at a main bureau or outreach location.  This contrasts with financial capability work where learner groups are usually sought through community partnerships.
We believe the best money advice allows for a financial capability element – for example, working on a budget for creditors, discussing which payments take priority or talking a client through their future borrowing choices.  But bureau teams may benefit from additional training to be able to do this within the money advice process.  
Top Tip
Some bureaux have done one-to-one financial capability work with their own clients (see the Delivery Models briefing), but it’s a relatively complex area.  We suggest making a start by getting group learning sessions with partner organisations off the ground first.
Money Advice Service – face to face generic advice
Background and History

You may have heard the term “Generic Financial Advice” or something similar. A few years ago the government carried out a review that focused on low to middle income people and how they can access non-product-specific advice on issues such as pensions and mortgages. This contrasts with most bureau financial capability work which is more about basic money knowledge and skills.  

A pathfinder for a ‘money guidance’ service took place in 2009 and in April 2009, the Government announced that it would be rolled out.  

Money Advice Service – the name change
The Money Advice Service used to be called Consumer Finance Education Body (CFEB) until it was renamed in April 2011. 

It now has a remit to help consumers understand their finances and the financial services sector better through web information, a telephone helpline and face to face services. This service currently gives personalised information and advice on a range of money issues but does not cover debt advice. See www.moneyadviceservice.org.uk for more details. 
The Money Advice Service refers to its generic face to face service as Money Advice and the advisers are called Money Advisers. This should not be confused with debt advice.  

How does Money Advice Service face to face work for clients?
Citizens Advice Cymru is delivering face to face services in Wales and Citizens Advice Scotland is delivering in Scotland. A4E won the contract to deliver services in England and Northern Ireland. Some bureaux may have been contacted by A4E wishing to subcontract delivery of the service.
The service offers clients guidance and support in sessions lasting approximately 45 minutes. This advice is aimed at empowering your clients, enabling them to take control of their finances and make the financial decisions that are right for them.

 

Money advice can help your client to:

· prepare a weekly or monthly budget

· learn about the different types of mortgage

· find out about savings options

· plan for retirement

· understand the tax and welfare benefits systems

· know about the different types of credit available 

· protect their families with insurance for themselves, their relatives, car and home.
The Money Advice Service generic face to face appointments are particularly suitable for people who have had a change in circumstances, but who may not necessarily be in crisis.  This may include those:

· leaving education

· starting work

· buying a home

· expecting a baby

· made redundant

· experiencing a relationship breakdown

· approaching retirement

· bereaved.

Booking lines or emails for appointments are listed below.

	Territory
	Contractor
	Number

	England
	A4e
	0333 321 34 34

	Northern Ireland
	A4e
	0333 321 24 24

	Scotland
	Citizens Advice Scotland
	0808 8000 118

	Wales
	Citizens Advice
	0300 330 0520
moneyadviser@citizensadvice.org.uk 


Briefing 2 – Rationale

Why should my bureau or agency do financial capability work?
If you need persuading, we hope this briefing will convince you.  
If you don’t, we hope it has some helpful thoughts to persuade others.  
Benefits for communities and clients

Helps to prevent crises

· Reduces risky borrowing behaviour leading to debt.
· Improves take up and awareness of benefits and entitlements.
· Improves awareness of preventive measures like building up emergency funds.
· Improves access to mainstream financial products and more economical utility tariffs that accompany them.
· Helps to maintain tenancies.
· Early warning – sessions can throw up group members with debt issues at an earlier stage, so they can take steps to address them or get help.
Helps improve access to services

· By getting out to hard to reach groups, it increases their awareness of services they can access, both through your agency and others.
Helps to empower communities

· Increases confidence around money management and financial products.
· Learners share new skills and knowledge with friends and family.
· Frontline workers increase their knowledge and confidence to give early help and signposting to clients.
· Gives people the means to challenge the status quo.
Case Study
A debt awareness session for tenants on a council estate overran because of a lively discussion on accessing credit and the importance of APR comparisons.  The estate was specifically targeted by a number of doorstep credit companies. A local frontline worker later told the trainer that "APR" had become the "buzz-word" on the estate. A number of doorstep credit agents were actually challenged as to the real cost of their loans and a follow-up distribution of credit union leaflets encouraged some residents to change their loan provider.  
Benefits for your bureau or agency
Does financial capability work fit well with the aims of your bureau or agency?
It can contribute to;
· Equalities and access aims by improving engagement with diverse client groups.  For some of the many different client groups bureaux reach, see our directory of bureau financial capability activities at: www.financialskillsforlife.org.uk > Resources and publications > Resources > Bureau contact list for tips on working with different clients
· Social policy agendas, empowering people and finding out more about challenges faced by the community.
· Improving referral links with partner organisations by helping their clients and frontline workers.  It can build up trust for future joint work and bidding.
· Building effective links with local authorities and statutory agencies on a wide variety of agendas – community cohesion, extended schools or family provision, financial inclusion, maintaining social tenancies.
· Shifting perceptions about what services you can provide – for example that you only provide savings and borrowing services if you are a credit union. 
Benefits for your agency 
· Brings in new funding.
· Builds training capacity, increasing potential for income generation.
· Helps develop a broader skills base.
Benefits for staff and volunteers
· Attracts new and diverse staff and volunteers.
· Increases job satisfaction by promoting a more holistic, proactive service.
· Chance to develop new skills or use existing ones to the full.
Another great advantage of financial capability is that it is highly scaleable.  If you don’t have funding, start small – perhaps an informal chat at a Children’s’ Centre parents’ group once a month – and look for funding to build up.

Next steps

Decide that your agency or bureau will do some financial capability work this coming year, however little.
Write a brief strategy of what you’ll aim to do (see the Strategy and Project Management briefing).
Go to your regional forum or send a trustee, staff member or volunteer.
Start Mobilising Support from everyone who can help you.
Briefing 3 – Mobilising Support
This briefing is about getting buy-in from within your organisation and beyond.  It’s also about who else you can ask for help.  Some support you’ll need before the project starts, and some during it.  The more you can bring others on board, the better your financial capability projects will work. 
Trustee Board
If your organisation has a trustee board or other management group responsible for setting the strategic objectives of your work …

· Get an agenda item at their next meeting to put your ideas forward and secure support
· Write a brief strategy (see Strategy and Project Management briefing)

· Ask if a trustee or other appropriate person could lead on this area or attend a forum and report back.
Staff and Volunteers

· Discuss at the next team meeting

· Perhaps invite someone from another agency that is already involved in financial capability work to talk to staff and volunteers about the benefits
· Identify any enthusiastic staff or volunteers who could help get a project off the ground

· As the project develops, keep the wider team aware of the project.
Partners

· Contact partner organisations you know well, and whose clients or frontline workers might benefit, to sound them out on whether they’d be interested in receiving training if you got the project off the ground
· Do they know of any funding sources you could make a joint bid to with them, or might they have resources to fund such work themselves?
· If the project progresses with them involved, perhaps you could invite them on to a steering group?

Project Steering Group

· The advantage of having one is giving impetus to the project and engaging interested trustees, partners and staff to support those who deliver.
· The Steering Group could also have user involvement.

Other agencies 
· Look at our directory of bureau financial capability activities at www.financialskillsforlife.org.uk > Resources and publications > Resources > Bureau contact list for tips on working with different clients. Are there bureaux local to you who could give you advice on how to start up?  Whose financial capability trainer could provide more tips and a friendly ear once the project is underway? 
· Are there other local agencies with an interest in this area that could support you?  Perhaps other agencies would even invite you to join a bid as a junior partner? Often funders are keen to see capacity-building in this way.  
Case Study
Southend CAB in Essex was keen to do financial capability work.  The manager attended the East region financial capability forum.  They joined up with Rochford & Rayleigh CAB, which also wanted to get involved, and agreed with Basildon CAB, the forum coordinator, to put in a bid to Citizens Advice.  This was to do HMRC-funded work training older people’s frontline workers.  The two inexperienced bureaux would source the frontline workers for the training but Basildon CAB would deliver the training in the Southend, Rayleigh and Rochford areas, with staff from the other bureaux observing and learning.  The project was funded and successfully delivered.  Drawing on their experience, Southend CAB worked with Rayleigh and Rochford CAB and Castle Point CAB to make a successful bid on their own to the same funding stream, and have now delivered in their own right.
Forums

· Contact your regional forum coordinator (see www.financialskillsforlife.org.uk > Forums > Regional forum contacts) and go to your forum’s events.  This is an excellent place to start building up contacts, float ideas for joint working, learn about funding opportunities or get funding that is exclusively channelled through the forum.
· The forum is also really useful for getting support as the project continues.  Go back yourself, and encourage your trainer to attend from time to time to learn about new developments in the field.
Briefing 4 – Strategy and Project Management
What kind of financial capability should I be doing? How should I structure the project?

To find the answers to these questions, you probably need to know the answers to a lot of questions that we raise in subsequent briefings!  But we’ve put this briefing early in the order as a reminder to spend quality time thinking about a brief strategy and planning your project – with some tips and resources to help you do it.  

Strategy

When you have read the other briefings you think would help, you might want to write a brief strategy document outlining answers to the following questions:

· Needs analysis: what are the financial capability needs of the local communities we serve?  Who could benefit most from financial education?  Do other organisations in the area already reach certain groups with financial capability work?
· Are there particular geographical areas, particular estates or particular groups we are keen to reach?

· Which groups should we target?  And should we target them directly or train their frontline workers? (See briefing on Learners.)

· What would be the best methods to reach these groups?  What partners can we identify who could help us reach learners direct?  (See briefings on Delivery Models and Marketing.)

· By when do we aim to get a project off the ground, and what level of delivery is appropriate?  Where can we find funding?

· How would the financial capability project link to the wider aims of our organisation?
Top tip
Don’t get everything else sorted and then look for partners to deliver to.  Lining up partners and dates often takes more time than the beginner bureau realises.  Once you have a sense of who you might work with, even if you are still finding funding or recruiting people to deliver, put out the feelers with partners straight away.
Opportunism

Alternatively you might simply say, if I can find funding for working with a specific group in need, or with a specific model, or I have a good idea who I would be best to partner with, I will let that lead me, at least while I develop a fuller strategy.  Financial capability work can and does help many different kinds of people.

Project management – as scary as it sounds?
You will be in a much better position than us to know what people and other resources you have and how they will best fit together.  But at its simplest, project management means the following.
· Decide the goal - what you want to achieve (how many people trained, what kind of people, how many improve their skills etc).
· Break down a list of detailed actions on a plan - what has to be done to get to the goal, by when (milestones), and by whom.  
· Make sure the people you want to act, know about and sign up to your plan, and also that they know how to do the actions that are their responsibility. 

· Brainstorm a list of what things might go wrong (risks), and what you would do to get things back on track if they did go wrong.
· Keep looking back over your plan and change it as things change.
· Evaluate your progress against your milestones and goals.
In other briefings we cover specific areas you will need to think about when planning your project.
Next Step
If you are at that stage, work up a draft plan for your own project – or ask someone else to.  Share the draft with key people in your organisation, and with another organisation that has more experience in financial capability than you.  
Briefing 5 – Learners
Who should I aim to reach?

The simple truth is that any group in the community, particularly those who are vulnerable or on a low income, can benefit from financial capability work.  So rather than designing your ideal project for a client group, perhaps you need to tailor your first project depending on the following.
· Who are our closest partners?  Could we start by reaching their frontline workers and clients?

· Are there groups we know we aren’t reaching?  Would this be a good way to reach out to them?

· What funding is out there, and does that determine who I can reach?
Top Tip

It is usually better to reach pre-existing groups who are more relaxed with each other, working through partner organisations who can assemble the group for you.  This is why it can be better and quicker to start up financial capability work by building on your existing community partnerships.
What do people in my local area need?

Whether you prefer to start based on who your partners and funders might be, or want to design the project before finding partners and funders, doing a simple assessment of financial capability needs in the community can help.  It will:

· determine who you are going to target if that is not already decided

· focus your resources to achieve maximum impact

· help you set goals and measure outcomes

· provide evidence to persuade funders.
Think about trying to reach people who are going through, or about to go through, key life changes such as starting a family, leaving prison, moving into work or moving into a first tenancy.  At such times people are often receptive to the idea of looking at money issues and you can draw them in by giving them timely and practical information and support.
But think carefully before focusing on too narrow a client group for your project.  While it can be good to have a clear remit and focus, it might be hard to reach prospective learners or you might even run out of learners if the project runs for a while. 

Training adults direct, or training frontline workers?
Most Citizens Advice bureaux do a mix of the two. Training the frontline workers (or volunteers, or peer educators) enables those intermediaries to understand issues so they in turn can help their clients early, and signpost them to bureaux and other services.  It is highly economical.  For example, our most recent evaluation showed that the frontline workers trained by bureaux estimated that they would be able to pass on their learning to an average of 61 people.  In many cases, training frontline workers also clears the way to training clients direct, by building trust with the frontline workers who then enthusiastically organise appropriate groups of clients for the trainer.
“We were initially concerned that it might be hard to recruit family centre users.  We were worried people would be unable to commit to attending four sessions and that people might not see the point!  But people came along – perhaps we were lucky because the Centre Service Coordinator organised things well from their end.  They are also very used to, and good at, marketing courses.  Existing users are also already in ‘training mode’ as they are using the Centre to undertake life- and job-related training.  Finally, it helped that people knew the training was being provided by the bureau - we’ve earned a great reputation for helping local people solve their problems and are generally seen as impartial and non-judgmental.”

Berwick CAB
How about work with schools?
This can often be a good way to start small.  Classroom visitors can add value to the financial capability work of their local school(s).  Working with schools may increasingly be an avenue to working with parents, as government resources go into promoting extended schools and family learning.

We work closely with the leader in the schools field, the Personal Finance Education Group (pfeg).  Pfeg works with teachers, government, consumer bodies and the financial services industry to assist schools in delivering personal finance education.  It also provides a one stop shop of advice, support and quality mark resources that teachers and others can use to promote financial capability within the day-to-day curriculum.  That curriculum now has compulsory elements of financial education. 
We see a distinct role here for bureaux and other agencies to act in a supportive capacity to pfeg and schools, by providing a local, ‘external’ input which helps pupils link what they have learned in lessons to real life in their community.  We strongly recommend that when doing work with schools you: 

· contact the local pfeg representative to ensure there is proper coordination.  Citizens Advice can help with this.

· try to ensure the teacher is in the classroom while you deliver so they are learning the techniques you use.
For more suggestions of how bureaux can engage, see our joint publication with pfeg, Adding Value, at www.financialskillsforlife.org.uk > Resources and publications > Resources
Briefing 6 – Delivery Models

Delivering financial capability is different from delivering services where people are used to coming into a set location to get help with a problem.  For example, people don’t generally come looking for financial capability support through a local debt advice agency.  This means you’ll need to be pro-active and attract an audience. 
Top Tip

Don’t just put up posters advertising dates and details of a course you are planning.  Even if you put it up where you think large numbers of people who might benefit will see it see it, it’s very unlikely anyone will come along. 
The three main delivery models for financial capability are:

· group sessions reaching out to and through partner organisations
· one-to-one financial capability work

· other complementary models (non-face-to-face).
Group sessions reaching out to and through partner organisations
This is far and away the most common and popular model among Citizens Advice bureaux, and proved to work if it’s done well.  Sessions can be direct to the partner’s client group or to frontline workers.

Most of this starter pack is about setting up and delivering group sessions. 
What makes these sessions work best (especially if direct to clients) is when they are to pre-existing groups in their normal setting.  Ideally the partner organisation can arrange for a group to be present or encourage attendance.  People often feel more relaxed talking about money with others they know, in a familiar setting.  Generally we recommend that sessions are relatively informal, and they should definitely involve participants in discussion and activities rather than people feeling talked at.
Sessions could be one-off or a short series, depending on the needs of the group and the likelihood they will be in the same place at the same time the following week.  People can’t always commit to long programmes, particularly where they are dealing with other life changes and challenges.  

You might want to offer a taster session first before going back to deliver a longer session.  If people find the first one useful and engaging, they might also encourage friends to attend the fuller session – word of mouth works best!
Active members of Financial Capability Forums can also access a wide range of Citizens Advice training materials.  Go to www.financialskillsforlife.org.uk > Forums for further information.  A searchable database of resources is at The Financial Literacy Resource Centre, http://www.fin-lit-resources.org.uk.
One-to-one financial capability work

Quite rightly, a lot of people say that the best debt advisers include an element of financial education in their advice session with a client.  An increasing number of bureaux are proactively adding financial capability elements to their advisers’ training so advisers can help give tips to advice clients.  Alternatively, some bureaux are referring advice and outreach clients who they think could benefit for one-to-one support from a financial capability trainer.

We recommend that if you want to start, start with the group sessions.  But if you are keen to integrate financial capability into any advice work that you do, we recommend that you get in touch with other agencies that already have experience.  Details of bureaux that have used this model can be found in our directory of bureau financial capability activities at www.financialskillsforlife.org.uk > Resources and publications > Resources > Bureau contact list for tips on working with different clients. 
Other complementary models (non-face-to-face)
Self-help

An easy way to start is to make self help materials available to clients. You can order free leaflets, brochures and reference packs from the Money Advice Service at www.moneyadviceservice.org.uk.
If your organisation has a reception or waiting area you could make information available here, calling the area ‘Money Tips’.  

The media

Some agencies do regular press releases, a local newspaper column or a radio slot with money tips.  We think it is an excellent way to raise the awareness of a large number of local people around money issues and local services offering help. 
Web
A few bureaux and other organisations have developed excellent websites.  But consider: are you duplicating what’s out there – things you could link to instead?  Do you have the skills and the time to deliver, to keep the site fresh?
Briefing 7 – Funding
Do you absolutely need funding to make a very simple start?

We fully understand that there is a lot of pressure on resources.  But in our recent survey, fifty bureaux told us they were currently doing financial capability although they had no specific funding to do it.  Obviously they weren’t the bureaux with full time financial capability workers, but neither did they all have the smallest financial capability projects.

Could you encourage an adviser or other volunteer to spend one day a month preparing and going out to a school or a Sure Start centre or perhaps a BME community group that you want to reach out to, in order to run an informal session on money issues?  And whilst they are doing that you could look for funding to expand, using the work you’re already doing as evidence of need and your ability to deliver.
Top Tips for getting financial capability funding
1.  Talk to people – network to find more possible sources.  If possible, talk to funders before bidding ‑ even if it’s only a phone call ‑ to work out what they want, create a bond, invite them for a visit, or invite them to join you in a visit to the regional forum.
2.  Be brazen – ask for money, or ask for advice on where to get money for financial capability.
3.  Sell yourself – start gathering short paragraphs on why your organisation is so wonderful from your staff and volunteers, or analyse why and how your other projects were a success. Show how you can build on that success in financial capability. Don’t assume the funder knows how good you are.
4.  Assess the financial capability needs of those you plan to reach, so you sound authoritative.
5.  Really think through the design of the project, using all the resources here.  Ask hard questions of the project, or get someone else to do it!
6.  Understand what the funder wants, and tailor the way you present your project to help meet the need and ‘solve’ the funder’s problem.
7.  Be creative - see the project from many angles depending on what the funder says they focus on. Working with migrant workers is ‘community cohesion’, training frontline workers of other voluntary sector organisations is ‘building capacity’, delivering through volunteers is ‘creating sustainable or community-based delivery’. 

8.  Within the maximum they say they can give, ask for as much as you need. But match the amount you ask for to the size of the funder too. Don’t ask a funder that can give you a major amount for a tiny amount, otherwise with many funders you’ll be blocked from approaching them for a much larger amount in the next year or two.
9.  Bundle a small amount of financial capability work into a wider funding bid.  This could give you the case to go back to the same funder and ask to expand the financial capability element later.

10. Get involved with a regional financial capability forum or with another bureau or other organisation that already does financial capability – could you be the junior partner in someone else’s bid?

11. Maintain the relationship, especially if you get the money, but even if you don’t.  Ask for feedback.  This will give you a platform to go back later.

Briefing 8 – Human Resources

What kind of people do I need and what kind of tasks will we need to carry out?  How will we need to support them?

Who will manage the project?

Somebody needs to manage the project overall.  Likely tasks of a project manager are:
· keep overview

· convene steering group meetings

· compile reports based on monitoring statistics

· manage finances

· manage and support the trainer.
Though perhaps the person delivering the training also has the skills or abilities to do some of the above themselves?
Who will deliver the training?

It helps to have money knowledge and an understanding of the money issues faced by the client group(s) your project will be working with.  It can help if a trainer has been a money advisor, but it also carries the risk that the person will get distracted into giving detailed information for a person’s specific example while the rest of the group switches off.
Arguably, having good training, presentation and interpersonal skills are more important to delivering financial capability training, provided they have or are ready to acquire a basic level of money knowledge.  
For further guidance on recruitment and example job descriptions and person specifications for paid staff and volunteers, see the recruitment toolkit at www.financialskillsforlife.org.uk > Resources and publications > Resources,.
Should the trainer do the marketing to partners or should this be a separate person?
Many trainers believe it’s vital for them to build up the network of links with partners, as they are best placed to sell the project and what it can provide.  However, some bureaux and other agencies do separate the marketing function and give it to another person. 
Whatever the case, most agree the bureau/agency manager can help enormously by mentioning and promoting the service when networking with partners.
What administrative support will be required?

Time will need to be spent carrying out tasks such as assembling training materials, confirming training dates and venues and collating feedback forms. 
What else might volunteers and staff do – either as a new role or part of their existing role?
· Course helper during the course – like a classroom assistant.
· Evaluator – looking at the impact of the work by collating feedback forms or calling trainees three months on to find out what they’ve been doing differently.
· Becoming peer educators or ‘money champions’ in their own communities.
How else can the bureau or agency support the trainer?
· The trainer might be out of the office or working independently quite a lot, so ensure that they are made to feel part of the team. Encourage them to give presentations to team meetings, and support them in building links with advisers and administrators.

· Help with developing partnerships and marketing.
· Give them a proper induction including a chance to visit other agencies involved in financial capability.
· Encourage the trainer to attend our three-day ‘Introduction to training skills’ courses held in various locations in England and Wales.  They can access this course if they are an active member of a financial capability forum or member of transact.  The cost is usually £150 but we have secured some funding to cover the cost of the training and travel costs.  For further information go to www.financialskillsforlife.org.uk > Training skills course.
· Give them a budget to travel to the regional financial capability forum so they can meet their equivalents in other bureaux and organisations.
· Suggest they shadow and buddy up with a more experienced trainer in the forum area.
Briefing 9 – Marketing 
As we’ve emphasised repeatedly, how you interact with partners can be crucial in deciding whether you get access to the learners you want to reach.  It’s also important to strike the right note with the learners too!  This briefing has some do’s and don’ts that financial capability trainers wish they’d learned before they had that event where only one person turned up. It can happen to anyone!
“Get partners to provide a date and a location and get them to encourage people to attend – it’s crucial.  But don’t totally rely on them to do all the work, they may forget to do some things.” 
Louise, Powys CAB

Marketing to partners

Do focus on quality contacts
· Research what existing projects and services are out there that you could contact.
· Use the contacts you already have.  They can often provide introductions to other agencies.
· Develop personal links with partners – approaching by phone then meeting face to face to explain your proposal is usually more effective than letters and other kinds of impersonal communication.  It may be more time-consuming but worth the investment.
· Sign up to the financial capability forum email list by contacting your local forum lead (www.financialskillsforlife.org.uk > Forums > Regional forum contacts) and go to forum meetings.  You may pick out partners who are in your locality and would be grateful to receive a service from you. 
· Talk to bureaux and agencies doing the work about how they market themselves.
Do be flexible

Above all, ask what partners and their clients need and tailor your session accordingly.
· Consider offering training to frontline workers first; this breaks the ice, builds good contacts, increases their commitment to helping you reach their service users and helps you understand those people’s needs.
· Ask partners to assemble groups for you, or put a slot in an existing course or coffee morning, so you have a ‘captive’ audience.
· Get dates set up with partners as soon as you possibly can – often they schedule things way in advance.
Do maintain profile and momentum

· Make use of existing events and bureau communication channels (annual report, bureau outreaches) to get the message about your new financial capability service out there.
· Promote the service at every opportunity.
· Keep your bureau teams up to date, and ask them to help market the service too.

Don’t 

· Just write a letter to potential partners and wait for them to sign up.  They are busy people like you, and a follow up phone call or a meeting is more likely to yield their commitment to the project.
Marketing to adult learners (through partners)

Do

· Keep it light and fun – with names and visuals that catch the eye.
Here are some more names that bureaux use to attract learners:
 - Money talks

 - Know your plastic

 - Making the most of your finances

 - Saving for a rainy day

 - Confident consumer

 - Quids in

 - Make money make sense

 - Thinking of borrowing?

 - Take control of your finances now!

 -  Budgeting for beginners

 - The money maze 

· Ask learners who enjoyed the sessions to tell their friends about future sessions.
· Prepare a simple flyer or set of leaflets to leave with the organisation you’ve contacted.
· Be careful about the language you use – money, debt and basic skills can be sensitive issues.  Some agencies have found it works well to emphasise the consumer rights or ‘people power’ aspect of financial capability – ‘get the best deal’ etc. 

Don’t

· Use the terms financial literacy or financial capability – it’s likely to be off‑putting.
· Just put up posters in the bureau, agency or elsewhere and assume people will show up.  People generally feel more comfortable in settings they know, around people they know.
Briefing 10 – Training Skills and Resources

Effective financial capability training:

· is fun for the learners and the tutor

· includes a range of activities

· encourages participation

· is relevant to people’s lives

· builds on the skills and experiences of learners.

It doesn’t require you to give lectures, present lots of dry facts and information, or have specialist knowledge about financial matters.

“Don’t make the sessions seem like a ‘school’ exercise. If you keep it very informal you are likely to get more useful interaction taking place.”
Amanda Simms, Neath CAB

Where to find resources  

There are plenty of ready-made financial capability resources you can use, whether you are training adults direct or frontline workers. 

· Active members of Financial Capability Forums can access a wide range of Citizens Advice training materials.  For more information about the forums see www.financialskillsforlife.org.uk > Forums
· A searchable database of resources is at The Financial Literacy Resource Centre, http://www.fin-lit-resources.org.uk.
· The Money Matters To Me website includes a tutor area and a range of activities and ideas - www.moneymatterstome.co.uk.
· The Money Advice Service website includes useful tools and free publications - www.moneyadviceservice.org.uk.  
Planning and preparing for training 

Careful planning and preparation will ensure better outcomes for learners – and a more satisfying experience for the trainer.  

It will help if you are as clear as possible about the following.
· Who is the audience?

· What are their learning needs?

· How will you use training materials to meet their needs?

· Where will the session take place?

When you have identified a group to work with, try to find out as much as possible about their financial skills learning needs.  You could use a questionnaire, or meet a few group members in advance to chat about what financial issues they face and what might be useful to them.  You could also chat to practitioners who already work with the group – they may have a good sense of the kinds of problems people face and the priority areas for support and learning.  
It isn’t always possible to gather this kind of information in advance – perhaps if you are just doing a short one-off session.  In these cases, you can check levels of knowledge and skill using an opening activity. This could be a quiz, a game like financial bingo, or a self-assessment – for example, “On a scale of 1 to 5, how much do you know about different types of credit?” or “How confident are you about talking to your clients about money matters?”

A written plan is useful even for relatively short sessions.  A plan provides a framework for your preparation, and a quick reference guide for you on the day.  Being well-prepared includes thinking about alternatives to use on the day, and being flexible enough to respond to the needs of the learners. 

“Be flexible and take more exercises than you need. It’s important not to plough on regardless – you should continually try and gauge how things are going and respond and adapt.”   
Peter Tyson, North Liverpool CAB
There are a number of practical considerations.  What is the venue like?  Is it easy to get to and to find?  Do you need to rearrange the furniture?  Is there any equipment you need to take (like marker pens or blu-tack)?  Are refreshments available?

Review and evaluation

Ongoing review and evaluation of financial capability training work are important for assuring quality and improving the outcomes for learners.  Make sure you learn and adapt as you go along.  You can gather feedback in a number of ways. 

Feedback from learners is most easily obtained on the day, at the end of the session using a feedback sheet.  
Sometimes you may want to get in touch with learners a few weeks after the session, to find out if they have taken any action as a result of the course.  If so, make sure you get the contact details of anyone willing to be contacted.

In addition, you can have conversations with partner agencies to discuss how they feel the sessions are going and whether anything needs changing. 

Don’t forget to build a bit of time into your own work schedule to reflect on how training is going, and consider any changes and improvements that could be made.  

Tutor skills – top tips and info on courses
· Prepare well - take time to plan sessions thoroughly.
· Be prepared to be flexible.  The bottom line is always to meet the learners’ needs.

· Variety and interaction will keep learners engaged.
· Use tried and tested training materials.
· Adapt materials where necessary for different audiences.
· Bring topics to life by using real items, for example credit card marketing leaflets, catalogues or bank adverts.
· Create an atmosphere in which all learners can contribute ideas and experiences.
· Relate topics to practical, everyday experiences and give examples to help understanding.

· Check activities are relevant to learners – for instance don’t expect them to fill in a monthly budget sheet if they receive income weekly.

· Build on what people know and value their experiences.  Help them learn from each other.
· Take into account that people learn in different ways.  For example, some people might prefer to get stuck in straight away and will learn best by doing (for instance through a role-play exercise), while others might prefer to be given information and then apply it through exercises. 
“Don’t sit in the office working out your lesson plan forever.  Get out there and try it as soon as you can.”  
Mary Hennessy, Basildon CAB

Tips for engaging successfully with adult learners

Do your research.

Find out as much as possible about what will interest prospective learners, to help your planning.  

Be prepared to negotiate content.

Even on the day you can sometimes provide options for what is covered.

Don’t make assumptions about learners’ existing skills or knowledge.
People may have considerable experience in one area, such as understanding the implications and mechanisms related to catalogue shopping, but be unfamiliar with other areas such as using a bank statement as a method for record keeping.  

Aim to be inclusive.

It can help to: 


· pair people up carefully when doing exercises

· use a jargon buster flip chart to explain financial terms
· check learners are not disengaging during a session
· offer additional support to those who need it.
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