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Introduction

This paper is the final report on the bureaux and forum grants programme of 2007, itself part of the second phase of the Financial Skills for Life (FSfL) programme conducted by Citizens Advice, which runs from 2005 - 2008.  The bureaux and forum grants programme (which we shall refer to as FSfL 2007) builds on work carried out under Phase one of the programme, which ran from 2002 to 2005 (referred to in the report as FSfL1).

FSfL1 explored best practice in delivering personal finance training through Citizens Advice Bureaux. FSfL 2007 built on this by separating out two stages of development for individual bureaux.  These were named ‘Seedcorn’ bureaux, referring to those bureaux which were new to financial capability work, and ‘Development’ bureaux, which already had experience of delivering this work and were seeking to extend their skills and expand their reach.  The aim of adopting this approach was to create a systematic approach for developing bureaux which wanted to either start or progress their involvement in delivering financial capability training.

In addition to this, an entirely new strand was introduced to the project, namely, the establishment of a network of regional financial capability forums.  These forums were not only new to Citizens Advice but also an entirely new form of organisation in the financial capability landscape.

Executive summary

In 2007, Citizens Advice embarked on an ambitious new stage of its Financial Skills for Life programme, supported by partners Prudential, the Friends Provident Foundation, and the Abbey Charitable Trust.

During the year, the programme funded the delivery of financial education sessions both direct to disadvantaged adults, and to ‘frontline workers’ in many statutory and voluntary organisations, so they in turn could support their clients with financial skills.  Sixteen bureaux were funded; eight as ‘seedcorn bureaux’ which had never done financial capability work before, and the other half as ‘development bureaux’ seeking to build on previous delivery.  

The programme also initiated 14 regional financial capability forums covering all of England and Wales, led either by bureaux or by local partners involved in financial capability work. They were established as deliberately inclusive; open to everyone in the region with an interest in this work – to network, share best practice, engage in funded and other partnerships, and build capacity.

Bureaux grants
This report describes different ways in which bureaux undertook their “seedcorn” and “development” activity. The programme reached nearly 4,700 adults direct, and an estimated 26,800 people via frontline workers. In all, 6,500 learner sessions were delivered by the 16 bureaux. 

The sessions were typically run for 1-2 hours, making substantial (but not exclusive) use of materials produced or identified by the central Citizens Advice team. Some sessions were directed to end-beneficiaries, and others to frontline workers in a wide range of organisations. In both cases, particular emphasis was put on reaching and meeting the needs of low income adults.

The feedback from session learners was very favourable. More importantly, the confidence of both the end-beneficiaries and the frontline workers in their personal finance skills significantly increased after the sessions. Interestingly, the frontline workers reported the greater increase in confidence. 

On average, frontline workers accounted for about 20-30 % of the bureaux session learners. There is an important issue about how many end-beneficiary clients can be expected to benefit indirectly from this learning. For example, how many tenants will benefit from the greater understanding of a housing association worker who has been to a bureau training session. The report concludes that more analysis is needed by all financial education deliverers, but considers that the present Citizens Advice estimate of a 1 to 15 multiplier effect is certainly conservative.

The report reviews the cost per learner session (i.e. the cost of delivering a session divided by the number of session participants). The costs across all bureaux averaged out at some £30-40 per learner session. This is significantly less than the average cost of just over £100 identified in a similar Financial Skills for Life grant scheme run 2-3 years earlier. To an extent this reflects the experience and resources that have been built up in recent years.

The learner session costs differed substantially between bureaux, particularly amongst the “seedcorn“ participants. Understandably, reasons include the different “business models“ adopted, and the circumstances in which sessions are delivered. For example, the lowest average cost related to the regular delivery of sessions to relatively large end-beneficiary groups organised within Colchester Military Corrective Training Centre.

Forums

The 14 forums are a significant innovation, and have all held at least four meetings. They have attracted 800 participants in their first year of operation. Whilst over 100 bureaux have attended, the forums have succeeded in involving many other local and regional organisations. 90% of attendees surveyed considered forums either “useful“ or “ very useful”.

The forums are providing a means for delivery organisations to develop a better understanding of each others’ interests, and potential for partnership activity. They have already provided an important place for a wide range of organisations to engage including credit unions, housing associations, pfeg, the FSA, the DWP, trading standards, community regeneration officers, youth workers, teachers, courts and probation services, the federation of small businesses, and the BBC.  

The forums are actively encouraging and facilitating funded work by their members. By the end of 2008 they will have channelled over £500,000 from a number of initiatives funded by various national public and private sector funders.

Challenges

There is general appreciation among bureaux for the funding and training support that has been available from Citizens Advice central team. 

Significant further expansion of activity by bureaux and partners will require identifying how they can best exploit the geography of their local political and funding landscape.  This can partly be solved by developing guidance from Citizens Advice, and by ensuring that the bureaux have sufficient time, resources and funding to devote to this.

There are issues to be decided about how best training can be resourced, quality assured, supported and delivered at both national and local level.

Frontline workers are an important means of extending the reach of financial education. However, further work needs to be done on deciding which are the best types of organisations to be involved, and better assessing the frontline workers’ reach and impact.

Consideration should be given to how the Forums could be aligned with the English Regions and Wales; as well as local authority structures.

Conclusion
The report recognises that there are many other programmes of financial capability training being delivered across the country by a host of other organisations.  It concludes that what distinguishes this programme from most others, and makes it one of the most important financial capability initiatives that has been undertaken in the UK, is that it seeks to:

· apply a nationally co-ordinated approach to the delivery of financial learning

· make operational links with other local and regional agencies that have an interest in the financial skills of the public

· provide regional, non-partisan ‘space’ for involved local players from all organisations to meet, discuss areas of common interest, learn from each other and form working partnerships.
· tie together the areas of local delivery and regional policy into a co-ordinated approach. 

The FSfL 2007 programme 

The three elements of FSfL 2007 were designed to build on the findings of FSfL1 and to tackle the challenges of the wider environment.

‘Seedcorn’ bureaux
Following on from the findings of FSfL1, eight grants were provided for bureaux that did not have a track record of delivering financial capability projects.  They offered an opportunity for bureaux to gain experience, develop local partnerships and increase their capacity using ‘tried and tested’ models from FSfL1.  Successful applicants were expected to indicate a credible prospect of subsequent sustainability.  They were also given set milestones and outcomes to meet as a condition of funding. 

Table 1: Seedcorn bureaux

	Name of bureau
	Total grant

	Berwick
	 £    9,150 

	Bideford
	 £    9,150 

	Colchester
	 £    8,500 

	Liskeard
	 £    9,150 

	Neath
	 £    8,500 

	North Wiltshire
	 £    9,150 

	Royal Courts of Justice
	 £    8,500 

	South Derbyshire
	 £    8,500 

	Total
	 £  70,600 


‘Development’ bureaux
Eight grants were directed towards significant development projects for bureaux with a track record in delivering financial capability programmes.  The programme particularly wanted to stimulate and identify bureau projects that appeared to have good potential to be replicated and mainstreamed on a sustainable basis.  Bureaux needed to show that they had established, or could readily establish, working relationships with named community-facing partners.  

Table 2: Development bureaux

	Name of bureau
	Total grant

	East London Financial Inclusion Unit (ELFI)
	 £  19,000 

	Ellesmere Port and Neston
	 £  19,000 

	Flintshire
	 £  19,650 

	Hammersmith & Fulham
	 £  19,000 

	North Kirklees1
	 £  19,000 

	North Liverpool2
	 £  38,000 

	Bedworth, Rugby and Nuneaton (BRANCAB)
	 £  19,000 

	Total
	 £ 152,650 


1.  North Kirklees CAB was funded outside the main programme stream but they are included in the main programme for analysis purposes

2.  North Liverpool CAB and Toxteth CAB were funded to work in partnership and were awarded a double grant.  They are referred to as North Liverpool throughout the report.

Launch of a network of regional financial capability forums
This strand of FSfL 2007 has been the most innovative and challenging aspect of the programme.  Fourteen organisations including two non-Citizens Advice Bureau partners were provided with funding to run regional forums where both bureaux and other organisations such as credit unions, housing associations and local authority regeneration officers could meet to share resources, experiences, skills and local intelligence. The initial aims were 

· to promote greater spread and take-up of financial capability opportunities; 

· attract greater regional and local funding and 

· map local provision in a way that would help increase client reach and reduce wasteful duplication of effort.  

The rationale for this initiative has been based on an observation that, while there were a number of high-level financial capability strategies and programmes working downwards from a national level, little systematic contact – other than through selective pilot projects – had been made with the very many local organisations who were either engaged in financial capability activities or who were concerned about the need for them.  Citizens Advice took the view that it was also important to start at grass-roots level and engage those groups to help them work together more effectively.

Timing of the strands of the project
The different strands of the project started at different times.  It was acknowledged that the challenge of establishing the forums would take longer than the starting of the two training delivery strands of the project.  The Seedcorn and Development strands were, therefore, able to start in November 2006 and run until the end of October 2007, while the forum programme officially started in January 2007 and ran until the end of December 2007.

To help indicate progress over the project period(s), activity has been recorded in three month blocs and these have been based on the starting and finishing times for each strand as referred to above.

Evaluation of the programme

The National Institute of Adult Continuing Education (NIACE) were appointed at the outset of the programme to carry out an independent evaluation of the project but also to help Citizens Advice develop its own capability for evaluating this comparatively new form of social action. Being involved from an early stage enabled NIACE to be observe closely the training and induction for participating bureaux, and to help introduce to bureaux the importance of the monitoring and evaluation process.

Citizens Advice were keen that the evaluation process should be an interactive, reflexive process whereby they were able to learn from the process as it went along.  NIACE brought considerable expertise and experience of financial capability to the evaluation process and it was thought appropriate that this expertise should be available to Citizens Advice in the course of the programme as well as at the end in the form of a final report.

The main methods for gathering information about the programme were:

· attending training and feedback meetings for the bureaux / forums involved

· extracting numerical data about the reach of the projects from the returns submitted by the bureaux / forums.

· recording information and opinions from participants and bureaux staff through questionnaires

· visiting and observing forums. 

· telephone interviews with participating bureaux and participants/beneficiaries of the programmes

· discussions with the central FSfL team from Citizens Advice 

The wider financial capability environment

While this is not the place to carry out a detailed analysis of the policy and practice environments in which FSfL 2007 was conceived and carried out, it may be of help, particularly to readers who are less involved with the day to day cut and thrust of this world, to highlight a few of the main policy landmarks against which Citizens Advice developed the project.

In the UK, concern has focused around a number of areas.  The regulation of the Financial Services industry in the late 1980s was largely a response to the difficulties experienced by the public in dealing with an increasingly complex and sophisticated financial retail sector.  This thread of concern has been characterised over the years by a number of product ‘mis-selling’ episodes which have implicated the private sector over such things as endowments and ‘precipice bonds’.  Even Governments have faced accusations from some quarters of mis-selling over changes in the rules applying to pensions.

A second strand of concern has focused on those members of the public who have been in effect left behind by the increasing pace of change in financial markets.  The growing importance of having a bank account to manage both personal finances and also interact with employers, Government and others has meant that those unable or unwilling to get a bank account have become disadvantaged in a real monetary sense through often having to pay more for their goods and services.  This has become known as financial exclusion and the many organisations now engaged in trying to bring the excluded into the financial services fold refer to their efforts as financial inclusion work.

A third major area of concern is the massive increase in personal indebtedness that has occurred across all sections of society in the wake of the liberalisation of the credit markets over recent decades.  Easy access to consumer credit, largely through the introduction of credit cards, has been encouraged by a succession of Governments as a way of increasing personal consumption and boosting the economy.  Much has been written on the particular ways that this affects the poor in society.

Citizens Advice has long seen its remit as being to help those least able to help themselves with advice to tackle all manner of problems, many relating to their interactions with public sector bodies.  The seemingly inexorable rise in the number of personal debt problems being brought to the doors of their bureaux has convinced them of the need not only to give advice to those in crisis but also to use the same knowledge and skills to help people learn how to avoid getting into crisis in the first place.  Citizens Advice Chief Executive, David Harker, has referred to this as the top of the cliff/bottom of the cliff syndrome where the role of Citizens Advice should be extended to helping people learn at the top of the cliff how not to become one of the casualties who has to be rescued from the foot of the cliff.

Clearly, Citizens Advice are not the only players in this landscape.  One of the most confusing aspects of this field is the range of agencies and organisations who are involved in something to do with helping people with their personal finances.  At one end of the spectrum, we have the Government, which originally gave the responsibility for increasing consumer understanding of the financial system to the Financial Services Authority (FSA) and has subsequently become more involved itself through a Financial Inclusion Policy and the current consultation on a long-term approach to financial capability.

At the other end of the spectrum there are hundreds – probably, thousands – of local voluntary organisations attempting to help often small and very specific groups of individuals on a local basis.  Many of these operate entirely independently, with only their own organisation’s governance arrangements for guidance.

Somewhere in between these two ends of the spectrum we have an increasing number of public bodies which are becoming increasingly aware of the impact of poor financial skills among the public on the delivery of their own policy outcomes.  These would include:
· Local Authorities, concerned, for example with the implementation of the ‘Every Child Matters’ policy; 
· Regional Development Agencies focusing on the impact of the financially excluded on economic regeneration and development; 
· Registered Social Landlords, becoming increasing aware that the poor financial skills of their tenants may impact on the organisational success of the Housing Association.

The “Financial Skills for Life” model

The Citizens Advice model for its own particular contribution is based on the central position of the individual Citizens Advice Bureau.  This model is based on the belief that:

· bureaux have direct access to many of those individuals in most need of help

· bureaux are seen to be trusted by their local communities and by other local organisations who deal with groups of those most in need of help
· bureaux have a range of skills and knowledge that can be adapted from an advice model to a learning model.

Thus, the local bureaux have been seen as having the potential to:

· deliver financial skills training directly to individuals from its core client base

· deliver financial skills training to the client groups of other front-line workers

· deliver financial skills awareness training to front-line workers to help them identify areas of financial learning need among their clients and then either help with topics they are confident with or, alternatively, refer clients on to others such as Citizens Advice where they do not have the skills themselves
· act as the core of regional focus groups (‘forums’) that aim to bring together other regional players with an interest in financial capability issues.  These forums may include the front-line workers referred to above and also include public sector administrators, other voluntary organisations, schools and others.

Against this setting, the role of the central FSfL team at Citizens Advice was seen as:

· co-ordinating funding and project delivery at a national level

· providing ‘ready-made’ courses and materials that can be used by bureau trainers

· providing training and networking for the bureaux involved in the project

· providing support and advice on the organisation of forums
· evaluation of the project
The multi-layered nature of the Financial Skills for Life approach is thus quite different from that of some other organisations that have either focused on a number of key national target groups or else work in restricted geographical areas.  The second phase of the Financial Skills for Life programme as a whole has an ambitious aim of knitting itself in with a number of nationwide Government policies but also developing an infrastructure to work alongside public sector and voluntary sector organisations on the ground. 

Topics delivered

The expectation on Seedcorn bureaux was to use tried and tested models of service delivery based on Citizens Advice training materials developed during the first phase of FSfL.  These training materials were divided into three two-hour session packs for direct beneficiaries and four two-hour session packs for ‘second-tier’ workers.   The packs for direct beneficiaries cover:

· Dealing with your bills 

· Choosing credit

· Managing your money 

The second-tier packs cover:

· Helping your clients keep track of their money

· Helping your clients get to grips with banking

· Helping your clients get savvy with credit

· Helping your clients get debt advice

Development bureaux largely covered the same topic areas both as regards to beneficiaries and to frontline workers.  However, they were being challenged to develop new kinds of partnerships, and in some cases to be more proactive in tailoring materials to particular target groups.  They used the Citizens Advice materials and their own materials.  Furthermore, as can be seen below in the case of Liskeard, some Seedcorn bureaux also redesigned core materials to meet specific needs.

Flintshire CAB found that the use of laminated junk mail along with real doorstep credit agreements (obtained via debt clients) proved very useful in discussions surrounding APR.

The bureau has been successful in attracting sufficient funding to print a further 5,000 copies of their ‘Drowning in a sea of debt’ book.  The books will be distributed free of charge through local libraries, schools, local authority offices and community facing organisations.

North Kirklees CAB amended the second tier training packs to provide a half day session and are in the process of developing a ‘Having a Baby’ course.

Liskeard CAB were given a brief from Job Centre Plus to design a one hour session for staff to fit in with their weekly late opening day.  The bureau financial capability worker designed handouts called  ‘Morning Money’ and included information on ID needed to open a bank account, different accounts and features, first right of appropriation and tips to remember PINs.

Measuring achievement

The measures of achievement of a new programme such as this can be built on the ‘Outcome’ model, which seeks to identify both outputs and outcomes.  Outputs seek to answer the question: have we carried out the activities we said we would and outcomes seek to answer the question: what lasting impact have we made by our activities.

Outputs are usually easier to measure as they are time delimited and can be measured at the end of the project.  As outcomes are concerned with lasting impact, any measure at an early point in time is bound to be more subjective.
To help convey the achievements of the bureaux and the forums we shall look at the outputs:

· How many learning events did they manage to hold?

· How many people did they manage to attract to the learning events?

· What organisations did they engage?

· What types of front-line workers were engaged?
For the training bureaux we shall also consider:

· the focus on end-beneficiaries compared with front-line workers
· the relationship between the monetary investment in the project and the outputs – which may be taken as the cost effectiveness of the project or the return on investment.
In terms of outcomes, we shall consider:
For the training bureaux

· the effect of the sessions on learner confidence levels

· qualitative evidence (questionnaire, interview and case study) of the experiences of individual beneficiaries and front-line workers receiving the training
For forums

· qualitative evidence (questionnaire, interview and case study) of the experiences of forum organisers and forum attendees.
For both

· case study evidence of new ways of working, partnership development, joint-working and other outcomes.
The financial capability training bureaux: seedcorn and development 
The business model of Financial Skills for Life was established in the first phase of the programme (FSfL1).  This latest phase of financial capability training built on that model in both the Seedcorn and the Development bureaux.  The distinction between the two groups of bureaux was more about their respective prior levels of experience and skills rather than any difference of approach.  They all set out to achieve the same outcomes, namely, training significant numbers of the public to manage their financial affairs better and also training a significant number of professional intermediaries (‘front-line workers’).

In reporting on some issues we shall consider the two groups of bureaux together but with other issues we shall separate out information so that comparisons can be made.

We have assembled some of the key information about all the bureaux in Appendices at the end of the report and we shall refer to these throughout the report.  We shall also include smaller summary tables within the body of the report.  Much of this information will be extracted from the larger Appendices.

Organising sessions

Our first snapshot is of the level of success with which bureaux managed to organise training sessions and attract learners to them.

Table 3: Training sessions and learners

	 
	Q1
	Q2
	Q3
	Q4
	Totals

	 
	Seed
	Devp
	Seed
	Devp
	Seed
	Devp
	Seed
	Devp
	Seed
	Devp

	Number of training sessions 
	27
	63
	49
	124
	68
	171
	42
	166
	186
	524

	Number of end- beneficiaries (inc. repeats)
	255
	343
	475
	759
	614
	871
	493
	871
	1837
	2844

	Number of front-line workers (inc. repeats)
	88
	151
	109
	159
	162
	392
	158
	567
	517
	1269


As might be expected, the Development bureaux achieved higher numbers than the Seedcorn bureaux in all areas.  It is also worth noting the pattern over the duration of the project.  Taken as a group the Development bureaux generally managed to build on their numbers as time went on whereas the Seedcorn bureaux built up to the last quarter and then fell back in the final quarter.  None of the eight Seedcorn bureaux managed to increase the number of their training sessions quarter on quarter, whereas four of the seven Development bureaux achieved this (Appendices 3 and 4)

Further investigation would be needed on an individual bureau basis but it may be a symptom of a lack of confidence on the part of the Seedcorn bureaux that they will be able to sustain the activity after the end of the programme period.  It is not unusual for timed projects to lose a certain level of focus in their final quarter, possibly also losing a project worker who is keen to move on to the next employment.

There was a wide range in the numbers of sessions arranged by the various bureaux.  One might have imagined that there would be a wider range among the Seedcorn bureaux than among the Development bureaux, reflecting the stresses of coming from a standing start.  However, this was not the case and the range of variation was higher among the Development bureaux

Table 4: Range of session numbers

	
	Seedcorn
	Development

	Average number of sessions
	23
	76

	Standard deviation 
	8.7
	36.9

	Standard deviation as a % of average
	37.4%
	54.5%


Note: In this analysis, Liverpool is counted as being equivalent to two other bureaux as it was a partnership between two bureaux and received double the funding.

Although it is not appropriate to place too much weight on statistical analysis as applied to the numbers of bureaux involved (being quite small numbers), the above figures give an indication that the range of variation among Development bureaux was over 45% higher than that for Seedcorn bureaux.  Clearly, further investigation would be required to see how much of this was related to different skill levels, for example, or to the differences between business models.

And there were indeed interesting differences in the business models:

Bideford CAB chose to concentrate delivery on front-line workers rather than end-beneficiaries, on the basis that greater understanding among front-line workers would make recruitment of end-beneficiaries easier.   Colchester CAB, on the other hand, started the project with a queue of end-beneficiaries from the Military Corrective Training Centre and felt that this needed tackling first before they could bring in front-line workers.

Attracting learners

The importance of the business models (and the distinction between the examples above) is further highlighted when we look at the total number of learners and learner sessions that were achieved.  We use the term ‘learner sessions’ as distinct from ‘learners’ to reflect the fact that some learners returned for further sessions on different topics.  These are referred to as ‘repeat’ sessions in the Appendices.

Colchester represented perhaps the most dramatic case of repeat sessions.  All of Colchester’s sessions to end-beneficiaries were delivered to service personnel in the Military Corrective Training Centre.  Here the management of the centre was keen to expose its charges to as much of the training as possible and so, while the number of new learners remained fairly level over the first three quarters, the number of repeat sessions increased dramatically over the same period (Appendix 3).
The reporting mechanisms in place did not enable us to capture how many sessions each individual learner had attended but, by the time the programme had completed, Colchester had delivered 1,632 learner sessions, the highest number of any of the bureaux in the project, Seedcorn or Development (and this to 436 learners).   This substantial achievement (with a cost of only £5.21 per learner session, see below) shows what is possible when strong and productive relationships are developed with organisations who actively encourage their clients to engage with financial capability.

By way of contrast, North Liverpool and Toxteth, who achieved the nearest to Colchester in terms of individual learner sessions, engaged around 26 other organisations in the process.  This reflects a challenge that is well-known among start-up commercial businesses: do you go for sales at all cost or do you build your client base?  The Colchester model is close to what is sometimes referred to in business circles as the ‘Marks & Spencer’ syndrome, the one big client which can take all your resources in order to fulfil the large capacity of its own customer base.  This is recognised as having its own risks as a change of emphasis in the business profile of the ‘M&S’ client can leave you with no customers at all.  The model followed by North Liverpool and other bureaux of building a larger client base undoubtedly places greater demands on resources at the outset but, handled properly, might lead to a more secure business as the risks arising from the loss of one client are much less.  Against that, in the voluntary sector the client organisation is not always the funder of activity. 
End-beneficiaries and front-line workers 

The rationale for the delivery of financial capability training is built on the ultimate benefit to the ‘end-user’ of the training – the member of the public who, having learned new skills and knowledge, is better equipped to meet the challenges of managing their money in the modern world.

However, for some years now, financial capability policy and practice has also included the notion that there are intermediaries (front-line workers) between the training organisation and end-user who can undertake important functions:

· They can act as gatekeepers to the end-beneficiaries, giving trainers access that might not be available, or as easily available, otherwise.  So, for example, the Manager of the Sure Start Centre can facilitate a learning session between the trainer and his or her client group of parents.  This function does not necessarily need any enhanced financial capability on the part of the front-line worker.

· If the front-line worker does have their levels of awareness to financial capability issues heightened, this can help them to better identify clients who may be in need of improving their own financial capability or, going beyond this, who may be in need of more remedial advice from a debt adviser.

· A further extension of this is the opportunity for a front-line worker who has received some financial capability training to use that knowledge to actively work with end-beneficiaries on ‘basic’ exercises such as household budgeting.  This may also have benefits for the front-line worker in a professional sense.  One group that has identified with this in recent years has been Registered Social Landlords, mainly Housing Associations, who have realised that better financial management skills among their tenants help to stabilise rental payments and reduce the risk of non-payment.

All bureaux from both Seedcorn and Development groups delivered training to end-beneficiaries and front-line workers.

Table 5: End-beneficiaries and front-line workers

	
	Seedcorn
	Development

	
	Number
	Percent
	Number
	Percent

	Total end-beneficiary sessions
	1,837
	78%
	2,844
	69%

	Total front-line worker sessions
	517
	22%
	1,269
	31%

	Total learner sessions
	2,354
	
	4,113
	


Again, one would expect that the Development bureaux, being longer in this field and more experienced, would be able to deliver to greater numbers of front-line workers.  
To help see how the Seedcorn bureaux and Development bureaux were positioned in this respect in comparison with other bureaux delivering financial capability training, we looked at how the relationship in the table above related to the number of active partnerships that bureaux reported they had with other external organisations.  
We took as a reference the Directory listing all bureaux engaged in financial capability activities that was published by Citizens Advice in autumn 2007.  One of the pieces of information requested from each bureau for their entry in the Directory is the number of partnerships that the bureau maintains with other organisations as part of their financial capability work.  From this list we grouped the partner organisations by the type of organisation they were or the type of activity they were engaged in (Appendix 5)

The average number of different types of organisation engaged in partnership by each bureau was 2.91 across all the bureaux in the Directory.  However, the figure across the Seedcorn bureaux was 4.00 per bureau and for the Development bureaux it was 5.29.  It would be premature to start ascribing causes between these factors one way or the other and, clearly, the larger numbers of partnerships played a part in the success of both Development bureaux and Seedcorn bureaux in being awarded a place in FSfL 2007 in the first place.  However, it does throw into clear focus the importance of partnerships with other organisations if financial capability work is to become embedded in local communities.

Examples of partnership working:

South Derbyshire CAB reported that, since training has been provided to local District Council employees, the Council has started referring clients who are getting into arrears at a much earlier point in time than previously to the bureau, when it had been customary to receive details only days before an eviction.
Flintshire CAB is working jointly on a tenant support pack in conjunction with three local housing associations.  The packs will place a big emphasis on financial capability as a means to improving their tenants’ quality of life and will indicate sources of help for problems.  Training sessions will be offered on money management skills as part of an ongoing support package. 

North Wiltshire CAB has worked with an organisation called Alabare.  This organisation works with young, single homeless people, many of whom have dropped out of conventional education.  The bureau has carried out two training sessions with a mixture of service users and support staff.  The support staff found the sessions on budgeting and dealing with bills particularly useful and they propose to design a budget sheet for use by their residents.   One of their roles is to help their residents move into permanent housing and sustain a tenancy.

Royal Courts of Justice CAB delivered training to a team of volunteers from the South London Refugee Association on ‘Helping your clients get debt advice when they need it’, opening a bank account and the National Minimum Wage.  The volunteers come into contact with up to 50 refugees per week, many of whom seek advice on these issues as they attempt to establish themselves in the UK.  This has been very successful.

North Liverpool CAB and Toxteth CAB are in partnership in a joint development project.  However, they have taken a further strategic decision to extend the working partnership to Speke CAB, the other bureau in Liverpool currently engaged in financial capability work.  The reasoning for this notes that, although they each have their own discrete geographical areas, a number of the partner organisations operate city-wide – an excellent example of customer focus.  Ultimately, they would like to formalise partnership working into a unified Financial Skills Unit.
Benefits of financial capability learning

We believe that the whole complex of personal finance skills still represents an emerging discipline for academics, educators and policy makers.  One implication of this is that there is as yet little research or agreement about what constitutes success.  Other more mature social disciplines have established complex patterns of research and evaluation involving statistical work, cohort studies, longitudinal ethnological studies and more.  At this point in time, our methods for evaluating the benefits of this kind of learning are mainly based on the judgements of the learners immediately before and after the sessions.

Learner confidence levels

In FSfL 2007 information was collected by means of response sheets completed by learners before and after the sessions.  The sheets issued to end-user learners before the session asked for an opinion on:

"I can make decisions with confidence about…(the topic of the session to be delivered)"
Front-line workers were asked the question about their confidence in respect of dealing with clients:

"If a service user approaches me with one of the following issues I feel I can provide support with confidence on…(the topic of the session to be delivered)”
Participants were asked to rate themselves on a five point scale:

1. Not confident at all

2. A bit confident

3. Fairly confident

4. Confident

5. Very confident

The same question was asked immediately after the session.  There was also a space for learners to include free-text comments.

Obtaining responses of this sort in group learning situations is notoriously difficult and indeed responses were not obtained from all learners.  Most bureaux obtained some responses but no returns were received from Colchester and a number of bureaux returned reports that requesting learner responses was not felt appropriate for certain sessions.  The overall response rates were as follows:

Table 6: Learner response rates

	Learners
	Seedcorn
	Development

	
	Responses
	Total
	Response rate
	Responses
	Total
	Response rate

	Front-line workers
	317
	517
	61%
	613
	1,269
	48%

	End-beneficiaries
	134
	2191
	61%
	1,785
	2,844
	62%


1  Note: We have excluded Colchester from this figure
We feel this represents a significant achievement on the part of bureaux, particularly the Seedcorn bureaux, to have obtained such high response rates.

We asked the trainers to calculate the averages of the ‘confidence’ ratings of their learners both before and after each session so that the data we worked on was the collection of all these averages.  Representing these confidence levels numerically from 1 to 5, the overall change in confidence before and after the sessions was as follows.  The percentage change was calculated assuming all responses as percentages of the maximum score, 5:

Table 7: Learner confidence ratings

	Learners
	Seedcorn
	Development

	 
	Before
	After
	Increase in confidence
	Before
	After
	Increase in confidence

	Front-line workers
	2.53
	4.09
	31%
	2.35
	4.04
	34%

	End- beneficiaries
	2.24
	3.65
	28%
	2.35
	3.82
	29%


These are very significant improvements in learners’ confidence with their skills.  Given the acknowledged reluctance of people to place themselves at the extreme ends of such scales, the increases may even be understated.  It is worth noting that the initial score of front-line workers before the learning sessions was similar to that of the end-beneficiaries but, in both Seedcorn bureaux and Development bureaux sessions they reported their increase in confidence as greater than that of the end-beneficiaries.

Learner comments

Learners’ comments on the sessions were overwhelmingly favourable.  We have set out a number of the comments in Appendices 6 and 7.  The range of comments made was very wide and it would be unfair on the learners to attempt to reduce them to a small number of themes.  However we can perhaps highlight the following observations:

· The comments of the end beneficiaries focused, understandably, around the impact they felt that the learning could have on their own lives 

· Some front-line workers commented on revelations they had about their own finances but most focused on the increased levels of confidence they felt in tackling personal finance matters with their client groups
· Front-line workers’ comments suggest a degree of sensitivity to the levels of complexity of the subject, distinguishing between topics they would feel confident tackling on their own and situations where specialist debt advice might be necessary
· Clearly, neither end-beneficiaries nor front-line workers were reticent about making critical or challenging comments.

Ona Noserime is a 30+ year old man in Stratford with low income and debts.  Ona received FSfL sponsored financial education training from East London Financial Inclusion Unit (based in Stratford and part of Waltham Forest CAB).  The following is taken from a filmed interview: "The training helps me to build my confidence with finances.  Not just with the finances, dealing with the financial institutions involved...." (Now) I'm guided by can you afford it policy.  It is essential because like I found out, most homes have financial problems and to keep your family the first thing you need to do, love your wife, but (also) have your finances on track."

Bill Davies attended some frontline worker financial capability training run by Liskeard CAB.  He is a Health Liaison worker for a new initiative run by NHS and Jobcentre.    Bill’s client was suffering severe debt problems and unfortunately she resorted to using a doorstep lender to try to pay some of her outstanding bill and this left her with no money to buy essentials for her and her two young children.  Their health suffered and eventually concern was raised at the children's school about the fact that they were not brushing their teeth.  This is where Bill was introduced to the family - the mother told him that due to her debts she was unable to buy even basic health products like toothbrushes and toothpaste.  Because he had attended the FSfL training he was able to take them to their local CAB, who maximised their income, prioritised the debts and negotiated with creditors which then left the family enough money for their essentials - thus ensuring that the family was not separated.

Telephone interviews
We conducted a small number of telephone interviews with learners, three with front-line worker learners and two with end-user learners.  These obviously represent an even smaller sample than the comments on response but they do give a useful insight into the achievements of the learning.  We have reproduced the interviews in full in Appendices 8 and 9.

End-beneficiaries:

· Neither considered that managing their money was particularly problematical before they went on the session

· However, both took some positive action following the learning, one to start using a budget and the other to make contact with a local credit union
· One reiterated a comment made by many learners on their responses that they learned things “that you would never get told otherwise”

· Both would recommend others to attend.
Front-line workers:


· All were aware that financial issues were of concern to their clients

· Two learners commented on the value of knowing more about the role of the Citizens Advice Bureau and feeling more confident in referring clients to them
· All three highlighted budgeting as the most important topic they had covered
· All three had made actual use of the learning and were able to quantify how many clients they had used it with
· We asked if they had attended their financial capability forum but none had.  Two said they were part-time and would not have the capacity to attend.

The multiplier effect of front-line workers – reaching the end users

One of the most important aspects of the Financial Skills for Life training by the Seedcorn and Development bureaux is that delivered to front-line workers.  Citizens Advice is using a broad definition of front-line workers to include any professional or voluntary intermediary working with groups of clients in a broadly social welfare role.  This includes youth workers, housing association managers, foyer workers, Sure Start workers, Local Authority family learning managers and a host of other groups.

The rationale for training these groups, as we have discussed, is that, in the course of their work, they come across clients who might benefit from greater financial skills themselves.  While it is not within the competence of the front-line workers to deliver ‘expert’ solutions to these clients, the training they have received often enables them to identify issues and warning signs that they might not have seen before the training.  They can then either help clients with simpler financial issues or signpost them to appropriate sources of more expert help.

This methodology is still quite new.  NIACE has already completed a small evaluation study on a pilot project delivered by Citizens Advice and funded by HMRC but it is fair to say that the organisation is still at an early stage of both recording data and evaluating the impact of this type of intervention.  
At the present time, the methodology for assessing the ‘reach’ of this type of training is to ask the front-line workers at the end of their session to estimate the number of their client group with whom they would envisage being able to use their new knowledge and skills during the next 12 months.

Some of the front-line workers find it difficult to make such an estimate while some are fairly clear about it, basing their estimates on a more detailed knowledge of how many clients they see during a year and how many of them they imagine may have issues that need addressing in this way.  Clearly, this means of estimating has its limitations, as one of the rationales for the training in the first place is that the front-line workers are insufficiently sensitised to the financial skill needs of their clients.  At the same time it seems clear from looking at some of the organisations to whom the training has been delivered that there may be less potential for use of the training in some groups.

However, in order to get an initial indication of the potential reach of the training for front-line workers we have adopted a methodology of counting the estimated figures for those front-line workers who actually answered the question but subjecting this to a manual filter to exclude those where the numbers are so high that it cannot realistically refer to people with whom the trainee front-line worker or his or her colleagues has actual contact.  
To illustrate this, in the earlier HMRC work, some workers from an MP’s local office entered a figure in their response sheet of 130,000.  It seemed likely that this figure referred to the number of residents in the Constituency and not the number who might actually come into the MP’s office during the year.  In this project the process is carried out in such a way as to interpret the figures provided in a conservative way.  On that basis, the reach of the front-line workers can be summarised for the current project as follows:

Table 8: Reach of front-line workers

	Bureau
	Beneficiary organisations
	Total front-line workers
	Reach

	
	
	
	Total clients
	Clients per organisation
	Clients per worker

	Seedcorn
	 
	 
	 
	 
	 

	Berwick
	                       1 
	                    8 
	              1,000 
	              1,000 
	                125 

	Bideford
	                     10 
	                  86 
	                556 
	                  56 
	                    6 

	Colchester
	                       1 
	                  14 
	              6,640 
	              6,640 
	                474 

	Liskeard
	                       3 
	                  24 
	              5,700 
	              1,900 
	                238 

	Neath
	                       2 
	                  15 
	            14,816 
	              7,408 
	                988 

	North Wiltshire
	                       7 
	                102 
	              3,170 
	                453 
	                  31 

	RCJ
	                       1 
	                  14 
	                420 
	                420 
	                  30 

	Total Seedcorn
	                     25 
	                263 
	            32,302 
	              1,292 
	                123 

	Development
	 
	 
	 
	 
	 

	ELFI
	                     16 
	                206 
	            39,790 
	              2,487 
	                193 

	Ellesmere Port & Neston
	                       2 
	                  21 
	                500 
	                250 
	                  24 

	Flintshire
	                     12 
	                309 
	              4,330 
	                361 
	                  14 

	Hammersmith & Fulham
	                       3 
	                  88 
	            18,436 
	              6,145 
	                210 

	North Kirklees
	                     13 
	                176 
	            19,150 
	              1,473 
	                109 

	North Liverpool
	                       9 
	                  88 
	              6,975 
	                775 
	                  79 

	BRANCAB
	                       2 
	                  28 
	              1,000 
	                500 
	                  36 

	Total Development
	                     57 
	                916 
	            90,181 
	              1,582 
	                  98 

	Grand totals
	                     82 
	              1,179 
	          122,483 
	              1,494 
	                104 


It is not surprising that the figures above show a marked difference between the Seedcorn and the Development bureaux in respect of the number of organisations engaged and also the number of front-line worker training sessions delivered.  It is to be expected that the Development bureaux would already have identified and developed contacts with more third party organisations.  However, the figures for Seedcorn and Development converge more in respect of the average number of clients per organisation who might benefit and the average number of clients per front-line worker.  Clearly, there is a fair spread between the different bureaux in both groups but we are heartened by the indication of the quality of the contacts made by both groups of bureaux.
Moreover, it is worth pointing out that in early pre-delivery planning of this approach, a very conservative estimate of 15 clients per front-line worker was adopted.  The overall average figure of 104 clients per front-line worker above would indicate that this now needs revision.
Cost and benefit

So far we have noted that the bureaux have trained a total of 4,978 individuals and delivered a total of 6,467 learner sessions but how does this relate to the funding input?  

We have taken the view that, as different learners attended different numbers of sessions and on different topics, the most sensible way of producing a simple cost analysis is to base it on the amount of delivery carried out rather than to attempt to link this to the outputs of individual learners.

We have used as our measures:

Learner sessions: that is, the number of sessions multiplied by the number of attendees, regardless of whether this was their first, second or third session they had attended.  This aims to give a realistic measure of the throughput of learners – in effect, people reached.

Learning hours: that is, the total number of hours that trainers managed to spend delivering learning sessions.  This aims to focus more on the ‘productivity’ of the trainer and the Bureau.

The summary of the costs were as follows:

Table 9: Funding cost analysis

	 
	Total learner sessions
	Total learning hours
	Total grant
	Grant per learner session
	Grant per learning hour

	Seedcorn
	 
	 
	 
	 
	 

	Berwick
	96
	42.00
	 £       9,150.00 
	 £         95.31 
	 £       217.86 

	Bideford
	188
	47.67
	 £       9,150.00 
	 £         48.67 
	 £       191.94 

	Colchester
	1632
	88.00
	 £       8,500.00 
	 £           5.21 
	 £         96.59 

	Liskeard
	99
	67.00
	 £       9,150.00 
	 £         92.42 
	 £       136.57 

	Neath
	85
	29.50
	 £       8,500.00 
	 £       100.00 
	 £       288.14 

	North Wiltshire
	135
	31.00
	 £       9,150.00 
	 £         67.78 
	 £       295.16 

	Royal Courts of Justice
	36
	17.50
	 £       8,500.00 
	 £       236.11 
	 £       485.71 

	South Derbyshire
	83
	50.50
	 £       8,500.00 
	 £       102.41 
	 £       168.32 

	Totals/Average
	2354
	373.17
	 £     70,600.00 
	 £         29.99 
	 £       189.19 

	Development
	 
	 
	 
	 
	 

	East London Financial Inclusion Unit
	607
	190.75
	 £     19,000.00 
	 £         31.30 
	 £         99.61 

	Ellesmere Port & Neston
	209
	156.75
	 £     19,000.00 
	 £         90.91 
	 £       121.21 

	Flintshire
	1239
	150.25
	 £     19,650.00 
	 £         15.86 
	 £       130.78 

	Hammersmith & Fulham
	176
	115.00
	 £     19,000.00 
	 £       107.95 
	 £       165.22 

	North Kirklees
	358
	73.50
	 £     19,000.00 
	 £         53.07 
	 £       258.50 

	North Liverpool
	1284
	581.00
	 £     38,000.00 
	 £         29.60 
	 £         65.40 

	BRANCAB
	240
	72.50
	 £     19,000.00 
	 £         79.17 
	 £       262.07 

	Totals/Average
	4113
	1339.75
	 £    152,650.00 
	 £         37.11 
	 £       113.94 


It has to be said that the overall figures for grant per learner session for the Seedcorn bureaux are somewhat skewed by the effect of the ‘Colchester model’, where the large number of learners per session has brought the cost per learner session down to £5.21 – far below the next lowest figure of £15.86 at Flintshire.

As the remainder of all the bureaux, Seedcorn and Development, followed much more similar business models than Colchester, it is worthwhile looking at the overall cost figures for the Seedcorn bureaux if we exclude Colchester from the calculations.

It is worth noting here that the figure for learner cost from the first phase of FSfL was calculated as £105.  This time, even the non-Colchester Seedcorn bureaux were lower than this and the Development bureaux were significantly lower, suggesting that the general level of efficiency and business performance has increased across the duration of the whole programme to date, which can be taken as a clear indication, not only of the quality of the basic approach but of the ability of the whole organisation to learn from its experiences and build greater effectiveness.
Table 10: Funding cost summary (excluding Colchester)

	 
	Total learner sessions
	Total learning hours
	Total grant
	Grant per learner session
	Grant per learning hour

	Seedcorn
	 
	 
	 
	 
	 

	Totals excluding Colchester
	722
	285.17
	 £     62,100.00 
	 £         96.59 
	 £       217.76 

	Development
	 
	 
	 
	 
	 

	Totals  
	4113
	1339.75
	 £    152,650.00 
	 £         37.11 
	 £       113.94 


Financial capability forums
The development of a regional network of financial capability forums was a response by Citizens Advice to the increasing attention being paid to financial capability both at a national and local level.  Whereas a number of other initiatives focused either on a national dimension or one or two locations, the aim of the forum programme was to form a genuine base in the social and policy networks of the regions, working with the range of organisations operating at that level.

Background
As part of the second phase of the FSfL programme, 12 bureaux across England and Wales and two non-CAB organisations, Bristol Debt Advice Centre (in conjunction with Bristol CAB) and Mary Ward Centre in Central London, were selected to coordinate financial capability forums. 

It was envisaged that forums would be convened, on average, three to four times a year and would be open to other significant community partner organisations, such as credit unions, housing associations, independent advice agencies and local authority departments.  They would provide a mechanism for bureaux and other local partners delivering programmes, interested in delivering programmes, or interested in receiving support for their clients to:

· meet and share experiences and resources such as lessons learnt about effective delivery models and training materials

· offer and receive mutual support – important for practitioners working in an emerging discipline

· form new partnerships – which could include delivery partnerships that could be used to make collaborative external funding bids 

· make effective linkages to developing areas of policy and local delivery in the regions – such as that relating to the Treasury’s Financial Inclusion Fund, local authority Community Strategies or the work of Local Strategic Partnerships
· support and encourage bureaux (and other agencies) to engage with this area of work and initiate or extend programmes  

· access information on resources and products generated centrally through FSfL (for example, training materials, best practice guide, a central resource library)

· feedback to FSfL (and other partners) useful information about issues on the ground and future needs.

Because Citizens Advice were aiming to forge genuine partnerships, two non bureaux agencies were selected to coordinate forums.  Both these agencies had strong track records of co-ordinating local networks as part of the Financial Inclusion Fund.

The forum regions
Forums have been created around 14 regional areas.  These only partially correspond with the English Governmental Regions.

· The South West is divided into two regions

· The South East is subdivided

· London is subdivided 
· Wales has two forums
The regions used are as follows, alongside the approximate correlation of the Government Regions of England and Wales

Table 11: Forum regions

	Forum regions
	Government Office Regions

	North West 
	North West

	North East 
	North East

	Yorkshire and Humberside 
	Yorkshire and the Humber

	East Midlands
	East Midlands

	West Midlands 
	West Midlands

	East of England 
	East of England

	Central London 
	London

	West/ South West London
	

	South East (Kent, Sussex and Surrey)
	South East

	Thames Valley
	

	Wessex
	South West

	Devon and Cornwall
	

	North Wales 
	Welsh Assembly Government

	Mid and South Wales
	


Monitoring and evaluating the progress of forums

In the field of personal finance learning and policy, the forums represent a completely new phenomenon.  While networks have long existed in a wide range of social policy and practice scenarios, perhaps what also distinguishes the financial capability forums is that their aim included bringing together professionals from a wide range of occupations and sectors.  What brought them together were not necessarily the primary focus of their own professional purpose since in addition to bureaux, credit unions, trading standards and other money and financial inclusion-related professionals, they also came from housing associations, schools, Sure Start centres, foyers, youth work and a range of other occupations dealing with the public.  The common factors were that, in each case,  
· a range of outcomes for their clients and their organisations might be improved by better financial skills among their clients.

· they enjoyed a relationship with their clients that might make them ‘trusted third parties’ who could help clients with personal finance difficulties. 
As such there was little or no established practice for evaluating the work of the forums.  The programme was established in such a way that there were some expectations from the Citizens Advice central team but also a great deal of freedom offered to the forum organisers.  In evaluating the forums, we have taken some ‘outputs’, that is, measurable results such as the number of meetings held and we have also recorded the views of those involved.

As the forums themselves become more established and clearer in their objectives, it will be easier to evaluate their progress.  It will no doubt be a reflexive process, contributing to the development of objectives itself.

The meetings

The expectation placed on forum organisers was that each forum should hold four meetings during the course of the project’s 12 month period.  By the end of June all fourteen financial capability forums had met at least once; with twelve having met for a second time. By the end of the fourth quarter, all but one forum had held three meetings and five forums had met four times.  Some timetables could not be accommodated in the formal boundaries of the project and some forums held a fourth meeting during the quarter after the end of the project – indeed, two forums held a fifth meeting!

All of the forums, therefore, achieved the original objective of holding four meetings, albeit, some held their fourth meeting after the end of the formal project period.  The extension of the forums’ meetings beyond the originally specified period raises an important point that it has become apparent that forum organisers have not seen this as a finite programme due to end at the completion of the funding period.  In fact, there is every indication that forums are acquiring a life of their own.
Table 12: Forum meetings

	Quarter
	First
	Second
	Third
	Fourth
	Fifth
	Total

	 
	Jan - March
	April - June
	July - Sept
	Oct - Dec
	Jan - March
	 

	Number of forum meetings held 
	13
	14
	11
	11
	8
	57

	Number of people attending
	197
	238
	150
	210
	53
	848


Forum reach 
While the setting up of the forums and the holding of meetings was a significant achievement, it was more important that they should actually attract attendees.  At the outset, the anticipated target audiences/participants for forums were felt to include the following:
· bureaux managers and workers who were either engaged in delivering financial capability training or who had an interest in it

· workers from other money related advice organisations such as Debt Advisory Services

· public and voluntary sector organisations for whom financial capability might not currently be a core concern but for whom this might be an emerging issue in their work
· colleges, schools and private training providers.
The forums have been successful in bringing together key agencies, both statutory and voluntary sector, which have an interest in financial education

The non-CAB agencies attending have included:

· Community Regeneration Officers

· Financial Institutions

· ABCUL and Credit Unions

· Basic Skills Agency

· DWP 
· Housing Associations

· HM Courts Service

· pfeg

· Trading Standards 

· Youth workers 

· Women’s Aid

· Social Services

· Rural Community Council

· Probation service 

· Mental Health Advocacy Services 

· MP (member of the Treasury Select Committee) 

· Member of the Welsh Assembly 

· Federation of Small Business

Meeting members’ needs
In the first quarter 88% of those forum attendees completing a feedback form said that they had found the meeting either “useful” or “very useful”.  By the end of the second quarter this figure had risen to 93%.  This was perhaps to be expected as, in the early stages, potential attendees had no basis to judge the usefulness of the events on past experience.  Indeed, that so many people found their first meeting useful or very useful is a tribute to the skills of the forum organisers in engaging appropriate organisations.
Nevertheless, comments recorded by some of the attendees showed that they had been willing to ‘give it a try’:
“Not necessarily pertinent for current work but helpful for social policy and strategic alliances.”

“I was not aware before today what financial capability was all about.”

“Need to consider meeting content and feedback to management team prior to any future decisions being made.”

By the third and fourth quarters, attendees’ views of the usefulness had improved further with groups of respondents giving over 95% “useful” or “very useful”.  From the statistical data it is not possible to say to what extent this is due to more targeted ‘marketing’ or whether the content of the forum meetings has become better and increasingly relevant for the target audience.
The wide range of types of workers and sectors represented at the forums has resulted in a very wide range of views on what was the most useful part of the forums but large proportions have applauded the opportunities for networking with colleagues from associated fields of work whom they might not have met otherwise.  One attendee at the North Wales Forum, when asked what was the purpose of the Forum, replied:

“I’m probably not as clear on this as I should be.  I use it for networking and it is an excellent event for this purpose”(!)

This has in some places led to increased awareness of opportunities for joint working.

Devon and Cornwall Forum 
“Since the Forum, we have extended our links with Jobcentre Plus and Connexions Offices throughout the region and dates have now been set for training for both organisations in October 2007.  Jobcentre Plus have requested a leaflet on Financial Capability training to give out to their clients who seem interested in attending training sessions.”
North Wales Forum

Communities 1st Barmouth requested that the forum lead attend their next meeting to explore the opportunity to establish a financial capability project in their area.

Thames Valley Forum

Following on from forum meetings, Reading CAB and Reading Credit Union are developing a closer 
working relationship, sharing ideas and resources locally to maximise awareness of financial capability issues (media) and extending their outreach capability, particularly through early years learning. 
Forums have also given practitioners directly involved in delivering financial capability the opportunity to discuss available resources and ideas:

After the main meeting of Wessex Forum a resources workshop was held. This was an opportunity for members and others in their networks to take a practical look at some of the many financial capability resources that are out there.  One member commented: 

“The resources session was great because it provided the space and time to browse materials and ask questions.  No substitute for the hands on approach and even better when people are there to demonstrate”

We conducted three telephone interviews with forum attendees.  This is of course only a small sample but the aim was not to obtain analysable data but to get an extended flavour of the impression of the attendees.  The full interviews are reproduced in Appendix 10.

The range of views in these interviews is of course very wide but some areas that gained wide support were the impact on awareness raising about the issues surrounding financial capability.  One interviewee also notes that he had been able to create increased awareness about his own work.  People comment on how much they have learned from the range of people they have met and who have given presentations at the meetings.
We also conducted telephone interviews with three forum organisers.  The full text of the interviews is in Appendix 11.  Again, a wide range of views was expressed but the following are representative of some of the main impressions and concerns:
· The need to make sure the forum is genuinely regional and not just drawn from a small part of the region
· Working to ensure continuity among the attendees
· Engaging partners has not always been plain sailing and has to be really worked at to be successful
· The importance of being creative in attracting interesting speakers.  North Wales Forum invited some people from the BBC, which was a great success
· The critical importance of having stable funding both for the financial capability training and also for the forums.

Emerging issues

At this stage, we feel that evaluation of the work of the forums should be based around the following questions, some of which have indeed emerged from the work of the forums themselves:

1. Are they serving a useful purpose?

Delegates cite as valuable aspects of the meetings:

· The opportunity to meet and network with others working locally in the same field

· Finding out what is going on at a national level and how they fit in with it

· Opportunities to develop local action plans

· Learning about available resources for financial capability work
The conclusion at this stage has to be that the forums are almost universally hailed as a good thing by the attendees.
2. Have the forums been able to attract participants from within their communities?

The North Wales Forum provides an interesting example of what can be achieved when the forum organiser is well ‘plugged-in’ to the local community and local organisations from all sectors.  The forum organiser started off with a mailing list of nearly 80 people from 59 organisations.  Of these, 32 attended the first meeting and a further 25 gave apologies for not being able to attend.

More generally, the attendance of 795 people in the first four quarters of this new initiative, across the 14 forums, from such a wide range of partners, suggests that forums have embedded themselves in their local communities in ways similar to the example above.
3. Have forums helped those attending to make new contacts to further their work?

Basic Skills Co-ordinator: “It has helped me to connect with other groups that are now part of our basic skills project for excluded groups, one of which will be piloting a new quality mark with our support.  I have gained knowledge and insight on a wide scale and I am hoping for more in future”.
Devon and Cornwall Forum: “Since the forum we have made a link to Pentreath – a charity specialising in clients recovering from mental health problems.  We are currently negotiating dates for training for members of their client base.

We have also made links with the Devon and Cornwall Constabulary (Youth Project – Intervention with young people) and offered help and assistance with training materials and resources to enhance the financial capability work already undertaken in local schools.  We have also had an introduction to a local school to attend an open evening for parents of these young people, so that we can provide information to parents on training available.

We are continuing to work with Pfeg to encourage local schools to take advantage of training for their extended learning programmes”.
4. How are the forums relating to their wider regional political and social environments?

Discussions have already taken place in some forums about how the forum can itself act as an agent of change in the region, engaging other regional and local policy groups. Examples include:

· The Devon and Cornwall Forum has worked with the local authority on anti-poverty measures

· The West London Forum has engaged with local authority neighbourhood renewal officers 

· East Forum is exploring work with their Regional Development Agency (RDA)
· Engagement by the forums with the DWP ‘Now Lets Talk Money’ stakeholder managers

· Engagement of regional pfeg managers

5. Have the forums helped to generate additional resources for financial capability work in their areas?
The OFT ‘Save Xmas’ campaign funding opportunity was initially notified to bureaux and others via the forums. Examples of successful forum partnership bids to provide the training sessions include:

· Gloucestershire Rural Community Council working with a number of bureaux in the County

· Southwark CAB and Blackfriars Advice Centre working together to deliver training in their borough

· A consortium of bureaux and an independent advice agency in the North East 

It is intended that other funding streams will also be advertised and channelled via the forums to enable local priorities to be met and to encourage partnership working.

In quarters three and four of 2007, forums engaged partners in bidding for OFT ‘Save Xmas’ funding, the distribution of a Barclaycard-funded ‘Top Tips for Xmas’ leaflet, the roll out of HMRC funding for frontline workers with older people, Ofgem-funded pilot projects on best energy deals, and bidding to DWP for ‘Now Lets Talk Money’ funding to train frontline workers in financial capability issues.  This last, which DWP has now agreed to fund, will be an exciting development for forums, as it is the first time when they as forums will deliver a programme of service delivery. At the time of writing, each forum is collectively deciding how to deliver this funding in a way that is relevant to their region, bringing together a number of bureaux and non-bureau delivery partners.
Findings and pointers for forums
It must be remembered that this is still a very early stage in the life of what are quite new structures on the public stage.  Though the forums do not ‘compete’ with any other existing structure as such, the decision of potential attendees to attend is whether this exercise adds value to their own missions – is it of sufficient importance to make a slot in busy diaries?  The high number of people who took the trouble to give their apologies for non-attendance indicates that, even for the non-attendees, the forums are getting onto people’s radars.  The high number of local public sector organisations attending the meetings is an indication of the high regard in which Citizens Advice is held.  

The importance for financial capability of the success of the forums cannot be overestimated.  With public policy increasingly being shared between regional and local bodies, any organisation with an important policy message and relying on local delivery must be seen acting on the national, regional and local stages.  A good example of this can be found in the Chamber of Commerce movement, which traditionally was represented by many local Chambers and one national British Chamber of Commerce but has now developed a network of regional Chambers where the local Chambers amalgamate to apply influence to the Regional Development Agencies, Government Offices and other regional players.

Innovative and even adventurous though this has been, the forum programme is still at an early formative stage. The main questions for further discussion about the direction of the forum programme are as follows: 

Size and geographical coverage

The increasing importance attached to regions in recent years has spread through many areas of public life.  However, even with Government sponsored structure of offices for ‘the’ English Regions, some organisations have chosen to operate with different regional structures.  Other organisations involved in Financial Capability have regional networks (eg Pfeg, FSA Workplace team, DWP ‘Now Let’s Talk Money’ team), but the Citizens Advice financial capability forums are the only ones with a clear remit to extend their activity beyond their own organisation’s activities and immediate bureau interests.  

All of the above mentioned organisations have chosen different regional configurations.  Consideration needs to be given to whether the current pattern of 14 forums (set against the nine English Regions plus Wales) is the correct pattern for their purposes.  This will undoubtedly require more time for the forums to consider the importance of the various stakeholder relationships they have at regional level. If Citizens Advice were to adopt a pattern aligned with the Regional Development Agencies’ territories, this would have the following advantages:

· It would highlight themselves in the context of other financial capability players as genuinely collegiate players keen to work with existing policy frameworks
· It would be a strong statement to public policy bodies about the importance of the forums in a regional setting

· By aligning themselves with the RDA region pattern they would find it easier to participate in RDA development programmes and the associated funding opportunities, thus helping to make the forums themselves more self-sustaining.

Should forums be allowed to develop locally?

This question touches on the relationship between Citizens Advice and its bureaux, but also the relationship between Citizens Advice and a wide variety of other players at regional and local level. Among the many approving comments from forum leads for Citizens Advice having set up the forums, there is acknowledgement that, while some had already considered the value of such a forum, it was the motivation and organisational resources of Citizens Advice at the centre that actually made it happen.  If all that had been required was a viable model to serve as an example, one has to ask why no other bureaux had followed the example of the North West Forum, now in its fourth year of operation.

Quite clearly, Citizens Advice performs a valuable function. But it, as in its other activities, needs to preserve that delicate balance between providing central guidance and leadership and at the same time recognising local independence.

One consequence of adopting a model based on the English regions and Wales would be that it would increase the need for other mini-forums at a more local level.  This could help open the door to getting financial capability work and projects embedded and recognised in Local Area Agreements.
What role can Citizens Advice most usefully serve?
Many forums commented on the support they had received from Citizens Advice central team.  This was seen both as moral support in turning up at meetings and also the different knowledge and perspective the central team were able to bring to meetings.

By the third and fourth quarters, forums were generally reporting that they did not feel they needed any further help from the central team, although they appreciated the practical and moral support they had received.  By this time some teams were already planning local work programmes and the forums were felt to have the skills and contacts they needed within their own members.

Having said this, while some forums have succeeded in sourcing funding for different pieces of work, there is a common thread running through many comments to the effect that more progress could be made with more stable funding – and it is here, of course, that the central team has an advantage with large national organisations, many of which would not find it workable to negotiate with smaller local bodies.

The national influence of the central team also means that they can bring the national picture into the heart of the regions.  The interest in ‘the national picture’ is very apparent among the forums and some have asked for future meetings to provide even more of a national big picture against which their own regional work can be more coherently placed.
How structured should the forums be?

This question really breaks down into two aspects: firstly, how much internal structure do the forums need and, secondly, how much structure needs to be provided centrally.  At this stage it is probably premature to draw conclusions from experience so far. But whilst the Citizens Advice central team has provided important support to the nascent forums, it will be important that the team have sufficient resource to assist and provide strategic input to forums as they develop their work.
How can forums influence funders?

On occasion, the funding of financial capability work in the UK, both at national and local level, by the private sector and public bodies is characterised by a well-meaning but unco-ordinated enthusiasm. Working at a regional level should make it easier to identify possible areas of collaboration and partnering both between delivery agents and funders, from whatever sector. It will be important to test, and encourage, this prospect as the forums become more firmly established.

Central support from the FSfL team 

There is general appreciation among bureaux for the support that has been available from the Citizens Advice central Financial Skills for Life team.  Where support has been received comments have been favourable.  A number of bureaux initially felt that the three day training session for Seedcorn bureaux and the induction session in Birmingham were sufficient and no further support was needed.

Over the programme period, Citizens Advice has engaged in the following activities:

· Appointment of Learning and Development Consultant:  This has enabled additional support to be provided for bureaux and a greater move to develop learning materials centrally eg packs for frontline workers with older people and migrant workers 

· Development of starter pack: The pilot version at least should be completed by mid 2008. The learning for the current programme is contributing to the development of this toolkit. 

· Successful residential event: This was held at the end of June 2007. 


Representatives from all the projects were invited together with Forum organisers and members of the FSfL steering group. Feedback from participants showed that this was a very useful event in terms of sharing good practice and networking.  It was followed up by a meeting of forum organisers in December 2007 which helped define a common strategy for all forums.
· Forum newsletter: This was requested by the forum coordinators at the 


residential event. The first two editions concentrated on highlighting the different 
activities that the forums are engaged in and early indications show that this has 
been found to be useful. 

· Development of website: This has been completed and was launched in November 2007. It will provide a useful externally focussed tool to promote the financial capability work of bureaux and forums. 

In addition to the activities mentioned above, Citizens Advice has also secured funding to enable bureaux to: 
· deliver financial education and debt advice for lone parents, funded by Barclaycard, a roll out of their existing programme

· continue to deliver the forums for a further two years in 2008 and 2009, funded by Bank of America Foundation

· provide training to frontline workers and directly to end-beneficiaries as part of the OFT ‘Save Xmas’ campaign, where forums have played a key role in promoting delivery by local organisations

· provide training for frontline workers who support older people, funded by HMRC, thus extending a successful pilot funded in the previous year
· distribute 500,000 leaflets with Top Tips for Xmas, funded by Barclaycard   
· engage with nationally run training courses for frontline workers who support NEET young adults, which are funded by the FSA

· provide training to frontline workers as part of the DWP ‘Now Lets Talk Money’ campaign, which will be rolled out across England and Wales through forum partnerships throughout 2008 

· deliver training to enable people to get the best deal on energy, funded by Ofgem, which is being piloted in three forum areas

· receive support for new financial capability tutors on quality assurance, funded by Abbey

· develop financial capability work with parents and children in schools, run by a group of bureaux in the North West 

Recommendations

Financial capability delivery

1. Local bureaux need help to identify how they can best exploit the geography of their local political and funding landscape.  This can partly be solved by developing further training materials from Citizens Advice and partly from ensuring that the bureaux have sufficient time, resources and funding to devote to this.

2. Successful extension and promotion of the ‘start-up’ model will clearly be essential if additional bureaux are to be engaged to deliver financial capability by 2010.

3. Citizens Advice needs to review its thinking on whether the focus of training delivery is to be the local bureau or whether trainers should operate across a wider area.  A potential model involves placing a trainer in each local / sub regional area, to support a number of bureaux and their partners. The post would require knowledge of marketing, fund-raising and evaluation methods, as well as engagement practice.
4. How will the central Citizens Advice team manage its growth to facilitate the development of financial capability in more bureaux, and with a wider range of partners?  This would include exploring ways of addressing the demands and opportunities posed by this emerging activity for both bureau management and volunteers.
5. The team should also further develop a national 'bank' of training materials for financial capability based on sessions used in the project and developed since, together with data on the effectiveness of different approaches in achieving desired outcomes. This bank would be expected to be a mix of materials developed both ‘in-house’ and by others.
6. The team should explore accreditation of training materials and trainer development. Thought should be given on how best to provide ongoing support for financial capability tutors within bureaux.

7. The training of new ‘Seedcorn’ bureaux in the future should include specific help on identifying organisations whose front-line workers will have the greatest reach.

8. Further research is needed to discover more about the reach of the front-line workers.  How accurate are their estimates of the numbers of potential beneficiaries?  How do they actually use this training?  Is their a tail-off effect over time?  Do they go on to train others?  Do they attain a multiplier effect by acting as a source of knowledge and skill for their own colleagues?

Forums

1. Consideration should be given to how the forums could be aligned with the English Regions and Wales; as well as local authority structures.  What would be the relationship between a smaller number of larger forums and local forums?

2. Should Citizens Advice be seeking to ‘impose’ a common structure on the forums or should it let them grow in response to local circumstances?

3. Should all the forums seek funding to support their administration/management requirements from their local RDA?  Could smaller sub-forums emerge funded by local agencies?
4. A regular newsletter or means of keeping in touch on developments in other forums should continue to be developed, as should the biannual meeting for coordinators to support each other and share good practice.

Funding

1. The confluence of programme delivery and regional policy strategy provides funders from the private sector with quite new opportunities to align their work with agreed national and regional policies, thus making clear statements to local and regional stakeholders as well as stakeholders with a national focus.

Conclusion
Although the three strands of the FSfL 2007 programme have been considered separately in the course of this report, it is quite clear that the highest level of importance of the programme is the co-ordinated nature of the three strands.  The total is indeed more than the sum of the parts.

There are many other programmes of financial capability training being delivered across the country by a host of other organisations.  What distinguishes Financial Skills for Life from most of these and makes it one of the most important financial capability initiatives that has been undertaken in the UK, is that it seeks to:

· apply a nationally co-ordinated approach to the delivery of financial learning

· make operational links with other local and regional agencies that have an interest in the financial skills of the public

· provide regional, non-partisan ‘space’ for involved local players from all organisations to meet, discuss areas of common interest, learn from each other and form working partnerships.
· tie together the areas of local delivery and regional policy into a co-ordinated approach. 

Unlike some other financial capability programmes, which see their role and measure their success mainly in terms of meeting the needs of individual citizens, Financial Skills for Life is seen by Citizens Advice as also part of a changing national landscape, indeed, helping to shape that landscape.  

Appendices
Appendix 1
Summary of Seedcorn bureaux activity by quarter
	Seedcorn
	No of training events
	Total new trainees
	Total repeat trainees
	Total learner sessions
	End-beneficiaries
	Front-line workers
	Average % users/ clients aged 16-25
	Total hours training delivered
	No of training events
	Total new trainees
	Total repeat trainees
	Total learner sessions
	End-beneficiaries
	Front-line workers
	Average % users/ clients aged 16-25
	Total hours training delivered

	 
	Quarter 1
	Quarter 2

	Berwick
	1
	8
	 
	8
	 
	8
	50%
	2.00
	11
	32
	 
	32
	12
	20
	96%
	16.00

	Bideford
	8
	57
	 
	57
	10
	47
	97%
	12.00
	6
	33
	 
	33
	2
	31
	85%
	8.00

	Colchester
	7
	130
	104
	234
	234
	 
	77%
	14.00
	10
	129
	287
	416
	416
	 
	85%
	20.00

	Liskeard
	1
	7
	 
	7
	 
	7
	100%
	3.00
	5
	25
	 
	25
	 
	25
	100%
	17.00

	Neath
	 
	 
	 
	 
	 
	 
	 
	 
	8
	15
	15
	30
	30
	 
	55%
	n/a

	North Wiltshire
	3
	22
	 
	22
	11
	11
	100%
	6.00
	4
	19
	 
	19
	15
	4
	61%
	2.00

	RCJ
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	S Derbyshire
	7
	15
	 
	15
	 
	15
	 
	8.50
	5
	29
	 
	29
	 
	29
	100%
	21.00

	Totals
	27
	239
	104
	343
	255
	88
	85%
	45.50
	49
	282
	302
	584
	475
	109
	83%
	84.00

	 
	Quarter 3
	Quarter 4

	Berwick
	4
	14
	 
	14
	14
	 
	100%
	8.00
	8
	42
	 
	42
	26
	16
	100%
	16.00

	Bideford
	11
	65
	9
	74
	24
	50
	92%
	17.67
	6
	22
	2
	24
	4
	20
	90%
	10.00

	Colchester
	13
	157
	377
	534
	520
	14
	83%
	34.00
	10
	80
	368
	448
	448
	 
	78%
	20.00

	Liskeard
	7
	26
	4
	30
	6
	24
	100%
	38.00
	3
	37
	 
	37
	 
	37
	100%
	9.00

	Neath
	16
	31
	17
	48
	40
	8
	58%
	24.00
	2
	7
	 
	7
	 
	7
	100%
	5.50

	North Wiltshire
	7
	58
	 
	58
	 
	58
	100%
	9.00
	5
	34
	2
	36
	3
	33
	93%
	14.00

	RCJ
	6
	10
	 
	10
	10
	 
	 
	9.00
	4
	26
	 
	26
	12
	14
	57%
	8.50

	S Derbyshire
	4
	8
	 
	8
	 
	8
	 
	7.00
	4
	31
	 
	31
	 
	31
	100%
	14.00

	Totals
	68
	369
	407
	776
	614
	162
	89%
	147
	42
	279
	372
	651
	493
	158
	90%
	97

	Grand totals
	186
	1,169
	1,185
	2,354
	1,837
	517
	87%
	373.00


Appendix 2
Summary of Development bureaux activities by quarter
	Development
	No of training events
	New learners
	Repeat learners
	Total learner sessions
	End-beneficiaries
	Front-line Workers
	Average % users/ clients aged 16-25
	Total hours training delivered
	No of training events
	New learners
	Repeat learners
	Total learner sessions
	End-beneficiaries
	Front-line Workers
	Average % beneficiaries/ clients aged 16-25
	Total hours training delivered

	 
	Quarter 1
	Quarter 2

	ELFI
	7
	48
	 
	48
	25
	23
	100%
	32.00
	13
	116
	21
	137
	120
	17
	78%
	37.25

	Ellesmere Port & Neston
	5
	14
	1
	15
	15
	 
	100%
	7.50
	16
	22
	5
	27
	22
	5
	79%
	28.25

	Flintshire
	28
	166
	9
	175
	87
	88
	93%
	26.75
	40
	295
	53
	348
	275
	73
	84%
	44.75

	H'smith & Fulham
	3
	27
	 
	27
	 
	27
	100%
	45.00
	3
	33
	 
	33
	 
	33
	100%
	9.00

	North Kirklees
	 
	 
	 
	 
	 
	 
	 
	 
	8
	58
	 
	58
	32
	26
	47%
	17.00

	North Liverpool
	18
	207
	 
	207
	207
	 
	89%
	107.50
	34
	241
	24
	265
	260
	5
	91%
	179.00

	BRANCAB
	2
	22
	 
	22
	9
	13
	55%
	8.50
	10
	33
	17
	50
	50
	 
	46%
	20.00

	Totals
	63
	484
	10
	494
	343
	151
	90%
	227.25
	124
	798
	120
	918
	759
	159
	75%
	335.25

	 
	Quarter 3
	Quarter 4

	ELFI
	20
	183
	19
	202
	118
	84
	66%
	57.00
	22
	203
	17
	220
	131
	89
	78%
	64.50

	Ellesmere Port & Neston
	41
	75
	15
	90
	74
	16
	62%
	64.50
	38
	66
	11
	77
	56
	21
	 
	56.50

	Flintshire
	34
	283
	68
	351
	218
	133
	75%
	47.75
	42
	359
	6
	365
	75
	290
	94%
	31.00

	H'smith & Fulham
	3
	36
	 
	36
	 
	36
	100%
	27.00
	8
	80
	 
	80
	72
	8
	38%
	34.00

	North Kirklees
	23
	178
	 
	178
	95
	83
	75%
	46.50
	8
	122
	 
	122
	38
	84
	49%
	10.00

	North Liverpool
	37
	325
	16
	341
	301
	40
	79%
	77.50
	40
	379
	92
	471
	411
	60
	78%
	217.00

	BRANCAB
	13
	53
	12
	65
	65
	 
	43%
	26.00
	8
	85
	18
	103
	88
	15
	81%
	18.00

	Totals
	171
	1,133
	130
	1,263
	871
	392
	71%
	346.25
	166
	1,294
	144
	1,438
	871
	567
	70%
	431.00

	Grand Totals
	524
	3,709
	404
	4,113
	2,844
	1,269
	76%
	1,339.75


Appendix 3: Summary of Seedcorn bureaux activities by bureau

	Seedcorn
	Quarter
	No of training events
	Total new trainees
	Total repeat trainees
	Total learner sessions
	End-beneficiaries
	Percent of all learners
	Front-line workers
	Percent of all learners
	Average % beneficiaries/ clients aged 16-25
	Total hours training delivered
	Average learners per session

	Berwick
	1
	1
	8
	0
	8
	0
	0%
	8
	100%
	50%
	2.00
	8.00

	 
	2
	11
	32
	0
	32
	12
	38%
	20
	63%
	96%
	16.00
	2.91

	 
	3
	4
	14
	0
	14
	14
	100%
	0
	0%
	100%
	8.00
	3.50

	 
	4
	8
	42
	0
	42
	26
	62%
	16
	38%
	100%
	16.00
	5.25

	Totals
	 
	24
	96
	0
	96
	52
	54%
	44
	46%
	87%
	42.00
	4.00

	Bideford
	1
	8
	57
	0
	57
	10
	18%
	47
	82%
	97%
	12.00
	7.13

	 
	2
	6
	33
	0
	33
	2
	6%
	31
	94%
	85%
	8.00
	5.50

	 
	3
	11
	65
	9
	74
	24
	32%
	50
	68%
	92%
	17.67
	6.73

	 
	4
	6
	22
	2
	24
	4
	17%
	20
	83%
	90%
	10.00
	4.00

	Totals
	 
	31
	177
	11
	188
	40
	21%
	148
	79%
	91%
	47.67
	6.06

	Colchester
	1
	7
	130
	104
	234
	234
	100%
	0
	0%
	77%
	14.00
	33.43

	 
	2
	10
	129
	287
	416
	416
	100%
	0
	0%
	85%
	20.00
	41.60

	 
	3
	13
	157
	377
	534
	520
	97%
	14
	3%
	83%
	34.00
	41.08

	 
	4
	10
	80
	368
	448
	448
	100%
	0
	0%
	78%
	20.00
	44.80

	Totals
	 
	40
	496
	1,136
	1,632
	1,618
	99%
	14
	1%
	81%
	88.00
	40.80

	Liskeard
	1
	1
	7
	0
	7
	0
	0%
	7
	100%
	100%
	3.00
	7.00

	 
	2
	5
	25
	0
	25
	0
	0%
	25
	100%
	100%
	17.00
	5.00

	 
	3
	7
	26
	4
	30
	6
	20%
	24
	80%
	100%
	38.00
	4.29

	 
	4
	3
	37
	0
	37
	0
	0%
	37
	100%
	100%
	9.00
	12.33

	Totals
	 
	16
	95
	4
	99
	6
	6%
	93
	94%
	100%
	67.00
	6.19

	Neath
	1
	0
	0
	0
	0
	0
	0%
	0
	0%
	0%
	0.00
	0.00

	 
	2
	8
	15
	15
	30
	30
	100%
	0
	0%
	55%
	0.00
	3.75

	 
	3
	16
	31
	17
	48
	40
	83%
	8
	17%
	58%
	24.00
	3.00

	 
	4
	2
	7
	0
	7
	0
	0%
	7
	100%
	100%
	5.50
	3.50

	Totals
	 
	26
	53
	32
	85
	70
	82%
	15
	18%
	53%
	29.50
	3.27


	Seedcorn
	Quarter
	No of training events
	Total new trainees
	Total repeat trainees
	Total learner sessions
	End-beneficiaries
	Percent of all learners
	Front-line Workers
	Percent of all learners
	Average % beneficiaries/ clients aged 16-25
	Total hours training delivered
	Average learners per Session


	North Wiltshire
	1
	3
	22
	0
	22
	11
	50%
	11
	50%
	100%
	6.00
	7.33

	 
	2
	4
	19
	0
	19
	15
	79%
	4
	21%
	61%
	2.00
	4.75

	 
	3
	7
	58
	0
	58
	0
	0%
	58
	100%
	100%
	9.00
	8.29

	 
	4
	5
	34
	2
	36
	3
	8%
	33
	92%
	93%
	14.00
	7.20

	Totals
	 
	19
	133
	2
	135
	29
	21%
	106
	79%
	89%
	31.00
	7.11

	Royal Courts of Justice
	1
	0
	0
	0
	0
	0
	0%
	0
	0%
	0%
	0.00
	0.00

	 
	2
	0
	0
	0
	0
	0
	0%
	0
	0%
	0%
	0.00
	0.00

	 
	3
	6
	10
	0
	10
	10
	100%
	0
	0%
	0%
	9.00
	1.67

	 
	4
	4
	26
	0
	26
	12
	46%
	14
	54%
	57%
	8.50
	6.50

	Totals
	 
	10
	36
	0
	36
	22
	61%
	14
	39%
	14%
	17.50
	3.60

	South Derbyshire
	1
	7
	15
	0
	15
	0
	0%
	15
	100%
	0%
	8.50
	2.14

	 
	2
	5
	29
	0
	29
	0
	0%
	29
	100%
	100%
	21.00
	5.80

	 
	3
	4
	8
	0
	8
	0
	0%
	8
	100%
	0%
	7.00
	2.00

	 
	4
	4
	31
	0
	31
	0
	0%
	31
	100%
	100%
	14.00
	7.75

	Totals
	 
	20
	83
	0
	83
	0
	0%
	83
	100%
	50%
	50.50
	4.15

	Grand totals
	 
	186
	1,169
	1,185
	2,354
	1,837
	78%
	517
	22%
	63%
	373
	12.66


Appendix 4: Summary of Development bureaux activities by bureau
	Development
	Quarter
	No of training events
	Total new trainees
	Total repeat trainees
	Total learner sessions
	End-beneficiaries
	Percent of all learners
	Front-line workers
	Percent of all learners
	Average % beneficiaries/ clients aged 16-25
	Total hours training delivered
	Average learners per session

	East London Financial Inclusion Unit
	1
	7
	48
	0
	48
	25
	52%
	23
	48%
	100%
	32.00
	6.86

	 
	2
	13
	116
	21
	137
	120
	88%
	17
	12%
	78%
	37.25
	10.54

	 
	3
	20
	183
	19
	202
	118
	58%
	84
	42%
	66%
	57.00
	10.10

	 
	4
	22
	203
	17
	220
	131
	60%
	89
	40%
	78%
	64.50
	10.00

	Totals
	 
	62
	550
	57
	607
	394
	65%
	213
	35%
	81%
	190.75
	9.79

	Ellesmere Port & Neston
	1
	5
	14
	1
	15
	15
	100%
	0
	0%
	100%
	7.50
	3.00

	 
	2
	16
	22
	5
	27
	22
	81%
	5
	19%
	79%
	28.25
	1.69

	 
	3
	41
	75
	15
	90
	74
	82%
	16
	18%
	62%
	64.50
	2.20

	 
	4
	38
	66
	11
	77
	56
	73%
	21
	27%
	0%
	56.50
	2.03

	Totals
	 
	100
	177
	32
	209
	167
	80%
	42
	20%
	60%
	156.75
	2.09

	Flintshire
	1
	28
	166
	9
	175
	87
	50%
	88
	50%
	93%
	26.75
	6.25

	 
	2
	40
	295
	53
	348
	275
	79%
	73
	21%
	84%
	44.75
	8.70

	 
	3
	34
	283
	68
	351
	218
	62%
	133
	38%
	75%
	47.75
	10.32

	 
	4
	42
	359
	6
	365
	75
	21%
	290
	79%
	94%
	31.00
	8.69

	Totals
	 
	144
	1,103
	136
	1,239
	655
	53%
	584
	47%
	87%
	150.25
	8.60

	Hammersmith & Fulham
	1
	3
	27
	0
	27
	0
	0%
	27
	100%
	100%
	45.00
	9.00

	 
	2
	3
	33
	0
	33
	0
	0%
	33
	100%
	100%
	9.00
	11.00

	 
	3
	3
	36
	0
	36
	0
	0%
	36
	100%
	100%
	27.00
	12.00

	 
	4
	8
	80
	0
	80
	72
	90%
	8
	10%
	38%
	34.00
	10.00

	Totals
	 
	17
	176
	0
	176
	72
	41%
	104
	59%
	85%
	115.00
	10.35


	Development
	Quarter
	No of training events
	Total new trainees
	Total repeat trainees
	Total learner sessions
	End-beneficiaries
	Percent of all learners
	Front-line workers
	Percent of all learners
	Average % beneficiaries/ clients aged 16-25
	Total hours training delivered
	Average learners per session


	North Kirklees
	1
	0
	0
	0
	0
	0
	 
	0
	0%
	0%
	0.00
	0.00

	 
	2
	8
	58
	0
	58
	32
	55%
	26
	45%
	47%
	17.00
	7.25

	 
	3
	23
	178
	0
	178
	95
	53%
	83
	47%
	75%
	46.50
	7.74

	 
	4
	8
	122
	0
	122
	38
	31%
	84
	69%
	49%
	10.00
	15.25

	Totals
	 
	39
	358
	0
	358
	165
	46%
	193
	54%
	43%
	73.50
	9.18

	North Liverpool
	1
	18
	207
	0
	207
	207
	100%
	0
	0%
	89%
	107.50
	11.50

	 
	2
	34
	241
	24
	265
	260
	98%
	5
	2%
	91%
	179.00
	7.79

	 
	3
	37
	325
	16
	341
	301
	88%
	40
	12%
	79%
	77.50
	9.22

	 
	4
	40
	379
	92
	471
	411
	87%
	60
	13%
	78%
	217.00
	11.78

	Totals
	 
	129
	1,152
	132
	1,284
	1,179
	92%
	105
	8%
	84%
	581.00
	9.95

	Bedworth, Rugby and Nuneaton
 
	1
	2
	22
	0
	22
	9
	41%
	0
	0%
	43%
	8.50
	0.00

	
	2
	10
	33
	17
	50
	50
	100%
	0
	0%
	46%
	20.00
	0.00

	 
	3
	13
	53
	12
	65
	65
	100%
	0
	0%
	43%
	26.00
	5.00

	 
	4
	8
	85
	18
	103
	88
	85%
	15
	15%
	81%
	18.00
	12.88

	Totals
	 
	33
	193
	47
	240
	212
	88%
	15
	6%
	53%
	72.50
	7.27

	Grand totals
	 
	524
	3,709
	404
	4,113
	2,844
	69%
	1,256
	31%
	56%
	1,340
	7.85


Appendix 5: List of main partner organisation types in the Citizens Advice Financial Capability Directory

	Organisation type
	Number of bureaux partnering

	Adult Education
	5

	Armed Forces
	1

	BME and Refugees
	5

	Children: Sure Start
	17

	Credit Union
	15

	Council for Voluntary Service
	2

	Department for Work & Pensions
	2

	Elderly Services
	3

	Employment Services
	12

	Faith groups
	5

	Family Services/Centres
	9

	Foyers
	2

	Further Education
	12

	Health
	12

	Information Advice and Guidance
	4

	Learning Partnership
	1

	Legal Services
	2

	Local Authority inc Housing Advice
	16

	Other Citizens Advice Bureaux
	1

	Prison
	8

	Probation and aftercare
	8

	Registered Social Landlords
	23

	Schools
	16

	Trading Standards
	5

	Women and Refuges
	5

	Youth: Youth Service
	17


Appendix 6: Comments from end-beneficiaries
	Comment
	Learners from

	“The information given I will use daily in all my financial decisions.”
	Neath Adult Learner

	“Things made clearer, more confident with my finances”
“I have really benefitted from learning how to budget effectively.”
	Barnados Parents Group

	“Showed me how much I spend and how it might be too much for my parents on their wages.”
"Scary seeing how many different bills need paying out of so little money."

"It's amazing how many ways a creditor can make money."
	Berwick E2E

	“I found it really informative, clearly set out, easy to follow and understand”

“I thought it would be boring but it's not.  I really enjoyed it”
	Berwick Family Centre

	“This session is very useful and would enable me to deal with stressful issues with regards to my bills and to know what is important is a real help - has given me some ideas.”
“I have had sleepless nights worrying that my bills are slowly getting out of hand.  I now know what to do as I can go to my local Citizens Advice Bureau.  I have to now look after the priority things in my life to make sure that I keep out of debt.  One of this is to stop lending money to my friends because they do not give me back.”
	Royal Courts of Justice CAB clients

	"I think it’s a great training course and I'm glad I done it and think lots more people should take it up cuz it really opens your eyes."
	Devon & Cornwall Young Persons Project

	"Interesting, probably helpful in my life too."

"Best sessions so far as I feel there were clear outcomes and now have the information to answer them. Handouts good but a lot of information."
	Royal Courts of Justice: College of Law students

	“I can see the logic to the way the financial statement deals with any priority debts first”
	East London Financial Inclusion: Prince’s Trust Kistraining

	“Why are you suggesting using a Credit Union when it isn't the cheapest way?”
“The next time the man from Jacobs comes I will not answer the door.  Trouble is they wait for you early in the morning to catch you going to work”
“I've tried making a list of where my money goes but there's never enough of it so I don't bother now.”
“I get the kids to collect all the copper coins lying around the house every week and put it in a bottle.  Every so often take it to the bank. I give them back half of what they collect and this encourages them”.

“We’re already with the Credit Union. My son, who’s 9, is saving up for a Subaru.”
"You have made a good case for using the Credit Union to save money." 

"You say that there's a better chance our money will stay in the community if we use the Credit Union but I will still go to Chester to shop for Christmas."
	Flintshire Sure Start

	“ I will be talking to family about changes in present buying”
 “Setting limits about spending on Christmas presents”
 “Maybe saving from January to Christmas”
 “Maybe it will be useful next Christmas”
“The handouts could have been better in colour”

	Nuneaton & Bedworth Early Years Centre

	“I liked the quiz and the spider chart because of working as part of a team”
	North Liverpool: Dingle JET

	“It's made me think about where I can spend less, and make money work for me not me work for money.”
	Ellesmere Port & Neston: Children’s Centre

	“I wouldn’t be able to do it without the letters you gave us.”
	Flintshire Home Start

	“It sounds too good to be true but I’m going to send the letters”

.“If they threaten to close my account I’m not going to go through with it. I’ve only just got it all sorted out and I don’t want to start all over again with another bank”.
	Flintshire – open day

	“I’m going to fill in the letter tonight. Bahamas here I come”

“It’s great to get help like this. I couldn’t have done it on my own”.
	Flintshire Mental Health Advisory Service

	“I never thought the interest was so high for doorstep lenders - it will make me save rather than use this method of borrowing in the future”
“Now I know my rights I can begin to negotiate manageable payments and not be worried”
	East London Financial Inclusion: Chapel End Children’s Centre

	“I can see how a creditor may respond better when they receive a proper financial statement”
	East London Financial Inclusion: Gainsborough School Hackney (Extended)

	“We need help desperately on this estate. Nearly everybody is in debt and it just stresses you out and makes you ill.”
	Flintshire: Holway Residents’ Association

	"I want to have my own business one day so I'll have to be careful to keep on top of my bills.  I don't want any court judgements to stop me getting set up."
	Flintshire: Deeside College Hairdressing Course


Appendix 7: Comments from front-line workers


	Comment
	Learners from

	“Without putting it into practice what I have learnt, I will not feel confident that I am able to put everything in place for the client.  It will take a few clients for me to become sure about what I am doing.”
“I still don't know all the legal loopholes.” 

“May have difficulty persuading clients to stick to the plans long term.”
 “This was an extremely good and beneficial course.  I feel much more confident than before we started.” 

“Can now advise clients that there is light at the end of the tunnel!”
	Hammersmith & Fulham: Shepherds Bush Housing Association

	“I don't feel comfortable advising service users on budgeting as I struggle myself and I'm on a lot more money than they are.”
“I opened an account with our Credit Union last week after you left those leaflets.  I feel good now as I feel I am keeping money in the local economy and not helping banks make those grotesque profits.”
	Flintshire: Sure Start

	“I never knew about the time limits to enforce debts and this will stick with me and hopefully help in my work”
	East London Financial Inclusion: Redbridge College

	“The course gave a really good insight to debt management.  It was pitched correctly to the audience and made practical and useful by the use of activities and case studies.”
	Hammersmith & Fulham: Learning for Work

	“I will be able to pick-up tell tale signs if a person is facing debt problems”
	East London Financial Inclusion: Chapel End Children’s Centre

	“The things we have talked about today come up all the time with our young carers and it can be difficult to deal with.  Everybody's different.  These information sheets will be very useful.”
	Flintshire: Barnados

	“I know several people in the local authority who have money deducted from their salary each month and paid into their Credit Union account.  I didn't bother but I think I'll look into it again”
	Flintshire: Ty Celyn Community Mental Health Team

	“Being able to offer interim debt advice to our clients would offer them a much more supportive service and possibly prevent debt problems arising in the first place.”
	East London Financial Inclusion: Peabody Housing Association

	“I feel able to use the common financial statement and press a creditor to accept a properly worked out offer of repayment.”
“I feel sure I had a client recently who did not have the capacity to enter into a credit agreement - I now feel able to pick this up and refer to a debt advisor.”
	East London Financial Inclusion: Ujima Housing Association, Wembley

	“It was good to touch on all the topics we covered”
“This is by far the best training yet.  This training will not only help your clients it can also help your family and friends if they ever get into debt - I have to say Ros is a great teacher, thank you” 

“Lots of paper - needed more time to go through the paperwork - maybe a full day course is better” 

“Missed last session which was unfortunate and meant that I didn't learn about how to deal with creditors”
	Hammersmith & Fulham: Shepherds Bush Housing Association

	“As a team we really do need to be more pro-active in how we manage our tenants’ needs in this area. We know some of them are borrowing from the Provident but I had no idea how much they were being overcharged”.

“I think it’s time we got the new Wrexham Credit Union down here to talk to them… and us.”
"I never realised how many ways you could save for Xmas."

"It’s too late now.  We should redo this session in January."
	Flintshire: Tai Hafan Ruobon

	"I think this should be a part of our volunteers training programme."
	Flintshire: Clwyd Coast Credit Union

	"Lots to take in but will be really useful with our 16-35 service users." 

"Went really well - a lot of very useful knowledge has been passed on to me and I will do my best to pass it onto my clients."
	North Liverpool: Dingle JET Centre

	"Helped me become more aware about how people feel when they are in debt." 

"I better understand some of the causes that lead people into debt." 

"Helpful to see how CAB help people in debt."
	Nuneaton & Bedworth: Nuneaton & Bedworth Borough Council

	“I now understand how important it is for clients to get advice as debt can soon spiral out of control and they risk losing their home and possessions”
	Berwick: Sure Start

	“Handouts were brilliant, so we didn't have to make our own notes, they were clear too.”
	Bideford: Victoria House Children’s Centre

	"Superb course, well pitched, user friendly language and pace, fab handouts." 

"Thought the trainer was very competent, good delivery and timekeeping skills and great balance between info given and group discussions and really liked that the training was using lots of exercises.  Appreciated being moved around the room a bit too!" 

"Excellent training that has boosted my knowledge and confidence in this area."
	Liskeard: Connexions


Appendix 8: Interviews with end-beneficiaries
Name: Heather 

Date of course: 12th June 2007

Date of interview: 4th January 2008


1. Did you go on the course with anyone you knew beforehand or did you go on your own?
I knew some of the other people who were there.

2. What was it that led to you going on the course in the first place?

I heard about it through the children’s centre. We were told it was coming up and they suggested I attend. 

3. How did you feel about going on it before you went?

I thought that it would be useful. They talked about the kinds of things I expected such as budgeting, and where to get credit, as well as some things I didn’t know about like switching utility providers to get a cheaper deal.

4. Did you think that managing your money was a difficult area of your life?

Not personally, but it was still useful to know.

5. Are you glad you went on the course?
Yes definitely. 

6. What would you say was the most valuable part of the session?
The budget plan was the most useful part. It’s all laid out for you in black and white, and you can see where your money is coming in and going out and how much you’ve got left to spend at the end of the month. 

It was also really useful to find out about credit unions and I had no idea about them before. 

Finding out where you can go for help if you ever get into debt was also really interesting. 

7. Have you been able to use any of the information since you went on the course? 

Yes I did a budget. It was quite easy because they give you all the information you need. 

I’ve also changed electricity supplier as I searched and found a better deal than I was on before so I’ve saved money.

8. Would you recommend other people to go on the course?

Yes I think it would be useful to anyone. You find out about things that you would never get told otherwise, like if you’re in debt which bills are the most important ones to pay and which ones can wait. 

Name: Bev 

Date of course: 2nd July 2007

Date of interview: 9th January 2008


1. Did you go on the course with anyone you knew beforehand or did you go on your own?
I went on my own but I did know some people that were already on the course.


2. What was it that led to you going on the course in the first place?

I heard about it through the Sure Start centre and thought I might learn something. 

3. How did you feel about going on it before you went?

I thought we would find out about the best places to get loans, and how to find out our credit rating. I’ve been on another course about money so already knew a little but wanted to get a bit more information.

4. Did you think that managing your money was a difficult area of your life?

No not really, but I thought it could be useful to find out more. 

5. Are you glad you went on the course?
Yes it was very useful.

6. What would you say was the most valuable part of the session?
The most useful part of the training was about the credit union and the services they offer, and the best place to put savings. 

The information on mortgages was not really relevant to me at the moment.  


7. Have you been able to use any of the information since you went on the course? 

Yes I have. I have visited my local credit union since the course.

8. Would you recommend other people to go on the course?

Yes I would definitely recommend others to attend. 

Appendix 9: Interviews with front-line worker learners

Name: Tracy Day

Organisation: Dewsburymoor NCH Children’s Centre

Date of course: September 2007

Date of interview: 19th December 2007

1. Did you attend the course with anyone you knew beforehand or did you go on your own?
They actually came to the children’s centre to deliver the training so I attended with a number of my colleagues.

2. What was it that led you to going on the course in the first place?
As above. 

3. How did you feel about going on it before you went?
I hoped we would get some information and advice on financial issues that we would then be able to pass on to parents who come to our centre. My expectations were met.

4. Has this training been useful in your work?
Yes it has been very useful.

The income and expenditure sheets have been the most valuable aspect of the training. We already did something similar but not to that level of detail. 

The course also taught us what to look out for eg in relation to interest rates etc

The information we were given about the CAB in general was also useful, as we are now more aware of the services they offer and so better able to signpost our clients.

5. Roughly how many of your clients would you say have benefited from this training?
I would say every family I have worked with in one way or another. Even if it’s just a small piece of advice, it still helps them.

6. Have you shared any of the information gained with your colleagues?
No, but only because they attended the course with me.

7. Would you recommend that your colleagues attend a similar course?
Yes, I would definitely recommend other people attend this training.

8. Have you been to your local Financial Capability Forum?
No I’m not aware of a forum.

Name: Helen Hirst

Organisation: Sure Start

Date of course: September 2007
Date of interview: 3rd January 2008


1. Did you go on the course with anyone you knew beforehand or did you go on your own?
I attended the training with colleagues – the CAB came to the centre to deliver.  The whole team attended the course (including admin), as it was felt important that everyone should have an awareness of the issues. 

2. What was it that led to you going on the course in the first place?
I work in a children’s centre where we cover all aspects of families and parenting. Financial issues often crop up.

3. How did you feel about going on it before you went?
I wasn’t confident giving financial advice before the training so was looking forward to getting more information.  We already knew the trainer as he occasionally works at the centre and has given us advice around financial issues on a number of occasions. 


4. Has this training been useful in your work, and if so how?

The training has been very useful.  Although we will still refer clients on to the CAB for in depth financial advice, it is has been helpful to be able to do some initial work with them. 

It is sometimes difficult to pass families on to a new organisation that they don’t know, as it can be daunting for some people. This way we can prepare them for the sorts of things the advisors at the CAB will talk to them about and do some of the preparatory work with them ourselves. It gives them the confidence to go to the CAB.

The most useful aspect of the training was working through the budget sheets and looking at monthly outgoings and income. This was not something I had done before and it was really helpful in giving me an understanding of the financial problems families could be facing.

The trainer was also extremely knowledgeable.


5. Roughly how many of your clients would you say have benefitted from this training?


Personally I have been able to help around 12 families with the knowledge I gained from the training.  


6. Have you shared any of the information gained with your colleagues?
All colleagues attended the training with me.

7. Would you recommend that your colleagues attend a similar course?

Yes definitely.

8. Have you been to your local Financial Capability Forum? 

No, as I am only part time and would not have the capacity. However there may be someone at the centre who would be interested in attending.

Name: Barbara Blore

Organisation: Redlands Children’s Centre, Wooten Bassett

Date of training: September 2007

Date of interview: 4th January 2008


1. Did you go on the course with anyone you knew beforehand or did you go on your own?
The training session was arranged for the centre, to be delivered to myself and a colleague as well as some centre users.

2. What was it that led to you going on the course in the first place?
Some of the parents we work with have financial concerns and we believed the training would be useful for them, as well as us. Unfortunately, the parents did not eventually attend the session.

3. How did you feel about going on it before you went?
I was hoping that the training would be at a slightly higher level than it was, as we found it a bit simplistic. However this was largely because it had been aimed at the centre users who were due to attend.


4. Has this training been useful in your work, and if so how?

It has been useful mainly for advising parents on budgeting their money.

The most useful aspect of the training was the budget form used in the session. We have since used this in our work. 

I would be interested in further training on debt management – to enable us to help people see a way out of their situation.


5. Roughly how many of your clients would you say have benefitted from this training?


I have worked with two families on this issue. 


6. Have you shared any of the information gained with your colleagues?
We have set up a file on financial issues that contains the budget forms used in the training. This is accessible to all staff.

7. Would you recommend that your colleagues attend a similar course?

Yes but at a slightly more advanced level. We are planning some more training around this area.

8. Have you been to your local Financial Capability Forum? 

No. I am aware of the forum but would be unlikely to have the time to attend, as I only work part-time.
Appendix 10: Interviews with forum attendees

Name: Lynne Jones

Organisation: Flintshire Local Voluntary Council

Date of Forum attended: 4th September 2007

Date of interview: 3rd January 2008

1. How did you get involved with the Forum?
We got involved through the forum organiser/chair Les Cooper. The local CAB is one of our member organisations and so we have an ongoing relationship with them.

2. How does it relate to your work?
I am the basic skills co-ordinator for groups at risk of social exclusion so it all links together. Financial literacy is starting to become more of a priority.

3. What do you think the Forum is for? What would you like to see them achieve?
I’m probably not as clear on this as I should be. I use it largely for networking and it is an excellent event for this purpose. 

As I understand it the forum’s objectives are quite wide reaching.

4. How do you think the Forum is achieving this?
I’ve only attended two meetings so far (my colleagues have attended others), so it’s difficult to say how they are developing. I think they are on the right track. More of the same is needed. 
5. How do you think they could develop in the future to better support local needs?
At present the meetings are in a different location each time, which I understand is to ensure they are accessible to the maximum number of people but if they were more regular and held in the same place they could be more readily identified. 

More collaboration outside of the meetings, perhaps on projects, would be beneficial. 

And some tools and resources that we could take out into the community would also be useful.

I’d like to see some training or events available and made attractive to groups on the ground that we are working with. These could raise awareness of the organisations that are out there and how they can help people. 

6. Have you become more aware of organisations and financial capability work in your area as a result of attending these meetings?
Yes I have definitely become more aware. I didn’t know of many of the organisations beforehand so it has been a real learning experience. This has mainly been due to the contacts I have made at the events.

7. You attended the last meeting on [date] – has this experience been of use in your work since then?
It has shown me the potential scale of issues in financial literacy, and it has helped to recognise that a commitment to financial literacy seems to be developing. 

I have picked up hints and tips on where I can find resources, and heard a lot of good practice. We learn from the experiences of others. 

8. Have you been in touch with any fellow attendees since the last meeting? What was this in relation to? Have you found that contact has been easily pursued?
I made a lot of useful contacts and some organisations have become part of our basic skills network. One organisation showed an interest in becoming a pilot project but unfortunately they do not currently have the capacity and so this is on hold. We hope to work with them in future however.

I have attended events run by organisations I’ve made contact with at the forum, such as a Let’s Talk About Money seminar.

9. What do you think about how the meeting was run – was it participatory or did you find it more of a presentation-style affair?
The meeting was presentation led. It could have been slightly more participatory and interactive than it was. 

It would be good if the meetings became more productive, with action points agreed and followed up on. Of course this might also put some people off attending…

As the venue changes regularly, there tends to be a different mix of people at each meeting as such they lack continuity.

The organiser of the meeting did very well and got the best he could from attendees.

10. Has attending the Forum changed your view of the importance of financial capability work?
Yes. And it is good to see that major organisations are waking up to the need for financial literacy.

11. Do you think Citizens Advice is the best organisation to be running this Forum?
Yes I think they are well placed to be running the forum as they are able to access hard to reach groups and provide a link between these groups and other organisations. They are also good champions of the voluntary sector.

12. Where do you think funding for this regional work should come from?
It should be a combination of private and public money. If this is a government priority then they should be funding it, but if it benefits local economies some money could come from local sources.

It would be nice if the financial institutions themselves funded some work.

If this becomes the case then there will need to be more tangible results/actions resulting from the forums.

13. Was there anything negative about your experience of attending the Forum?
No, there was nothing negative at all. I met some very interesting people, and will be continuing to attend.

Name: Delyth Owens

Organisation: Citizens Advice Cymru

Date of forum attended: 4th September 2007

Date of interview: 3rd January 2008

1. How did you get involved with the Forum?
I’m a project manager for the Financial Inclusion Fund so I have worked closely with Les Cooper and he invited me to update people on the project.

2. How does it relate to your work?
It obviously relates very closely to my work on the Financial Inclusion Fund. I strongly believe that financial capability training should be part of wider debt advice.

3. What do you think the Forum is for? What would you like to see them achieve?
The forums are an ideal event for networking, making people more aware of the issues and increasing their understanding of what is available out there.  I think this purpose is made very clear.

4. How do you think the Forum is achieving this?
I think the wide range of organisations represented at the meetings is an important aspect of this. I was pleasantly surprised to see who was attending eg Careers Wales. 

5. How do you think they could develop in the future to better support local needs?
With any group like this it takes time to become established. There needs to be sustainability for it to develop. 

6. Have you become more aware of organisations and financial capability work in your area as a result of attending these meetings?
Yes definitely. For example, we had a representative from Barclays Bank speak at the last meeting. I had been unaware of the grants they had available. 

7. You attended the last meeting on [date] – has this experience been of use in your work since then?
Yes I have been able to create additional awareness of the work I am doing. It has also been useful to share resources with people on the ground.  We are now talking to our funder about taking on additional financial capability work and the contacts/awareness gathered at the forum has been of use here. 

8. Have you been in touch with any fellow attendees since the last meeting? What was this in relation to? Have you found that contact has been easily pursued?
Yes I am in contact with the Barclays representative and hoping to arrange for her to come and present to colleagues.  I also regularly talk with the people from Lets Talk About Money.

9. What do you think about how the meeting was run – was it participatory or did you find it more of a presentation-style affair?
There is a good balance between presentations and participation. There were a couple of interesting presentations and then discussions that gave people the opportunity to ask questions. 

10. Has attending the Forum changed your view of the importance of financial capability work?
Due to my job I was already very aware of the importance of financial capability work as I feel that debt advice and financial capability go hand in hand. 

11. Do you think Citizens Advice is the best organisation to be running this Forum?
Yes as they have a very wide reaching network and strong links with local communities. 

12. Where do you think funding for this regional work should come from?
The local authority certainly has a responsibility. The Government does seem to be moving forward now with this now i.e. the Financial Inclusion Fund. 

In Wales, the National Assembly should also be supporting this. 

13. Was there anything negative about your experience of attending the Forum?
There was nothing negative. 

A wider attendance would be beneficial, perhaps awareness of the forums and their objectives needs to be raised. People get invited to a lot of events, so they need to know what they will get out of it.

Name: Cheryl George

Job Title: Advisory Services Manager – Jobseekers Allowance

Organisation: Jobcentre Plus

Date of forum attended: 13th September 2007

Date of interview: 7th January 2008

1. How did you get involved with the Forum?
Through the manager of our centre. She was due to attend but couldn’t so I went in her place.

2. How does it relate to your work?
I manage a team of Jobseekers Allowance advisers so it is very relevant to my work as many of our clients experience financial problems.

3. What do you think the Forum is for? What would you like to see them achieve?
The forums provide a chance to network and skill people in signposting.

4. How do you think the Forum is achieving this?
They enable a sharing of information, and raise awareness of developments in this area.  Debt is becoming a very high profile issue and the forums reflect this.

5. How do you think they could develop in the future to better support local needs?
The frequency and relevance of the meetings needs to be sustained. 

6. Have you become more aware of organisations and financial capability work in your area as a result of attending these meetings?
Yes I have. I have become more aware of the government interest in debt and the funding that is available. It is reassuring to know that we are all in this together and not simply working away on our own.

7. You attended the last meeting on [date] – has this experience been of use in your work since then?
I have been able to cascade information within my teams. We will also be running sessions for clients on different providers and are hoping to invite external organisations to come and speak to them. The forum will be useful here for contacts.

It has brought debt to the forefront of our work and helped us identify areas to focus on. 

8. Have you been in touch with any fellow attendees since the last meeting? What was this in relation to? Have you found that contact has been easily pursued?
I have only been to one meeting so far so I have not been in touch with anyone. I anticipate this may happen in the future.

9. What do you think about how the meeting was run – was it participatory or did you find it more of a presentation-style affair?
The meeting was very participatory, we all had an opportunity to speak and give feedback. The speakers were very interesting and the timings were right I think. 

10. Has attending the Forum changed your view of the importance of financial capability work?
I am already aware of the importance due to my work.

11. Do you think Citizens Advice is the best organisation to be running this Forum?
Yes I think so. The CAB are seen as neutral and well embedded in the community. 

Here at Jobcentre Plus we may be seen as part of the establishment and so may not have been able to do it so well.

12. Where do you think funding for this regional work should come from?
The funding should be national and the work replicated nationwide. It is a real shame if some regions miss out due to a lack of funding. 
13. Was there anything negative about your experience of attending the Forum?
There was nothing negative at all. I hope very much that the forums continue. 

Appendix 11: Telephone interviews with forum organisers

Telephone interview with Mary Hennessey (Basildon CAB/East of England Forum organiser) 
Date of interview: 17th December 2007

Do you feel it has been successful?

Yes and no; it has been successful in that we’ve always had a couple of dozen people coming along, but then they haven’t been the same people each time so we haven’t had much continuity in terms of attendees. Having said that, we had a lot of uptake from the Eastern region forum for the OFT Save Xmas campaign and there are now 8 partners taking part in that campaign, so that has been a success in the sense that there are now more people doing financial capability work in the area than before. It is frustrating that we haven’t had the same people returning – finding the spare time is always an issue for people, some came to find out what the forum was about and decided for whatever reason that it wasn’t for them. The Save Xmas participation wouldn’t have happened without the forum; there were 9 applications from our region, both bureaux and housing associations, but not all were successful. I do think that participants need the financial incentive to take part in anything that takes up their time; bureaux struggle so much financially.

Have other bureaux become involved with the forum?

Definitely yes, but unfortunately no one has wanted to engage in any steering group activity which is frustrating because otherwise it’s one person doing all the work. Quite a lot of bureaux have attended although there were not as many at the last meeting. I’m very good at enthusing people about fin cap work, and when I got involved I thought it would be all practitioners that I could enthuse. I haven’t had experience in the strategic level of bureau management so that has been a challenge; I was completely unaware that there might be a need for a strategic level to the forum. Themed meetings targeting those on the ground and those at strategic level might be the way to go, although obviously this could end up taking more time.

How have you engaged relevant agencies? What has and hasn’t worked? Do you feel that relevant agencies have become involved sufficiently?

It’s very difficult as the area this forum covers is so wide. I know Basildon very well but not as much outside this area, so at first the forum was very Basildon specific. In terms of strategies, I’ve found that engaging all bureaux and then getting them to engage with other partners and bring them along has worked the best. If we had more than 24 people coming along to meetings, we’d need to find a different venue – numbers aren’t everything, if you have the right people. It’s not feasible to spend too much time going out into the field trying to engage partners, because of time and money. Our bureau also delivers the Horizons project and we’ve just got additional funding to take this into a wider area, so I can double up with this to also promote the forum more widely, which I’m quite excited about.

How has the group dynamic developed over the course of the year?

Not having returners has affected the group dynamic – people tend to come along to listen, and it’s been hard to get people to engage and share their experiences with financial capability. At the fourth meeting (upcoming) we will have the 8 bureaux involved with the Save Xmas campaign, so hopefully they’ll share their experiences re. getting involved in delivering financial capability work. At the third meeting we had some experienced financial capability practitioners come in and do a taster session with attendees. This worked really well as the practitioners were great fun and very gregarious – people warmed up once they saw that financial capability work could be fun and practical and not just dry!

Have you been in contact with other regional forum organisers during the course of this project, eg to share tips and experiences?

Only through the forum organisers’ meetings organised by Citizens Advice – there was another forum in Havering but that was the one that folded. I did go to that, to support them, but apart from that I haven’t really been in touch with other organisers. It’s a case of having time to go and visit other forums. Being in touch remotely would be helpful but people don’t necessarily know each other – I do think that being able to visit more forums would be helpful to us all.

What has been the biggest challenge?

Getting partners to engage. The Citizens Advice team have been good and will always provide someone to come along to the meetings, which is important – I’m not Citizens Advice, why should people engage with financial capability just on my say so? I think it’s important to have a wider identity tying things together. 

What has been the most valuable aspect of the forum?

Not sure really. Seeing how other people are delivering the training, because it can only improve what I do. Has also made me realise that I have to think more strategically. Everyone that co-ordinates a forum comes from a different background – I was employed as a financial capability co-ordinator, whereas others are bureaux managers but aren’t actually doing the hands-on delivery. At the residential in June I said that I didn’t really know what I was getting into when I got involved in this project; I thought that I was going to be enthusing people about financial capability work, the strategic element had not been broached so was a bit of a shock to me. Someone else agreed, although others seemed surprised. So that has been a steep learning curve. If my bureaux manager was the lead, he would just be looking at the project from the perspective of financial benefit to the bureaux, but I see it as improving vulnerable clients’ ability to deal with their money. At the meeting last Thursday we were talking about qualifications for people delivering financial capability; in the adult education world, you now have to have training to deliver. Managers who co-ordinate forums had no idea about that because they’re not frontline delivery.

Do you feel that the forum network should continue into the future? What do you think could be achieved if this were to happen? Would you want to continue as forum organiser?

I want to continue being the organiser but I do think I need a plan about where we’re going because I’ve never had that. Long term strategy is now needed, which I want to get people discussing at the next meeting – now that more people are engaged, this will hopefully be easier.

Telephone interview with Jenny Shellens (BDAC/Wessex forum co-organiser) 

Date of interview: 17th December 2007

Do you feel it has been successful?

Yes and no. Things that have been good: bringing people together to share their experiences is always useful, people making connections, sharing materials. There has been some actual collaboration re. sharing resources, and some possibilities of joint working that are still ongoing. Sometimes it feels a bit pointless to do mapping exercises that identify gaps in provision when there’s no funding to follow it up by actually doing the work. Something like this is so funding-led because it is a developing area, so it feels a bit random at present. If any of us had any resources to put into project development then it would be perhaps more successful, but at present we don’t.

Have other bureaux become involved with the forum?

Not at all. Bristol CAB have been involved from the start (we’re running the forum in partnership with them). Of the local bureaux, one came to the second and third meetings, another was interested but couldn’t make it; otherwise not. The other local bureaux don’t reply to my calls or emails. I’m sure it’s because we’re not a bureau. Bristol CAB now handles more of that, so we’re hoping for better engagement in the future.

How have you engaged relevant agencies? What has and hasn’t worked? Do you feel that relevant agencies have become involved sufficiently?

Reasonably well. The thing that always works is personal contact, so people I know came to the meeting, and they brought people they know. We’ve had pfeg, FSA, Fairbridge, NLTM, lots of the financial inclusion people from the area, as well as banks and building societies. We have been a bit short of mainstream fin cap deliverers, but then there isn’t a great deal of delivery going on in the area right now.

How has the group dynamic developed over the course of the year?

People are coming quite consistently. The FSA representative said she wouldn’t be coming again, which is fine, but otherwise most people are either coming or sending apologies quite consistently. There is a core of about 8-10 committed people, most do chip in and share their ideas etc. It is participatory. One outreach worker attended a meeting but didn’t feel able to contribute, perhaps because that meeting was more at strategic level. Most people have been contributing actively.

Have you been in contact with other regional forum organisers during the course of this project, eg to share tips and experiences?

A tiny bit – I’ve been doing the secretariat function, Martin has been chairing. Martin attended the residential, so he’s done more of that, Max (bureau) was at resi as well. I used to talk to Dave Burdis, and to Devon and Cornwall guy, but leave most of the contact to Martin.

Are you aware of any new developments in the local financial capability scene that have been influenced by your forum?
I don’t think so, and I don’t see how it can happen without resources and funding. I’m running this in my spare time, which I’m happy to do, but to really push it forward you would need someone to research funding bids and chase down opportunities. It takes time and we don’t have enough of that to make it the success it could be. It does come down to a networking/sharing good practice event which is all well and good but maybe isn’t the best outcome. 

What has been the biggest challenge?

Lack of resources. Also, Citizens Advice keep finding these tiny pots of money and shipping them out through the forums, and it’s really irritating because every one of them takes more time to set up, deliver and report on than they’re actually worth. Their usefulness depends on your assessment of the materials and the quality that are provided – if something is not perceived as being of useful quality, it takes extra time to rework into a deliverable shape.

What has been the most valuable aspect of the forum?

For the area, the opportunity to coordinate. When you get people together they are more powerful; the regional lead for the prison service came to us because it was a group, whereas they might not have spared time for an individual, and it’s been the same with housing associations and others. There is value in having a collective. For the organisation (BDAC) it gives a bit of legitimacy, a legitimate role, and contacts, connections and context to get ourselves involved in things.

Do you feel that the forum network should continue into the future? What do you think could be achieved if this were to happen? Would you want to continue as forum organiser?

I think it should continue but if it isn’t adequately resourced it won’t achieve anything, and if that happens people will stop coming. In perhaps two years’ time no one will come – the people who make things happen won’t come. There is a risk of becoming a talking shop over the next year or so if we can’t actually achieve something. We would be hard pushed to continue as organisers on the contract at the moment – we would have to think about it, financially, but if there was more money to eg pay for the time spent in organising, then yes I would be happy to continue.

Telephone interview with Les Cooper (Flintshire CAB/North Wales forum organiser) 

Date of interview: 17th December 2007

Do you feel it has been successful?

Yes, it’s definitely been successful. I was quite aware of odd groups of people doing bits and pieces in terms of financial capability work, but this has given us the opportunity to pull it all together. Including me, we’ve had 100 different people at the forums over the year. I’ve lost count of the different organisations who have been involved, and there are new people coming on board all the time. As a networking opportunity it’s probably the best thing out there at the moment. We’re taking the lead and it’s good to know what’s on other people’s agenda in terms of financial inclusion.

Have other bureaux become involved with the forum?

It was a bit slow to start with but over the course of this year we have had a bx representative from all six counties in North Wales. I think it’s just the lobbying really, getting the opportunity to speak to district managers and chief executives and try and gain their support – as we establish ourselves, the forum is becoming thought of as a decent opportunity for staff personal development.

How have you engaged relevant agencies? What has and hasn’t worked? Do you feel that relevant agencies have become involved sufficiently?

A lot of it has been by word of mouth. I started off inviting representatives from groups I was already working with, and then encouraged them to spread the word. We had quite a good mix of community organisations that were already in loose partnerships. At the moment I get at least one phone call every couple of days from someone new, asking about the forum. People are bringing other interested parties or passing the information on to them.

How has the group dynamic developed over the course of the year?

I think people are probably more seeing it as information-gathering, although the credit union reps seem really keen to be in at the coalface as do housing association reps, especially sheltered housing groups – they really seem to see this as a very important part of their work now. We’ve actually changed the agenda now, tried to make meetings a bit shorter so that lunch is a bit earlier, and people do tend to hang around then which encourages networking, whereas with a session after lunch, people will drift off. One of the things that didn’t work was having too many speakers who already had some sort of financial capability stake hold as it tends to be a bit dry – people can only take so much of presentations. What really worked at the last meeting inviting those BBC people along – it was so good, I’ve spoken to Louise about it to suggest her involvement. They knew nothing about financial capability but still had something great to offer – they were there to talk about the use of community films to get a message across and how community groups can engage with other groups by using short films, how individuals can use short films to express themselves, and especially how you can use short films to support funding bids. Lunch was delayed for an hour because people were so engaged by this and asking so many questions! So maybe some more presentations from more laterally involved groups could be good.

Have you been in contact with other regional forum organisers during the course of this project, eg to share tips and experiences?

Louise (Mid/South Wales) and I swap ideas. She’s been to our meetings twice now. I haven’t made it to hers but will definitely be at the next one. I think it’s important that we do go to each other’s forum meetings where possible. I go to Vernon’s because he goes to other groups – it gives you that opportunity to be part of a really big network, makes the picture bigger and more relevant. Also having twice yearly meetings in London for forum organisers would be great for us all.

Are you aware of any new developments in the local financial capability scene that have been influenced by your forum?

There’s a housing association financial inclusion group that has been set up recently and they’re looking to create a money element for tenants’ support packs – Barclays have given 7.5k funding for that. It’s about broadening people’s understanding – the Housing Associations now understand the reasons why people don’t pay their rent etc. Our Now Lets Talk Money Stakeholder Manager has been really helpful, doing a lot of legwork in the field. A lot of the supported housing workers are now working in wider groups, talking to each other a lot about doing common types of courses for tenants. We work closely with mental health advocates in Flintshire; they have encouraged others in other parts of North Wales to take up financial capability training for their staff. Credit unions are really fired up now as well. They see the forum as a good place to meet up.

What has been the biggest challenge?

Just getting it started, trying to make people feel it’s important to them even though they might be in a completely different area of work. I thought we might have had more input from local education authorities, especially with financial capability going on to the curriculum next year; they do support the idea of the forum but don’t come to the meetings. I also thought we would have had more Basic Skills involvement at a national level, but am not sure how to address this (at a local level it’s teachers, who are always so busy).

What has been the most valuable aspect of the forum?

Just creating that network for people to use the forum as a conduit for information exchange. That has proved a success recently because civil servants at WAG asked Louise and I if they could use our forums as the conduit for all the feedback going back to WAG re. the draft proposals for the Wales Financial Capability Strategy. This strategy comes out some time in January, and they will have had feedback from a really wide range of people and organisations as a result of using the forums as the conduit. The forums are now being recognised as a major player. We have strong links with our Assembly Members, two of whom have attended forum meetings, so that helps.

Do you feel that the forum network should continue into the future? What do you think could be achieved if this were to happen? Would you want to continue as forum organiser?

It’s going to continue whether Bank of America come up with the money or not. We would find the funding for it because it’s so important. I think things will settle down next year, we will find ourselves developing a core of regular attendees, especially credit unions and housing associations. Once that’s happened I would then look to share out some of the lead role. I have spoken to some people about it and they’re interested but not for the next 6 months or so –it takes time to set these things up. I’m trying to encourage people to apply for funding for their own projects; if this is successful it will impact positively on people’s morale.
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