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Santander grants for bureau to bureau support
Final report December 2012

Executive Summary
This report provides the findings from the Santander Foundation grants for bureau to bureau support which operated in the CAB service for England and Wales in 2011-12.
A total of £100,000 was provided by the Foundation to extend the work of CAB in the development and delivery of financial capability training to more vulnerable communities, particularly those more likely to face financial exclusion. The national Citizens Advice financial capability team managed the eligibility criteria , grant allocation and monitoring and the results are presented in this report.

Headline findings

Overall this funding had a very significant impact on the delivery of financial capability within the service and was a very welcome enhancement to bureaux activity.

Grant awards of up to £18,000 were made to groups of bureaux working together to deliver financial capability. The focus was on more experienced bureaux supporting those with less or no experience of financial capability, thereby supporting the strategic aim of the service to develop sustainable coverage for the delivery of financial capability group training throughout England and Wales.
This collaborative approach maximised the outcomes in terms of people reached and the overall achievements against target are impressive- 2,044 people were directly reached through this training and a further 9,630 to whom information will be cascaded following training, giving the programme a total reach in excess of 11,600 people. 
	
	Target
	Actual
	% target achieved

	Number individuals reached through training


	900
	1366
	152%

	Number frontline workers reached through training


	450
	678
	151%

	Number of people frontline workers estimate they will reach in 12 months
	6750
	9630
	143%

	Number of bureaux supported


	18
	17
	94%

	Number new financial capability trainers


	50
	88
	176%

	Additional income / in kind support for bureaux as result of funding
	No target
	£51,550
	52% of total grant


All of the Santander funding was directly channelled into grants with a further contribution of just under £10k by Citizens Advice to support the grants and courses for new trainers. All project management costs were funded by our core Financial Skills for Life programme.

Profile of people receiving training
· Grant awards were made in areas evidencing higher financial exclusion including Liverpool, the North East (Middlesbrough, Darlington and Redcar), rural Suffolk, the South West (Devon), East Kent and Stoke on Trent.
· 58 per cent of beneficiaries were female and 42% male (a relatively high proportion given the typical predominance of women in this type of training).
· 18 per cent of beneficiaries self reported as disabled.
· Eight per cent reported as from communities other than White British.
· Frontline workers receiving training were from a wide range of community based organisations including parent and family support, offender support, housing providers, young people agencies and disabled peoples organisations.
Outcomes following training:
Individuals trained:
· Before the session, 44 per cent of individuals said they felt confused and worried or lacked confidence to manage money and debt.

· Following the session, 86 per cent of individuals said that the session had been helpful.  Half of these said that they felt much better about managing money and debt and had lots of ideas to help them.

· Over 2,000 actions were identified by individuals as a result of the training sessions.  The most popular of these were to review spending and/or set up a budget.  Other popular actions include finding a cheaper supplier, finding out whether they could increase their income and getting help to manage debts.
Frontline workers trained:

· Before the session, 50 per cent of frontline workers said that they had little knowledge to help clients with personal finances and often felt quite confused or lacked confidence.
· Following the session, 92 per cent of frontline workers said they had learnt quite a lot or a lot and had some new ideas and/or felt more confident and better able to support their clients.  

· Frontline workers expected to use their learning from the course to help an average of at least 26 people each over the year following training.
Programme legacy and sustainability
· Over £50,000 was generated during the life of the project through additional funding, in kind support and donation of resources which otherwise the service would not have received.
· There are now 88 new financial capability trainers in CAB, a majority of whom reported that they would continue to support the bureaux beyond the life of the programme.
· All 17 of the participating bureaux have confirmed that they will continue delivering financial capability– including 10 bureaux who had previously had no involvement.
· By delivering to more hard to reach communities, bureaux were able to raise awareness of the wider services that the CAB provides and facilitate appropriate referrals in to advice.
· Bureaux strengthened  their collaborative working and improved their profile with local authorities and other stakeholders in the community.  

Conclusion
Overall this excellent bureau grants programme not only reached more vulnerable people and the workers who support them by helping them make real changes to the way they manage their money but it also had a significant impact on the capacity of bureaux involved. Centrally we want to expand collaborative working further in order to bring together expertise in reaching those communities most likely to be vulnerable to financial exclusion. We would also value opportunities to fund more projects which enable more longitudinal outcome monitoring to better understand the longer term impact of this work. All of the bureaux involved and Citizens Advice centrally are very grateful for the funding provided by the Foundation which has enabled this valuable work.
Background

In 2011, Santander awarded a grants fund of £100,000 to Citizens Advice for delivery of financial capability in the bureau network.  Following consultation with Santander and within Citizens Advice, it was agreed that the funding would be used to build local delivery partnerships with more experienced bureaux supporting less experienced bureaux to develop their financial capability work.  
The project aim was to increase capacity, particularly in geographical areas of deprivation, to deliver high quality financial capability training to people in greatest need, and the frontline workers who support them.  Groups would include those people who are most likely to face problems in managing their money, eg lone parents, people on low incomes, people in rural areas, people from BAME communities, people living with a disability or long term health impairment, people with mental health needs, people who are victims of gender violence and older people.  Training was to be mainly in small groups but also on a one to one basis.

This contributes to the overall Citizens Advice 2010-14 strategy aim to “Develop preventative services”, which includes as an action “Secure additional resources so that every bureau is in a position to deliver financial capability services”.  
Bureaux were invited to apply for grants of between £15k-£18k involving a minimum of three bureaux working together in each application.  A total of 21 applications were received and six grants were funded, involving a total of 23 bureaux. (Original applications were for a total of 24 bureaux, but one decided not to take part.)
Table 1: Groups of bureaux selected for funding
	Bureau leading the project
	Total grant
	Bureau giving support
	Bureau receiving support
	Bureau receiving support
	Bureau receiving support
	Bureau receiving support

	Dover, Deal and District CAB
	£17,833
	Citizens Advice Bureau in Swale
	Dover, Deal & District
	Thanet District 
	Ashford
	 

	Exeter CAB
	£15,000
	Exeter
	East Devon 
	South Hams 
	Teignbridge
	West Devon

	North Liverpool CAB
	£17,822
	North Liverpool 
	Wavertree 
	Garston 
	 
	 

	Biddulph CAB
	£18,000
	Stoke on Trent 
	Biddulph 
	Cheadle 
	Newcastle and Kidsgrove
	Leek

	Suffolk West CAB
	£17,994
	Bury St Edmunds  
	Mid Suffolk 
	Ipswich 
	 
	 

	Darlington CAB
	£18,000
	Darlington  
	East Durham  
	Redcar & Cleveland 
	Middlesbrough
	 

	TOTALS
	£104,649 *Additional funding from Citizens Advice, plus £4k for trainers courses


	10
	New to group financial capability
	
	6
	No group financial capability since 2009
	
	2
	Delivered some group financial capability since 2009


At the end of the project, bureaux submitted a final report summarising numbers of people reached, in kind support, feedback from learners and equality data.  In addition, each lead bureau submitted an evaluation report for their group.  These reports demonstrate significant benefits in delivery volumes as well as learning for our service, which are summarised in this report.
Results by bureaux

Overall bureaux achieved or exceeded the targets set for the number of new trainers supported, sessions delivered, individuals trained in group and one-to-one sessions and frontline workers trained.
Table 2: Number of new trainers supported 

	Supported bureau
	New trainers supported

	 
	Target
	Actual 

	Project manger and supporting  bureau- North Liverpool
	 
	 

	Wavertree
	7
	8

	South Liverpool
	7
	7

	Project manager - Biddulph; Supporting bureau- Stoke on Trent
	 
	 

	Biddulph (PM)
	3
	4

	Cheadle
	3
	3

	Newcastle & Kidsgrove
	3
	3

	Project manger and supporting  bureau – Suffolk West
	 
	 

	Ipswich
	5
	2

	Mid Suffolk
	5
	4

	Project manger and supporting  bureau - Darlington
	 
	 

	Middlesbrough
	4
	4

	Redcar
	4
	6

	East Durham
	4
	5

	Project manager - Dover Deal & Dist;  Supporting bureau - Swale
	 
	 

	Dover (PM)
	4
	7

	Thanet
	4
	3

	Ashford
	4
	2

	Project manger and supporting  bureau - Exeter
	 
	 

	Exmouth (East Devon)
	5
	7

	South Hams
	5
	7

	Teignbridge
	5
	9

	West Devon
	5
	7

	
	77
	88


In total, 88 new trainers were supported as a result of the funding.  Some of these were recruited from the existing volunteer workforce, whilst others were new volunteers recruited specifically to deliver financial capability.  Several of the bureaux have gone on to recruit additional financial capability volunteers beyond the timeframe of the project and at least one bureau has been able to extend the involvement of a volunteer initially recruited for this project 

 “One of the volunteers who was recruited now works within the bureau on reception and so is much more integrated into bureau services as a whole.”

From Exeter CAB evaluation report

Table 3:  Individuals reached through group training and one to one sessions

	Supported bureau
	Individuals reached through group training
	One to one sessions

	 
	number of sessions
	number of individuals
	 
	 

	 
	Target
	Actual
	Target
	Actual
	Target
	Actual

	Project manger and supporting  bureau - North Liverpool
	 
	 
	 
	 
	 
	 

	Wavertree
	11
	8
	88
	70
	22
	5

	South Liverpool
	11
	8
	88
	64
	22
	21

	Project manager - Biddulph; Supporting bureau - Stoke on Trent
	 
	 
	 
	 
	 
	 

	Biddulph (PM)
	9
	13
	54
	96
	16
	11

	Cheadle
	9
	9
	54
	128
	16
	18

	Newcastle & Kidsgrove
	9
	13
	54
	78
	16
	10

	Project manger and supporting  bureau – Suffolk West
	 
	 
	 
	 
	 
	 

	Ipswich
	9
	4
	54
	46
	0
	2

	Mid Suffolk
	9
	12
	54
	122
	0
	0

	Project manger and supporting  bureau - Darlington
	 
	 
	 
	 
	 
	 

	Middlesbrough
	7
	14
	40
	69
	3
	3

	Redcar
	7
	6
	40
	62
	3
	5

	East Durham
	7
	2
	40
	52
	3
	5

	Project manager - Dover Deal & Dist;  Supporting bureau - Swale
	 
	 
	 
	 
	 
	 

	Dover (PM)
	8
	9
	64
	96
	0
	2

	Thanet
	8
	9
	64
	52
	0
	0

	Ashford
	8
	16
	64
	216
	0
	4

	Project manger and supporting  bureau - Exeter
	 
	 
	 
	 
	 
	 

	Exmouth (East Devon)
	3
	6
	18
	29
	0
	11

	South Hams
	4
	10
	24
	20
	0
	5

	Teignbridge
	3
	8
	18
	51
	0
	7

	West Devon
	4
	1
	24
	6
	0
	0

	
	126
	148
	842
	1257 
	101
	109


A total of 1,366 individual received training, 1,257 in group sessions and 109 on a one-to-one basis.
Bureaux reported the main difficulty they experienced in delivering group training to individuals as making initial contact with the organisations, groups and individuals.  However, once initial contact had been made, many bureaux reported that demand exceeded resources to deliver.    Other barriers to be overcome included finding suitable venues and times to deliver the training.  In most cases this was overcome by delivering the training at partner agencies’ premises to existing groups of individuals or to staff meetings and, in some cases, by delivering sessions out of the usual office hours.  
“Despite the project coordinator booking a venue and checking the needs of the children’s centre mothers’ group, they discovered that the centre’s front line worker had not communicated anything to the mothers themselves.  On arrival, the mothers knew nothing of the arrangements and had their young children running around, making delivery impossible.  Thinking on their feet, the trainers split the mum’s into two groups, one to watch the children whilst the other group attended the training.”
Mid Suffolk CAB
Another barrier was delivering training to people with a first language other than English, particularly those from ‘new communities’ such as Polish and Czech migrants.  Wavertree and South Liverpool CAB were able to overcome this by having a trainer who was fluent in these languages and able to translate materials so that they were relevant and accessible to these learners.
Bureaux appear to have found one-to-one delivery more of a challenge.  Bureaux report difficulty recruiting individuals; managing non-attendance; and managing expectations during the session.  One bureau reported that there had sometimes been a misunderstanding of the service being offered, with some individuals expecting assistance with debt issues and, when this was not possible, becoming disappointed and unwilling to engage with the training. 

However, when one-to-one training was delivered successfully, the impact became clear, with individuals reporting positively on how the session had improved their knowledge and confidence to manage their money better.  Individuals also felt an enhanced sense of well being that came from understanding their financial position and feeling less powerless. 
Bureaux reported that delivery to frontline workers was often the easiest to organise and that the cascading effect of the training was a key success of this work.  Another benefit was the increased understanding of bureaux’ work in general which could lead to them encouraging those they work with to seek help from a bureaux when they need it.  

“It is a good way of 'promoting' the other services the bureau can provide.  Often this is to members of the community who do not know they have a CAB or outreach near them and we can be seen working throughout the community.”

Exeter CAB
Table 4:  Frontline workers reached through group training

	Supported bureau
	Frontline workers reached through group training

	 
	number of sessions
	number of frontline workers

	 
	Target
	Actual 
	Target
	Actual 

	Project manger and supporting  bureau - North Liverpool
	 
	 
	 
	 

	Wavertree
	4
	7
	32
	40

	South Liverpool
	4
	7
	32
	46

	Project manager - Biddulph; Supporting bureau - Stoke on Trent
	 
	 
	 
	 

	Biddulph (PM)
	4
	10
	24
	32

	Cheadle
	3
	3
	18
	26

	Newcastle & Kidsgrove
	3
	0
	18
	0

	Project manger and supporting  bureau – Suffolk West
	 
	 
	 
	 

	Ipswich
	9
	6
	54
	81

	Mid Suffolk
	9
	0
	54
	0

	Project manger and supporting  bureau - Darlington
	 
	 
	 
	 

	Middlesbrough
	4
	5
	17
	18

	Redcar
	4
	4
	17
	42

	East Durham
	4
	13
	17
	97

	Project manager - Dover Deal & Dist;  Supporting bureau - Swale
	 
	 
	 
	 

	Dover (PM)
	4
	6
	32
	70

	Thanet
	4
	4
	32
	33

	Ashford
	4
	0
	32
	18

	Project manger and supporting  bureau - Exeter
	 
	 
	 
	 

	Exmouth (East Devon)
	5
	4
	30
	35

	South Hams
	4
	7
	24
	83

	Teignbridge
	5
	3
	30
	38

	West Devon
	4
	1
	24
	19

	
	78
	80
	487
	678


Impact for individuals trained

Individuals attending sessions were asked to complete a feedback questionnaire, providing information on: 
1
Knowledge levels before and after the session

2
Gender, age, disability, ethnicity

3
Actions planned as a result of the session
A total of 1,366 individuals attended group or one to one training.  Not all of these will have completed a questionnaire and of those who did, some will have omitted certain questions.  
1
Knowledge levels before and after the session 
· Before the session, 44% of individuals who completed a questionnaire (1175) felt confused and worried or lacked confidence to manage money and debt.

· Following the session, 86 per cent of individuals who completed a questionnaire (1101) said that the session had been helpful.  Half of these said that they felt much better about managing money and debt and had lots of ideas to help them.

Tables 5 and 6: Individuals’ knowledge levels before and after the session

	
	Total number of responses
	Confused and worried
	Knew a little but didn’t feel confident 
	Knew enough and managed okay
	Knew a lot and managed well

	How did you rate your knowledge before the training?
	1175
	14%
	31%
	39%
	15%


	
	Total number of responses
	No different
	Little better but unsure
	Okay - helpful
	Much better – lots of ideas

	How did you rate your knowledge after the training?
	1101
	5%
	9%
	43%
	43%


2
Gender, age, disability, ethnicity
Individuals were invited to tell us their gender, age, whether they have a disability and their ethnicity.

965 individuals completed the question on gender.  Of these:

· 58 per cent were female

· 42 per cent were male

1,006 individuals completed the question on age.  Of these:

· 23 per cent were aged under 18

· 15 per cent were aged 18 – 24

· 37 per cent were aged 25 – 50

· 25 per cent were aged over 50

858 individuals told us whether they had a disability.  Of these: 

· 18 per cent said that they do have a disability

· 82 per cent said that they did not have a disability
977 individuals chose to classify their ethnicity.  Of those:

· Two per cent described themselves as ”Asian or Asian British”
· Two per cent described themselves as “Black or Black British”

· Three per cent described themselves as “Mixed”

· Ninety-two per cent described themselves as “White”

· None of the participants described themselves as “Chinese or other ethnic group”
3
Actions planned as a result of the session

Over 2,000 actions were identified by individuals as a result of the training sessions.  A total of 1366 individuals attended group or one to one training.  Assuming that not all attendees would have completed a questionnaire, it seems that at the end of the training a substantial number of attendees were planning to take more than one action.
Table 7:  Actions planned by individuals at the end of the session  

	Set up a budget 
	Review spending 
	Open / change bank account
	Go to Credit Union
	Find cheaper suppliers
	See if more money available
	Change how borrow money
	Open a savings account
	Get help sorting debts

	461
	537
	127
	86
	294
	253
	112
	166
	203


Other actions identified by individuals:
· “ Will also consider lodgers or let a room" 
· "Switch brands!-expensive is not always (or ever) best!" 
· “Appointment booked with CAB money adviser to go through things”
· “Find out more about credit unions” 
· “Be more energy efficient generally around the house”
· "Think more about how I spend money - I think I can save quite a lot through this" 
· “Stop wasting so much money!" 
· "Start a savings account".

Impact for frontline workers trained

Frontline workers attending sessions were asked to complete a feedback questionnaire, providing information on: 

1
Knowledge levels before and after the session

2
Types of client groups they work with and the number of clients they expect to help over the next year using information from the session 

3
Gender, age, disability, ethnicity

A total of 678 frontline workers attended the training.  Not all of these will have completed a questionnaire and of those who did, some will have omitted certain questions.  

1
Knowledge levels before and after the session

· Before the session, 50 per cent of frontline workers who completed a questionnaire (617) said that they had little knowledge to help clients with personal finances and often felt quite confused or lacked confidence

· Following the session, 92 per cent of frontline workers who completed a questionnaire (597)  said they had learnt quite a lot or a lot and had some new ideas and/or felt more confident and better able to support their clients.  

Tables 8 and 9: Frontline workers knowledge before and after session

	
	Total number of responses
	I didn’t know very much and often felt quite confused
	I knew a little but didn’t feel confident 
	I knew quite a lot and managed okay
	I knew as much as I needed and managed well

	How your participants rated their knowledge before the training 
	617
	18%
	32%
	37%
	12%


	
	Total number of responses
	Nothing new or helpful

	Learnt a little but still unsure 

	Learnt quite a lot and some new ideas

	Learnt a lot and confident can support clients better


	How your participants rated their knowledge after the training
	597
	3%
	5%
	53%
	39%


2
Types of client groups they work with and the number of clients they expect to help over the next year using information from the session
446 frontline workers provided information on the type of groups they work with and the number of clients they expect to help over the next year.  Not all of the frontline workers trained felt able to estimate the number of clients they expected to help over the coming year.
Table 10 shows that the 374 workers who felt able to give an estimate, expected to help a minimum of 9,630 people in the year following training.  This is an average of at least 26 people per worker.  Generally, it has been the practice of those delivering financial capability to estimate that each frontline worker trained will help a minimum of 15 people in the year following training.  These figures confirm that this estimate is very conservative and demonstrate the benefit of offering financial capability training to frontline workers who support the most vulnerable people. 

Table 10: client groups frontline workers support and estimated number of people they expect to help as a result of the training over the next year.

	Client group working with
	Number of frontline workers trained
	Number of people likely to help as a result of training (within a year)

	BME or migrant groups
	15
	720+

	Homeless people
	28
	540

	Local Authority customers
	16
	*350+

	Offenders and ex-offenders
	70
	no estimate

	Older people
	22
	**387+

	Parents and families
	138
	3520+

	People with disabilities/ health problems
	60
	1625

	Social housing tenants
	47
	1233

	Unemployed
	2
	90

	Young people
	46
	***1165+


Note:
+
Several agencies indicated that their estimate was conservative by adding + to the number of people they expect to help
*
Eight workers at one agency supporting local authority customers said that the number they expect to reach is unquantifiable
**
Six workers at one agency supporting older people said that the number they expect to reach is unquantifiable
***
17 workers at one agency supporting young people said that the number they expect to reach is unquantifiable 
In addition, training was provided to frontline workers at agencies such as: carers’ support; women's groups and refuges; Citizens Advice Bureaux; energy advisers.  

3
Gender, age, disability, ethnicity

Frontline workers were invited to tell us their gender, age, whether they have a disability and their ethnicity.

600 frontline workers completed the question on gender.  Of these:

· 66 per cent were female

· 34 per cent were male

554 frontline workers completed the question on age.  Of these:

· 0.1 per cent (one person) was aged under 18

· 9 per cent were aged 18 – 24

· 58 per cent were aged 25 – 50

· 33 per cent were aged over 50

413 frontline workers told us whether they had a disability.  Of these: 

· 14 per cent said that they do have a disability

· 86 per cent said that they did not have a disability

541 frontline workers chose to classify their ethnicity.  Of those:

· One per cent described themselves as ”Asian or Asian British”

· One  per cent described themselves as “Black or Black British”

· One per cent described themselves as “Chinese or other ethnic group”

· Two per cent described themselves as “Mixed”

· Ninety-five per cent described themselves as “White”
What frontline workers said about the session:
· “Feel confident now to pass knowledge on”

· “Want to work on more issues”

· “Fun & informative”

· “Will go and tell staff and clients about this service”

· “Budgeting advice is very useful for clients”

· “Much greater awareness of what a Cab can do for our mutual clients”

· “Much greater awareness of welfare reforms and what we can do to smooth transition for our clients”
Impact for bureaux involved
Those bureaux new to financial capability appreciated having an experienced bureau to assist in recruitment and training of volunteers and preparation and delivery of training, finding it helpful to have someone to talk through issues and share experiences as the project developed.  They liked the lack of formality and being able to have a reference point (or critical friend) to seek solutions and help them in adapting to particular situations.  They were also pleased to have the Citizens Advice training programme delivered locally.

Success in recruiting volunteers varied between bureaux.  Some were able to begin quickly by recruiting from among their existing pool of volunteers, whereas others relied on recruiting from scratch and found it more difficult to find suitable people.  These bureaux were therefore slower to get started and in some cases missed the opportunity for ‘train the trainer’ workshops, which were available at the beginning of the project.  This could have been resolved by holding the workshops later in the project, but comments from other bureaux included a lesson for the future to be to hold the workshops earlier in the project to allow the greatest time for volunteers to deliver training.  With limited resources it is not always possible to meet all needs but one lesson may be to offer an additional course(s) at a central location(s) for those recruited later in the project.
This variation in the success of recruitment processes  was also true for project co-ordinators at the bureaux.  At most bureaux, the project was led by an existing member of staff but some bureaux needed to recruit to the role and this caused some delay.  

There was also a difference between bureaux in expectation and need of support in recruiting staff and volunteers.  One bureau that had some difficulty recruiting a project co-ordinator,  commented that they would have liked Citizens Advice to provide a detailed job description and person specification for the role [beyond the generic versions available on the intranet].   This bureau also suggested that it may have been beneficial to have a central coordinator for the three supported bureaux in their cluster.  However, the bureau offering support believes that the resulting lack of a local presence could be detrimental in attracting volunteers and helping them to bond with their primary bureau in the longer term.

Bureaux providing support reported a problem finding suitable days for trainers’ to attend meetings and training events, particularly as most were part-time volunteers.  A solution to this would have been to arrange dates and venues at  the outset but this would have been difficult in those cases where project co-ordinators and volunteers were not in place at the beginning of the project.  On the whole these problems were overcome by the supporting bureaux being flexible about offering support when it was needed and, where a bureau was unable to attend one meeting, ensuring that the next meeting was arranged on a date when they could attend.

On the whole, the bureaux seem to have found the experience of working together beneficial and most reported that they expect to continue the relationship.

“We enjoyed having a working relationship with our colleagues in Devon. This project happened at around the same time that we were creating a new umbrella organisation, CAB Devon.  Through this project we were able to have a real understanding of joint/partnership working.”

Exeter CAB
A number of bureaux reported on the benefits of building relationships with other agencies in their community.  The individuals delivered to were mainly from those groups likely to benefit from CAB services but who may not previously have visited the bureau.  Within the training session they could offer information about the local bureau and encourage people to seek advice when needed.  Similarly, the frontline workers trained usually worked with these same groups and by increasing their knowledge of money issues and the services offered by the bureau they should be more likely to signpost clients for advice earlier.
“The key success has been that the bureau has learned how to reach communities that face disadvantage, ie dedicated campaigns to raise awareness within BME communities, older peoples groups, single health groups, Domestic Abuse Services and women’s groups.”

South Liverpool CAB
In addition, some bureaux reported on the advantage this project had on raising their profile with their local authority and key stakeholders.  They have been able to talk about being proactive in tackling over indebtedness and issues like payday loans, all subjects which are currently high on the agenda of partners.  Ipswich CAB believe this development work has helped with their negotiations with their local authority, demonstrating that as well as offering debt advice they are also delivering preventative measures to help people avoid debt in the first place.
“The partnership has enabled us to launch Financial Capability training out in our community.  We are more aware of the need for such training.  Financial Capability is also an excellent marketing medium for raising the profile of the bureau.”
Mid Suffolk Bureau 
The level of ‘in-kind support’ secured by bureaux as a result of this funding was impressive.  Participating bureaux were able to identify £51,550 of additional income as a result of this project (over 50 per cent of the total grant).  This was made up of additional volunteer hours, free venues and successful funding bids as a direct result of increased capacity, eg Energy Best Deal.  Eight of the supported bureaux (and four of those offering support) are delivering Energy Best Deal over the winter of 2012/13.
Project legacy and sustainability
All of the supported bureaux plan to continue delivering financial capability training either through a standalone service or by integrating into core services.  For example:
· The Santander partnership enabled Ipswich CAB to create a financial capability team. They now have a coordinator, with four volunteer tutors.  They have increased the hours of the coordinator to 15 per week to make it more manageable.  The Trustee Board fully support the development of financial capability and have demonstrated this by funding the post out of core funding to March 2013.  The Bureau Manager has so far raised £8,000 of the £12,000 needed to run the project for a further 12 months.  The Santander partnership enabled them to learn about delivery and has launched them into making financial capability part of their wider service. 

· The funding from Santander enabled Mid Suffolk CAB to focus on financial capability delivery.  This provided them with the ‘spark’ to make their development plans a reality.  From this 10 month seed corn funding, they have attracted funding to maintain the project up to the end of March 2013.  They have learnt that it is an economic area of work to develop and are keen to make delivery part of their core service.  The Bureau Manager is writing a marketing plan to re-position the bureau using financial capability as a vehicle for being more proactive in the community tackling over indebtedness, rather than the historical view of the bureau being just reactive in emergencies for debt clients.

· One bureau in the Exeter cluster reported “This project has achieved its aim for us.  Although we didn’t reach the project targets for our bureau we have started a process to align financial capability with our everyday service. Since the project ended we have had three more bookings for training sessions. Our financial capability work is now gaining momentum just as the project has ended so we are desperately seeking funding so that that all our work is not lost”.
· Wavertree CAB continue to have a paid-worker responsible for financial capability work and have incorporated financial capability into their engagement work with “new communities. 
· South Liverpool CAB have identified a member of staff to lead on financial capability following the loss of the member of staff that had previously had this role.  They are  negotiating with local mental health services, which might pay for financial capability training in the future. 
· Both Wavertree and South Liverpool CAB are potential partners in a regional project to work with Work Programme clients, which has an element of financial capability training delivery.
· Cheadle CAB is continuing with the one to one training delivered by volunteers. 

· Biddulph CAB have additional funding to support group work until the end  of March 2013.

· Newcastle and Kidsgrove CAB will continue to provide one to one training at one of the outreach centres established during this project and are also in the process of setting up a service with another group. This provision is staffed entirely by volunteers.

Support from Citizens Advice

Funding for this project did not include any financial allowance for project management or support from Citizens Advice.  Each cluster of bureaux included one acting as project manager with responsibility for collecting and collating monitoring information.  Support from Citizens Advice was therefore of a lighter touch than in other comparable projects.  Despite this, bureaux were generally content with the level of support provided.
Citizens Advice managed the recruitment process and set up training courses in each of the areas.  In addition, a member of the financial capability team kept in touch with the project managers to assess progress, respond to any issues that arose and collate and assess results and feedback.

Suffolk West CAB were managing a multi-bureaux project for the first time.  They commented that guidance from Citizens Advice on  “thinking like a funder” was helpful and timely with regard to managing the other bureaux.  They report that this project has provided useful experience for any future funding projects.

Bureaux new to financial capability found the materials and information available via the intranet useful and also appreciated the train the trainer workshops that were delivered locally.  In addition, Ipswich CAB reported that the evaluation and impact reports from previous projects (on the intranet) are extremely useful when developing funding bids.  

Conclusions/ thanks/ next steps
“We are thrilled that both bureaux now have the confidence to join the Financial Capability arena and continue with their work beyond this short term project.  We hope that our enthusiasm and passion for the need to be proactive in tackling money matters out in community groups has helped to shape their future strategies.  As to our future, we are updating our bureau funding strategy to incorporate further partnership work with both bureaux in financial capability.  Thank You Santander!”

Janine Pinel, Operations Manager, Suffolk West

Overall this has been a very significant programme for us and we are very grateful to the Foundation for your interest and commitment to our work which has helped us by:

· Reaching an additional 11,600 people.
· Raising awareness of CAB services with more hard to reach communities.
· Strengthening the profile of CAB with their local stakeholders.
· Supporting 17 bureaux to expand their financial capability capacity including developing 88 new trainers.
· Bringing in over £50,000 in additional in kind support.
· Encouraging more collaborative working between bureaux and sharing expertise in localities.
We would be very interested to explore with the Foundation how we might further build on this and the recent successful Santander Social Housing Research project by reaching those most affected by the planned changes to welfare reform and particularly developing bureaux skills in evaluating client outcomes over longer periods so that we can better understand how sustainable the changes to behaviour are.
Thank you for your support.

Citizens Advice

December 2012
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