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1. Summary of the Programme

Two sets of materials were developed: a half-day financial capability training course for frontline workers (also translated into Welsh); and a half-day course for Financial Inclusion Fund (FIF) workers.  These were disseminated to all delivery organisations.  They are currently being revised and updated with feedback from delivery partners.

Over FY 2008/9, 1,658 frontline workers were trained in financial capability across England and Wales by our 14 regional financial capability forums – 33% above the target of 1,250.
The estimated reach of the frontline workers trained through this programme is over 46,000 clients benefited. This is the number of clients these workers reported that they would be able to support with what they had learned in the year after receiving training. 

The 14 forum lead organisations worked with a further 40 organisations to deliver training on the ground.  Of the 54 organisations delivering, 46 were local bureaux.  A further 8 were non-bureaux, including independent advice agencies, credit unions & community banking organisations, and housing associations.  This, together with the frontline worker training itself, raised capacity and partnership working on issues of financial capability and inclusion.

325 different voluntary and statutory organisations (and one bank) received training for their frontline workers.  
All forums took on an additional target of their own choosing.  Whilst most elected to simply train more frontline workers, or frontline workers with a particular target group, thus contributing to our exceeding the overall target, some delivered capacity building measures such as creating more localised forums or supporting new partner organisations to deliver training. 

99% of trainees were very satisfied (76%) or satisfied (23%) with the courses; 80% said their knowledge and their confidence had increased a great deal or quite a lot; and 68% said they would use what they had learnt a great deal or quite a lot, with a further 30% saying they would use it ‘to some extent’. 

Materials were welcomed by the trainers and we are planning to revise them to provide a 3 hour session plus a 2 hour session.  These materials will then be available to all bureaux and to forum partners on request. 
2. Deliverables

Over the last two quarters of calendar 2008, and the first of calendar 2009, Citizens Advice contracted with each of the 14 regional financial capability forums in England and Wales to train at least 75 ‘frontline workers’ and 18 Financial Inclusion Fund workers, i.e a total of 1,250 intermediaries working with vulnerable and low-income clients across England and Wales.  In their contracts with Citizens Advice, forums also agreed to an ‘additional objective’, different for each forum.  
Citizens Advice developed standard materials for a half-day course training frontline workers in financial inclusion issues, and materials for a different half-day course training FIF workers. These were circulated to forums in early June 2008, and a lead trainer from the forum attended an induction day on the materials on 23 June 2008.   The induction day was very successful and positively received.  Forum representatives then cascaded this training down to any other trainers delivering the training in the forum area.  
Certain problems arose in relation to Financial Inclusion Fund face to face money advice workers due to be trained under the programme.  In London, it was necessary to avoid delivering training to FIF workers because of a potential clash with similar training that might take place within the (FIF-delivering) Capitalise partnership. In some other areas, the target of 18 was too high for the numbers of FIF workers actually operating in the area.  It was therefore agreed with DWP that certain forums could train other (non-FIF) money advice workers, or simply train an equivalent number of frontline workers instead, provided that the total number of workers trained across the 14 forum areas reached the 1,250 target.  

The target of 1,250 as a whole was exceeded by 33%.  Within the 1,658 total, there were 167 FIF or specialist money workers trained – i.e. those regions which did target FIF workers exceeded their targets.
The 326 organisations reached included housing associations and homelessness charities (over 70 organisations); many different departments of councils (housing, social services, welfare rights, adult learning services, extended services, trading standards); JobCentre Plus and other agencies and charities supporting people back into work; money workers and generalist advisers in bureaux and independent advice agencies; Connexions and other young people’s charities and agencies such as Barnardos, Fairbridge and YMCA; Sure Start, childrens centres and family centres; tenants and residents associations; bank staff; asylum seekers and refugee charities; HM Prisons and probation officers; Mental health Trusts, MIND and other mental health and disability charities; the Royal Agricultural Benevolent Institute; Unison; Salvation Army, other churches, a Christian centre and a Muslim cultural society; Womens Aid and other refuges; credit unions; Age Concerns, Care and Repair and local carers centres; local community centres and BME groups; drug and addiction support charities.  An estimated 46,500 people who are clients of these organisations will benefit from more confident and knowledgeable support from their frontline workers.

3.  Capacity Building

In addition to the target of 75 frontline workers and (initially) 18 FIF workers trained, each forum was asked to set itself an additional objective.  The majority simply increased the number of frontline workers they trained. Cornwall and Devon forum increased this number, but focussed the extra on delivering to organisations working with adults with mental health issues and learning disabilities where they had identified a gap in provision.  Wessex forum extended every single one of their training sessions to include a session involving Bristol Credit Union and its benefits for clients, thus promoting the credit union to frontline workers. 

Other forums chose to build capacity.  

North Kirklees CAB supported Calderdale CAB, a bureau new to financial capability training, to develop their own capacity to deliver financial capability through this project, putting in place a series of mentoring and shadowing opportunities.   
In the East Midlands forum area, each county held an inaugural county forum meeting, which was run by a lead organisation identified for each county, based on common terms of reference.  Objectives were similar to the regional forum – i.e. to network and share good practice, offer peer support, develop joint partnership working, produce joint funding proposals, and raise the profile of financial capability work.   The Nottinghamshire forum will now be extended for a further year as a result of funding which was secured from Notts County Council for a wider project; similarly the Bedfordshire forum will run for the next two years with funding from the East of England Development Agency/European Social Fund as part of a wider delivery project.  In other areas, there is a strong will to repeat these county forum meetings and to link in with council’s financial inclusion strategies and with the DWP East Midlands financial inclusion champions.
Likewise, the Mid and South Wales forum, which covers a large area where travel can be arduous, held an additional meeting in West Wales where the forum had not been well represented, as meetings had been held generally in Cardiff or Powys. The days’ programme included an introduction to forum activities so far, and an induction workshop for the OFGEM Energy Best Deal project. The opportunity for networking led to new contacts being made between current and new forum members, including arrangements to deliver and receive new training. Half of the people attending were new to the forum or didn’t attend frequently due to distance to the usual venue.
In the East of England, the Now Lets Talk Money project brought together 4 partners, Basildon CAB, Holdfast Credit Union, Colchester CAB and Cambridge Housing Society.  This joint working developed into a successful Citizens Advice-led bid to the East of England Development Agency for European Social Fund funding to deliver a financial inclusion and capability project across the East of England over the next 2 years. 
4. Quality and Effectiveness: the experience of frontline workers on training sessions

Frontline workers were asked to assess the training they had received after each session and give individual feedback on it.  Of those completing feedback forms (700 participants): 

76% were ‘very satisfied’ with the training and a further 23% ‘satisfied’ – i.e. feedback was 99% positive

“Very well presented with lots of useful information”

“Brilliant, interactive training”

“Really enjoyed the training; I feel I have learned a lot”

“This was an excellent package & professionally delivered”

80% stated that the training had increased their knowledge of how financial capability can benefit their clients by either quite a lot or a great deal 

“I will now be able to give my customers more accurate information and signpost them to more sources of help/advice”

“It has reinforced what I thought I knew, clarified and introduced new information”

“I had 5 years experience working with clients with mental health issues and debt, but this course still managed to increase my knowledge and confidence at dealing with debt and creditors”

“Financial & debt matters are something of a block for me, so to feel enabled to understand clients' money problems is very good”

“It helped clarify certain ideas that I 'thought' I knew”

“I have learned an awful lot today; it was extremely interesting and relevant to the client group that I work with”

80% of participants stated that the training made them either quite a lot or a great deal more confident about including financial capability in their work with clients

“I now feel much more confident and able to discuss financial matters with clients. I will also pass the information on to colleagues who will find it useful”

“Has given me more confidence to talk about these issues”

“Can now bring up issues with clients that would previously been avoided”

“I will have increased confidence in what I am saying and also a good reference resource”

68% stated that that they would be able to use either quite a lot or a great deal of what they have learnt at the training sessions in their work.  A further 30% said they would use it ‘to some extent’.
“I will be able to put everything to great use”

“The knowledge will be helpful to pass on to clients so they may be able to budget better or will at least make them think before they spend”

“These sessions will be invaluable”

“Most of my clients are in debt, therefore, the information is very valuable and informative & will make a huge difference in their lives”

5.  Feedback from Trainers and future development of training materials
We received written feedback and also convened telephone conferences with 12 deliverers from around the country.  

Summary of feedback:

The vast majority of the feedback was positive and sessions had gone very well, although timings were tight. 


The tutor notes and handouts were felt to be clear and easy to follow.


Several people found that the level was too low for more experienced frontline workers and had added or adapted materials as appropriate for those groups.


Most felt that the topics included were relevant but that something should be added around budgeting (and savings could be tied into this). Other topics suggested were credit unions, bank charges, payment protection and charging orders. 

There was discussion around the exercises and it was felt that most worked but the pre course work in particular needed to be changed. 

Quotes from trainers:

“Very good materials but we supported these with additional information packs and resources”
“Well thought out and offered a variety of learning methods”
“The materials are excellent, especially for an audience that has not dealt with or thought about these issues in the past”
“The materials are a good starting point and easily adaptable, however, the timings given for the 3hr session were unrealistic”
“There were at least 3 'jaw drop' moments when I gave new pieces of information which were opposite to what they had spent a life time believing. All of the interactive work was enjoyed” 

“It was a relaxed and positive session. The materials initially seemed too easy, but I found they were actually well paced, covered all key points and generated a good deal of discussion/debate.”
“The NLTM training has been excellent in reaching a wide range of frontline workers and having a real purpose to deliver training. Our own fin lit project has benefited because we are now receiving direct bookings to work with clients and service users”
We therefore hope to revise and amend the materials to make 2 separate packs (a 2 hr and a 3 hr pack) with more realistic timings.  These would be made available to all bureaux.
6. Outcomes Case Studies
The following case studies demonstrate a mix of outcomes: benefit to clients, to frontline workers, to organisations participating on the training (both delivery partners and recipients) and to partnership working on financial inclusion and capability issues within the community.

Morecambe CAB delivered training to a local Childrens Centre:

“The Westgate Children’s Centre has been most proactive in their support to families using the information they gained on the training day. They have been working with families in three ways. The first is to work with the families themselves to discuss financial issues. We left the children’s centre with information packs they could use with families to look at budgeting, saving and making good decisions about spending habits. The frontline workers used this to identify where the individual could make changes themselves, identify patterns of spending, opening accounts at the local credit union, developing methods of saving and planning for the future. Sometimes this work culminated in identifying negative spending habits, bad choices and crisis debt. 

Secondly, where necessary the frontline workers refer individuals or families direct to the Financial Literacy Workers or the bureau for specialist support. In the case of young mothers who have been hard to engage, the Children’s Centre have asked me to go in on ‘drop in’ day or for the mother and toddler group. I have handed out information packs and completed budget sheets as we have discussed topics such as shopping, utility bills and the credit union. The result of this is that they have then either spoken to the family support worker or requested a direct referral from me.
Finally, Westgate Children’s Centre has built Financial Capability into the overall package of support they offer families, using us to support this where needed. In one case, with a particularly ‘hard to reach’ mother her acceptance to receive support with financial capability was a condition to her receiving further support from the Children’s Centre. This may sound harsh but this mother risked losing her home and child (an eviction notice had been served and the gas and electricity was days from being disconnected) but she could not/would not deal with her financial issues and had reached crisis debt. Yet she still refused support and wouldn’t turn up to meetings to devise a budget. The outcome however remains positive. She has made arrangements to pay her gas and electricity, her rent is back on track and the children’s centre are continuing to support her and her young child thus ensuring that she gains the skills to look after her child, she has a budget in place that she has to adhere to and has massively reduced the risk of losing her home and child.”
Over the course of the project, Bristol CAB conducted 3 training sessions for frontline workers from Barnardo’s. The sessions were designed to focus on issues of particular relevance to the participants’ client group and were very well received. A team leader from Barnado’s Family Workers summarised their experience as follows: “I speak for my whole team who attended the training to say that the training was extremely informative and helpful to our organisation as it helped us to understand and make sense of some areas when we were unclear about. I would advise all organisations to take part in the training and feel it is a great help to us as workers to be able to offer the right advice or point our families in the right direction.”

In addition, Bristol CAB provided two courses to HMP Bristol which they are keen to develop further. One initiative, now underway, is that Bristol Debt Advice Centre (BDAC) provide an adviser on-site one day a week to assist prisoners and their families with debt and financial capability issues. As well as encouraging the prisoners to take control of their financial affairs, our advisers will be building on the Now Let’s Talk Money training to equip the prison staff with the knowledge and tools to provide financial capability support to the prisoners once BDAC’s debt advice assistance has finished.

Liskeard and Plymouth CABx trained 26 staff from Colebrook Housing, all of whose service users have mental health problems or learning disabilities.  As a result of the training, which staff enjoyed and found very helpful, Colebrook Housing has nominated a Financial Capability Coordinator, who has attended the regional financial capability forum, and has developed a financial capability ‘pack’ which has been placed in all the supported housing centres they run for the benefit of staff and service users.

A social worker specialising in working with clients with cystic fibrosis across Hampshire and beyond is often asked about money and credit problems by her clients.  After the course she said she felt far more confident in approaching the subject with her clients and discussing different types of credit.  She expects to use her training to help up to 100 of her clients who have already mentioned debt problems to her.
“I was sent on this course by my line manager and didn’t really know whether I would get anything out of it.  I have been a support officer for several years and am confident to support my tenants with most things.  Ann was a great teacher and she made the session very interactive which kept me interested.  I learnt so many things that I am keen to go back and share with the people I support.  I will ensure that, particularly with all new tenancies, I will incorporate a briefing about the setting up of direct debits, use the financial guidance sheet from the training session and support the long term financial planning/managing with my client.  At the next IVHA team meeting I will discuss our learning and together we can plan how we will include the points we’ve learnt in this CAB session” Kerry, attendee from Irwell Valley Housing Association on course run by Trafford CAB
Guinness Care currently do not have any support workers who are benefit or debt trained. They are, at present, referring clients to CCCS or the local CAB.  The Support Workers feel that they are not always able to make the correct referral for their client’s needs as they have not had training in this field. The financial capability training provided by Portsmouth CAB will enable the team of 16 to be more aware of income and expenditure and to prepare a basic financial statement which they then use to determine the correct action to take. It will also assist them in helping the clients learn to budget effectively and where necessary, to find financial products suited for the client.  Portsmouth CAB report that the training has strengthened the partnership between the two organisations and the flow of referrals and support.

FISCUS is a social enterprise which since 2005 has delivered in-work benefit, tax credits and money advice to enable disadvantaged people to consider paid work and self-employment to increase their disposable income.  

“A member of the North East Financial Capability Forum, FISCUS staff, partner agency advisors and our respective clients have benefited from the Financial Capability Training developed under the NLTM initiative in a number of ways.  Joan, FISCUS Senior Advice/Financial Capability Worker delivered the training to 26 advisors; she found that the Financial Capability training has increased her own knowledge and delivery style especially in relation to the participatory methods used which made sessions more enjoyable for participants. The training also enabled FISCUS staff team to gain a better understanding of Financial Capability and its importance to our overall work as well as enabling a partnership with Washington CAB.

As well as FISCUS’ own staff benefiting, we also delivered the training to Sunderland Welfare Rights Service, and to GENTOO Steps Team who work with young social housing tenants.  The training has enabled FISCUS to meet and link to other Advisors, find out about their work, their target groups and to work in partnership with them by establishing new and hopefully lasting mutually beneficial relationships.   GENTOO Steps Team have since taken up the offer of further free training in relation to benefits and tax credits advice for people under 25 which is to be delivered in the near future –benefiting both organisations client groups especially assisting sign posting and referrals.”  
The participants from Powys Training who work with unemployed adults and young people were very interested in the workshop information presented by Powys CAB, which has raised their awareness of financial capability issues to such an extent that they intend to include financial capability in learners induction sessions in future. They intend to access FSA leaflets and will investigate other resources including those from Citizens Advice and NIACE. They were particularly keen to work on areas such as budgeting, getting bank accounts and credit costs. They already signpost learners to CAB debt units, but will raise their awareness of priorities and getting help sooner. The organisation is interested in having future financial capability sessions directly to clients from Powys CAB.

Winter Comfort is a charity based in Overstream House in Cambridge and provides a drop in centre Monday – Friday between 8.30 – 3.30 for homeless people. Its mission statement is to “…  support those who are homeless or at risk of losing their homes by offering them basic amenities, opportunities for educational development and recreation, and a range of services designed to help them achieve greater autonomy”
The life skills project worker who attended the course run by Cambridge Housing Society said that the course was very relevant because most of her clients had money worries. She estimated that the learning would be used with roughly 100 – 200 clients during the year. Different elements of the course could be introduced with clients during her work with them. 

Basildon CAB trained frontline workers at Job Centre plus. Some front line workers see in excess of 1000 clients per year and are being asked more and more questions concerning finances and in particular debt. They found the information helpful and increased their knowledge enabling them to advise their clients more efficiently and effectively. Almost all of the participants had not heard about their local credit union. They now understand what a credit union is and the accounts they offer especially suitable for Job Centre clients who are managing on a very low income.

Trafford CAB: We deliberately spent a period of time after receiving funding to highlight this training and to network with other and new organisations in addition to our usual partnerships.  This has enabled us to develop additional partnerships and strengthened our position in the community. I am particularly pleased that through this project we have been form better links with the Old Trafford Regeneration Project and are planning additional work with them.

Colchester CAB trained an agency called Colchester Y.e.s. (Youth Enquiry Service) whose client group is 18-24 year olds who are in need of assistance. Y.e.s. provides advocacy services as well as crisis intervention for young people whose living situations are untenable.  The three who attended were all housing caseworkers and their client base ranged from young parents to individuals who had been in care and were setting up housekeeping for themselves. The caseworkers felt that the materials were pitched at about the right level as they planned to use the definitions and the handouts to explain the implications of choices to their clients. They focussed on the distinctions between priority debt and making choices about how to budget.  
3 of the Greenfields Community Housing Managers who attended the training provided by Colchester CAB subsequently produced an article for their Greenfields magazine which went out to their 8,000 tenants.

Morecambe CAB delivered training and reported that those frontline workers supporting clients with mental health problems have taken the information and now work more closely with their clients on a 1: 1 basis. In addition they have been more aware of the bureau’s ability to support their clients and we have received more direct enquiries at the bureau due to correct signposting. The CAB have also received another booking to deliver frontline training to a mental health team at the local hospital.

Dudley CAB reported: “One of the frontline workers who deals with clients in fuel poverty, by addressing their fuel needs and the most efficient ways of using appliances said that as a result of this course the people that she sees who are in debt (the majority) will now get a more rounded response from her.  Previously she would have merely suggested that the clients pay a visit to their local CAB.  She now feels that although she will still probably suggest this, she will now go into a lot more detail regarding their benefit situation and the way they budget for things, so that at least by the time they go to CAB for money advice they will have considered some of the important budgeting issues and also have an awareness of the importance of distinguishing between priority and non-priority debt.”
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