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Partnership Approach to Money & Debt
Venue:
Aberdeenshire Council Chambers, Woodhill House, Westburn Road, Aberdeen

Date:

26th May 2015

Introduction

The UK Government has been implementing the biggest change to the Welfare System in the last 60 years.  There is also a very ambitious channel shift in the model of delivery, using the web as the main channel of engagement with claimants.  There is a requirement to work in partnership with local providers who have a range of capabilities and experience of delivering employability, financial inclusion, health and housing services.

The current climate is challenging however there are a number of opportunities which can be developed through partnership working.  This process can improve quality, increase capacity and can be built round the needs of people, communities and partners.
Outcomes of the Event
The event was attended by 50 participants who were given the opportunity to explored challenges, options and opportunities.  The range of partners working in this sector were given the opportunity to increase partnership working by improving the links and raising awareness of services available within this area of work.
Participants participated in workshops which explored good practice at a local and national level. There evaluation and feedback will be used to inform future action plans and strategies.

It has been agreed that other partnership events and joint training courses should be offered to those working in this area. This would ensure continued development of this sector and improve partnership working.

Conference report
It was agreed at the event that a conference report would be compiled and sent to those who had participated.

This conference report provides the information on the Key Speakers including the presentation the delivered, notes from the Workshop Facilitators and also the discussions held during the Ask the Panel Session.
The participants filled in evaluation sheets as part of the event and the feedback given will be used for future programmes.
Key Speakers
Alan Wood - Head of Finance, Aberdeenshire Council

Alan has been Aberdeenshire Council’s Head of Finance since 2011.  In this role Alan is responsible for the council’s finances including revenues, benefits, the council’s budget, payments, treasury and council tax collection.  He is responsible for overseeing a revenue budget of £532 million and a capital plan of £1 billion. 

He was born in Aberdeen and has held a number of finance roles initially with Grampian Regional Council before joining Aberdeenshire Council.  Alan also held the post of Head of Procurement for a year in 2006. 

More recently, Alan has served on the CIPFA (Chartered Institute of Public Finance and Accountancy) Executive Committee, is a member on several COSLA groups, and is a member of the Councils Strategic Leadership Team.  He is the Council’s statutory Section 95 officer.
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Sandra Sankey - Project Manager, Money Advice Outcomes, Improvement Service

Sandra joined the Improvement Service in September 2012 as Project Manager responsible for carrying out in depth research across all 32 local authorities via the Improving Outcomes in Money Advice project.  Prior to this Sandra worked for Stirling Council for 9 years managing and delivering the Money Advice Service.  In this time Sandra also became a member of the council of management for Money Advice Scotland.  

Since Sandra first started her career with Strathclyde Regional Council in 1987 she has gained 16 years’ experience in the finance sector across many London authorities.  Prior to relocating back to Scotland Sandra was the Group Revenue Manager at the London Borough of Waltham Forest Council responsible for staff management and recovery of Council Tax, Business Rates and Overpaid Housing Benefit .   

As a volunteer Sandra is trustee for the board of Stirling Start Up charity which operates to assist and support individuals experiencing homelessness and financial hardship by providing home starter and wellbeing packs, listening/befriending support and crisis food packs. 


[image: image2.emf]Improvement  Service MAO Project - Aberdeenshire debt and money event 26 05 15 FINAL (2).ppt


Workshops

Advice & Information Service
Facilitators: Alan Busson - Gordon Rural Action and Ruta Liepina - Kincardine & Mearns CAB
Good advice can prevent outcomes that are expensive for the public purse and are disastrous for the person and families experiencing them. This workshop will explore the impact of Advice & Information Services can have for those who find themselves facing financial challenges
Case Study 1
John (ex-services) suffers from mental health issues and post-traumatic stress.

He receives letters from his local authority about rent arrears. 

He has other debts too.

He found it very difficult to engage with official bodies or to hold down a job. 

He had been sanctioned by DWP. 

John is facing eviction.

Possible Solution
Priority – deal with eviction. In-Court Advice Service represented him at the Sheriff Court to defend proceedings for recovery of possession. The court action for repossession was dismissed and his home is now safe.  

Debt Advice - Negotiate with the local authority and other official bodies and creditors.

Assist with benefit applications and negotiate with DWP. Maximise income.

Joint meeting with national charity - sought and awarded funds to clear rent arrears and a contribution to council tax arrears. Health issues.

Important to deal with other creditors

John is a single man who is in and out of employment, so likely to be one of the first tenants to be affected by the roll-out of Universal Credit. (could work to advantage?)

John is likely to require further support with budgeting and benefit claims to ensure that he doesn’t get into difficulties again.

John needs to engage with GP

From Flipcharts

Workshop 1

Causes

Inability to secure permanent employment

Mental health problems

Difficulty communicating with DWP/officialdom 

Cannot afford telephone call/travel to visit

Severe financial hardship/no cash cycle

Difficulty of various organisations and ability to share information

Act on someone else’s behalf

Lack of consistency over knowledge and approaches

Lack of engagement from the client

Unwillingness to ask for help/support “burying head in the sand”

Solutions
SSAFA 

Health and financial support

CAB online/Advice agency helpline

Money Advice Service in CAB/GRA

Others include local authority/Shelter

Debt Advice Pack

Review Benefit Entitlement

Review housing situation and consider potential for financial support

DHP

Review energy costs – energy adviser

Apply for housing benefit – benefits office

Support with potential eviction

GRA court team or CAB legal representation

Build up rapport with him/help/listen/befriend him

Workshop 1

Signposting
Ex-forces support group

Armed services support group

Employability group 

Housing Support Worker

CAB and Gordon Rural Action etc.

Debt Advice

Literacy

Aberdeenshire Council Visiting Team

Priority

Eviction

Scottish Welfare grant access

Receive correct benefit

Job Centre – why?

Engagement

Speak to customer

Establish background

Workshop 2
ASAP through CAB – funded by Poppy Scotland

Not all over Scotland – limited funding

Link through CAB website?

Money Advice

Advice on debt, help and medical issues

Advice on housing to prevent eviction

Support group

Preventative action by government – rehabilitation

Causes

Isolation – personal and social

Lack of support/awareness of what is available

Financial hardship

No knowledge of benefits system

No knowledge of advice/information available

No knowledge of medical/psychological support available

Unaware of DWP/legal support and representation available

Not aware of/connected to service welfare organisation

Lack of self-reliance and “life skills”

Remedies
Address primary need - Stop eviction, keep roof over head, strategy to tackle arrears and pay rent

Tackle DWP/benefits solution/how can receive, benefits and welfare support i.e. crisis grant, food parcels

Signpost to support groups assisting mental health issues, strategies in place towards employability, building up confidence, self-esteem
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Exploring partnership working for money advice and other services
Facilitator: Sandra Sankey and Solveig Burfeind - Project Manager, Improvement Services

The main barriers to partnership working between advice agencies:

· Technology; lack of broadband connection; lack of data sharing

· Lack of contacts; who to contact for what and how

· Location; geography; transport (between advisers and clients as well as partners)

· Lack of knowledge of services; where is the overlap

· Working in silos

· Perceptions of debt collectors as 'bad guys'; not knowing what tools collections have available; prevents partnership working

· Protectionism

· Lack of communication

· Limited resources; time constraint

· Need to clarify different roles and remit; e.g. money adviser v debt adviser

· Some individuals and organisations are less willing to engage and work in partnership than others

· Competition for funding

· The library is available to help people on line but there is very limited access to help people with the forms and the type of support they may need

· Sharing relevant information ‘need to know‘ basis 

· Data protection 

· Agencies who provide advice but not accredited and authorised to do so - people want to know what can be done about this   

Potential solutions to improve partnership working between advice agencies:

· Sharing feedback from customers with funders; different stages of the customer journey

· Learning what works well; sharing good practice; networks to support the advice sector

· Training for more volunteers, use our libraries more effectively as they provide good training

· Key stakeholders: IRRV, COSLA, SFHS, MAS, SLAB, other funders what more can be done to share information from these networks to help support services delivering locally

· Connecting to and making best use of the Knowledge Hub to share information

· Common data sharing agreement (similar to model in Fife)

· Central point of locating partners; service directory

· Car sharing websites to improve transport issues

· Events to support networking,  Co-location, shadowing 

· Induction pack to Shire Services

· Advertising and promoting services

· Review of aims and objectives – are the meeting the client's needs; shared objective to improve the client's situation – understanding each other’s roles

· Managing risk around data protection

· Look at ways to work better with the regulators FCA, and umbrella organisations
· Funding and partnership planning and review what’s needed 

Improved links should be established between the following organisations:
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Housing/Revenues Processes

Facilitators: Graham Duthie and Shelley Paton - Revenues, Aberdeenshire Council
Council Tax – a charge on all domestic dwellings – over 115,000 in Aberdeenshire.

Liability – in simple terms, owners and tenants of properties are liable for the council tax. 
Billing – annual council tax bills are issued in March each year for the following financial year which starts on 1 April. New and/or amended bills are issued twice weekly (on Mondays & Wednesdays) to take account of changes in customer’s circumstances.

Reductions – exemptions, discounts, disability banding reductions & council tax reduction (aka council tax benefit).

· Exemptions: are property based and there are situations where exemption can be awarded when a property is empty and/or unoccupied OR when occupied. Some are time-limited, some are not. For example;

Those which are not occupied,

· Empty and/or unoccupied (Up to 6-months maximum)

· Subject to major and/or structural repairs (Up to 12-months maximum)

· Repossessed (No limit of time)

· Occupier is now in prison (No limit of time)

· Occupier is now in a hospital, nursing or care home (No limit of time)

· Occupier is living elsewhere for the purpose of providing or receiving care (No limit of time)

Those which are occupied 

· Solely occupied by students (No limit of time).

· Solely occupied by persons who are under 18 years of age (No limit of time).

· Solely occupied by persons who are severely mentally impaired (No limit of time) 

· Discounts: generally there are three types of discount – (1) for unoccupied properties, (2) for single person households and (3) properties with a resident who can be disregarded. Some are time-limited, some are not. For example;

Those which are unoccupied,

· Empty and/or unoccupied (level of discount, 50%, 10% or 0%) and all are time-limited, depending on the circumstances at the property.

Those which are occupied,

· Single person households (level of discount, 25%). No limit of time.

· Occupied by persons who can be disregarded (all no limit of time):

· Students

· School Leavers & >18 but where Child Benefit is still in payment.

· Apprentices

· Hospital, Nursing or Care Home residents.

· Carers

· Prisoners

· Severely Mentally Impaired

· Disability Banding Reduction: a reduction on a property that is a disabled person’s main residence and which has certain features to cater for the disabled persons needs.

· Council Tax Reduction (CTR): For those on low incomes, whether in paid employment or on state benefits. A means tested benefit with a £16,000 capital or savings threshold. 

Amounts due – can be paid in instalments on a monthly basis. Annual instalments, begin in April and finish the following January (10 instalments). 

Revenues policy is to allow 12 instalments upon request. Weekly payments can also be offered where this it assists the customer in budgeting.

Payment Methods –

· Direct Debit

· Debit/Credit Card – online or via the Automated Telephone Payment line – 0845 303 9480

· Cash & Cheque – at a Collection Office or by Post.

· Post Offices & Pay-Point outlets (Note - customer requires a plastic payment card)

Changes in Circumstances – For example, where a customer changes address, someone moves out or into their property, changes their name, wants to claim for an exemption or a discount, all these required to be notified to the Council.

Likewise, if a customer is in receipt of Council Tax Reduction and there is a change in their financial and/or household circumstances, they require to report the change. 

All changes can be reported online, or in writing (via email of letter) or face-to-face by visiting a council office. (Service Point, Council Tax or Benefit Office).

 Business Rates – a charge on all premises and subjects that are not domestic dwellings, e.g. Shops, Offices, Schools, Car Parks etc – over 11,000 in Aberdeenshire.
Liability – owners and tenants are liable for the charge, which is dependant on the Rateable Value placed on the property, the annual poundage rate which is set by the Scottish Government and the customer’s business circumstances.
Billing – annual business rates bills are issued in late March each year for the following financial year which starts on 1 April. New and/or amended bills are issued twice weekly (on Mondays & Wednesdays) to take account of any changes in customer’s circumstances.

Reductions – exemptions and reliefs. 

Further information on all aspects of Business Rates is available on our website:

aberdeenshire.gov.uk/rates/index.asp

Sundry Debtor Invoices - Sundry Debtor Invoices are issued for a wide range of services provided and goods supplied by the Council.

Examples include:

Childcare Payment

Special Waste Uplifts

Overpayment of Housing Benefit

Lost Library Books

Re-chargeable Housing Repairs
Social Care Charges

Community Alarms

Bus Passes


An invoice will clearly state the Service or Goods being charged and is payable in full upon receipt unless a Direct Debit has been set up in advance for payment to be received in instalments.

Payment Methods –

· Direct Debit

· Debit/Credit Card – online or via the Automated Telephone Payment line – 0845 303 9480

· Cash & Cheque – at a Collection Office or by Post.

Recovery Procedures

Council Tax

Recovery of Outstanding Amounts Due – where a customer falls behind with their payments they will be subject to an automatic recovery process, which means they will be issued with recovery notice(s) which are issued strictly in accordance with the requirements of council tax legislation. 

The types of letters issued are as follows:

Overdue Account Notices

Final Notices

Summary Warrant Notices

Sheriff Officer Letters

Overdue Account Notices – are issued when a customer is found to be behind with or hasn’t paid their monthly instalments as stated on their Council Tax bill. This notice is in two parts. 

The first allows the customer 7-days in which to bring their monthly instalments up to date. If they do this within the stipulated timescale then they can continue paying their council tax by monthly instalments. 

Where a customer fails to bring their monthly instalments up to date, the second part of the notice informs them that they have lost the right to pay by monthly instalments and must now pay the full outstanding balance for the remainder of the financial year within a further 14-days. And that failure to do so will result in their account becoming subject to a Summary Warrant, which involves the addition of a 10% statutory penalty of the outstanding amount.

A maximum of 2 Overdue Account Notices can be issued in respect of any financial year.  Where a customer falls behind a third time a Final Notice is issued.

Final Notices – as stated above, these are issued where a customer has already been issued with two Overdue Account Notices. This notice demands payment of the full outstanding amount due for the whole of the financial year within 14-days. It also informs them that failure to make full payment will result in their account becoming subject to a Summary Warrant, which involves the addition of a 10% statutory penalty of the outstanding amount.

Summary Warrant Notices – these are issued once an application has been made to the Sheriff Court.

A Summary Warrant Notice informs the customer of the amount of their outstanding debt, which at this stage includes a 10% penalty and demands full payment within 7-days or the debt will be passed to our Sheriff Officer who will begin legal recovery proceedings to recover the arrears due.

Business Rates

Recovery of Outstanding Amounts Due – where a customer falls behind with their payments they will be subject to the recovery process, which means they will be issued with arrears letter(s). All letters are issued strictly in accordance with the requirements of council tax legislation. 

The types of letters issued are as follows:

Final Notices

Summary Warrant Notices

Sheriff Officer Letters

While there are different timescales for the recovery of Business Rates debts – than for Council Tax – the principle’s remain the same in that the issue of recovery notices and ultimately action by the Sheriff Officer must follow the requirements of legislation.
Sundry Debtor Invoices 

An invoice is due for payment in full as soon as a customer receives it.  If a Customer fails to make payment a reminder notice is issued automatically 28 days from the date of the invoice.  This notice requests the Customer to make full payment within 7 days of the date of the notice.  It also advises the Customer to contact the Council if they are unable to make payment in full and if they fail to make payment in full or contact the Council formal recovery action will be taken. 

A further notice is issued after 14 days if the invoice remains due for payment.  This notice informs the Customer that payment is requested immediately as failure to make payment will result in a Debt Collection Agency being instructed to collect the debt.  They are advised that if legal action is required to be take they will be responsible to pay any legal costs incurred.  
Payment Arrangements – at any stage of the recovery process and/or upon the issue of any recovery letter, the council will negotiate payment terms with the customer for all debt streams. Furthermore, we will, wherever possible, take a corporate approach to the recovery of multiple debts due by the customer to the Council.

Sheriff Officer - Should a customer fail to make payment or enter into a suitable payment arrangement we will instruct our Sheriff Officer to begin legal proceedings in order to recover the debt.

Scott & Company is the company currently contracted to act on the Council’s behalf to recover unpaid council tax & business rates debts.

Our Sheriff Officer will initially write to the customer to inform them that they have been instructed to recover the debt due and will give the customer the opportunity to contact them to make payment in full or by a suitable payment arrangement.  

Should a customer fail to make payment the Sheriff Officer will begin legal proceedings which may lead to the following enforcement actions being taken:

Wage Arrestment


Bank Arrestment
Attachment of property outside the home

Exceptional attachment Order
Inhibition

Sequestration

Financial Inclusion a working partnership

Facilitators: Annette Johnston - Tackling Poverty & Inequalities, Aberdeenshire Council
Ricky Sheaffe-Greene – Social Regeneration Officer, Fraserburgh Development Trust
The main areas covered was highlighting the partnership and using a case study approach to ensure partners are aware of all support available to their clients.

Main areas / action points:
· Participants felt that communication from the Financial Inclusion Partnership should be improved as not everyone was aware of all the services available.
· Participants felt that shadowing other partners or having an input to team meetings would improve communication and understanding of the range of services available.
· There was a suggestion that this event should be held annually to give front line staff an opportunity to reengage with other partners and be informed of any trends / challenges or new developments.
· Participants felt that developing an integrated approach to services was a positive way forward for clients as well as face to face staff as a delay in getting the most appropriate support is not beneficial to the client or agency. 
· The Fraserburgh hub model (Here for You Centre) seemed to be a positive way forward and partners would like to be kept up dated in relation to this development.
· There was a positive reaction to the Credit Unions and the services which clients can access.
· Participants felt that the event allowed them to think outside the box and they could contact other agencies for support.
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Ask the Panel

The Panel

· Ritchie Johnson
Director of Communities
· Cllr Jim Gifford 
Leader of Aberdeenshire Council
· Sandra Sankey
Project Manager, Money Advice Outcomes, Improvement Service
· Keith Anderson 
Head of Volunteering, Training & Learning, Aberdeenshire Voluntary Action
· Alan Kane 
Department of Work & Pensions
Q.
How do we inform the public of all the information around this agenda?

A.
Ritchie Johnston
· There is a lot of information out there – Do we have the right spread of information?  

· We need to be clear we have the right range of services being delivered across Aberdeenshire.


Keith Anderson 
· The new Here for You Centre opening soon in Fraserburgh will help with this.  

· It is a similar concept to the Hot Spot in Peterhead and there is ongoing discussion regarding opening a hub in Stonehaven.  

· Establishing more hubs like this would help with information sharing.


Cllr Jim Gifford 
· We have tried all sorts of new ways to get information out there using Social Media i.e. Instagram however this does rely on people having access to the correct technology.  

· An information letter is circulated with Council Tax Bills once a year, included in this is contacts for local services.  We could include information on this agenda within this letter.  Tweak our existing means of information sharing.


Sandra Sankey 
· Important to know who are clients are – some people prefer using national helplines.

· Need to improve access for public by joining up services.

Q.
The Universal Credit roll out started yesterday (25/05/15).  What has been put in place to support clients?

A.
Alan Kane 
· Universal Credit has gone live in Peterhead, Fraserburgh and Banff job centres for new single claimants.  

· Numbers will be small initially.  

· We are working alongside Aberdeenshire Council for online support to those without these skills who are required to make claims online.

· Payment frequency may cause some issues and additional support is available for those who find themselves in this position.

· Basic bank accounts are being offered to clients on Universal Credit through partnerships with local Credit Unions and Banks.

Susan Donald 

· There is a cross organisation group working on referral process and where to send clients for information.  The three places identified are: Hot Spot, Peterhead, Here for You centre, Fraserburgh and the Benefits Office in Banff.

· Awareness raising session have taken place with over 200 staff members attending.


Cllr Jim Gifford 
· Aberdeenshire Council have been working with various organisation for a number of months to be prepared for the roll out.

Q.
What will happen with the information that was gathered during the workshops?

A.
Ritchie Johnston 

· Very supportive to see a follow up.  Communication is key.

· All about resource sharing maybe need to tweak what we already do.  

· Signposting and sharing workload by widening referral opportunities.


Keith Anderson 

· Aberdeenshire Voluntary Action would be keen to be involved in developing what we have learned today.  


Sandra Sankey
· Improvement Service would like to be involved in future developments of this agenda in Aberdeenshire.

· Use of knowledge hub as a source of information sharing.

Over all Evaluation 

1. Did the event meet your expectations?

Yes: 31      No: 1  

Comments:

· Very good event bringing a wide range of partners together.  An appetite to do more.  Good coordination.

· Very useful to meet & listen to other potential partners.

· Disappointing no one from housing was at the workshop.

· Very useful.  Please can we have more such events as the networking is invaluable.

· A very valuable exercise with great time allowed for us to meet others and contacts from various organisations.

· Very helpful to meet people from so many different sectors but all with common issues.

2. How useful was the key note speakers. Please tick, comments are optional.

	1. Very Useful
6
	2. Useful
22
	3. OK
3
	4. Not Useful
	5.Really Not Useful


Comments:

· I enjoyed keynote speaker 1.  Keynote speaker 2 was less relevant.

· Very thought provoking.

· Very informative.

3. How Useful was the workshops. Please tick, comments are optional.

Workshop 1
Name: Advice & Information Services
	1. Very Useful
6
	2. Useful
3
	3. OK
	4. Not Useful
	5.Really Not Useful


Comments:

· Felt a little rushed.  Still informative and worthwhile.

Name: Exploring Partnership Working
	1. Very Useful


	2. Useful
3
	3. OK
2
	4. Not Useful
	5.Really Not Useful


Comments:

Name: Financial Inclusion
	1. Very Useful


	2. Useful
1
	3. OK

	4. Not Useful
	5.Really Not Useful


Comments:

Name: Housing/Revenue Processes
	1. Very Useful

1
	2. Useful
	3. OK
1
	4. Not Useful
	5.Really Not Useful


Comments:

Workshop 2
Name: Advice & Information Services
	1. Very Useful
1
	2. Useful

	3. OK
	4. Not Useful
	5.Really Not Useful


Comments:

Name: Exploring Partnership Working
	1. Very Useful

1
	2. Useful
5
	3. OK
	4. Not Useful
	5.Really Not Useful


Comments:

Name: Financial Inclusion
	1. Very Useful

3
	2. Useful
3
	3. OK
	4. Not Useful
	5.Really Not Useful


Comments:

· Found out a lot of useful information.

Name: Housing/Revenue Processes
	1. Very Useful
2
	2. Useful
1
	3. OK
1
	4. Not Useful
	5.Really Not Useful


Comments:

4. How useful was Question time. Please tick, comments are optional.

	1. Very Useful

4
	2. Useful
14
	3. OK
6
	4. Not Useful
2
	5.Really Not Useful


Comments:

· Would have found it beneficial to have been able to do all the workshops.

· I hope it doesn’t stop here – partnership working that is!!

· More information relating to services in geographical areas would have been useful.  Was good to meet people but was perhaps too brief and more information sharing regarding struggles faced and how other organisations etc. can support.

· Perhaps announcement to remind of Question Time earlier wold have prompted more questions.

· Difficult to comment when so many issues/jobs about to change with restructuring.  Be interesting to see what happens in future and how we can improve.

· Great networking opportunity.
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Overview

The Improvement Service

Improving Outcomes in Money Advice (MAO) project phase 1

		Research findings and over view of initial outputs 



Key deliverables of MAO project phase 2  

Framework for Public Funding of Advice 

Money Advice Performance Management Framework

Other focus areas

National view



Share with the audience why I have been asked to come and speak at the conference.  

Emphasise – Aberdeenshire participated in the initial research we undertook.   We piloted our methodology for conducting the research with 5 authorities and Aberdeenshire was one of the 5.

We have been asked to share details of the research carried out, the recommendations for improvement, help to share some knowledge, learning and good practice identified from this piece of work.  But more importantly look at how we can help to support you all here today to strengthen your own partnership working and by sharing your own knowledge and ideas at a local level as well as consider how you may make some improvements linking to what’s happening nationally and what’s happening on the ground.   



The MAO project is overseen by Dr Andrew McGuire, Head of Improving Outcomes, IS and refer to – chair of the MAO PB

PB members - 

Mas, Cas, MAS, SLAB, SFHS – AIB, Stepchange, NHS, SPIU, Scotcash, LA’s – Fife, Highland, Glasgow, N Lan – PB open to parties to join when relevant need identified

The role of the PB – advisory board – anything we do we seek views from the PB so each organisation has had an opportunity to feedback and input to the work streams and identify ways that we can work together with PB members organisations to help drive forward improvements in the sector and help to join things up.

*









The Improvement Service



This slide covers some key points to highlight about the role of the IS, what it does and how it works with councils and it’s partners to drive efficiency and good value for money.

The IS – now in it’s 10th year. 

*









Action-research project in partnership with the Improvement Service and the Money Advice Service

Focus on improving outcomes in money advice across Scotland’s Local Authorities









Research phase 1

Research phase: 

		Understanding the current money advice landscape in Scotland and the role Councils play in funding and delivery of money advice

		Identifying key challenges, areas for improvement and elements of good practice 

		in-depth interviews with all 32 councils and other key stakeholders including CABx and national organisations; follow-up and focus groups

		Major research report: Money advice services across Scotland‘s local authorities including detailed recommendations published August 2013





Keep brief – research report – across 32 LA’s published Aug 13.  If people have not referred to they can download from the IS website.
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Knowledge Sharing

Focus Groups

		Financial Capability

		Targeted Delivery Models 

		Online Referral Models 



Good practice case studies  

		Improving Access and Visibility of Services

		Better off – developing West Lothian Anti-Poverty Strategy



Learning points

		Online Referral Tracking Systems

		Referrals and Partnership Working Between Advice and Health 



Knowledge Hub 

		Group for sharing communications in this project over 100 members





Focus groups – brought together a range of experts in these fields identified through our research to share information, knowledge, discuss any challenges and barriers and identifying any lessons learned.  Identify in gaps in the sector for driving improvements and consistency.



West Lothian - Advice Shop Bathgate partnership Centre – how this case study may also relate to some of the work going forward under the new Community Hub just created for Aberdeenshire  

Referral tracking systems – Fife – FORT model – over 120 agencies all signed up to using the tracking system.  Argyle and Bute also purchased the model and we have noticed a developing interest  around the this across the sector.  Such a model helps to strengthen the partnership working, improving the customer journey etc but it needs a co-ordinated approach.    Cash In Your Pocket Partnership featured in the focus group discussion and this paper.  We recognised that the CIYPP had been highlighted on the Scottish Government website as a good practice case study and we wanted to follow up some discussions around this.

Partnerships with health – some areas of GP identified however, need to improve the partnership working with health.  This has led onto further partnership working in our project with the recent events held with NHS health Scotland in Glasgow and Dundee (details of which can be found on IS website).   Work will continue and a working group has been established with some key stakeholders with NHS HS to discuss what else needs to happen.   You can all contribute ideas around this.   

KHUB –

Knowledge Hub offers the opportunity to collaborate in groups around particular themes or projects, connect with colleagues across the public sector and beyond, and follow their activity. You can share and discuss ideas, enhance your expertise, discover more efficient working practices and be inspired to develop more innovative ways of working.

KHUB – Dundee and more recently Aberdeen City and Aberdeenshire.   (we are aiming to share information in a separate paper around this to encourage other advice networks around the country to collaborate in the same way)
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Research findings

		First comprehensive overview of the provision of money advice services across Scotland’s 32 local authorities in over a decade; Councils are under significant budget pressure and need to be able to articulate what they are getting for their investment

		Diverse landscape of money advice provision comprising of national umbrella organisations, national providers, local networks, local authority providers and third sector providers 

		Councils in Scotland are major funders of money advice services across Scotland (both in terms of in-house and external provision) with an estimated total investment of £20m per annum and a total of 180 FTE local authority staff currently involved in the delivery of money advice 











People welcomed the research – and being part of it.   This work that we are delivering on is a product of what people told us was needed including some of you here in the room today.

We have seen examples where people have made reference to the research work and recommendations in funding bids, recommendations to change service delivery etc.  



Note - LA’s funding – these figures will have changed since we carried out our research.  We are also aware of changes to service delivery models across the sector .  Many services have been subject to external reviews of their Advice Services and I recognise that Aberdeenshire itself also went through a review at the time we carried out our initial research.
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Recommendations

Provision and funding



Access and visibility



Demand



Referrals



Targeting



Quality standards

Performance management



Outcomes



Financial education



Affordable credit



Partnership working









Provision and funding: Lack of consistency in terms of partnership working and outcomes-focused contractual agreements between funders and providers 

Access and visibility: Need to improve access and reach for specific target groups; some scope for channel shift towards more telephone and online advice, but not suitable for all clients; lack of visibility for local authority delivered money advice services

Demand: Most services operate demand-led and are expecting further increases in demand; distinction between demand and unmet need

Referrals: Need to strengthen referral process between money advice and other partners at local and national level

Targeting: Most areas have small projects around targeted support, relatively few consistent and sustainable approaches

Quality standards: A few Local Authorities are currently accredited for money advice under the Scottish National Standards for Information and Advice Providers; many are working towards the Standards but require additional support and resources



Performance management: Differences in casework and reporting systems, issues with IT and data sharing; no consistent approach to collecting and reporting on data

Outcomes: Money advice services need support in defining and measuring outcomes; measuring outcomes is currently very limited; instead current focus is principally on collating information on activities plus limited output information

Financial education: Considered as key component for early intervention and prevention; need for more consistent approach, current provision is patchy 

Affordable credit: Difficulties for people on low income/ benefits to access affordable credit; many issues highlighted around Payday loans; the issues are exacerbated by Welfare Reform changes; (also recent legislative changes by FCA impacting on payday lenders are welcomed, but absence of affordable alternative lenders could manifest in other problems e.g. loan sharks)

Partnership working: Some good practice examples of effective partnership working and referral systems offering more 'holistic' approaches but evidence suggests much partnership working is still sub-optimal; majority of provision funded by public resources – services need to align better and ensure partnership approaches add value and are client-centred; need to ensure strong strategic links for money advice into Community Planning Partnerships



Note s – for sharing if time permits

Work with stakeholders on some of these recommendations

SLAB 

Mas – held a finance industry funders forum to discuss the amount of funding currently from which goes to the advice sector.  The FI is being asked to consider it’s investment into funding into financial education with young people.  



Carnegie trust have set up a working group following the discussion paper raised ‘Meeting the need for affordable credit’.   The recommendations from this working group will be shared with the government to consider.  Scotcash, MAS, Cas, SG all represented on the group
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Framework for Public Funding of Advice

Partnership approach- IS, Scottish Government and Scottish Legal Aid Board

Key elements that public funders should take into account when reviewing their current funding arrangements with advice and representation services or when funding new projects, including:-

		Specifications, Strategic approach, Strategic partners and joint funding, Needs assessment, Service delivery, Performance management, Improvement

		Development on the back of MAO research findings and SLAB landscape review of publicly funded legal assistance 

		Consultation events with funders and providers; online survey received 157 responses and 93% in support of the framework

		Launched by Scottish Government Minister, COSLA spokesperson and IS Chief Executive in January 2014

		Range of workshops at launch event to input to the development of an action plan and the next steps moving forward 













Money Advice Performance 

Management Framework (Scotland)

Approach



		Aim: To support Councils in highlighting the contribution they make to the  money advice sector in Scotland with a focus on the difference made to service users.



		Consultation: open call for evidence concluded; meetings and focus groups with key stakeholders including national funders; steering group established to develop an indicator guide using logic chain model (input, activity, output and outcome indicators) 



		Roll-out across all 32 councils; collecting annual data returns and publication of annual reports; using the performance data to actively manage services and identify areas for improvement / better outcomes 



		Focus on councils: performance information on money/ debt advice services delivered in-house and/or commissioned out to the third sector





Lack of consistent performance management and reporting across Scottish council money advice services identified as issue in MAO research report and flagged up as key improvement initiative during consultation period for the Framework for Public Funding of Advice



Iterative process; the approach to developing a robust framework will involve a range of key stakeholders and seek to build broad consensus



Consultation: open call for evidence concluded; meetings and focus groups with key stakeholders including national funders; steering group established to develop an indicator guide using logic chain model (input, activity, output and outcome indicators) 



Roll-out across all 32 councils; collecting annual data returns and publication of annual reports; using the performance data to actively manage services and identify areas for improvement / better outcomes 

Aim: To support Councils in highlighting the contribution they make to the  money advice sector in Scotland with a focus on the difference made to service users.

Focus on councils: performance information on money/ debt advice services delivered in-house and/or commissioned out to the third sector

The framework will include a small number of meaningful core indicators with clear definitions

Importance of coordinating the work with other national funders of money advice and ensure wider consensus on the most relevant indicators     

Limitations: monitoring v. evaluation; qualitative information/ softer outcome measures not included
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Money Advice Performance 

Management Framework (Scotland)

		Essential to public service reform agenda

		Highlight the contribution councils make to the money advice sector

		Support to actively manage service improvements 

		Business case for continued investment 

		Highlight the value added and difference made to clients 



		Improved consistency across councils 

		Facilitate sharing of good practice, benchmarking and highlight opportunities for partnership working

		Involve national funders to build consensus on most relevant indicators and definitions; reduction of the reporting burden on frontline staff 

		Potential for wider scope 

		Work is directly linked to the Framework for Public Funding of Advice 









Improvement Focus

		Effective partnership working

		Publication of guide on developing effective money advice/ financial inclusion partnerships + partnership checklist  - publication of good practice case study

		Deliver workshops with partnerships to improve their effectiveness

		Customer journey, triage and referrals



We will work with local money advice service to undertake analysis of customer journey (process mapping, lean management techniques)

We will continue work with local money advice service to assess opportunities for streamlining and improvement

Publication of learning point 

		Targeted delivery models 

		Learning from what works.  Evaluations – sharing the knowledge and learning





		Partnership working

		Publication of guide on developing effective money advice/ financial inclusion partnerships + partnership checklist

		 Publication of good practice case study

		We will plan and help deliver workshops with partnerships to improve their effectiveness



		Customer journey

		We will work with local money advice service to undertake analysis of customer journey (process mapping, lean management techniques)

		We will continue work with local money advice service to assess opportunities for streamlining and improvement

		Publication of learning point 



		Targeted delivery models

		We will see what we can learn from the evaluations carried out and what works and how we can share this learning in case studies and other ways around a variety of targeted delivery models.
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The Christie Commission 

recommends all public service providers are required to:



		Evidence demonstrates the need for public services to become outcome-focussed, integrated and collaborative. They must become transparent, community-driven and designed around users’ needs. They should focus on prevention and early intervention.





•     Demonstrate clearly how their expenditure is driving the achievement of better outcomes through coordinated, collaborative working; and



•    Undertake regular benchmarking against comparable services and report publicly and annually on outcomes achieved and financial performance.



Public service providers must be required to work much more closely in partnership, to integrate service provision and thus improve the outcomes they achieve.



http://www.gov.scot/resource/doc/352649/0118638.pdf



Now that I’ve shared with you information about the work of the MAO project and what we have and aim to achieve you may find it useful if I take the opportunity to share some other key points to draw our attention to as we move forward through today’s events. 



As this event is all around collaboration I thought I should remind us all of what Dr Christie set out in his set of recommendations for the future of public service delivery



Although today is all about partners we need to be mindful that it is the customer – the people we are trying to help that should always be at the centre of our work.  
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Money Advice Service

		Money Advice, Debt Advice, Financial Capability, Research/Publications

		UK Strategy Body 

		Leading the UK Strategy for FC 

		‘Scotland Action Plan’









Debt advice evaluation toolkit 

About our debt work 

Raising Standards 

Debt publications 



The UK govt made the Mas responsible for having the strategic lead around debt co-ordination across the UK so in terms of how services are funded and delivered.   

Mas has various debt advice contracts  across the UK and in Scotland the funding is given to the SG who manage this through SLAB for their advice funded projects. 

Mas has the lead role for the UK financial cap strategy

Mas carries out extensive research with various segmentations of the population to help inform the needs of people and future service delivery.   We need to look at this research and how it can influence future decisions. 



Solveig and I had the privilege of observing some of the ‘focus groups’ that were carried out in Edinburgh and Glasgow in the first year of our work.  This was really interesting for us and also good to see how the bigger pieces or research are done and to see how the general public congtributed to this or people who had used Mas for a particular produce or service.



Reserarch

Money Advice Service detailed research which they carried out into the debt in the UK. The various documents which summarise the findings can be accessed here and may be very useful for councils and others in shaping local money advice engagement strategies.

Summary 

The Money Advice Service research work segments people suffering or worried about debit issues into 8 categories as follows:

1 Struggling students

2 First time workers

3 Optimistic young workers

4 Low wage families

5 Stretched families

6 Worried working families

7 Benefit dependent families

8 Uncomfortable retirees

The analysis presented in several documents provides useful advice for each of the segments on the preferred channels of communication, their attitudes, knowledge and behaviour. Detailed maps are provided with a breakdown of the proportion of the 8 segments above by area distribution.

These maps combined with the associated information about the characteristics for each segment might to be very useful in determining the best approaches for the council or other local providers to engage with those who need money / debit advice and assistance.

Resources for professionals



A wide variety of resources on money management for professionals. 

Resources for professionals who work with young people and parents 

Resources for professionals supporting young people 

Resources for professionals supporting parents 

Research and toolkits on young people and money 

Resources for Professionals Welfare Reform Information for Landlords 

Resources for Professionals Universal Credit Information for Finance Staff 
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Partnerships – Money Advice Service

Working together to increase financial capability



■ Digital Syndication - over 500+ free content assets available for you to host on your own website

		General Money Advice

		Product related

		Life events

		Topical and seasonal





■ Can also provide some offline resource and support



Why Syndicate?

■ Build productive customer advice journeys – no need to leave your website

■ Avoid duplication of efforts and save costs

■ Automatically updates

■ Improve customer confidence, product knowledge and financial capability



https://www.moneyadviceservice.org.uk/en/corporate_categories/partners





Mas - Our free and impartial money advice is available online, over the phone (Tel. 0300 500 5000) and by web-chat, in printed guides, and face to face through a UK-wide network of Money Advisers. Our Ask Ma campaign is letting millions of people know about our new free service.

We also work with other organisations to make our content available for free where this is helpful to their customers, clients, members, followers or employees. For more information, please contact partners@moneyadviceservice.org.uk or visit Partners.







All of us are interested in preventative work and rehabilitation for those coming out of debt solutions.



For Scotland – The Wheatley Housing Group has embedded the tools and resources and has applied the syndication.   Mas would like to see more do this.  We have carried out a piece of work to see what sources of information the council websites provide and links to other websites/organisations.  This is a complete mixed approach and the national providers are keen to join this up better.   An opportunity for Mas and others and to increase access to services for the general public.   



LGA has recently posted information on the Khub around this and refers to good practice for Birmingham and Rochsdale where they have embedded the links to the tools and partnerships 

Syndication – free of charge 

Tools, videos, guides 

Calculators

Letter templates

Order forms

Interactive timelines
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Mas and Wheatley Housing Group (GHA)

Money advice tools 

		Having problems budgeting? You're not alone!

		GHA has teamed up with the Money Advice Service to bring you a series of money tools including:

		A budget planner to help you work out how much you spend every month. 

		Pay day loan advice - find the real cost of a pay day loan and find alternatives. 

		A cutback calculator - if you do need to cut back costs, where are you spending the most money? 

		A loan calculator - how much will a loan cost you, how quickly can you pay it off? Use this handy tool to find out. 



www.gha.org.uk



Skip through slide – this just gives the example of what Wheatley have displayed on their website
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Scottish Financial Health Service

		Developed in line with the Bankruptcy and Debt Advice (Scotland) Act 2014, which came into force on 1st April 2015





Two strands

		a website 

		a telephone helpline  





Scotland's Financial Health Service has teamed up with Money Advice Scotland to provide the Scotland's Financial Health Service Helpline. You can speak to dedicated advisers on 0800 707 6696 from 8.00am to 8.00pm on Monday to Friday or between 8.00am and 2.00pm on Saturday.



www.scotlandsfinancialhealthservice.gov.uk











www.ScotlandsFinancialHealthService.gov.uk 



The act was designed to balance the rights of those in debt with the needs of creditors.  To support this, Scottish Government worked with various stakeholders from the advice sector in order to develop Scotland’s Financial Health Service and as a first step, deliver this to the citizens of Scotland in two strands; a website and a telephone helpline.  

Scotland’s Financial Health Service does not provide advice directly but rather, signposts users to trusted organisations who offer advice and support on debt, managing money, housing, homelessness and ethical lending.  The purpose is to ensure that people are directed to the ‘right’ areas of advice, tailored to meet their individual needs, and also to help them take their first steps into taking action towards resolving their financial problems.  

The ethos of the Scotland’s Financial Health Service is also to promote financial education in order to tackle indebtedness from the root and help increase financial capability, focusing on early prevention through healthier money management.  This notion has instigated the development of a financial capability learning tool, in which the Scottish Government worked in partnership with Money Advice Scotland, funding their project to create an online e-learning module.  The module can be found on www.ScotlandsFinancialHealthService.gov.uk and callers to the helpline are also encouraged to complete this if appropriate to their individual circumstances.





Scotland’s Financial Health Service (SFHS) and looking for ways to promote the name and the wide range of financial help and advice available to the people of Scotland.  To continue to work with the IS on ways to develop the SFHS and engage further with LA’s 
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Money Advice Scotland

Financial Capability

		Team of 5 set up in November 2014 and funded by the Accountant in Bankruptcy. 

		Financial Capability module - funded by the Money Advice Service. It comprises of 8 mini modules on everything from budgeting through to borrowing and savings.  

		Module accessed by 629 users and various organisations are accessing it through the Train the trainer programme. 

		Support to agencies who will then go on to provide training on the use of the module. 

		Members of the public.  - certificate on completion 

		Referrals from the Scottish Financial Health Service helpline



www.moneyadvicescotland.org.uk





MAS is the national umbrella organisation which promotes the development of free, independent, impartial, confidential money advice and financial inclusion



This online learning tool incorporates eight topics:

1.  Budgeting and Financial Planning

2.  Saving

3.  Borrowing

4.  Insurance

5.  Understanding Tax

6.  Financial Life Stages (Setting up a new Home)

7.  Financial Life Stages (Having a Baby)

8.  Financial Life Stages (Redundancy) 
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Stepchange Debt Charity

Scotland In The Red report 

https://www.stepchange.org/Portals/0/documents/media/Scotland_in_the_Red.pdf

The findings show that the people in Scotland have the highest level of arrears on their Council Tax bills among StepChange Debt Charity clients in the UK.

The Debt Trap - exposing the impact of problem debt on children

https://www.stepchange.org/Portals/0/documents/media/reports/TheDebtTrap.pdf

Recommended - every local authority should have a debt collection strategy which includes measure to address the impact of collection on children

‘We cannot allow children to pay the price of debt’

www.stepchange.org







Debt charity Stepchange has published a report that reveals that Scottish households have the largest payday loan debts, council tax and electricity arrears in the UK.  The research demonstrates a 20 percent increase in clients with payday loan debts as compared with 2013.

Scotland’s insolvency body also released figure this week that show a 20% increase in the number of people in Scotland who are facing legal action over personal debts – of which 80% relate to council tax arrears.  The ‘ramping up’ of debt collection procedures within councils has been criticised at a time when families are struggling to make ends meet.



Mention that referrals from the SFHS helpline at the moment are being routed to Stepchange however, there is an appetite to develop this so that more referrals can be made to local support services but we recognise that there is a lot to learn from and to be done before implementing and achieving this consistently.   This is where you can all contribute to as the SFHS and national helpline develops.

 

Scotland in the red - 

The report also allocates the data, according to client postcode, into one of the 73 Scottish Parliament constituencies and the eight Scottish Parliament electoral regions.



Stepchange and Children's Society report on the extent of problem debt among families with children, the drivers of problem debt, and the impact that this has on children’s live s. Recommendations include:- -reducing the harm to children caused by problem debt ) developing a 'breathing space' scheme for families in debt; every local authority should have a debt collection strategy which includes measure to address the impact of collection on children) - reducing the impact of problem debt on families - early interventions to prevent problem debt



The findings show that the people in Scotland have the highest level of arrears on their Council Tax bills among StepChange Debt Charity clients in the UK.

Of the Scottish clients who came to the charity in the first six months of 2014, 39 percent were in arrears on their Council Tax bill, an increase of 20 percent since 2010. On average, those who had fallen behind owed £1,534 – almost double the UK average of £798. 

The report also shows that there is good news around debt in Scotland – the average net income of our clients has increased slightly and unsecured debts are falling. Unfortunately however, the make-up of that debt is changing.  More and more clients are in debt because they are falling behind on essential household bills. In 2013, Scottish clients had the largest amount of gas bill arrears (£539) and in the first six months of 2014, the largest amount of electricity arrears (£616), of all the UK nations.

Payday loans are still a problem for Scots. The average payday loan debt of Scottish clients in the six months to June 2014 was £1,438 – the largest of the UK nations, and £129 more than the UK client average.



Despite millions of children living in families with problem debt, very little research has explored the impact it has on them. Our report, written alongside The Children's Society, lifts the lid on the devastating impact debt can have on children.

Combining a survey of 2,000 families with children, and in depth interviews with 14 families in problem debt the report reveals:

2.4 million children live in families with problem debt

Families with children are behind with payments of £4.8billion 

A further 2.9 million families with dependent children are struggling to keep up

The impact

Bullying: Children in families with problem debt are more than twice as likely to be unhappy at school and be bullied because they don’t have the same things as their friends.

Worry: More than half of children (58%) in families with problem debt say they worry about their family’s financial situation

Family: Half of children in families with problem debt (47%) say it causes arguments in the family.

Going without: Nine out of ten families in problem debt say they have had to cut back on essentials like food, clothing or heating for their children in order to keep up repayments.

Early exposure to debt: More than half of children aged 10 to 17 said they saw advertising for loans often or all of the time. But only one in five children said that their school had taught them about money management and debt.



Remind the group of MAS and Stepchange are MAO PB members as well as SFHS.
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National View

The state of debt for those contacting StepChange debt charity from Aberdeen and Aberdeenshire – National Rank by average outstanding debt

		National rank by average outstanding debt (2014)

		Rank		Area		Average debt

		1 (highest)		Eastwood		£23,544.18



		7		Aberdeenshire East		£15,296.77



		17		Aberdeen S & NK		£13,941.32



		20		Aberdeen West		£13,745.65



		56		Aberdeen Donside		£11,022.36



		71		Aberdeen Central		£8,913.90



		73 (lowest)		Greenock and Inverclyde		£7,003.31
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National View

Average outstanding debt plus % change since 2010

		Area		Average outstanding debt		Change since 2010

		Aberdeen Central		£8,913.90		-41%

		Aberdeen Donside		£11,022.36		-25%

		Aberdeen S & NK		£13,941.32		-16%

		Aberdeenshire East		£15,296.77		-31%

		Aberdeenshire West		£13,745.65		-34%

		Aberdeen average		£12,492.90

		Scotland average		£12,350.15		-29%































Stepchange figures – Scotland in the red

The findings show that the people in Scotland have the highest level of arrears on their Council Tax bills among StepChange Debt Charity clients in the UK.

Of the Scottish clients who came to the charity in the first six months of 2014, 39 percent were in arrears on their Council Tax bill, an increase of 20 percent since 2010. On average, those who had fallen behind owed £1,534 – almost double the UK average of £798. 

The report also shows that there is good news around debt in Scotland – the average net income of our clients has increased slightly and unsecured debts are falling. Unfortunately however, the make-up of that debt is changing.  More and more clients are in debt because they are falling behind on essential household bills. In 2013, Scottish clients had the largest amount of gas bill arrears (£539) and in the first six months of 2014, the largest amount of electricity arrears (£616), of all the UK nations.

Payday loans are still a problem for Scots. The average payday loan debt of Scottish clients in the six months to June 2014 was £1,438 – the largest of the UK nations, and £129 more than the UK client average.





It is important to note that this is only figures reported from those people who access the Stepchange national helpline and does not reflectall the other people who seek debt advice.    
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Scottish Legal Aid Board (Slab)

		The Justice Digital Strategy and the potential benefits of the Justice Portal (to be delivered through mygov.scot).  The working aim of the justice portal project is “To develop a pan-justice digital platform for both the general public and the justice community, providing access to a range of information and services.”  This has the potential to deliver timely online advice and guidance to those who encounter problems – it is still at an early stage, although you can see beta examples of the content on the mygov site.





		National standards accreditation SLAB recently consulted with the sector on the options for the new accreditation model and aim to have a report to Scottish Ministers by the end of May, with development of materials to support the new model due to begin upon approval by Ministers, followed by a pilot phase.  The new model aims to be more sustainable, have a greater focus on continuous improvement and self-assessment, and continue to include peer review of advice.





		The Making Advice Work evaluation which looked in detail at the outcomes that were achieved by debt and benefits advice projects demonstrates that advice is not all about financial gain. 







Slab saw hat channel shift was included as part of this programme for today and they wished to highlight a few things.   From SLAB’s point of view when digital delivery is mentioned, we are always keen to highlight the Justice Digital Strategy and the potential benefits of the Justice Portal (to be delivered through mygov.scot).  The working aim of the justice portal project is “To develop a pan-justice digital platform for both the general public and the justice community, providing access to a range of information and services.”  This has the potential to deliver timely online advice and guidance to those who encounter problems – it is still at an early stage, although you can see beta examples of the content on the mygov site.

 

There is also the ongoing work on national standards accreditation.  SLAB recently consulted with the sector on the options for the new accreditation model and aim to have a report to Scottish Ministers by the end of May, with development of materials to support the new model due to begin upon approval by Ministers, followed by a pilot phase.  The new model aims to be more sustainable, have a greater focus on continuous improvement and self-assessment, and continue to include peer review of advice.

 

Otherwise, there are the findings from the Making Advice Work evaluation which look in detail at the outcomes that were achieved by debt and benefits advice projects.  This would be helpful to highlight as a way of demonstrating to the more senior attendees that advice is not all about financial gain – and that we have a way of capturing this.  This would perhaps link to any discussion of the MAPMF.
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SAMH – Worried Sick

Experiences of Poverty and Mental Health across Scotland – Mar 14

SAMH’s Know Where to Go campaign



Service manager 		

“Some of our clients can’t read, they might be dyslexic or just haven’t done well at school for lots of different reasons and so have problems with literacy. And some of the language in these letters isn’t very clear, so we try and support them with that type of thing too. And getting letters like that people panic, if people are getting letters about rent arrears it causes great anxiety and that’s gotten much worse since the bedroom tax for definite.”

Family Support Worker, Fife



Service user 

“If my son moves out, she [advisor] told me I’d have to pay the bedroom tax. She said cos if he moved out I’d have a spare room. I said no, my daughter will sleep in that room. I know I’m overcrowded. They shouldn’t be sharing, my son’s 18, my daughter’s 14. Just now, she’s in with me. I was up to high-doh. It’s as if – if I don’t get you with this I’ll get you with that. And that’s pressurising. Pressure, constant pressure.”

Female, Glasgow





Refer to this report if time – it is a good one to highlight the experiences of poverty in this current climate and how their mental health is affected and something in there for each and every one of us to take note  of on how we deliver our services to meet the needs of people. 





Despite the change in financial circumstances, there was a very low awareness of government support schemes, such as the Scottish Government’s Scottish

Welfare Fund – which replaces Community Care Grants and Crisis Loans. In an even split, 50% of respondents were aware of this fund, and 50% had not heard about it. Similarly, service users who had previously been receiving Council Tax Benefit were asked if they had been contacted to inform them that they were now eligible for the Council Tax Reduction Scheme. Only 19% had received any communication about this.

*









SAMH – Worried Sick

Experiences of Poverty and Mental Health across Scotland – Mar 14

SAMH’s Know Where to Go campaign

“See if you’ve got mental health problems, you don’t want to be on the phone asking people for [help]. It’s hard trying to communicate with people as it is...”

Male, Glasgow



What form has this impact taken?

		Financial eg reduced income 79.6%

		Social eg less able to pursue leisure activities  48.1%

		Mental health eg increased stress and anxiety 98.1%

		Access to services eg no longer receiving free travel 16.7%

		Other 11.1%





The aim of this report was to give people the chance to voice their concerns, and share their experiences of poverty, deprivation and mental health. By looking at how poverty and mental health interact, and the areas in which support is lacking or barriers exist, we can be better informed in ensuring mental health information, help and support is available to all.
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Sum Up  

		Outcomes from presentation 

		Outcomes from today’s event and the workshops

		Improved partnership working 

		Locally and nationally





Thanks for listening 

Questions 



I hope that everyone may have benefited from something from my presentation today

I hope that you all get something to take away from the workshops to help drive forward and continued improvements

Hopefully you have some insight into ways of improving some partnership working with national partners also



Keep in touch if there is anything that hasn’t been covered today that you would like to talk about or require more information on the matters discussed please let us know.   We are happy to chat to anyone. 



		MAO – what can you learn from the work of the MAO project and the work of the IS?

		How can you take some recommendations forward?

		How can you work with each other to get better outcomes and improved collaboration?

		How can you work with national partners to get better outcomes for people and improve the customer journey? 









Thanks

*









Further information

Project webpage: 

http://www.improvementservice.org.uk/improving-outcomes-in-money-advice/

Join our Knowledge Hub group: 

https://knowledgehub.local.gov.uk/group/improvingoutcomesinmoneyadvice





















Contact us:

Solveig.Burfeind@improvementservice.org.uk    07771 958 963

Sandra.Sankey@improvementservice.org.uk     07771 958 964

William.McKinnon@improvementservice.org.uk	07789 271 434







Thank everyone for listening to what I’ve had to share today.  

Welcome everyone to ask questions or to save until the final panel sessions.  To approach me over the breaks and also look forward to participation with people in the workshop discussions.  



Say a big thanks to Aberdeenshire for inviting us to come here today to be part of this event and hope that we can all take something away from today to help improve the outcomes for people, improve the partnership working and help to share in further knowledge and learning.



Throughout the day remind people that they can access us at anytime independently and also mention that this is something which we have encouraged immensely throughout the project to contact us if anyone has any concerns at anytime in this area as we have a platform to raise these matters with the members of our PB.



People can approach us on confidence.

*







S.

improvement service





)

the Mo
Advice'gee'yrvi(:e




Set up in 2005 as a
partnership between the
Convention of Scottish Local
Authorities (COSLA) and the
Society of Local Authority
Chief Executives (SOLACE).

Working with Scottish councils
and their partners to improve
the efficiency, quality and
accountability of local public
services by providing advice,
consultancy and programme

support.

Delivering a range of products
regarding data and analysis,
digital public services,
Knowledge Hub, learning and
development, performance
measurement and indicators.

Providing advisory services,
including consultancy and
facilitation, learning and skills,
performance management
improvement and research.





Money advice services across
Scotland’s local authorities

Research Report
August 2013





Local authority

- Total
commissioned

Local authority delivered

£8.2m £11.8m £20m




Mix of council and external

Solely council provision Solely external provision on
provision

2 local authorities 11 local authorities 19 local authorities
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“Good advice can prevent outcomes that are expensive for the public purse and are disastrous for the person and families experiencing them. This workshop will explore the impact of Advice & Information Services can have for those who find themselves facing financial challenges.”



Workshop







From the 2011 census there were 16,894 households renting from social landlords in Aberdeenshire: 

	Local authority tenancies comprise 12,541 

	Housing association 4,353.  

	Private sector, 9,868 tenancies, of which 233 provided by an employer.



In Aberdeenshire in 2013/14,  6281 were in receipt of Housing Benefit (3808 in receipt of full housing benefit, and 2473 partial housing benefit). 



Aberdeenshire council issued approximately 1000 notices of proceedings against local authority tenants, 277 cases proceeded to court, and 73 eviction orders were granted.  (source: 2013/14 Scottish Government housing statistics)



From information available on the Scottish Housing Regulator website, we estimate that the local housing association’s initiated around 50 actions for repossession against Aberdeenshire tenants.

 

Background





Costs to the public purse:


		Average fiscal cost of a complex eviction		Local authority		RSL		Per incident		2010/11		 £            7,095 

		Average fiscal cost of a simple repossession		Local authority		RSL		Per incident		2010/11		 £              733 

		Homelessness application - average one-off and on-going costs associated with statutory homelessness		Local authority		RSL		Per application		2010/11		 £            2,656 

		Temporary accommodation - average weekly cost of housing a homeless household in hostel accommodation		Local authority		 		Per week		2010/11		 £              114 

		Homelessness advice and support - cost of a homelessness prevention or housing options scheme that leads to successful prevention of homelessness		Local authority		 		Per scheme		2010/11		 £              682 

		Rough sleepers - average annual local authority expenditure per individual 		Local authority		 		Per year		2010/11		 £            8,391 

		Housing Benefit - average weekly award, across all tenure types		Local authority		DWP		Per week		2013/14		 £                89 

		Housing Benefit - average cost of processing a Housing Benefit/Local Housing Allowance application		Local authority		 		Per application		2010/11		 £                51 








Some Causes of Debt 


Ill health, disability, mental health

Relationship breakdown

Imprisonment

Change of circumstances – employment, household composition, pregnancy, college

Bereavement 

Substance mis-use, gambling

Isolation from friends/family







Solutions 

Holistic advice - consider the whole situation

Maximise income/budgeting advice

Minimise expenditure

Identify all debts

Refer on to specialists for help– Relate, Macmillan, Social Work, charities for funding for debts/bankruptcy fee

Legal advice

Negotiate with creditors

Offer reassurance and support






The organisations involved


Aberdeenshire Council

DWP

HMRC

NHS

CABx/Advice Centres such as GRA/SMART

Creditors

Specialist support organisations – 3rd sector or statutory










Creditors


What are priority creditors?

HMRC

Lender (Bank, Building Society)

Landlord – Aberdeenshire Council, Social Landlord, Private Landlord

Aberdeenshire Council – Council Tax

CSA








Second tier creditors




Banks and credit unions

Credit card companies

Store cards

Doorstep credit – eg. Provident

Catalogues








 Debt Advice 


Solutions:

 Bankruptcy/Trust Deed

 DAS/Repayment Plans

Token payments 

Moratoriums

Prescription – time barred

Home owner support fund

Temporary options

Mortgage Interest Payments







Benefits of Advice

Free, confidential, independent and impartial

Reduce tension between creditors and individuals

Empowers the individual allowing them to take back control of their lives and improve their health and wellbeing

Help prevent costly legal proceedings 

Improve co-operation and communication with Council and Sheriff officers





Problems and Solutions

Avoid Debt Management Companies – only in business for their shareholders

Always get advice from free and accredited debt advisers

Early intervention – vital – think of potential client financial gain – look at it as an opportunity to prevent homelessness and improve peoples lives – ultimately more money for government, local authority.







Get Free, Confidential and Impartial Advice
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Skills & Advice Hub Fraserburgh Proposal 

Project Outline

Identified need

Fraserburgh is the second largest town in Aberdeenshire with a population of 12,540. Data suggests that a significant proportion of the Fraserburgh population are income deprived, surviving on low incomes or through dependence on benefits.

Partners have identified accessing services, information, advice and opportunities for the most vunrable have been challenging which has resulted in reduction of positive life choices for this client group.

There is limited access to accredited advice & information services and a need to increase access to digital skills. To ensure individuals and families have the skills and support to meet the future challenges of the Welfare Reform these gaps in services are required to be addresses ensuring an increase in positive life choices.



Integrated approach

Through discussions with partners and local people the main issue raised is the cluttered landscape of services. There is confusion around what support is available and how to access it resulting in individual’s being passed from one organisation to another, trapping them in an ongoing journey where they are not achieving a positive outcome.    

Securing a shop front premises where services can be collocated will improve employability and financial capability for the client group.



Project Outcomes

75 additional individuals will be supported through increasing access to relevant information & advice services

Create an additional 30 volunteer opportunities

Deliver an additional 20 work placements 

Improved partnership working resulting in improved referral, reducing duplication and effective use of resources.

50 individuals will increase access to digital skills, improved employability through delivering a range of courses.


_1495529429.ppt


Debt from an Organisational 

Point of View

by

Alan Wood 

Head of Finance





*









Debt is a sum of money that is owed or due



Oxford Dictionary



“debt is one person’s liability but another person’s asset”



Paul Krugman, Economist







Organisational Consequences of Debt

		Cash flow

		Being able to meet our liabilities

		Service delivery

		Reputational

		Public Purse









“Debt Collection”



Statutory 

v 

Non Statutory







Aberdeenshire Council’s

Expenditure 2014/15

		Total Expenditure 		£567 million



		Staffing			£293 million

		Loans (£504 million)	£28 million









Aberdeenshire Council’s

Income 2014/15

		Source		Amount
		Percentage

		Revenue Support Grant		£323,000,000		57%

		Council Tax		£119,000,000		21%

		Business Rates		£86,000,000		15%

		Sundry Income		£39,000,000		7%





























Aberdeenshire Council’s

Income 2014/15





Council House Rents	£42 million







Aberdeenshire Council’s

Council Tax 2014/15

		Amount due		£119,000,000

		Amount collected	£114,704,000





		Outstanding		£    4,296,000





		What could we do with £4.3 million?









Encouraging Payment

Carrots

		Communications

		Information

		Rebate Schemes

		Payment Methods

		Payment Arrangements

		Money and Debt Advice



Sticks

		Final Notice

		Summary Warrant

		Sequestration

		Court Action









The more we collect 

The more we deliver 











Aberdeenshire
councit
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Financial Inclusion Group Statistics




		Number of home visits

		543



		Number of outreach sessions

		913



		Number of clients supported through money advice and debt services 

		5250



		Number of clients who are supported through your organisation

		16,704



		Number of financial capability training / courses delivered

		39



		Number of clients accessing digital resources

		112



		Total Client Financial Gain

		£6,632,660.98



		Number of volunteer’s and volunteer hours that support your organisation

		179 Volunteer’s
41,529 Volunteer Hours



		Number of paid staff and staff hours that support your organisation

		51 Staff
62,992 Staff Hours



		Number of Partnership Referrals

		1806+





Organisation: 


_1495528882.doc
Aberdeenshire Financial Inclusion – Strategic Approach 


Vision:


Our vision is to provide a joined up approach to providing a range of services and opportunities for vulnerable and disadvantaged groups and individuals across Aberdeenshire to improve their financial position and enhance their quality of life. 

We aim to:


· Reduce the number of individuals and families living in poverty in Aberdeenshire.


· Raise awareness of the issue of hidden forms of poverty such as Fuel Poverty.


· Join up services and work smarter together to reduce duplication and maximise impact of services


· Link in with private sector organisations who impact on financial inclusion – i.e. energy suppliers, banks, public transport operators.


· Make information and support services accessible by reduce barriers.


· Empower individuals, families and the community to develop services, which meet their needs.


Why do we need a strategic approach?


Financial inclusion is about making sure everyone has the opportunity to access the financial services products needed to live in the world today.  Financial exclusion affects some of the most vulnerable individuals and families. Research has shown that those living on low incomes, and experiencing forms of disadvantage, are most likely to be affected by financial exclusion.

We believe that it is unacceptable that the most vulnerable in our communities should face additional costs to access basic services. We aim to develop a strategy, which will address current inequalities such as


· People without bank accounts paying commission to cash a cheque, rather than being able to pay it into a bank account.


· Financially strained families and individuals only having access to loans with high rates of interest from legal doorstep lenders or other providers of "alternative" credit such as illegal lenders or "loansharks"

· Being unable to replace household necessities when an unexpected event, such as a burglary or flooding, results in their loss:


· Experiencing the stress – financial and otherwise – of over-indebtedness, which could have been avoided with timely advice and support.

By working together in partnership to improve services we will enable more people in Aberdeenshire to access advice and support when they need it, increasing income, reduce people living in poverty and improving health and wellbeing. 


The purpose of this strategy is to raise awareness of the Financial Inclusion agenda with supporting services; to join-up services and ensure access to high-quality support when required.


This strategy supports the strategic objectives of national and local initiatives and policies such as


· Achieving our Potential;


· Equally Well;


· Skills for Scotland: a Lifelong Skills Strategy;


· Early Years Strategy


· Aberdeenshire’s Single Outcome Agreement


· Tackling Poverty & Inequalities Strategic approach


· Employability Strategy

How do we plan to achieve this?


We will: -


· Establish - a Financial Inclusion Forum under the Tackling Poverty and Inequalities of Aberdeenshire Community Planning Partnership to provide strategic support to service providers in Aberdeenshire;


· Support the further development of client focussed services which will empower the individual to take more control;


· Ensure there is clear communication between agencies and organisations across Aberdeenshire


· Develop an Integrated Assessment Framework, using a key worker approach ensuring a positive outcome for the individuals and allow organisations to demonstrate their contribution to the Single Outcome Agreement.


· Deliver a range of education and training programmes, which will increase people’s skills and confidence in looking after their money. 


· Deliver awareness rising sessions around financial inclusion.



