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Purpose of this toolkit 
 

This toolkit is designed to help any organisation either develop a standalone financial capability 
service, or combine financial capability with an existing  service, for example a debt advice service or 
a service that helps services users who are about to enter their first tenancy. It is written with a view 
to creating a more holistic journey for its service users.  It does this by sharing the experiences of the 
integrated financial capability project that Talking Money has developed, to give the reader some 
ideas as to how their own project could run.  

Background 

Introduction to debt advice and financial capability as separate services & 
background to combined advice services 
 

Debt advice and financial capability have existed as separate services for many years with varying 
levels of success in different organisations.  Talking Money has run a specialist debt advice service 
for 24 years and a financial capability service for approximately 8 years.   

Whereas Talking Money has a well-established successful debt advice service, our financial capability 
service has been more sporadic over the years.  We recognised that many of our service users came 
from impoverished backgrounds, therefore in order to minimise repeated access to our services 
there was a need for debt advice to include financial capability support. This enabled service users to 
achieve a longer term and sustainable solutions to their debt problems.  

As funding for financial capability is often short term and for specific projects, we have run various 
projects over the years. These projects have run separately to the debt advice process, which has 
produced positive outcomes for services users, but can result in a disjointed service.  Based on our 
experiences it was clear a coordinated service where both debt advice and financial capability 
services work together was needed to ensure the best possible outcomes.  This led to us developing 
a dedicated combined service, Future Money, funded by the Money Advice Trust. 

It was important from the outset to recognise the key differences between giving service users debt 
advice and helping with financial capability. While the precise remit of a Financial Capability worker 
can be broad and varied, the key parts of the role are someone who assists service users by helping 
them maximise their income, reduce their expenditure, and understand their rights and 
responsibilities in relation to the kind of typical day to day activities that involve or impact upon their 
finances. The Financial Capability worker will often provide or direct service users to information and 
resources that are available from local services or online. A Debt Adviser, however, supports service 
users who are in financial difficulty by advising on the legal issues and ramifications surrounding a 
debt problem, presenting solutions for the service user and advocating where necessary. Also, to 
give debt advice an organisation must be licenced by the Financial Conduct Authority and will need 
to adhere to strict regulations-please see below for more information.  
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Initial Assessment 
 

In 2012 Talking Money ran an innovative pilot project that combined debt advice and financial 
capability into one holistic service.  In conjunction with Bristol University’s Personal Finance 
Research Centre, we created an assessment tool for debt advisers that identified the key areas in 
which the service user needed additional support.  The form contained simple tick boxes to ensure it 
was easy for the debt adviser to complete in the initial debt appointment. In our project, service 
users were supported on up to three financial capability areas chosen from: budgeting, banking and 
credit unions, debt, borrowing & saving, benefits and tenancies. As a service user can present with 
many different problems that can be traced to broader areas of difficulty in financial capability, the 
areas were divided into three levels of priority. Once the maximum of three areas had been chosen 
by the debt adviser the assessment was passed to the Future Money team. 

We have replicated the assessment form below. 
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Example Referral Form 

Client name: 

 

Reference: Adviser: 

Talking Money Financial Capability Service: Assessment tool 
Tick only as many modules as are most relevant to the client, up to a maximum of 3. 

                                             Priority level 1: complete in all cases           

Advised to open another account  Bank accounts  and 
credit unions 

Does not know if they are receiving all entitled benefits or tax credits  Benefits 

Relies heavily on credit, especially higher-cost sources  
Used unlicensed lenders in the recent past  Borrowing and 

saving 

Client is spending more than their income   Budgeting 

Facing a move into a new tenancy  Tenancies 

Priority level 2: complete only if the maximum of three modules has not been reached 

Dispute with landlord about rent, deposit or maintenance  Tenancies 

Recommended a debt solution 
Creditor has taken action against the client  Dealing with 

creditors 

Overdraft fees or other bank charges incurred  Bank accounts  and 
credit unions 

Recent change in household circumstances that might affect 
benefit/tax credit entitlement 
Affected by changes in benefits 

 Benefits 

Does not put money aside for larger or unexpected expenses  
Little experience of saving in an account in adulthood  Borrowing and 

saving 

Priority level 3: complete only if the maximum of three modules has not been reached 

Client has priority debts  Dealing with 
creditors 

Has difficulty prioritising expenditure 
Does not plan ahead for regular bills/commitments  Budgeting 

Does not have a bank account or only has a POCA  Bank accounts  and 
credit unions 

Not referred to the Financial Capability Service       

Why?_____________________________________________________________________________ 

Is the client willing to be contacted by Talking Money’s Financial Capability Worker?      

If so, any further details? 
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If developing your own initial assessment, there are a number of questions to consider- 

• What areas of financial capability do your service users commonly have that you 
want to address? 

• Within each area, are there any particular or recurring issues you want to prioritise? 
• Who will do the initial assessment and what skill levels do they have? 
• What training will be needed to carry out the assessment? 

 

Appointments 
 

Where possible, our project appointments are conducted at a time and location to suit the service 
user, such as an office, home visit or a Children’s Centre. Although this can be more time-consuming 
and therefore costly for the organisation, it proved to be a vital measure to ensure maximum 
engagement from the service user. Offering this flexibility also enables us to focus on positive 
practical changes such as opening a bank account.  Alternatively, some appointments may take place 
immediately after they have seen by the referrer where the service user is able to stay after their 
initial session. It is important to identify the way in which you can best engage your service users, as 
we found this one of the most challenging aspects of the project. 

When staff conduct home visits alone it is necessary to have a system in place to ensure their safety.  
At Talking Money we use a home visit ‘buddy log’.  This is where the visiting member of staff leaves 
the details of the appointment with another member of staff who agrees to contact the outreach 
worker at an agreed time to check all is well.  The outreach worker also rings the office when they 
arrive and leave the home visit to ensure the office is aware of their location. 

The nature of offering flexible appointments means the financial capability worker can be driving 
over a wide geographical area to see clients so appointments should be booked in a sensible order 
to minimize the amount of time spent travelling.  This inevitably increases administration in booking 
appointments but does enable more clients to engage with the service. 

 

Evaluation 
 

It is important to develop an initial questionnaire measuring, for example, the service users’ 
knowledge, confidence, wellbeing and self-esteem. This questionnaire is repeated at the end of the 
financial capability advice process, to measure improvements.   

The evaluation form used by Talking Money is set out below-it can be seen as a variation of an 
‘Outcome Star’- 
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Example Initial and Post Assessment questionnaire- 

Initial assessment  

Name:      Ref:       

Date completed:  

 

Please rate the following statements  

 Strongly 
disagree 

Disagree Neither agree 
nor disagree 

Agree Strongly 
agree 

      
I am confident I can choose: 
 
A suitable bank account 
 
 
A way of saving that suits my needs 
 
The type of borrowing that meets my 
needs 
 

 
 
 
 

    

     

     

      
 
I am confident I know how to avoid 
getting into money problems again 
 

     

      
 
I am confident I know where to get 
help and advice 
 

     

      
 
I am organised when it comes to 
managing my money day to day 
 

     

      
 
I can discuss money issues with 
friends/family 
 

     

      
 
I feel in control of my finances  
 

     

 



8 
 

1) How does your financial situation affect your family life? 
 
 
 

2) Describe your attitude towards managing your money and bills 
 
 
 

3) How do you feel about your ability to manage your money? 
 
 
Goals 
 
 
1 

 
 
 

 
2 

 
 
 

 
3 

 
 
 

 

 

Goal Setting 
 

As demonstrated by the form above, a crucial part of the project is setting realistic achievable goals 
with the service user at the initial session. The assessment questionnaire is vital for doing this. 
During this initial session the financial capability worker will discuss with the service user what they 
would like to achieve, ensuring guidance is given so that the goals are attainable. Doing this will give 
them a sense of ownership over what they would like to achieve as well as giving a definite aim and 
sense of achievement once tasks have been completed.  

For Talking Money’s project, we set up to three defined and measurable goals that the service user 
could work towards.  We found this was a realistic and achievable aim. The goals can be unique but 
may include the following examples: 

 • Increased confidence, e.g. to contact bank or energy supplier 

 • Open a new bank account 

 • Compare deals on the internet 

 • Find out if claiming the right benefits  

For our project, on average the financial capability worker may spend approximately 3 hours with 
each service user across up to 3 appointments. Having a pre-set timeframe helps to direct the time 
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spent with the service user, which in turn helps to empower them so that it is less likely they will 
need ongoing support.  

 

Working with the referrer 
 

In our project, throughout the process the debt adviser who made the initial referral remains 
involved. This is because many of the outcomes of the financial capability work will have a bearing 
on the work being done by them-for example an increase in income due to claiming extra benefits or 
a successful charity application for a bankruptcy fee. When developing your own service, if you are 
integrating an existing service with financial capability, you can ask the following- 

Does any of the work being done require the initial referrer to be updated on the progress of the 
case? If so, is extra permission required from the service user? 

 

Work flow of the Future Money project 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Adviser completes assessment tool at initial 
debt advice appointment & identifies up to 3 

key financial capability areas 

Service user referred into FC project and either 
seen on the same day or contacted to make 

initial appointment at a location convenient to 
them 

Subsequent appointments focuses on working 
towards goals agreed with service user. Debt 

adviser remains involved. 

Final appointment: questionnaire completed, 
outcomes of goals discussed.   

Initial FC appointment – complete 
questionnaire and set goals. Debt adviser 

informed. 
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Financial Capability modules                                                     

 

The financial capability modules are an essential tool for the financial capability worker when 
working with the service user. It is very important to note however that they are not designed to be 
followed in a dogmatic and regimented fashion, but can be adapted and dipped in and out of to suit 
the needs and goals of the service user. 

The modules cover Budgeting, Banking & Credit Unions, Debt, Savings & Borrowing, Benefits 
(including welfare reform) and Tenancies. They are included in this toolkit and are summarised as 
follows-  

Budgeting 
In this module service users are supported to create a realistic budget which they believe they can 
stick to.  If the debt adviser has noted their expenditure exceeds their income the financial capability 
worker can assess their income and expenditure to see if there are any changes that can be made.  

Example budget sheet 

Income 
 

Weekly 

  
Wages/Salary (net)  
Wages/Salary (partner)  
JSA/Income Support  
Child Tax Credit  
Working Tax Credit  
Incapacity Benefit/ESA  
DLA/AA  
Child Benefit  
Maintenance/CSA  
From non-dependants   
Pension  
Other   
  
Total   

Expenditure 
 

 Weekly 

  
Rent  
Mortgage   
Other secured loans   
Council Tax   
Service charges and ground rent   
Life assurance   
Endowment or equivalent   
Buildings and contents insurance   
House maintenance   
Appliance maintenance   
Electricity    
Gas    
Water and sewerage rates   
Telephone   
Mobile telephone   
Television subscription   
Television licence   
Maintenance or Child Support Agency   
Fines    
Housekeeping-food, clothing etc   
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Income can be increased by entitlement to additional benefits, checking tax codes and eligibility for 
grants.  Expenditure is more unique and each item can be assessed to see if it can be reduced.  For 
example, a service user may be able to reduce their phone/TV/internet package, shop smarter or 
bulk buy depending on their circumstances.  This would also involve discussing priority and non-
priority expenditure. 

Banking & Credit Unions 
This module covers traditional high street banks and credit unions and common banking problems 
that service users routinely face.  For example, the referrer may have noticed repeated charges on a 
bank statement and referred the service user to the financial capability worker to find out where the 
charges come from, if any can be cancelled and how to avoid them in the future. This in itself can 
lead to recommending other areas of financial capability-for example the budgeting module above. 

Other common problems include lack of ID to open an account, dealing with continuous payment 
authorities, fee-charging accounts and direct debits.  Service users are supported to understand the 
difference between types of payments and accounts and encouraged to choose options and 
products that suit their needs.  This may include a referral to the Credit Union by signposting or 
completing application forms and assisting with providing suitable ID. 

 

 

 

Nappies and other baby needs   
Nursery and childcare   
Children’s activities and pocket money   
School meals, milk and outings   
Clothing and footwear   
Launderette   
Leisure and outings   
Religious festivals and birthdays   
Dentists, prescriptions and opticians   
Pet food and vet bills   
Hire-purchase   
Road tax    
Insurance    
Tyres, MOT, repairs and servicing   
AA, RAC or equivalent   
Fuel    
Bus, taxi and train fares   
Emergencies   
   
Total spending                                             

Disposable income =  

 

Total income – total spending 
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Example bank account exercises- 

(1) Match the following bank accounts to the benefits received with the account. Would you 
need all of the benefits? If so do are they good value for money? 
 

 
 
 

£15 

 
European travel insurance 
Better currency exchange 

rates 
Mobile phone insurance x2 

Lovefilm & HMV digital 
downloads  

 

 
 
 

RBS 

 
 
 

£16 

Worldwide travel insurance 
Mobile phone insurance x2 

UK car breakdown cover 
National Trust Scotland days 

out 
Tastecard 

Better currency exchange 
rates 

 

 
 
 

Halifax 

 
 
 

£10 

Worldwide multi-trip family 
travel insurance 

AA Breakdown Cover 
Mobile phone insurance 
Home emergency cover 

Card protection 
Personalise your card 

Cashback Extras 

 

 
 
 

Natwest 

 

Debt 
Talking Money’s service users are already receiving specialist debt advice so for us this module is 
more focused on managing debts positively in the future.  This includes setting up payment methods 
such as direct debits (as opposed to negotiating payment arrangements with the creditor which the 
debt adviser does), managing creditor reviews and having the confidence to contact creditors.  For 
those service users who choose an insolvency option this may include avoiding debt in the future 
and how to respond if creditors contact them after the bankruptcy/debt relief order has been 
approved. 

For your own service, depending on the needs of your service user, you may wish to adapt the 
module to focus more on the different types of debt, the differences between priority and non-
priority debts and the consequences of not paying them. 
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However, there is a very important proviso when delivering this module. The Financial Conduct 
Authority (FCA) regulates the activity of not only those providing credit but also those who give debt 
advice or debt counselling. It is a legal requirement for organisations, including those in the not-for-
profit sector, who give debt advice, as opposed to general information on debts (i.e. not advice 
specific to a particular debt incurred by a service-user) to have a licence to practice issued by the 
FCA. Giving debt advice without a licence can result in a large fine or possible imprisonment. More 
information on this can be found in the FCA’s Perimeter Guidance Manual at 
http://fshandbook.info/FS/html/FCA/PERG or the FCA can be contacted on their general enquiries 
line 0800 111 6768 or their to the Perimeter Enquiries Team can be emailed at 
authorisationenquiries@fca.org.uk 

Example debt exercise- 

Match the debt with the possible consequences 

 

 

 
Borrowing & Saving  

This module focuses on borrowing and understanding affordable borrowing options and interest 
rates and options for saving.  It can involve comparisons between different types of lenders such as 
Brighthouse, Provident or the Credit Union, and enabling clients to understand the implications of 
borrowing from such lenders. 

 

 

Debt 

 

Why is it important? 

  

http://fshandbook.info/FS/html/FCA/PERG
mailto:authorisationenquiries@fca.org.uk
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Example exercise on borrowing- 

Match the lender to the interest rate: 

 
Wonga 

 

 
2962% 

 
HSBC Loan 

 

 
42.6% 

 
The Money Shop 

 

 
5853% 

 
Capital One Classic Credit Card 

 

 
39.9% 

 
Bristol Credit Union 

 

 
4.3% 

 
Vanquis Credit Card 

 

 
34.9% 

 

 

Benefits  
This module focuses on assisting service users to navigate the benefits system and understanding 
welfare reform changes.  It always involves completing a benefits check to see if there are additional 
benefits that could be claimed, better-off calculations for those whose circumstances are likely to 
change, including considering returning to work and supporting clients to apply for benefits.  It also 
includes information and advice regarding ongoing benefit changes. 

Example exercise- 

What benefits are the following individuals most likely to be able to claim? (All are renting where 
they live)- 

a) A married couple with 2 children. The husband works 16 hours per week; the wife 
works 8 hours per week. 

b) A 70 year old man receiving state pension with no savings or private pension. 
c) A daughter who cares for her mum for 35 hours a week. On a Saturday her sister 

cares for her, while she works 8 hours at a local shop. She earns £56 for this. 
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Tenancies 
Whilst not providing specialist housing advice, this module discusses issues around tenancies, 
landlords and deposits. This module can also overlap with the budgeting and debt modules in that it 
can cover household bills, payment methods and consequences of not paying the bills. 

Example exercise- 

Repairs and improvements-whose responsibility is it to fix the following problems? 

• Burst water pipe 
• Checking the smoke alarm 
• Servicing the heater and boiler 
• Damage to the carpet 
• Broken tiles on the roof 
• Keeping the property well ventilated 

 

Project outcomes 
 

The 2012 project achieved many successful outcomes for Talking Money and our services users.  Key 
outcomes include: 

 

• 45% reduction in repeat visits for debt 
advice 

 

• 7. Budgeting & benefits were the most 
popular areas with 39% & 66% service 
users achieving an outcome in each 
respectively 

 
• 89% of service users completed 1 or 2 

modules (made 1 or 2 practical 
changes/achieved goals they set) 

 

• 8. 59% of service users had a benefits 
check and a potential increase was 
identified in 30% of these 

 
• Charity applications for 12 service users 

raised almost £3,000 
• 9. 67% reported improved family 

relationships 
 

• 77% of service users reported increased 
wellbeing and self-esteem 

 

• 10. 75% reported increased confidence 
accessing and using financial products 

 
• 84% reported an improvement in their 

FC understanding and knowledge 
 

• 11. 80% of service users feel able to 
sound financial choices in the future 

 
• 84% feel able to maintain their debts 

positively in the future 
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Training and resources 
 

Staff and volunteers working on the project will need sufficient training to ensure they are able to 
competently support service users.  There are a number of training courses available that cover a 
wide variety of topics.  Training will also need to cover local provision, such as schemes available 
from water companies and local authorities.     

Existing training 
 
Talking Money provides the following courses internally and externally: 

Introduction to Financial Capability 
Provides front-line workers with the tools and information they need to assist service users on a 
range of financial capability issues including financial exclusion, banking, budgeting and borrowing. 
Length: 1 day 

Introduction to Debt 
This course provides frontline workers with knowledge of the debt collection process to support 
services users and relieve anxiety.  Core aspects of debt advice are covered including prioritizing 
creditors, negotiating repayments, breaking the cycle of debt and insolvency options. 
Length: 1 day 

Introduction to Benefits 
A simple overview of the history and structure of the benefits system including National Insurance, 
Tax Credits and the main welfare benefits.  Eligibility and conditions for the main benefits are 
covered for key groups such as working age, disability, carer’s and single parents. 
Length: 1 day 

Welfare Reform 
This course assumes a basic knowledge of the benefits system and contains essential information on 
the recent and upcoming changes.  Participants are guided through the major changes, how services 
users will be affected and how to mitigate some of the effects. 
Length: 2.5 hours 

Communication Skills and Client Interactions 
Working with servicing users, especially when trying to affect change, can be challenging so this 
course helps frontline workers identify and develop the necessary skills to work with vulnerable 
services user groups.  Key areas such as cultural awareness, dealing with difficult situations and 
communication skills are covered through discussions, group activities and role-plays. 
Length: 1 day 
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Training from external organisations 

Money for Life (free for certain charities and organisations) 

Teach Me 
Interactive & online course that provides a comprehensive introduction to money management 
covering areas such as borrowing, financial exclusion and debt.  OCN Level 3 accredited.  
Length: 30 hours 

Teach Others 
Practical course covering methods and techniques to run a financial capability group session 
including session plans, outcomes and adapting to different learning styles.  OCN Level 3 accredited. 
Length: 2 days + pre-course work and assignment  

Money Mentors 
Practical course providing mentoring skills to work one to one with clients on money management 
issues.  OCN Level 2 accredited. 
Length: 2 days  

For info: https://www.moneyforlifeprogramme.org.uk/get-involved/qualifications/  

Specialist 

Wiseradviser  
Delivered by the Money Advice Trust, Wiseradviser provides a range of generalist and specialist level 
courses covering all aspects of money advice and are delivered through a variety of mediums such as 
online and face to face. These courses are free to all AdviceUK, Citizens Advice Bureau and Institute 
of Money Advisers members. 

For info: http://www.wiseradviser.org/  

Useful resources  

Money Advice Service and Financial Capability Strategy 

In October 2014 the Money Advice Service (MAS), a government funded independent organisation 
and one of the principal funders of debt advice in England and Wales, introduced the Common Initial 
Assessment. The assessment is a tool is being rolled out and used by all MAS funded debt advisers to 
assess service users’ needs. The needs encompass both debt and financial capability issues, asking 
questions for example that assess a client’s understanding of the letters and paperwork they receive. 

MAS are also developing and consulting on their own Financial Capability Strategy. Part of the 
strategy will involve delivering a level of financial capability advice within a debt advice 
appointment. While the delivery will involve a basic assessment, it will not cover Financial Capability 
to the range and extent of, for example, the Future Money Project. 

For more information on the strategy, and the extensive research on financial capability that has 
been done so far, follow these links- 

https://www.moneyforlifeprogramme.org.uk/get-involved/qualifications/
http://www.wiseradviser.org/
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https://www.moneyadviceservice.org.uk/en/static/the-financial-capability-of-the-uk 

http://www.fincap.org.uk/ 

Use of volunteers 
Given limited funding for such services, volunteers are a crucial resource in this kind of project.  
Talking Money uses volunteers for both the administration and client work.  Each person volunteers 
at different times during the week and brings different skills and experience. 

Using volunteers helps to ensure sustainability of the project. Once trained, volunteers are an 
important resource as they are able to continue working on projects when funding ceases. Whilst 
not all volunteers work with us for the longer term, we have found that the right volunteers are 
committed and reliable and make a central and invaluable contribution to the project. In addition, it 
can be good practice to supervise and encourage volunteers to mentor and support each other. 

The nature of volunteers is that they are likely to have other commitments in their life which may 
mean they leave at short notice, are not be available at certain times of the year or only have a few 
hours a week to spare.  One possible solution is to recruit more than is necessary to manage the 
natural attrition and limited hours ensuring a broad range of days and times are covered.  Larger 
numbers of volunteers will have an impact on the project or service manager and this additional 
time, particularly during the training and induction period, needs to be factored in when planning 
the implementation of any project. 

Example volunteer role description- 

Details of Role:  
 
TASK DESCRIPTION 

ROLE TITLE: FUTURE MONEY PROJECT ASSISTANT (Volunteer) 

Responsible to: Senior Financial Inclusion Officer 

MAIN PURPOSE OF THE ROLE 

To help clients improve their financial skills and take positive steps to improve their financial 
situation through one to one financial capability sessions. 

MAIN DUTIES: 

1. Work with clients one to one to improve their money management after referral by a Talking 
Money Debt Adviser. 

2. Provide individual support to clients on areas identified, for example looking at different types 
of bank accounts, budgeting or the cost of borrowing. 

3. Provide basic benefits advice to clients and refer to other organisations for specialist advice 

4. Complete charity applications on behalf of clients, e.g. for household items 

https://www.moneyadviceservice.org.uk/en/static/the-financial-capability-of-the-uk
http://www.fincap.org.uk/
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5. Assist clients to set goals at initial session and monitor whether they are being achieved 

6. Support clients to access the Internet, with a particular focus on claiming benefits online 

7. Provide regular updates to the Debt Adviser 

8. Update the project database after sessions with clients 

9. Assist with monthly reporting where necessary 

10. Attend appropriate training courses (cost of which will be met by Training Money) 

11. To work at all times with Talking Money’s policies and procedures as detailed in the Office 
Manual and supporting documentation 

Person specification 

1. The ability to communicate effectively and sensitively with clients (face-to-face, over the 
telephone and in writing) and an empathy with people on low-incomes who are experiencing 
financial hardship 

2. Organised with good attention to detail 

3. Good computer skills, particularly in Microsoft Word, Excel and using the Internet 

4. The ability work effectively as part of a team 

5. Ability and commitment to work within Talking Money’s policies and procedures 

Your Commitment to Us 

Approximately 6 hours per week, flexible days and times until November 2014 when the project 
ends, although there may be alternative volunteering opportunities within Talking Money. 

What we can offer 

Training to support clients to manage their finances and become more confident 

Working with vulnerable clients face-to-face and over the telephone 

Management of client case files using IT systems 

Further support and development 

Working in an office environment 

Travel expenses covered 

Lunch if shift more than 4 hours 
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Monitoring and evaluation 
 

Monitoring and evaluation is a crucial aspect of any project, therefore specific measures should be 
developed to assess the impact of the service.  The aforementioned assessment questionnaire is a 
simple tick box page that assesses a client’s circumstances before and after any intervention. 

The other key aspect of monitoring is the practical changes achieved by service users and the 
associated modules – as this is unique to each individual it is not necessarily appropriate to create 
targets for this.  Instead it can be simpler to list service users’ achievements such as switching energy 
suppliers, opening a new bank account or applying for a new benefit. 

Finally, it is very important to report on other key measures, similar to typical debt outcomes.  These 
include financial gains, referrals to other sources of support and financial exclusion indicators. For 
Talking Money the information gained through thorough, effective and appropriate monitoring has 
proven key in securing future funding. 

 

Databases  
 

At Talking Money we originally used a bespoke Filemaker database which enabled us to create a 
truly customised database.  However we now use Advice Pro, case management system, to fit in 
with the rest of the organisation.  It is possible to use a range of databases to capture the necessary 
information and it is likely to be most convenient to use the organisation’s current one.  

 

Potential sources of funding 
 

There is a lack of long term and sustainable funding for financial capability work.  Whilst we have 
received funding from the Money Advice Trust, the funding is typically for 12 months at a time.  
Available funding will vary locally but for information these are some of the grants we have 
successfully applied for: 

• Money Saving Expert 
• Santander Foundation 
• Nationwide Foundation 
• The Co-Operative Foundation 
• Lloyds Foundation  
• Housing Associations 
• Local authorities  
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Case studies 
 

 Fred is 78 years old, partially deaf, has severe mobility problems and is easily confused.  He 
had continuous payments for a chair he purchased being taken from his bank account and a 
direct debit for one of his credit debts.  His Debt Adviser helped him deal with his debts and 
completed the Future Money assessment form.  Bank accounts were identified as the key 
issue.  Fred had tried going into his local branch asking to cancel both the continuous 
payment and the direct debit but he was told he needed it confirmed in writing from the 
company before he was able to cancel either.  Our Financial Capability worker went into the 
local branch with him and helped him resolve these issues; both the continuous payment 
and direct debit have now been cancelled.  She also went through available basic bank 
accounts with Fred as he was being charged a high monthly fee for his current account for 
products that he didn’t feel he needed.  Future Money helped him close the charging bank 
account and open a free basic account instead.   
 

 Abdulkadir felt he was spending too much money on electricity and was struggling to pay 
the rest of his bills.  His adviser referred him to Future Money where we completed an 
online switching exercise.  This identified a saving by switching supplier – English is his 
second language so we worked with him on this to ensure the move went smoothly.  He is 
now using the savings on his electricity combined with some budgeting advice to manage 
the rest of his bills better. 
 

 Frank’s benefits stopped and he didn’t know why.  He quickly got into debt and came to us 
for debt advice and was referred to Future Money to investigate the benefits issue.  After 
meeting with Frank we found out the DWP had an incorrect national insurance number 
listed under his name.  They stopped his benefits as they could not be sure of his identity.  
We negotiated with the DWP and assisted Frank to provide the necessary evidence to prove 
his identity.  In the meantime he had no income at all so we completed a charity application 
which provided a small grant for him to live off. 
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