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Which FinCap outcomes did your project intend to capture? Please tick the relevant column for each
outcome in the table below.
If you ticked yes in the previous column, please
also complete one of the three columns below
Intended to
capture outcome
as per evaluation
plan

FinCap Outcome

Outcome was
captured and
achieved

Outcome was
captured but
not achieved

Outcome was
not captured

Mindset
Attitudes to savings and financial goals
(adults)

/

/

Attitudes to considered spending (adults)

/

/

Financial confidence (adults)

/

/

/

/

Financial attitudes and motivations: money
and money management; aspirations and
goals (CYP only)
Attitudes and motivations: Self-confidence;
perseverance and self-control (CYP only)
Ability
Financial knowledge and understanding
Basic Skills: Applied numeracy, Literacy &
Problem Solving*
Basic Skills: Digital literacy*
Connection
Digital engagement

/

/

Financial engagement
Exposure and access to appropriate
products and channels
Managed exposure to risk (CYP only)
FinCap Behaviour
Managing money well day to day

/

/

Preparing for and managing life events

/

/

Dealing with financial difficulty

/

/

*these should be demonstrating a skill rather than acquiring knowledge
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Executive Summary
Description of the programme
IT’s All About Money – Evaluation Phase is a Money Advice Service What Works
Fund Project aiming to assess the effectiveness of financial capability
interventions for older people in retirement, through an action-research initiative
which provides group and one-to-one sessions on a range of money management
topics. The project built on a three-year older persons’ money management
service funded by Comic Relief and delivered by the same partnership; Citizens
Advice North Liverpool, Age Concern Liverpool and Liverpool Central Citizens
Advice (now Liverpool Community Advice)
Delivery of the project took place in a variety of community settings including
sheltered housing schemes, community centres, older people’s lunch or activity
clubs and pensioner forums. One-to-one sessions took place in advice centre
premises or by home visit.
Sessions covered one or more of the following topics
 Maximising Income
 Saving Money on Bills
 Managing Money and Staying Safe Online
 Planning for Later Life
 Dealing with Financial Difficulties
Summary of Evaluation Approach
Alongside the delivery, the evaluation phase of the project included design,
production and implementation of a robust evaluation framework, covering both
the impact of the intervention on beneficiaries’ financial confidence and
behaviours and also the effectiveness of the delivery processes and methods
we’ve used. Praxis CIC were commissioned to undertake this work.
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The evaluation phase was scheduled to run between January 2017 to March 2018
but, following a delayed start due to staffing issues, the proposed activities were
condensed into a twelve-month delivery period to March 2018.
The assessment and evaluation of impact focused on testing the assumptions that
 Many older people have limited financial means and struggle financially in
later life.
 Many older people find it difficult to access money management tools,
products and services (including online tools and products).
 Many older people are not prepared for the unpredictable financial
challenges of later life.
 Some older people are reluctant to/don’t know where to seek help if they
are in financial difficulties.
 Older people are susceptible to financial scams, including online scams.
The evaluation activities included a baseline survey of all participants prior to any
intervention and a follow up survey via telephone interview 8 to 12 weeks after
the initial intervention, designed to measure impact on knowledge, confidence
and access to products/information (initial outcomes) and extent of behavioural
change (intermediate outcomes). There were a total of 700 participants , of
whom 577 completed the pre-intervention survey and 241 the post-intervention
survey. The study also included a small ‘control group’ of 26 older people who
completed both the baseline and follow-up surveys but did not participate in any
learning activities. The responses of this group were used as a comparison within
the evaluation.
Key findings
Analysis of the pre-intervention survey identified a number of trends and
common characteristics.
 Less than half the respondents had internet access, with a similar
proportion reporting low digital confidence. 65% felt they were well
organised in managing their money; this figure rose to 78% for those with
internet access.
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 Across the cohort, there was an even split between those who were
satisfied with their financial situation and those who felt limited by it.
 There was low awareness of options for income maximisation, with only
27% having checked their entitlement to benefits in the last year.
 There was some awareness of issues around planning for later life - with
just over half the cohort being aware of Power of Attorney as an option and a significant expectation of support from children and wider family.
 Indications of financial difficulty were low. Half the respondents hardly
ever ran out of money and only 15% did frequently. Under half the
respondents felt that advice would help them make better financial
decisions, while a similar number felt they would sort out their own money
issues, without seeking advice.
The post-intervention survey found evidence of the impact of the project
intervention by comparing the responses of the 241 who completed the postintervention survey with the same group’s pre-intervention responses.
 Considerable increase in benefit checking after the sessions with 40%
checking, up from 12% in the three months prior.
 Much less reluctance to making changes and less passivity in the face of
financial circumstances with greater willingness to change energy suppliers
in particular.
 Marked anxiety and lack of confidence about managing money online.
 An increase in willingness to seek help with money problems - up from half
to 9 out of 10 willing to do so.
 More than half identified local independent not-for-profit advice agencies
as a first resort if in financial difficulties.
 High levels of awareness of indicators of financial problems.
However, some areas appeared less susceptible to change.
 Little short-term change in later life planning by the recipients.
 Few people making any new arrangements either in safeguarding their
finances or putting money aside.
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These sorts of changes may only be detectable over a longer period than that
between the two surveys.
Points to consider
Overall the project was successful in reaching its target number of older people,
in respect of both group and one-to-one sessions. The project workers’ efforts in
engaging with a range of community partner organisations working with older
people have been key to this success. In particular, the level of involvement and
interest of older people’s intermediaries helped to boost numbers attending and
levels of engagement with the sessions.
There were some methodological limitations:
 An imbalance in session topics delivered, with a preponderance of sessions
focused on Income Maximisation
 A truncated delivery period mitigating against the evaluation of longerterm impact
 Lack of opportunity for hands-on IT experience within the sessions
There are four recommendations arising from the evaluation:
1. That group sessions delivering financial information and guidance to older
people should continue to be delivered by community-based organisations
such as local advice agencies and Age Concern. Suitable projects for
delivery should be continued or brought into being.
2. That the evident need for income maximisation advice and assistance on a
one-to-one basis should be met and that social landlords should be
encouraged to contribute to providing this.
3. That there should be greater local provision of generic financial guidance
for older people using existing local independent advice agencies. This may
prove a more effective way of delivering information on ‘Making Plans for
Later Life’ and ‘Dealing with Financial Difficulties’.
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4. That there should be more routes for older people to use the internet by
providing access, advice and training together so that they can enjoy the
benefits of going online in safety.
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Additional information required by MAS
Year of publication: 2018
Contact details of author: dave@praxiscic.co.uk
Programme delivered by: Citizens Advice North Liverpool, Age Concern Liverpool
& Sefton, Liverpool Community Advice
Type of organisation: Charity Project
Location: North West England, Urban
Type of intervention: Scaling up an existing intervention
Life stage: Older People in Retirement
Segmentation: Struggling and Squeezed
Topic Addressed: Financial education
Type of intervention: Workshops, group training & One-to-one advice
Is the intervention delivered by volunteers: Yes - mix of paid staff and volunteers
What types of evaluation have you conducted: Outcome evaluation
What types of evaluation design did you use? Pre-and post-survey with a control
or comparison group
Nesta Standard of Evidence: Level 3
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2. OVERVIEW OF PROJECT
IT’s All About Money – Evaluation Phase is a Money Advice Service What Works
Fund Project, building on a previous intervention supported for three years by
Comic Relief.
Both projects were developed and delivered through a collaboration between
Citizens Advice North Liverpool, Age Concern Liverpool & Sefton and Liverpool
Community Advice (formerly Liverpool Central CAB). The partnership was formed
with the aim of helping older people obtain the information, advice & support
needed to maximise income, manage money effectively day-to-day, plan ahead
and become financially confident. The project initially deployed paid staff and
trained older volunteers and focused on helping low-income older people get
online and learn how to check their benefit entitlements, work out how to get the
best deal on their energy bills, and find out about other financial services and
products. Alongside one-to-one support the teams also delivered informal bitesized financial capability workshops, e.g. about scams, budgeting, options for care
in later life.
Moving into the Evaluation Phase, the project team continued to deliver
individual and group sessions, aiming to work with more people, particularly in
areas of the city not yet reached. The team developed and refined the content of
sessions and materials, ensuring that the offer to beneficiaries was consistent and
comprehensive, including aligning the content of one-to-one advice/information
sessions and group workshops, and ensuring that the issue of digital access, skills
and confidence was integrated in delivery activity.
Due to the time gap between the end of the initial project and the start of the
evaluation phase, it didn’t prove possible to retain the original delivery staff.
However, all three partners were fortunate to be able to recruit committed staff
experienced both in delivering training and in advising older people on benefits,
debt and other money issues. Similarly, the delivery partners were not able to
retain the volunteers trained and supported in the first phase of the project
(though one of these was successful in gaining a paid staff role for the evaluation
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phase, which provided some continuity). A small cohort of new volunteers were
recruited for the evaluation phase, though their role was largely focused on
assisting with the preparation of materials and – invaluably – ensuring that the
pre-intervention questionnaires were distributed to, and completed by,
participants.
Delivery of group sessions took place in a variety of community locations across
Liverpool and in the neighbouring borough of Sefton. These included community
centres, older people’s lunch and activity clubs, church groups, sheltered housing
schemes and meetings of membership groups such as Merseyside Pensioners
Association and trade union retired members’ sections. The project usually liaised
with older people’s intermediaries - frontline workers, volunteers and group
leaders - to promote and set up the sessions and encourage older people to
attend. Learning from the earlier phase of the project indicated that this approach
- working with established groups where participants already knew each other was more effective in respect both of attendance and levels of engagement with
the session. It was recognised that the lengthy pre-intervention questionnaire,
necessary for the evaluation work, might be a barrier to attendance. A small
incentive, in the form of a shopping voucher, was therefore offered to encourage
participation. One-to-one sessions were held at the partners’ offices or were
conducted by home visit.
Alongside the delivery, the second phase of the project included the design,
production and implementation of a robust evaluation framework, covering both
the impact of the intervention on beneficiaries’ financial confidence and
behaviours and also the effectiveness of the delivery processes and methods
used. The project commissioned Praxis CIC to undertake this work.
The project extension was planned with regard to the partnership’s experience in
jointly running the IT’s All About Money older persons’ service over the previous
3 years, other financial capability research initiatives, including those developed
by Age Concern and Citizens Advice, and the Money Advice Service (MAS) findings
informing the Financial Capability Framework.
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The extended project was designed to help improve the financial capability of
Older People in Retirement in three areas; day-to-day money management,
planning to meet future needs and dealing with financial difficulties. The project
team developed session plans and content to address these topics. Groups were
offered a menu of five sessions from which to choose






Maximising Income
Saving Money on Bills
Managing Money and Staying Safe Online
Making Plans for Later Life
Dealing with Financial Difficulties

The intention was to ensure a consistency of content across the three delivery
partners so as to facilitate meaningful comparison within the evaluation process.
Delivery across the range of topics is shown in the table below
Project Delivery Summary
Topic
Maximising Income
Saving Money on
Bills
Managing Money &
Staying Safe Online
Making Plans for
Later Life
Dealing with
Financial Difficulties
TOTALS

Page 12 of 114

No. Of Group
Sessions
43

No. of Group
Participants
313

No. Of 1-2-1
Participants
47

Total
Participants
360

12

101

9

110

15

111

24

135

4

21

19

40

3

40

15

55

77

586

114

700

52 people attended more than one session (or a group session followed by a oneto-one session) so are counted more than once in the above table. The number of
‘unique individuals’ participating was therefore 648.
These interventions were designed to:
 Address attitudes, motivation and confidence in using digital and other
money management resources and in seeking appropriate help & advice
when needed,
 Improve knowledge and skills, including increasing awareness of available
tools and products, for example online comparison sites and how to use
them
 Improve access to financial tools & products, again including online access
as well as information about financial products & services which help older
people plan and manage changes of circumstances in later life
Managing money day-to-day delivery experience in the first project phase
correlated with the MAS research and indicates that older people generally have
good budgeting skills but struggle in coping on a limited, reduced income in
retirement. The second phase intervention therefore focused on maximising
income and reducing expenditure, including:
 Awareness of benefit entitlements; over 1 million people in the UK don’t
take up their Pension Credit entitlement and there’s also significant underclaiming of Attendance Allowance and carers benefits. The project
encouraged people to check entitlements through online tools like Turn to
Us, provided information and support on the claims process and signposted
to sources of specialist advice
 Reducing expenditure on utilities, including use of energy comparison tools,
guidance on switching supplier and tariff, availability of Warm Home
Discounts, social tariffs for water charges, economies though water meters
 Savings through using bank accounts transactionally and making payments
online
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Planning for later life changes MAS research shows only 28% people have plans
in place for later life care. The new annuities freedoms from 2017 posed
additional questions for older people over the best use of their private pensions
for current and future needs. The project intervention focused on relevant issues
and products such as
 Options for a short term ‘savings buffer’ for example saving through Credit
Unions
 Review of longer-term care costs
 Making a will and issues round Lasting Power of Attorney and Equity
Release
 Signposting to further specialist advice or guidance including Pension Wise
and Independent Financial Advisers
Dealing with Financial Difficulties MAS identified ‘uncomfortable retirees’ as a
segment of the indebted population, characterised by an annual income of less
than £15k. Many older people in Liverpool meet this description. This segment
has conservative attitudes to incurring personal debt - even so 50% of them
struggle to keep up with bill payments. They’re less likely than other population
segments to consider accessing debt advice. The project aimed to address their
concerns by:
 Providing information on maximising income/reducing spending to free up
money for priority bills
 Raising awareness of how to access to debt self-help information online
 Raising awareness of, and supported referral to, debt advice services
These objectives have been incorporated into a the project’s Theory of Change
which is shown overleaf.
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THEORY of CHANGE
GOAL
Older people feel more financially secure through all stages of their retirement
Ultimate Outcome
Older people are better able and better
motivated to manage their money day-today

Ultimate Outcome
Older people are better able and better
motivated to resolve or avoid problem
indebtedness

OP who've been signposted/
referred to debt advice report
resolution of their issues

OP who've recognised they are in
financial difficulty have sought
advice

More OP consider their long-term
savings and taken action

More OP consider how they might
cover costs of social care & are
motivated to make plans

More OP aware of options to get
help with managing money in later
life & motivated to plan ahead of
need

OP have considered options for
future planning i.r.o covering
funeral costs

OP report being more confident
about spotting and avoiding scams

OP keep better track of their
money

Assumption: OP have access to & are motivated to use online resources
Assumption: OP have sufficient income to save/make provision for future costs
OP have reduced expenditure
through shopping around for best
deals & are more confident in
making choices

OP have more money in pockets
through accessing full benefit
entitlements & are more
confident in making applications

Intermediate
Outcomes

Ultimate Outcome
Older people have stronger financial
resilience and are better equipped and
better motivated to cope with
unpredictable life events

Initial Outcomes

Assumption: Checking bank transactions online will result in OP keeping better track
of their money

OP are
aware of
entitlement
checkers
and more
confident
using them

OP feel
more
confident
about
using the
internet
safely to
manage
money

OP are
aware of
price
comparison
sites and
more
confident
using them

OP
understand
products
to cover
costs of
bereavement/
death

OP understand purpose
of Lasting
Power of
Attorney and
other options
for help in
managing
money

OP
understa
nd the
likely
costs of
social
care in
later life

OP understand the
range of
savings
options
available to
them

OP are able
and
confident to
identify the
indicators of
problem
debt

Activities

Assumption: OP prepared to engage with group workshops
Assumption: OP without digital skills want to learn them

Group Workshops and
1 to 1 Sessions
Maximising Your Income
(including using online tools)

Group Workshops and
1 to 1 Sessions
Saving Money on Your
Bills
(including using online
tools)

Group Workshops and
1 to 1 Sessions
Managing Your Money
and Staying Safe Online

Group Workshops
and 1 to 1 Sessions
Making Plans for
Later Life
(wills, funeral plans,
saving, , Lasting
Power of Attorney)

OP are aware of
the advice
agencies /online
resources which
can help resolve
debt issues &
are confident
using them

Group Workshops and 1
to 1 Sessions
Dealing with Financial
Difficulties
Recognising problem
debt and where & how
to get help

Project Inputs
Paid Staff
Trainers and
Advisers

Volunteers
Trainers and
Advisers
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Training
Materials

Tablets
Notebook
Computers

Online
Tools and
Resources

Games and
Prizes

Baseline
Q’aires

Partner help with
engagement

Partner
Venues

3. OVERVIEW OF THE EVALUATION APPROACH
Our Research Question

The research question for this evaluation, formulated by the delivery partners and
agreed with MAS, was
To what extent can a project that combines digital and financial capability
support and impact older people’s financial capability and their overall financial
resilience?
The question was formulated to align with, and address, the priority questions set
out by MAS in respect of the financial capability needs of older people in
retirement, namely:
 How can we help older people, post retirement, to manage their finances
through key life events and to plan ahead for later life?
 How can digital inclusion interventions help people stay in control of their
money later in life?
 How can we help people in later life guard against financial scams?
The following are the assumptions on which the project was predicated and for
which change was sought through the project intervention and which, in turn, are
the areas on which the assessment and evaluation of impact focused.
 Many older people have limited financial means and struggle financially in
later life.
 Many older people find it difficult to access money management tools,
products and services (including online tools and products) which could
help them to maximise their income, manage their money and shop around
 Many older people are not prepared for the unpredictable financial
challenges of later life, including ill-heath, bereavement and future care
needs
Page 16 of 114

 Some older people are reluctant to/don’t know where to seek help if they
are in financial difficulties
 Older people are particularly susceptible to financial scams, including online
An evidence review, conducted at the outset of the project, indicated that - while
MAS had commissioned extensive research to identify the current financial
capability issues affecting older people as detailed above - there was very little
evidence pertaining to the impact of interventions carried out to address the
identified issues. Consequently, it was felt appropriate that the evaluation should
be designed to look at all these areas and attempt to help fill the current evidence
gaps which exist in respect of them
In particular the evaluation was intended to look at a number of outcomes for
older people.
 Improved ability to manage money day-to-day
 Greater financial resilience, with older people being better equipped to
meet the financial challenges of unpredictable future life events
 Improved ability to access and benefit from advice particularly when in
financial difficulty
The evaluation examined impact in the areas outlined above. As the project was
intended to improve the financial situation of older people and the project
interventions were designed to serve this overarching aim, it followed that
evaluation would be best served by examining the impact of the interventions.
Methodology
Measurement of the impact of the intervention on participants, including
 Baseline (pre-intervention) survey of participants – administered by project
workers who, if necessary, assisted participants to complete the survey.
 Follow-up survey 8 to 12 weeks after the intervention – conducted by
phone by the external evaluator. This focused on impact on knowledge,
confidence and access to products/information (initial outcomes). We
planned to survey 300 participants at this stage
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 The original proposal contained a second follow-up survey by the external
evaluator after 16-20 weeks with up to 100 first tranche participants,
focusing on extent of behavioural change (intermediate outcomes)
 Collection of supplementary qualitative information via focus group
discussions with a small number of participants. Two focus groups were
convened -one from residents a social housing sheltered scheme and one
from members of a pensioners’ action group.
 Phone surveys of small cohort of older people (up to 30 people) who did
not participate in the intervention, identified by the external evaluator.
Baseline survey and subsequent survey questions were agreed with the delivery
partners prior to the delivery phase and aligned to the Financial Capability
Outcomes Framework for Older People, reproduced below
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It was also agreed to evaluate project processes, including
 Whether the project plan had been followed.
 Effectiveness of initial and ongoing engagement processes.
 Relative effectiveness of delivery through one-to-one and group sessions
 Any variation in outcomes in relation to delivery by paid staff/volunteers if
applicable
 Attitude to ‘trusted partners’ – participants’ levels of engagement with the
range of delivery partners
The evaluation methods described above were felt to be the most appropriate
with regards to both the size and characteristics of the cohort. It was felt
important to achieve a large sample in respect of the baseline questionnaire as it
was likely that there would be a significant ‘drop out’ rate between the pre- and
post-intervention surveys. We agreed that an interview with all participants at the
pre-intervention survey stage would not be feasible, due both to the extent of
evaluator time required for this and also to the danger that the requirement for a
pre-intervention interview would act as a restrictive gateway to participation.
However, we elected to conduct the post-intervention assessment via a
telephone interview. Though labour intensive, this was felt to be most effective
way to secure responses – both in terms of numbers of respondents (our
experience of post-intervention postal questionnaires being that return rates are
relatively low) and also consistency of approach to the questions and
completeness and quality of response.
This approach worked well in practice. Though the pre-intervention questionnaire
was, of necessity, quite long (56 questions in total, capturing all aspects of the
issues being addressed by the intervention), the completion rate was good; of 648
‘unique’ participants, 551 (plus 26 from the control group) returned surveys
which were sufficiently complete to enable analysis. Though there was inevitably
some difficulty in contacting participants for the post-intervention interview, once
contact was made people were generally keen to talk and offered comprehensive
responses and a wealth of qualitative information.
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Changes to evaluation methodology
 The second post-intervention survey was not undertaken. The first postintervention survey proved to be more difficult to administer than
anticipated. The survey was conducted through telephone interviews and
to get the high number of returns (target number of 300) required far more
unanswered calls than envisaged. Additionally, although the number of
questions in the post-intervention survey was reduced compared to the
pre-intervention survey, the average time taken for the telephone
interviews was greater than forecast.
 The decision not to proceed with the second post-intervention survey was
taken after consultation with Citizens Advice North Liverpool as lead
partner. It was agreed that the condensed timeframe for completing
delivery and evaluation was too limited to allow sufficient second postintervention surveys to be completed for meaningful analysis; it was also
felt that the time gap between the first and second post-intervention
surveys would be too short to measure change over time as originally
envisaged.
 The lack of a second post-intervention survey was largely mitigated by
slight changes to the schedule of questions. The revised post intervention
survey was used for all but the first 35 respondents and was used from
September 2017 onwards. A further later change was the addition of two
beneficiary satisfaction questions used from October 2017. This resulted in
expanding the scope of the questions in the first post-intervention survey
and this, along with the opportunity to engender more comprehensive
answers that interviews provide compared with questionnaires, meant that
the survey provided evidence of the impact on knowledge, confidence and
access to products/information (initial outcomes) and the extent of
behavioural change (intermediate outcomes).
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Evaluation approach summary
Evaluation
activity
Pre-intervention
survey

Proposed
method

Actual method

Reasons for
discrepancy

Remarks

600 questionnaires
including 30
control
questionnaires

577 questionnaires
including 26
control
questionnaires

551 was the ceiling
for questionnaires
to be obtained
from the delivered
sessions. 30
control
questionnaires
were collected but
four removed
subsequently

Postintervention
survey

300 telephone
interviews using a
schedule of
questions including
30 control
interviews to take
place 8 -12 weeks
after questionnaire
was completed

267 telephone
interviews
completed
including 26
control interviews

Follow-up postintervention
survey

100 telephone
interviews using a
schedule of
questions including
30 control
interviews to take
place 8 -12 weeks
after first interview
was completed

No follow-up postintervention
interviews were
conducted

Focus groups

Four focus groups
with project
participants from
different areas and
circumstances
subsequent to
their participation
in a session

Two focus groups
one with residents
from a sheltered
scheme managed
by a social landlord
and one with
members of a
pensioners’ action
group

Obtaining
interviews was
more difficult than
envisaged and
although more
than 300
participants were
contacted and
interviewed it was
only possible to
complete 267
interviews
Late start to the
project overall and
the greater
difficulty in
obtaining
interviews than
envisaged led to
agreement with
project deliverer to
abandon the
follow-up
Difficulties with
organising
including
recruitment of
participants and
finding suitable
venues meant that
only two focus
groups could be
convened before
the project ended

Two of the control
group refused to
undertake the second
survey and two had
attended a session
subsequent to
completing
questionnaires so their
questionnaires were
removed from the
sample
Problems with
incomplete interviews
and the data collected
in some of the
interviews meant that
a number were
discarded
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Early evidence of the
difficulties and
agreement on this
enabled modification
to the postintervention schedule
of questions to better
collect data on the
impact of the project
that the follow-up was
intended to capture
The differing
backgrounds of the
group participants led
to engaged and vocal
groups in one case
because the
participants all knew
each other and had
shared experience and
in the other because
the participants were
used to expressing
themselves in a group
setting

4. KEY FINDINGS: OUTCOME/IMPACT EVALUATION
Pre-intervention survey
The baseline questionnaire or interview schedule that was administered prior to
any intervention by the project (the pre-intervention survey) is appended in its
final version (Appendix 1). In addition, the same questions were asked of a control
group comprising 26 individuals (originally 30 but reduced because two of the 30
subsequently attended a session and completed a survey when they attended and
two refused to complete the second survey) who were followed up with the postintervention survey as the project proceeded.
The baseline schedule contained 57 questions, many of which are contingent, and
the key findings for the 577 completed by respondents are appended (Appendix
2). Tables of the responses to all of the questions are also appended (Appendix 3).
Post-intervention survey
The principal consideration of the evaluation of the project is the impact of the
work undertaken and, as such, the post-intervention survey (second survey) Appendix 4 - is intended to capture changes in behaviour, attitudes and
perspectives of the project beneficiaries that may be attributed to the project.
By the end of March 2018, contact had been made with 300 of those project
participants who had completed the Baseline Questionnaire. A proportion of
these participants were not, in the event, able to complete the follow-up
interview due to time constraints or reluctance to engage. Ultimately,241 postintervention and 26 control group surveys (second survey) were completed by
telephone interview. These interviews took place with respondents between
eight and twelve weeks after the completion of the pre-intervention survey (first
survey).
Demographic Characteristics of Respondents
The project intended to work with older people in retirement in Liverpool,
particularly those who are ‘struggling’ or ‘squeezed’ (MAS segmentation
definitions).
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The project design and priorities also recognised that, increasingly, full financial
capability is dependent on digital access, skills and confidence, and therefore had
a particular focus on reaching and working with those older people who are
digitally excluded.
The project’s promotional materials were targeted at older people and older
people’s intermediaries. And sessions were - in the main - delivered to groups
and in venues specifically catering for older people. The project focused its
promotion and delivery mainly in the city’s more economically and socially
deprived wards. The delivery partners were confident that this approach would
enable them to attract the target demographic; other than this, there was no
specific ’gate-keeping’, i.e. potential participants weren’t subject to any ‘eligibility’
questions around age, financial situation or internet usage and anyone was
welcome to join the group sessions.
The pre-intervention questionnaire collected information about the age of
participants and because this was recorded separately for each individual it was
possible for this to be compiled for the post-intervention survey respondents.
Analysis indicates that the project was successful in engaging with the target age
range:
Age of respondents
Table 1: Post-intervention survey respondents by Age group
Age Group
50-54
55-59
60-64
65-69
70-74
75-79
80-84
85-89
90-94
Total
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Respondents
2
18
28
41
52
35
35
25
5
241

Age of Post-intervention survey Respondents
60
50
40
30
20
10
0
50-54

55-59

60-64

65-69

70-74

75-79

80-84

85-89

90-94

AGE in years

Internet Access and Usage
The pre-intervention questionnaire also collected information about internet
access and usage and recorded this for individuals. Analysis of responses indicates
that for the pre-intervention sample:
 Only 43% of respondents have access to the internet either at home and/or
elsewhere.
 40% of internet users rate their ability to use the internet as ‘excellent’ or
‘good’.
By comparison, UK data from the Office for National Statistics in May 2016
indicated that only 71% of people aged 65-74 and 38% of people aged 75 or over
had used the internet in the last three months, compared to 88% of the adult
population as a whole. It can therefore be concluded that the project was
successful in reaching, and engaging with, its targeted audience of ‘digitally
excluded’ older people.
Page 24 of 114

Economic Disadvantage
The project aimed to focus on older people who were financially ‘struggling’ or
squeezed’.
The pre-intervention questionnaire deliberately didn’t ask participants for details
of level and sources of income as it was felt that these additional questions would
lengthen the questionnaire unacceptably and would also be viewed as overlyintrusive. Therefore, we aren’t able to make an objective, definitive assessment as
to whether the project succeeded in its aim of reaching the ‘squeezed’ and
‘struggling’. However, the following responses indicate that most participants
would perceive themselves as being in these groups:
 64% said that they were ‘Living comfortably’ or ‘Getting by alright’; 24%
‘Just about getting by’ and 12% finding it quite or very difficult.
 Conversely, 52% strongly or tended to agree that ‘My financial situation
limits my ability to do the things that are important to me’.
 47% strongly or tended to agree that ‘I am satisfied with my present
financial situation’.
These responses, together with the fact that more than 75% of the sessions were
held in council electoral wards with levels of economic deprivation below the city
average (Liverpool City Council (LCC) Ward Profiles 2017), while half of the city’s
neighbourhoods are in the 10% most deprived neighbourhoods nationally (Indices
of Multiple Deprivation 2015) suggest that the project was probably successful in
its aim of reaching and engaging the ‘squeezed’ and ‘struggling’
Social Housing
It was calculated that 54% of survey respondents lived in social housing. This
compares to 24% households in the city overall (LCC Ward Profiles 2017). The
over-representation can partially be explained by the significant proportion of
group sessions held in sheltered housing schemes, generally owned and managed
by Registered Social Landlords.
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Statistical Significance
Many of the comparisons in the evaluation analysis look statistically significant (or
not) ‘to the naked eye’, but to provide a measure of statistical significance two
instruments have been used in the evaluation. In this evaluation the statistic is
principally the mean.
Confidence intervals at the 95% level are presented as (CI: lower bound – upper
bound) and show the lower and upper parameters in which a statistic will fall 95
times out of one hundred if an infinite number of samples were made of the same
population.
Cohen's d is an effect size used to indicate the standardised difference between
two means. Jacob Cohen himself suggested that d=0.2 be considered a 'small'
effect size, 0.5 represents a 'medium' effect size and 0.8 a 'large' effect size and,
by inference, that any d that is whole number is huge. This means that if two
groups' means don't differ by 0.2 standard deviations or more, the difference is
trivial.
Maximising Income
This session focused on awareness of benefit entitlements, particularly Pension
Credit and Attendance Allowance, but also covering Housing Benefit, Council Tax
Reduction and carers benefits. The session encouraged participants to check
entitlements through online tools like Turn to Us, provided information and
support on the claims process and signposted to sources of specialist advice
Looking at the questions related to maximising income for the recipients of the
maximising income sessions shows the following:
51% (n=124) of post-intervention survey respondents attended a ‘Maximising
Income’ group session
The most notable finding in respect of the outcome of the intervention is that
52% (CI: 43.51 – 61.33) of those respondents who had attended ‘Maximising
Income’ sessions had checked whether they were receiving the benefits, tax
credits or pension they were entitled to following the session. At pre-intervention
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survey stage only 10% (CI: 4.40 – 14.95) of the same respondents (and 10% of
post-intervention respondents overall) had checked their entitlement in the
previous three months (Cohen’s d: 11.92).
This compares to
 40% (CI: 34.16 – 46.67) of all respondents (regardless of which session they
attended)
 15% (CI: 0.53 – 30.25) of the control group respondents who reported
checking entitlement between completing the first and second surveys.

Check for entitlement to benefits, pension & tax credits

52%

40%

15%
10%

MAXIMISING INCOME

ALL SESSIONS

PRIOR TO SESSION

CONTROL GROUP

Overall this shows a considerable impact on the behaviour of session
participants compared to the behaviour of the same group before intervention
and the control group after the passage of time.
Those 40% of all respondents (n=96) who had checked their entitlement did so via
a variety of routes:
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Table 2: Method of checking benefit, pension & tax credit entitlement
Method of checking
Help from project staff
Online
Contacted DWP
Help from family, friends or carers
Advice agency
Local authority
Money Advice Service
Landlord
Total

Respondents
33
12
18
11
10
9
1
2
96

 One third of those post-intervention respondents who had checked their
entitlement were assisted by the project delivery staff, usually by means of
a follow-up one-to-one session. Leaving these aside, the responses still
reveal that 26% of all the respondents to the post-intervention survey had
taken the initiative to check their entitlement post-intervention – more
than double the rate revealed by the pre-intervention survey.
 Almost 12% of those who had checked their entitlement did so online.
However, overall, there was no difference in the rate of checking
entitlement between those respondents who reported having internet
access and those who did not.
 In total, 62 project participants received additional one-to-one income
maximisation sessions from the project delivery staff subsequent to having
attended a group session (approximately half of these participated in the
post-intervention survey). Where additional benefit entitlement was
identified, staff assisted individuals to submit appropriate claims and
endeavoured to track the outcome of those claims through ongoing contact
with the participants.
 By the end of March 2018, positive outcomes had been established for 27
participants, with an average annual income increase of £4,160 annually
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(£112,320 in total). This primarily comprised entitlement to Attendance
Allowance (awarded to help with extra costs if someone has a disability
severe enough that they need someone to help look after them) and
consequent increases in Pension Credit and Housing Benefit entitlement.
 The focus group of residents of a Sheltered Housing Scheme expressed the
view that a lot of older people are not getting money that they are eligible
to receive. In their experience this applied particularly to Pension Credit,
and Income Tax.
 This group also expressed a general sentiment that the help for older
people was much too diverse and complicated and that this was a barrier to
people getting what they were entitled to.
 The sheltered scheme focus group also felt that their needs for advice
about eligibility were being ignored by their landlord because people in
sheltered schemes generally pay their rent and they are not a problem for
the landlord. There was almost unanimous agreement that the landlords
should be responsible for providing what is necessary and that this should
be provided where people are and not elsewhere as this is an obstacle to
them gaining access.
 At the pensioner activist focus group one of the group observed that there
have been big changes in sheltered accommodation and now wardens or
managers are often split between sites and not always available to help
residents as they used to do. All at this focus group agreed that there
should be more face to face advice provision and help. Older people feel
more comfortable with this. More advice centres were needed. Concern
was made at financial cutbacks if it meant fewer advice centres and that
generally more resources were needed.
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Saving money on bills
The content of this session covered the full range of household expenditure,
including essential priority expenditure on utilities, protective expenditure
(insurances) and also ‘elective’ expenditure such as mobile phones, TV services
etc. However, the main focus - partly in response to participants’ preferences was on reducing essential expenditure on utilities, specifically energy bills,
including use of energy comparison tools, guidance on switching supplier and
tariff, availability of Warm Home Discounts, social tariffs for water charges and
economies though use of water meters
 24% (n=57) of post-intervention survey respondents attended a ‘Saving
Money on Bills’ group session.
 Overall, 7% (CI: 2.62 – 11.88) of post-intervention respondents had changed
gas or electric supplier or tariff following attendance at one of the sessions.
Similarly, 7% (CI: 2.23 – 11.67) of those who had attended ‘Saving Money on
Bills’ and ‘Managing Money’ sessions had also switched supplier or tariff. In
contrast, none (0%) of the control group had changed supplier or tariff
between completing the first and second surveys.
 For comparison, the quarterly domestic energy switching statistics for Great
Britain, published by the Dept of Business, Energy and Industrial Strategy,
indicate that in Quarter 4 of 2017, 4.8% of electricity customers switched
supplier and 5% of gas customers switched supplier. The Ofgem Consumer
Engagement Survey 2017 suggests that consumers aged over 65 are only
half as likely to switch suppliers as those aged 16 to 34. In this context, the
reported figure amongst post-intervention survey participants can be seen
as an indicator of a marked impact by the intervention.
Attendance at a session has had some positive impact on behaviour in respect
of action to reduce energy costs.
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Individuals who had switched did so by means of a range of different methods
shown in Table 3:
Table 3: Method of switching fuel supplier
Method
By phone
Online
Response to supplier or broker contact
Comparison by family, friend or carer
Advice agency
Project staff
Asking others about their suppliers
Renegotiating with current supplier
Total

Respondents
1
4
2
4
1
1
2
1
16

Again, there was no difference in the rate of switching between those
respondents who reported having internet access and those who did not.
The post-intervention survey results also demonstrate some impact on the
attitudes and knowledge of respondents in respect of reducing energy bills:
 26% (CI: 20.73 – 31.98) of all post-intervention survey respondents had
thought about comparing or changing gas or electricity suppliers since the
session. This compares to 12% (CI: 0 – 24.69) among the control group
(Cohen’s d: 0.27) which makes for an indicative rather than statistical
significance.
 Only 13% of post-intervention survey respondents said that they would not
change gas or electricity suppliers compared with 50% of the control group
who said this. These figures are in sharp contrast to the responses in the
pre-intervention survey where 65% strongly or tended to agree that ‘I
prefer to stick with one company over time rather than keep changing
suppliers’ and 55% strongly or tended to agree that ‘there's no point in
switching providers, it's not worth the hassle’.
 In response to the question ‘if you were going to change your gas or
electricity supplier, how would you do it?’ only 24% of post-intervention
survey respondents were unable to say, with the remainder of those willing
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to switch providing a range of answers, the top methods – suggested by
two-thirds (66%) of respondents – being to go online themselves or ask
someone else to check online for them.
The ‘Saving Money on Bills’ session also covered the use of price comparison sites
and other ways of getting the best deal on products such as home insurance.
66% of post-intervention survey respondents knew how they would endeavour to
get the best deal on home insurance compared with 58% of the control group. Of
the post-intervention survey respondents, 70% confirmed they would go online
themselves – or ask someone to go online for them – in order to do this.
Post-intervention, there was fairly high awareness of the existence of Price
Comparison websites (71% of project participants compared to 50% of control
group). 52% of post-intervention survey respondents were able to name a price
comparison site, compared to 33% of the control group.
 The pensioner activist focus group said that the sessions they attended did
get them thinking about money issues. After some discussion the
consensus was that the main driver to make changes such as switching
energy provider is low income (as long as help is on hand too). Two of the
people present said that they knew their way round the financial system
but being on an occupational pension which put them in a relatively better
off position, meant that they didn’t feel the need as much to change. In
addition, all felt that they generally stick with what they know as they
didn’t always know who to believe.
Managing Money and Staying Safe Online
The content of this session comprised
 Accessing online resources to get the best deals on utilities and other
financial products
 Understanding online banking
 Staying safe while managing money online, with a focus on scams
awareness
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24% (n=59) of post-intervention survey respondents attended a ‘Managing
Money and Staying Safe Online’ group session

As previously stated, there was some overlap in session content and the impact of
content around switching energy supplier etc has already been discussed above.
We now look at the latter two topics.
 The pre-intervention survey asked respondents about their knowledge of
whether their bank account offered the facility for online banking, and the
same question was asked again in the post-intervention survey. There was
an increase in awareness for the post-intervention survey respondents from
38% (CI: 31.65 – 45.04) to 62% (CI: 55.64 – 68.00, Cohen’s d: 0.48)
 There was a smaller increase in the number of these respondents who had
used the online banking facility, with the number rising from 21% of those
that answered the question to 28% (Cohen’s d: 0.16).
 There remained 34% of post-intervention survey respondents who, though
they were aware that their bank account could be managed online, did not
use this facility. The main reason given for this was lack of internet access,
as shown in Table 4
Table 4: Reasons for not using online banking
Reason
Respondents
No internet access
35
Lack of confidence using internet
14
Lack of trust of internet/Fear of fraud
24
Preference for older banking services
9
Total
82

 So, 42% of those who could use internet banking (have bank accounts that
they were aware could be accessed via the internet and have internet
access) chose not to do so. 21% cited fear of fraud or a lack of trust in the
internet and 12% cited lack of confidence in using the internet as their

Page 33 of 114

reasons for not doing so. The remaining 9% chose not to do so because of a
preference for face to face banking and/or having paper statements.
Preference for
older banking
services

INTERNET BANKING

Lack of trust of
internet/Fear
of fraud

Lack of
confidence
using internet

Use internet
banking

 The sheltered scheme focus group felt strongly that it was a problem that a
lot of information and the most straightforward applications (including
quick checks on eligibility) are only available online and that many older
people do not have internet access or lack the skills and confidence to go
online to deal with something as significant as their personal finances. It
was the view that education about using computers/devices to access the
internet needs to be available to older people and that these courses
should be easily accessible.
 The pensioner activist focus group expressed markedly similar views. They
felt that having to check and do things on line is a big problem. The way
they saw it is that the Government are demanding more and more that
people use a computer to access information or apply for things.
Technology is not available to everyone and older people are more digitally
excluded and that if they do not have access, why do they not have access?
What then should be done about it?
 Both of the groups felt that more needed to be done to encourage and
assist older people with technology. And there was a consensus across the
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groups about how this might be done and included: free or low-cost access
to the internet, cheap computers/lap top (possibly getting recycled ones)
and free courses to assist with confidence in technology and avoiding
scams.
Attendance at a session has had a significant impact on awareness of the
availability of online banking, but there has not been any significant increase in
the use of this facility.
Making Plans for Later Life
The sessions focused on
 Options for a short term ‘savings buffer’ such as saving through Credit Unions
 Review of longer-term care costs
 Making a will and issues round Lasting Power of Attorney and Equity Release
 Signposting to further specialist advice/guidance including Pension Wise &
Independent Financial Advisers.
4% (n=10) of post-intervention survey respondents attended a ‘Making Plans for
Later Life’ group session
Making Plans for Later Life proved to be the least popular of the menu of topics
offered to groups, and only two sessions were requested with a total of 24
participants. 10 of these participants were surveyed in the post-intervention
survey, broadly a representative proportion.
The sample is therefore too small to enable any meaningful conclusions to be
drawn from this cohort’s responses about possible impact on attitude, knowledge
and behaviour. The project delivery staff expressed the view that the session
topic was not a popular one in part because participants were not inclined to
discuss issues such as funeral planning, social care needs or personal savings with
their peers. Nevertheless – and as previously stated – there was some overlap in
session content so that some of these issues were touched upon in other
sessions. Additionally, the interactive and discursive nature of the sessions meant
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that participants frequently raised other issues of concern to them within
different sessions.
In this context, we have examined the pre-and post-intervention survey
responses of participants in all sessions to discover any post-intervention changes
in attitude, knowledge or behaviour
 34% of post-intervention survey (second survey) respondents have neither
life insurance nor a funeral plan. This compares with 43% of the same
respondents in the pre-intervention survey. 17% have no arrangement at all
to cover the cost of a funeral.
 36% of post-intervention survey (second survey) respondents could name
Lasting Power of Attorney as ‘the legal way to have someone you trust to
look after your financial affairs’. 33% of the same respondents could do so
at the time of the Pre-intervention survey, only seven people less.
 79% had heard of Lasting Power of Attorney as had 77% of the control
group. 69% of this cohort had heard of Lasting Power of Attorney at the
time of the Pre-intervention survey.
 40% of respondents who had attended a session (on any topic) identified
the state including central and local government as responsible for paying
for their social care should they need it, as did 42% of the control group.
 80% of respondents who had attended a session said that they would
expect to make a contribution to the cost of such care as did 85% of the
control group.
 5% (13 individuals) of respondents who had attended a session said that
they made a new arrangement for putting money aside since the session as
had one person in the control group between the first and second surveys.
Extent of change is relatively limited on all points and the figures need to be
treated with caution given the caveats above. There are gaps in knowledge and
behaviour, particularly as regards planning for funeral costs and planning for
future management of finances; it might be that these gaps could be filled more
appropriately via one-to-one guidance provision.
Page 36 of 114

Dealing with financial difficulties
The purpose of the ‘dealing with financial difficulties’ session was to ensure that
participants were able to recognise the signs and triggers of being in financial
difficulty and were aware of ways to get help to address these difficulties. The
session included
 Understanding the difference between priority and non-priority debts
 Information on maximising income/reducing spending to free money for
priority bills
 Access to debt self-help information online
 Raising awareness of, and supported referral to, debt advice services
10% (n=25) of post-intervention survey respondents attended a ‘Dealing with
financial difficulties’ group session
This was the second least popular session, with 41 participants and 25 postintervention survey respondents. Again, project staff felt the session was less
popular because potential participants felt inhibited at the idea of discussing any
financial difficulties with their peers. But once again, the topic – with a particular
emphasis on local sources of advice – was touched upon in other sessions
72% of respondents to the post-intervention survey were clear in their
identification of what they considered to be the main indicators of being in
financial difficulty as shown in Table 5 below:
Table 5: Indicators of financial difficulty
Indicator
Running out of money before end of week or month
Going without heating, food or activities
Borrowing money
Not paying rent
Using savings
Total

Respondents
103
24
14
19
12
172

 90% (CI: 86.06 – 94.02) of respondents who had attended a session on any
topic said that they would seek help if they got into financial difficulty. 77%
(CI: 59.56 – 94.57, Cohen’s d: 0.35) of the control group agreed.
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 Their first resort for help for the post-intervention survey respondents are
shown in Table 6 below:
Table 6: First resort for help with financial difficulties
First resort for help
Respondents
Don’t know or would not seek help
26
Age Concern
26
Citizens Advice
88
Other Independent Advice Agency
16
Church advice provision
2
Family & friends
55
Landlord
4
Local Authority
10
Dept. of Work & Pensions
1
Credit Union
2
Trade Union
2
Borrow money
2
Total
234

 62% of post-intervention survey respondents said that the first resort for
help would be an ‘independent’ external agency (not family or friends, the
DWP or borrowing). This compares with 34% of this cohort who said in the
pre-intervention survey that they were very likely or fairly likely to seek
advice from an external advice agency to deal with any money worries. (5
participants in group sessions, subsequently attended one-to-one advice
sessions with the project delivery partners for help with debt issues)
 In contrast, at the time of the pre-intervention survey (first survey) 52% of
this cohort said that they were very unlikely or fairly unlikely to seek advice
from an external advice agency to deal with any money worries.

This 29% rise (in responses of the same cohort to pre-and post-intervention
surveys) in the number of respondents prepared to seek advice from
independent external providers is a marked increase. Regardless of session
topic, it appears likely that the fact of engagement with a group session in itself
raises awareness of the existence of that agency and the services it provides and
will stimulate confidence in, and use of, its services.
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5. KEY FINDINGS: PROCESS EVALUATION
Access to the target group for the project has been via two routes.
1. Individuals seeking advice.
2. Work with groups of people at community centres, sheltered housing
schemes, churches or other places of worship, pensioners groups.
For individuals the topics have been largely related to the matter for which they
have sought advice. For the groups the topics have been determined by
negotiation with the managers, frontline workers or volunteer leaders of the
various organisations.
The groups have been arranged through the various organisations and this has
involved briefing key personnel about the project and providing information
about the sessions for publicity and distribution. To encourage both the backing
of the staff at organisations and the optimum attendance for the sessions, the
choice of topic has been by the staff or volunteer leaders at the organisation. As
can be seen from the outcome evaluation above this resulted in a preponderance
of Maximising Income sessions.
Feedback from the project delivery staff indicated that building relationships with
older people’s intermediaries (sheltered housing scheme staff, lunch club and
activities organisers, pensioners’ group leaders) was instrumental in boosting
numbers attending and levels of engagement with the sessions. This approach
had been trialled successfully in the earlier phase of IT’s All About Money (201316)and had generated better levels of engagement than other recruitment
methods. However, as alternative approaches (for example general advertising of
open access sessions) were not used during the evaluation phase, we have not
been able to make an objective comparison.
The project delivery process has been successful in the following ways:
1. It has delivered sessions to large numbers of the target group.
2. It has obtained baseline data from the recipients pertaining to the project’s
intended impact.
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3. The post-intervention survey shows that the sessions had a positive impact
on the recipients.
The collection of the baseline data (pre-intervention survey) was through the use
of a schedule of questions administered largely as a questionnaire. Provision of
the necessary information and ensuring a degree of triangulation required the use
of more than 50 questions. The project staff reported that this did create some
difficulties with a number of recipients refusing to complete the questionnaire
because of its length and some struggling to get to the end. These difficulties had
to be balanced with the evaluation needs of the project and, in spite of them, a
high number of completed schedules have been obtained. On occasions, with
larger participant groups, project volunteers were deployed to offer support with
the completion of questionnaires.
Some minor corrections were made to the schedule, as errors were identified, but
no modification of the content or number of questions was made going forward
and the schedule continued to be used throughout the project delivery.
Project delivery staff have used the same prepared material for each topic in the
sessions. Some of this was delivered by presentation and some by structured
activities involving the participants. However, there was also an emphasis on the
maximum involvement of the participants and allowing dialogue with and
between participants throughout the sessions. The sessions always ended with
questions and answers and there were opportunities for individual conversations
between project staff and participants after the sessions ended.
As the project progressed the delivery staff increasingly delivered sessions in
tandem so that the most participation, dialogue and response to issues could be
achieved.
Sessions & Topics
As indicated in the analysis of the pre-intervention survey, choice of session topic
was heavily skewed towards Income Maximisation and this is reflected, in similar
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proportions, in the analysis of sessions attended by respondents to the postintervention survey.
The project sessions covered topics (confined to those on the menu of options)
which were determined by consultation with significant individuals within the
organisations where sessions were held and, where possible, with potential
beneficiaries and with consideration to balancing the number of sessions covering
each topic. Occasionally sessions were held that had more than one named topic
but it is important to appreciate that the sessions did not necessarily cover the
named topic or topics exclusively and more often than not topics other than the
nominal topic or topics were covered in a session at the request of participants.
The post-intervention respondents attended sessions as shown in the table:
Table 7: Sessions attended by respondents

Nominal Topic
Maximising Income
Saving Money on Bills
Managing Money & Staying Safe Online
Making Plans for later life
Dealing with Financial difficulties

Respondents
124
57
59
10
25

In the later phases of project delivery, there was some focus on offering second
sessions to groups who had already attended a session on Income Maximisation.
34 of the respondents in the post-intervention survey had attended more than
one group session (Income Maximisation and one other).
Feedback from project delivery staff – and review of session delivery plans – also
indicated that
 there was some overlap in content between different sessions (for example
income maximisation sessions also touched on saving money through reducing
expenditure on energy bills through switching and discounts)
 Sessions sometimes went ‘off topic’ in response to questions raised by
participants and ensuing discussions; delivery staff viewed this positively as an
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indicator of participant engagement and were happy to expand on topics
beyond the session’s advertised remit.
Initially, while a number of sessions had been delivered to a large number of
people there was an imbalance in the session topics which, if not corrected, might
have affected the validity of evaluation conclusions. Two things helped to restore
the balance.
 The project staff endeavoured to deliver sessions on topics other than
Maximising Income going forward.
 It was clear from evaluation of the process of delivering the sessions that,
while the nominal focus and content of the sessions might have been one,
two or even three of the topics, the sessions covered matters other than
these. In particular, the topic of income maximisation would feature no
matter what the nominal topics were.
Sessions feedback
The final question in the revised post-intervention survey (used with 142
respondents) invited respondents to give their view on the overall usefulness of
the session they’d attended, both by providing a score on the scale of 1 to 5 with
1 being ‘not at all useful’ and 5 being ‘very useful, and by offering a reason for
their score.
 84% of respondents who had attended a session said that they rated the
usefulness of the session as 4 or 5 out of 5 as shown in the table below:
Table 8: Session usefulness rating
Rating
1
2
3
4
5
Total
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Respondents
2
3
18
40
82
145

 Respondents were also invited to explain why they’d rated the session as
they had. The reasons they gave for these ratings are shown below:
Table 9: Reason for session usefulness
Reason
New information that improved knowledge
Increased awareness of entitlement
Increased awareness of help available
Already knew information
Forgotten content of the session
Session irrelevant to them
Session was insufficient
No understanding of the session content
Total

Respondents
71
25
14
9
12
8
1
2
142

New information is the term that has been applied to observations about session
content or discussion topics that were previously unknown to participants and
which they believed would be useful to them. Examples of comments are:
“Didn’t know that I would be treated as priority (because of my age) if I have
problems with my water or gas or electric.”
“I thought I knew about these things but it was out of date information.” and
“It’s the first time I have ever talked to other people like me about these issues.”
Increased awareness of entitlement examples are:
“Made me think: is there anything we need to check?” and
“It spurred me to check my benefits”
Increased awareness of help available refers to participants having the range of
assistance and the location of this assistance revealed to them. Example:
“It was good to know that there is help out there if you need it.”
Already knew information refers to neutral or negative comments about the
session content. For example:
“Knew a lot before I went and it added nothing to that.” and
“I knew most of what we were told so it wasn’t much use to me.”
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Forgotten information refers to not remembering session content. For example:
“Useful information but difficult to retain” and several neutral comments about
usefulness such as “I don’t remember what was discussed”
Session irrelevant to them, for example:
“It wasn’t useful because I don’t want to think about these things”
Session was insufficient captures the comment:
“Information was good but the whole thing wasn’t long enough and I was left with
some unanswered questions”
No understanding of the session content reflects negative rating comments like:
“I came away more confused” and “I didn’t understand any of it”
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6. LIMITATIONS OF THE EVALUATION AND FUTURE EVALUATION
The methodological approach of the evaluation was logical and effective in
measuring the impact of the project delivery.
Gathering information about the characteristics of the target group and, in
particular, their financial knowledge, attitudes and behaviour prior to project
intervention provided a baseline against which changes in these areas could be
measured.
The use of a questionnaire for the pre-intervention survey was the most
appropriate method for gathering this baseline information given the available
resources and realised a large sample. A survey by interview would have enabled
more qualitative data to be collected but would have required a great deal more
resources for the same number of respondents. Also, questionnaires are more
likely to have missing responses to questions than interviews and as such can
produce anomalies when comparisons are made between responses to the same
questions in both surveys. This was specifically the case with one question which
produced an apparent, significant decrease in the number of the same
respondents who had neither life insurance nor a funeral plan and this result
should be treated with caution.
The number of post-intervention surveys was more than 46% of the preintervention survey numbers and was almost certainly facilitated and the
numbers boosted by offering an incentive (£10 shopping voucher) to individuals
to be surveyed.
The post-intervention survey being conducted by interview enabled more open
questions to be put.
The design of the evaluation, with a pre and post-intervention survey, enabled a
standard of evidence such that causality could be established by comparing the
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responses of individuals to the same or similar questions with only attendance at
a session, the passage of a specific period of time (8 to 12 weeks), and the use of
a questionnaire for the pre-intervention surveys and interviews for the postintervention surveys as variables. The reliability of the conclusions is reinforced by
the indicative comparison provided by the control group that was surveyed using
the same instruments. Of further benefit to the standard of evidence was that the
majority of the post-intervention surveys were conducted by one interviewer with
a good understanding of the aims and objectives of the project.
The control group was small compared to the intervention cohort that was
sampled. The control group’s age range was 66 to 94. They were drawn largely
from attenders at an Age Concern activity centre and almost all live in Liverpool
electoral wards in which a high proportion of the group sessions were delivered. .
As such they have very many similar characteristics to the intervention group. The
variables for this group were further reduced by conducting both the first and
second surveys by interview rather than questionnaire and having all the
interviews conducted by the same person.
The slow start to the project overall and the completion of the evaluation within a
year of the start have prevented data being collected about the long-term impact
of the project.
The imbalance in the number of sessions for each topic has been considered
earlier in the report. As has been indicated, the reason for this was largely that
the selection of topics was done in collaboration with significant individuals within
the organisations where sessions were held and in consultation with participants.
Although attendance at sessions was incentivised (attenders were given a £10
shopping voucher) it is unlikely that the attendance would have been as high or,
concomitantly, the survey numbers as large, if they had not been consulted or
their views ignored. Nevertheless, the project workers made efforts to reduce the
imbalance with some success.
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The project proceeded on the assumption that to engage with a large number of
participants it would be necessary to deliver sessions in places with which older
people were already familiar and comfortable (including, in the case of sheltered
housing, their homes) and which were easily accessible to them. This approach
proved successful but it also imposed some limitations; particularly in reducing
the opportunity for participants to have hands on IT experience during the
sessions.
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7. IMPLICATIONS AND RECOMMENDATIONS FOR POLICY AND
PRACTICE
First recommendation is that group sessions delivering financial information
and guidance to older people should continue to be delivered by communitybased organisations such as local advice agencies and Age Concern branches.
The evaluation provides evidence that such sessions in places where older people
live, meet and gather have a positive impact on attitudes and behaviour especially
in respect of income maximisation and saving money on bills. In other areas, such
as IT use and planning for later life, there is little evidence of the impact of the
sessions from this evaluation but, as has been alluded to elsewhere in the report,
this lack of evidence may well be attributed to the short time frame of the
evaluation. Furthermore, these sessions have an intrinsic social value bringing
together people in an environment that promotes discussion and mutual support.
Second recommendation is that the need for income maximisation advice and
assistance on a one to one basis, which the evaluation has identified, should be
met.
54% of project participants were social housing tenants and the feedback from
project delivery staff and the focus groups is that, inter alia, social landlords are,
with some honourable exceptions, failing to meet their tenants need for this.
While there is no institutional requirement to provide such services, other
imperatives might encourage landlords to do it. There is little financial imperative
in respect of this tenant group because older tenants generally, and sheltered
housing tenants in particular, prioritise paying their rent. However, the welfare of
older tenants should be an imperative in and of itself.
Older people in sheltered housing were more often than not helped by the
landlord to check their entitlement to benefits, pension and tax credits at the
beginning of their tenancies. However, few of them had any follow-up to check
whether entitlement had changed as a result of age or increased care needs.
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Social landlords should be encouraged to provide or commission income
maximisation services for older tenants.
Third recommendation is that there should be greater local provision of generic
financial guidance for older people.
Older people should be assisted to choose suitable financial products that will
save them money. The evaluation shows that many older people consider
independent not-for-profit advice agencies as the first resort for help with
financial difficulties and yet only one respondent in each case identified seeking
advice from such agencies as the method for comparing and changing energy
suppliers or getting the best deal on home insurance.
Making the resources available for these agencies to promote and deliver these
services would appear to be the way in which this could best be done and there
may be a compelling economic argument for this as the most cost-effective way
of doing so.
This could also provide a more effective channel for the delivery of one-to-one
information about ‘Making Plans for Later Life’ and ‘Dealing with Financial
Difficulties’. This would overcome some of the difficulties the project had in
stimulating take-up for group sessions on these topics and would obviate any
inhibitions older people may have in discussing these issues with their peers.
Fourth recommendation is that there should be more routes for older people to
safely use the internet to benefit from the money saving and convenience
available by doing so.
The evaluation suggests that the project has had little impact on the beneficiaries’
use of online banking although it may be that there is a longer-term impact that
the restricted time frame of the surveys has concealed. Nevertheless, the surveys
and the feedback from the focus groups has pointed to two issues in respect of
internet use; access and safety. Local facilities should offer access to the internet
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combined with training, advice and support. This would enable people to use the
internet safely (or at the very least with diminished risk) and allow them to make
informed choices. It clearly has the potential to increase the popularity of internet
use amongst older people by revealing the advantages and opportunities of going
online and understanding the benefits and risks. Use of such facilities could be
promoted through financial digital champions for older people recruited as
volunteers from their peers.
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8. LEARNING and SHARING ACTIVITIES
Audience
The key audiences for learning and sharing activity identified for the project were
 Trustee Boards staff of the of Delivery Partners (Citizens Advice North
Liverpool, Age Concern Liverpool & Sefton, Liverpool Community Advice)
 Local organisations co-ordinating or delivering services for older people:
Senior Citizen Forum, Liverpool CVS (Charity and Voluntary Services)
Welfare Organisations Committee, Liverpool City Council Making It Happen
for Older People group, Merseyside Care Partnership, Registered Social
Landlords Financial Inclusion Forum
 The wider financial capability practitioner community
 The Money Advice Service
 Commissioners and others responsible for developing financial capability
programmes across the country
Initial Activities
Throughout the delivery period staff and trustees of the delivery partners have
been made aware of the progress of the project via reports and discussions at
team meetings and trustee board meetings and through circulation of the interim
report. Other local organisations have been informed and updated about the
project through regular emails to older people’s organisations and key staff
working with older people and through an information morning for frontline
workers interested in making the service available to the older people they work
with. A project briefing was given to the North West Financial Capability Forum at
its outset in 2017. The Citizens Advice Financial Capability team has been kept
informed of progress and findings.

Short-term Impact
The short term impact of the project has included:
 Partners using the learning from the project to help develop and deliver
related services for older people, particularly around energy advice
Page 51 of 114

 Identification – and provision – of the need for further training for the
partners’ staff and volunteers in respect of benefit entitlements of older
people
 Adjustments to partners’ advice service delivery to better accommodate
the one-to-one advice needs of older people
 Sharing learning from the project with Liverpool City Council Poverty and
Fairness Task Group, contributing to development of anti-poverty strategy
Final Report
In addition to publication on the Money Advice Service Evidence Hub, the final
project report will be made available - in summary and in full - on the partners’
public websites. It will also be circulated nationally through Citizens Advice and
Advice UK. It is intended to hold a seminar to launch the report and highlight the
key findings. Invitees will include the main local organisations co-ordinating or
delivering services for older people: Senior Citizen Forum, Liverpool Charity and
Voluntary Services Welfare Organisations Committee, Liverpool City Council
‘Making It Happen for Older People’ Group and Poverty and Fairness Task Group,
Merseyside Care Partnership, Registered Social Landlords Financial Inclusion
Forum, as well as staff and volunteers from organisations which have hosted
project delivery and members of the North West Financial Capability Forum.
Sustainability
The three delivery partners remain committed to continuing work with older
people in retirement to help improve their financial situation and understanding
of financial issues. Partners intend to use the project findings to inform the
ongoing development of their work and their efforts to secure further resources
to ensure continuation. The report findings will be used to
 Improve the delivery process, in respect of session content, availability and
beneficiary participation
 Inform partner organisation’s Business and Development planning and
decisions about the future strategic direction of their work
 Encourage ongoing interest and participation from key individuals and
organisations in the local community
 Support applications and negotiations for future funding and resources.
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Appendix 1: Pre-intervention Survey

IT’s All About Money First Survey 2017
1 Do you have access to the internet at home or elsewhere?
Home
Elsewhere
No
IF NO, GO TO 7

2 Do you use the internet for the following?
ANSWER EACH IN TURN
Buying stuff online
Paying bills
Using your bank’s online services
Comparing products and services

3 How would you rate your ability to use the Internet?
TICK ONE ONLY
Excellent
Good
Fair
Poor
Bad
Don’t know

How much do you agree or disagree with each of the following
statements?
4 When I need information the first place I look is the internet
TICK ONE
CARD
#1 ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
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5 I find it easy to find what I am looking for online
TICK ONE
CARD
#1 ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

6 I would rather look at information in a paper leaflet than on a
company’s website
TICK ONE
CARD
#1 ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

7 How much do you agree or disagree with the following statements?
I am very organised when it comes to managing my money day to day
TICK #1
ONE ONLY
CARD
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

8 I feel in control of my finances
TICK #1
ONE ONLY
CARD
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
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Strongly disagree
Don’t know

9 Which of the following would best describe how you are managing
financially these days?
TICK ONE
ONLY
CHOOSE
ONE
ONLY
Living comfortably
Getting by alright
Just about getting by
Finding it quite difficult
Finding it very difficult

How much do you agree or disagree with each of the following
statements?
10 My financial situation limits my ability to do the things that are
important to me
TICK ONE
CARD
#1 ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

11 I am satisfied with my present financial situation
TICK #1
ONE ONLY
CARD
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

12 When did you last check whether you are receiving all the benefits,
tax credits or pension that you are entitled to?
TICK ONE ONLY
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Within the last month
Between one and three months ago
Between four and six months ago
Between seven months and one year ago
Between one and five years ago
More than five years ago
Never

Did you do this online?
Yes
No

13 When did you last apply for new or additional benefits, tax credits or
pension that you are entitled to?
TICK ONE ONLY
Within the last month
Between one and three months ago
Between four and six months ago
Between seven months and one year ago
Between one and five years ago
More than five years ago
Never

Did you do this online?
Yes
No

14 Which of the following statements best describes your ability in
checking you are getting all the benefits you are entitled to?
TICK ONE ONLY
I have a clear idea about how to do this
I have some idea about how to do this
My knowledge is limited - I know a little bit about this but no more
I have no idea about how to do this / Don’t know

15 When did you last increase or tried to increase your income in some
other way (e.g. applied for a job, claimed grants)?
TICK ONE ONLY
Within the last month
Between one and three months ago
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Between four and six months ago
Between seven months and one year ago
Between one and five years ago
More than five years ago
Never

Did you do this online?
Yes
No
IF YOU DO NOT USE THE INTERNET, GO TO 20

16 How many times in the last year have you gone online for
information or advice on a financial product you needed or wanted?

17 How many times in the last year have you gone online to find out
whether a financial product was suitable for you?
18 How many times in the last year have you gone online to compare
financial products to find the best deal for you?
19 How many times in the last year have you gone online to compare
each of the following?
ANSWER EACH IN TURN
Bank accounts
Savings accounts
Credit cards
Electricity or gas prices
Phone or broadband prices
Insurance policies

20 When choosing or renewing a product such as mobile phone
contracts, energy tariffs, or credit cards which of the following is most
like you?
TICK ONE ONLY
I always spend time comparing different products
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I sometimes spend time comparing different products but I don't always have the time
I tend to make decisions based on convenience rather than shopping around

How much do you agree or disagree with each of the following
statements?
21 I prefer to stick with one company over time rather than keep
changing suppliers
TICK ONE ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

22 There's no point in switching providers, it's not worth the hassle
TICK ONE ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
IF YOU DO NOT USE THE INTERNET, GO TO 27

23 In which of the following ways, if any, can or do you use the internet
when you need to access information about money or your finances?
TICK ALL THAT APPLY
At home, using a computer or laptop
At home, using a mobile phone, tablet or internet-enabled TV
At work, college or at a friend or relative's home
In a library, community centre or other public setting
Somewhere else
Do not use the internet

24 Which of these statements best describes your ability in using a
price comparison website?
TICK ONE ONLY
I have a clear idea about how to do this
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I have some idea about how to do this
My knowledge is limited - I know a little bit about this but no more
I have no idea about how to do this / Don’t know

25 Do you have a bank account that can be checked online?
Yes
No
Don’t know
IF NO or DON’T KNOW, GO TO 27

26 Which of these statements best describes your ability and
confidence in checking the balance on your bank account online?
TICK ONE ONLY
I have a clear idea about how to do this
I have some idea about how to do this
My knowledge is limited - I know a little bit about this but no more
I have no idea about how to do this / Don’t know

27 Which of these statements best describes how knowledgeable you
feel about the different types of financial fraud that ordinary people
can fall victim to?
TICK ONE ONLY
I have a good knowledge
I have a reasonable knowledge
I have a basic knowledge but do not understand the details
My knowledge is very limited
I know nothing about this
IF NO INTERNET ACCESS, GO TO 29

28 Which of these statements best describes your ability in protecting
yourself from online financial fraud?
TICK ONE ONLY
I have a clear idea about how to do this
I have some idea about how to do this
My knowledge is limited - I know a little bit about this but no more
I have no idea about how to do this / Don’t know

29 Do you have any of the following?
TICK ALL THAT APPLY
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Life insurance that pays out on death whatever the cause
Funeral Plan

30 Which of these statements best describes your ability in comparing
different insurance products to check you are getting the best one for
you?
TICK ONE ONLY
I have a clear idea about how to do this
I have some idea about how to do this
My knowledge is limited - I know a little bit about this but no more
I have no idea about how to do this / Don’t know

31 Who would look after your financial affairs if you were unable to?
RELATIONSHIP TO YOU

32 Did you know that there is a legal way for you to have someone you
trust to look after your financial affairs should you become unable to
look after them yourself?
TICK ONE ONLY
Yes
No
IF YES

33 Do you know what this arrangement is called?
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34 Have you heard of an arrangement called Lasting Power of
TICK ONE ONLY
Attorney?
Yes
No

35 Who do you think would pay for any social care such as a residential
home or professional care at home if you should need it?
36 Do you think that you would be expected to make any contribution
to the cost of such care?
TICK ONE ONLY
Yes
No
Don’t know

How much do you agree or disagree with each of the following
statements? 37 I find it more satisfying to spend money than to save it
TICKthe
ONElong
ONLYterm
for
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

38 I always make sure I have some money saved to pay for emergencies
or unexpected expenses
TICK ONE ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
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Don’t know

39 If I had to choose, I would rather have a good standard of living
today than save for the future
TICK ONE ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

40 Which of these statements best describes your ability in comparing
different savings products to check you are getting the account which is
best for you?
TICK ONE ONLY
I have a clear idea about how to do this
I have some idea about how to do this
My knowledge is limited - I know a little bit about this but no more
I have no idea about how to do this / Don’t know

41 In which of the following ways are you currently putting money
aside or saving it for a later time?
TICK ALL THAT APPLY
By saving cash at home, in your wallet, purse or another safe place
Building up a balance of money in your bank account
Paying money into a savings account
Paying money into a credit union account
Cash ISA
Giving money to family to save on your behalf
Saving in an informal savings club such as Christmas club or tontine
Buying financial investment products, other than pension funds, such as bonds,
investment trusts, stocks and shares
In some other way
Prefer not to say

42 Which of these best describes how often you save money?
TICK ONE ONLY
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Every week
Every month
Most months
Some months, but not others
Rarely/never
Don’t know
IF RARELY/NEVER OR DON’T KNOW, GO TO 44

43 Just thinking about the months that you save money, is the amount
that you save…
TICK ONE ONLY
Roughly the same each month
A little different from month to month
Very different from month to month
Don’t know

44 How often these days do you run out of money before the end of the week or
month?
TICK ONE ONLY
Always
Most of the time
Sometimes
Hardly ever
Never

45 How many times in the last year have you skipped a payment on a
credit card, loan or bill?
46 How many times in the last year have you used a so called pay day
(short term at high interest) loan to get by?
47 How many times in the last year have you used a cash advance on a
credit card to get by?

Page 63 of 114

48 How many times in the last year have you helped a wider family
member or friend with a problem by taking on a debt or giving them
money?
49 How likely is that you would seek advice from an external advice
organisation to deal with any money worries?
TICK ONE ONLY
Very likely
Fairly likely
Fairly unlikely
Very unlikely
Don’t know

How much do you agree or disagree with each of the following
statements?
TICK
ONE ONLY
50
I think
I would make better financial decisions with the help of
advice
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

51 I would feel too embarrassed to seek professional advice about
money problems
TICK ONE ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

52 When it comes to financial advice I don't know where to start
TICK ONE ONLY
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Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

53 I can sort out my own money issues, without seeking advice
TICK ONE ONLY
Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know

How easy or difficult is it for you to do each of the following things?
54 Get to a Citizens Advice Bureau or other advice agency using your
normal forms of transport
TICK ONE ONLY
Very easy
Quite easy
Quite difficult
Very difficult
Unable to
Do not wish to

55 Get to a local benefit office using your normal forms of transport
TICK easy
ONE ONLY
Very
Quite easy
Quite difficult
Very difficult
Unable to
Do not wish to

56 Use a telephone in private to discuss financial matters
TICK ONE ONLY
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Very easy
Quite easy
Quite difficult
Very difficult
Unable to
Do not wish to

57 Receive confidential financial information by post
TICK ONE ONLY
Very easy
Quite easy
Quite difficult
Very difficult
Unable to
Do not wish to

Page 66 of 114

Appendix 2: Key Findings from Pre-intervention Survey
Age
The ages of the respondents are shown in five-year intervals.
Table 1: Pre-intervention survey respondents by Age group
Age Group
<50
50-54
55-59
60-64
65-69
70-74
75-79
80-84
85-89
90-94
>94
Total

Respondents
1
5
44
68
99
125
78
84
60
11
2
577

 The project successfully reached the target group in terms of their ages.
Sessions
Table 2: Pre-intervention survey respondents session
Session topic
Attenders*
Maximising Income
348
Saving Money on Bills
94
Managing Money
97
Making Plans for later life
24
Dealing with Financial difficulties
41

(*The total number of session topic attendances by the 577 respondents was 604
as a number attended sessions where more than one of the topics were covered.)
 There was a preponderance of sessions on Maximising Income which is
reflected in the questionnaire returns. (This imbalance is considered in 5.
Key Findings: Process Evaluation.)
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Internet access
 Only 43% (interim 42%) of respondents have access to the internet either at
home and/or elsewhere.
 40% (interim 40%) of internet users rate their ability to use the internet as
‘excellent’ or ‘good’.
 54% (interim 54%) of internet users buy online.
 33% (interim 32%) of internet users pay some bills online.
 38% (interim 32%) of internet users use online banking.
 48% (interim 46%) of internet users compare products and services online.
 62% (interim 64%) of internet users strongly or tended to agree that the
first place they look for information is on the internet.
Maximising Income
 Only 27% of respondents had last checked whether they were receiving all
the benefits, tax credits or pension they were entitled to in the previous
year.
 37% had never checked
 14% had applied for new benefits, tax credits or pension they were entitled
to in the previous year.
 12% said that they had a ‘clear idea’ about checking their entitlement and
36% said that they had no idea or didn’t know.
 8% said that last increased or tried to increase their income in some other
way in the last year.
Saving Money on Bills
 14% of respondents had gone online in the last year for information or
advice on a financial product they needed or wanted.
 11% had gone online in the last year to find out whether a financial product
was suitable for them.
 13% gone online in the last year to compare financial products to find the
best deal.
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 11% had compared bank accounts; 4% for savings accounts; 3% credit cards;
12% gas or electricity suppliers; 11% phone or broadband and 9% insurance
policies.
 When choosing or renewing products or services such as mobile phone
contracts, energy tariffs or credit cards 17% always spend time comparing
products, 12% sometimes spend time comparing products and 54% tend to
make decisions based on convenience.
 65% strongly or tended to agree that ‘I prefer to stick with one company
over time rather than keep changing suppliers’.
 55% strongly or tended to agree that ‘there's no point in switching
providers, it's not worth the hassle’.
 10% said that they had a clear idea about using a price comparison website.
Managing Money & Staying Safe Online
 65% of respondents strongly or tended to agree that that they were very
organised with managing their money. This figure was 78% for internet
users compared to 62% for those without internet access.
 74% of internet users strongly agreed or tended to agree that they felt in
control of their finances compared with 63% of those without internet
access and 70% overall.
 64% said that they were ‘Living comfortably’ or ‘Getting by alright’; 24%
‘Just about getting by’ and 12% finding it quite or very difficult.
 Conversely, 52% strongly or tended to agree that ‘My financial situation
limits my ability to do the things that are important to me’.
 47% strongly or tended to agree that ‘I am satisfied with my present
financial situation’.
 26% said that they had a bank account that could be checked online.
 43% said that they had a good or reasonable knowledge about the different
types of financial fraud that ordinary people can fall victim to.
 12% said that they had a clear idea about protecting themselves from
online financial fraud.
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Planning for Later Life
 27% said that they had a funeral plan and 38% life insurance.
 17% of respondents said that they had a clear idea about comparing
insurance products to get the best deal.
 When asked about who would look after their financial affairs the
respondents answered:
Table 3: Look after financial affairs
Relationship
Child
Spouse or partner
Other family
Friend or carer
Local authority

Respondents
260
102
62
15
2

%
45
18
11
3
<½

 53% knew that there is a legal way for one to have someone they trust to
look after their financial affairs should one become unable to look after
them.
 31% identified ‘Power of attorney’ or ‘Lasting Power of Attorney’.
 56% had heard of Lasting Power of Attorney.
 43% thought that they would be expected to make any contribution to the
cost of social care such as a residential home or professional care at home
should they need it.
 39% strongly agreed or tended to agree that they find it more satisfying to
spend money than to save it for the long term.
 69% strongly agreed or tended to agree that they always make sure they
have some money saved to pay for emergencies or unexpected expenses.
 60% strongly or tended to agree, if they had to choose, they would rather
have a good standard of living today than save for the future.
 The number of respondents who saved in the following ways:
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Table 4: Saving method
Saving method
By saving cash at home, in your wallet, purse or another safe place
Building up a balance of money in your bank account
Paying money into a savings account
Paying money into a credit union account
Cash ISA
Giving money to family to save on your behalf
Saving in an informal savings club such as Christmas club or tontine
Buying financial investment products, other than pension funds, such as
bonds, investment trusts, stocks and shares
In some other way
Prefer not to say

Number
56
204
102
28
95
17
24
26
55
24

%
10
35
18
5
16
3
4
5
10
4

 14% saved every week; 21% every month; 9% most months; 20% some
months and not others and 36% rarely or never saved.
Dealing with Financial Difficulties
 15% of respondents said that they always or most of the time run out of
money before the end of the week or month.
 52% said that they never or hardly ever run out of money before the end of
the week or month.
 5% said that they had skipped a payment on a credit card, loan or bill in the
last year.
 1% said that they used a so-called pay day loan to get by in the last year.
 2% said that they used a cash advance on a credit card to get by in the last
year.
 18% said that they had helped a wider family member or friend with a
problem by taking on a debt or giving them money at least once in the last
year.
 36% said that they were very likely or fairly likely to seek advice from an
external advice organisation to deal with any money worries.
 Conversely, 46% said that they were very unlikely or fairly unlikely to seek
advice from an external advice organisation to deal with any money worries.
 43% strongly agreed or tended to agree that they would make better
financial decisions with the help of advice.
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 25% said that they would feel too embarrassed to seek professional advice
about money problems
 48% said that they agreed or tended to agree that they would sort out their
own money issues, without seeking advice.
 54% said that it was very or quite easy for them to get to a Citizens Advice
Bureau or other advice agency using their normal forms of transport. 14%
that it was very difficult or they were unable to.
 51% said that it was very or quite easy for them to get to a local benefits
office using their normal forms of transport. 16% that it was very difficult or
they were unable to.
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Appendix 3: Tables of Reponses to Pre-intervention Survey
Age
The ages of the respondents is shown in five year intervals.
Age Group
<50
50-54
55-59
60-64
65-69
70-74
75-79
80-84
85-89
90-94
>94
Total

Respondents
1
5
44
68
99
125
78
84
60
11
2
577

Analysis of completed first surveys for project beneficiaries. (The bold numbers
are the question numbers in the survey schedule of questions.)
Internet access
Internet access
Home
Elsewhere
None
Total

Respondents
221
29
327
577

Online activity
Buying
Paying bills
Banking
Comparing products

Respondents
134
82
95
119

Online activity
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& services

3 How would you rate your ability to use the Internet?
Rating
Excellent
Good
Fair
Poor
Bad
Don’t Know
Total

Respondents
25
76
111
25
11
2
250

4 When I need information the first place I look is the internet

Strongly agree
Tend to agree
Neither agree nor
disagree
Tend to disagree
Strongly disagree
Don’t know
Total

Respondents
66
89
47
22
11
15
250

5 I find it easy to find what I am looking for online

Strongly agree
Tend to agree
Neither agree nor
disagree
Tend to disagree
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Respondents
52
106
43
21

Strongly disagree
Don’t know
Total

15
13
250

6 I would rather look at information in a paper leaflet than on a company’s
website
Strongly agree
Tend to agree
Neither agree
nor disagree
Tend to
disagree
Strongly
disagree
Don’t know
Total

Respondents
58
77
69
29
13
4
250

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

Strongly agree
Tend to agree
Neither agree
nor disagree
Tend to
disagree
Strongly
disagree
Don’t know
No response
Total
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Respondents
171
202
72
36
19
30
47
577

8 I feel in control of my finances

Strongly agree
Tend to agree
Neither agree
nor disagree
Tend to
disagree
Strongly
disagree
Don’t know
No response
Total

Respondents
210
195
73
30
22
23
24
577

9 Which of the following would best describe how you are managing financially
these days?
Living comfortably
Getting by alright
Just about getting by
Finding it quite
difficult
Finding it very
difficult
Don’t know
No response
Total

Respondents
144
223
140
33
24
1
12
577

10 My financial situation limits my ability to do the things that are important to
me

Strongly agree
Tend to agree
Neither agree
nor disagree
Tend to
disagree
Strongly
disagree
Don’t know
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Respondents
125
177
122
67
45
26

No response
Total

14
577

11 I am satisfied with my present financial situation

Strongly agree
Tend to agree
Neither agree
nor disagree
Tend to
disagree
Strongly
disagree
Don’t know
No response
Total

Respondents
95
180
124
78
68
20
13
577

12 When did you last check whether you are receiving all the benefits, tax credits
or pension that you are entitled to?

Last month
1 to 3 months
4 to 6 months
7 to 12 months
1 to 5 years
>5 years
Never
No response
Total

Respondents
41
26
35
53
112
80
214
16
577

Did you do this online?
Respondents
Yes
29
No
311
N/R
7
Total
347
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13 When did you last apply for new or additional benefits, tax credits or pension
that you are entitled to?
Respondents
23
15
20
22
113
96
261
27
577

Last month
1 to 3 months
4 to 6 months
7 to 12 months
1 to 5 years
>5 years
Never
No response
Total

Did you do this online?
Yes
No
N/R
Total

Respondents
16
255
18
289

14 Which of the following statements best describes your ability in
checking you are getting all the benefits you are entitled to?
Rating
Clear idea
Some knowledge
Limited knowledge
No idea/don't know
No response
Total

Respondents
68
115
147
210
37
577

15 When did you last increase or tried to increase your income in some other
way?
Last month
1 to 3 months
4 to 6 months
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Respondents
12
19
10

7
67
89
338
35
577

7 to 12 months
1 to 5 years
>5 years
Never
No response
Total

Did you do this online?
Respondents
Yes
18
No
183
N/R
3
Total
204

16 How many times in the last year have you gone online for information or
advice on a financial product you needed or wanted?
Times
0
1
2
3
4
5
10
12
15
17
20
24
30
40
60
300
N/R
Total

Page 79 of 114

Respondents
144
14
12
5
14
6
11
4
1
1
5
1
1
1
1
1
28
250

17 How many times in the last year have you gone online to find out whether a
financial product was suitable for you?
Times
0
1
2
3
4
5
6
10
12
20
24
30
40
N/R
Total

Respondents
160
9
13
5
9
3
3
10
4
5
1
1
1
26
250

18 How many times in the last year have you gone online to compare financial
products to find the best deal for you?
Times
0
1
2
3
4
5
6
8
10
12
15
20
30
N/R
Total
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Respondents
147
11
17
6
9
4
3
1
13
3
1
5
1
29
250

19 How many times in the last year have you gone online to compare each of the
following?
Bank Accounts
Times
0
1
2
3
4
5
12
N/R
Total

Respondents
117
25
4
1
1
1
3
98
250

Savings Accounts
Times
0
1
2
3
4
5
12
N/R
Total

Respondents
118
18
2
1
3
1
1
106
144

Credit Cards
Times
0
1
2
4
6
N/R
Grand
Total
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Respondents
124
15
2
1
2
106
144

Electricity or Gas
Times
0
1
2
4
6
9
10
12
N/R
Total

Respondents
101
53
9
1
1
1
1
2
81
250

Phone or Broadband
Times
0
1
2
3
4
6
10
12
N/R
Total

Respondents
97
44
10
2
3
1
1
1
91
159

Insurance Policies
Times
0
1
2
3
4
5
6
10
12
N/R
Total
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Respondents
98
48
5
1
3
1
2
1
1
90
160

20 When choosing or renewing a product such as mobile phone contracts, energy
tariffs, or credit cards which of the following is most like you?

Always compare
Sometimes compare
Convenience
No response
Total

Respondents
101
67
310
99
577

21 I prefer to stick with one company over time rather than keep changing
suppliers

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total

Respondents
194
184
86
31
27
46
9
577

22 There's no point in switching providers, it's not worth the hassle

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total
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Respondents
185
134
99
46
48
55
10
577

23 In which of the following ways, if any, can or do you use the internet when you
need to access information about money or your finances?
Internet access
Home Computer
Mobile or Tablet
Work, College, Friends Home
Library or Community Centre
Somewhere Else
No access
No response
Total

Respondents
136
59
13
10
22
264
73
577

24 Which of these statements best describes your ability in using a price
comparison website?
Rating
Clear idea
Some knowledge
Limited knowledge
No idea/don't know
No response
Total

Respondents
55
69
67
118
268
577

25 Do you have a bank account that can be checked online?
Yes
No
Don’t know
No response
Total
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152
206
123
98
577

26 Which of these statements best describes your ability and confidence in
checking the balance on your bank account online?
Rating
Clear idea
Some knowledge
Limited knowledge
No idea/don't know
No response
Total

Respondents
103
31
33
95
215
577

27 Which of these statements best describes how knowledgeable you feel about
the different types of financial fraud that ordinary people can fall victim to?
Knowledge
Good
Reasonable
Basic
Limited
None
No response
Total

Respondents
104
142
89
82
133
27
577

28 Which of these statements best describes your ability in protecting yourself
from online financial fraud?
Rating
Clear idea
Some knowledge
Limited knowledge
No idea/don't know
No response
Total
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Respondents
69
89
71
120
228
577

29 Do you have any of the following?
Life insurance
Funeral plan

Respondents
225
158

30 Which of these statements best describes your ability in comparing different
insurance products to check you are getting the best one for you?
Rating
Clear idea
Some knowledge
Limited knowledge
No idea/don't know
No response
Total

Respondents
97
113
125
212
30
577

31 Who would look after your financial affairs if you were unable to?

Child
Spouse
Family
Other
Local Authority
Don’t know
No response
Total

Respondents
260
102
62
15
2
16
120
577

32 Did you know that there is a legal way for you to have someone you trust to
look after your financial affairs should you become unable to look after them
yourself?
Yes
No
N/R
Total
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305
236
36
577

33 Do you know what this arrangement is called?
Named Lasting Power of Attorney or Power of Attorney = 177
34 Have you heard of an arrangement called Lasting Power of Attorney?
Yes
No
N/R
Total

325
242
10
577

35 Who do you think would pay for any social care such as a residential home or
professional care at home if you should need it?

Don’t know
Self
Family
Local Authority
State
No response
Total

Respondents
295
105
45
37
60
35
577

36 Do you think that you would be expected to make any contribution to the cost
of such care?

Yes
No
Don’t know
No response
Total
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Respondents
249
89
214
25
577

37 I find it more satisfying to spend money than to save it for the long term

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total

Respondents
107
119
164
72
31
64
20
577

38 I always make sure I have some money saved to pay for emergencies or
unexpected expenses

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total

Respondents
201
198
82
18
16
47
15
577

39 If I had to choose, I would rather have a good standard of living today than
save for the future

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total
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Respondents
175
170
124
42
11
40
15
577

40 Which of these statements best describes your ability in comparing different
savings products to check you are getting the account which is best for you?
Rating
Clear idea
Some knowledge
Limited knowledge
No idea/don't know
No response
Total

Respondents
108
136
118
184
31
577

41 In which of the following ways are you currently putting money aside or saving
it for a later time?
Saving method
By saving cash at home, in your wallet, purse or another safe place
Building up a balance of money in your bank account
Paying money into a savings account
Paying money into a credit union account
Cash ISA
Giving money to family to save on your behalf
Saving in an informal savings club such as Christmas club or tontine
Buying financial investment products, other than pension funds, such as bonds,
investment trusts, stocks and shares
In some other way
Prefer not to say

42 Which of these best describes how often you save money?
Frequency
Every week
Every month
Most months
Some months, but not others
Rarely/never
Don’t know
No response
Total
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Respondents
79
122
51
118
110
53
44
577

Number
56
204
102
28
95
17
24
26
55
24

43 Just thinking about the months that you save money, is the amount that you
save…
Amount
Roughly the same each month
A little different from month to month
Very different from month to month
Don’t know
No response
Total

Respondents
152
123
118
81
103
577

44 How often these days do you run out of money before the end of the week or
month?
Frequency
Always
Most of the time
Sometimes
Hardly ever
Never
No response
Total

Respondents
35
53
146
115
185
43
577

45 How many times in the last year have you skipped a payment on a credit card,
loan or bill?
Times
0
1
2
3
4
5
6
8
10
12
N/R
Total
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Respondents
439
6
8
3
2
3
1
1
1
1
12
577

46 How many times in the last year have you used a so called pay day (short term
at high interest) loan to get by?
Times
0
1
2
N/R
Total

Respondents
461
4
1
111
577

47 How many times in the last year have you used a cash advance on a credit card
to get by?
Times
0
1
2
4
12
52
N/R
Total

Respondents
454
4
4
2
2
1
110
577

48 How many times in the last year have you helped a wider family member or
friend with a problem by taking on a debt or giving them money?
Times
0
1
2
3
4
5
6
10
12
30
36
N/R
Total
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Respondents
361
25
39
13
11
4
4
5
2
1
1
111
577

49 How likely is that you would seek advice from an external advice organisation
to deal with any money worries?
Likelihood
Very likely
Fairly likely
Fairly unlikely
Very unlikely
Don’t know
No response
Total

Respondents
83
127
76
189
81
21
577

50 I think I would make better financial decisions with the help of advice

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total

Respondents
77
173
136
50
35
87
19
577

51 I would feel too embarrassed to seek professional advice about money
problems

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total
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Respondents
57
86
128
103
113
62
28
577

52 When it comes to financial advice I don't know where to start

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total

Respondents
71
106
137
87
78
71
27
577

53 I can sort out my own money issues, without seeking advice

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree
Don’t know
No response
Total

Respondents
108
169
140
46
36
54
24
577

54 How easy or difficult is it for you to get to a Citizens Advice Bureau or other
advice agency using your normal forms of transport?
Difficulty
Very easy
Quite easy
Quite difficult
Very difficult
Unable to
Don't wish to
No response
Total
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Respondents
130
181
113
53
30
53
17
577

55 How easy or difficult is it for you to get to a local benefit office using your
normal forms of transport?
Difficulty
Very easy
Quite easy
Quite difficult
Very difficult
Unable to
Don't wish to
No response
Total

Respondents
119
176
99
57
35
74
17
577

56 How easy or difficult is it for you to use a telephone in private to discuss
financial matters?
Difficulty
Very easy
Quite easy
Quite difficult
Very difficult
Unable to
Don't wish to
No response
Total

Respondents
75
200
90
53
19
126
14
577

57 How easy or difficult is it for you to receive confidential financial information
by post?
Difficulty
Very easy
Quite easy
Quite difficult
Very difficult
Unable to
Don't wish to
No response
Total
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Respondents
168
154
70
34
12
124
15
577

Appendix 4: Post-intervention Survey

IT’s All About Money Second Survey 2017
1 Since you attended the session, have you
No
Checked whether you are receiving all the benefits, tax
credits or pension that you are entitled to
Changed your gas or electricity supplier
Set up any bill payments online
Started to check your bank account online

Yes

IF NONE, GO TO 3

2 How did you do it?

3 Did you know that you can go online to check your benefit
entitlement?
Yes
No

4 Since the session have you thought about comparing or changing
your gas and electric suppliers?
Yes
No
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5 If you were going to change your gas or electricity supplier, how
would you do it?

6 If you were going to get the best deal on your home insurance, how
would you do it?

7 Do you know what a price comparison website is?

8 Can you name any price comparison sites?

9 Do you have a bank account that can be checked online?
Yes
No
Don’t know
IF NO or DON’T KNOW, GO TO 12
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10 Do you do this?
Yes
No
IF YES, GO TO 12

11 Why don’t you do this?

12 Do you have any of the following?
ASK IN TURN
Yes

No

Life insurance that pays out on death whatever the cause
Funeral Plan

13 Do you have anything (else) in place that would help cover the cost
of your funeral?
Yes
No
IF YES, ASK FOR DETAILS

14 Did you know that there is a legal way for you to have someone
you trust to look after your financial affairs should you become
unable to look after them yourself?
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Yes
No
IF NO, GO TO 16

15 What is the name of this arrangement?

ASK ALL EXCEPT THOSE WHO IDENTIFIED LPA

16 Have you heard of an arrangement called Lasting Power of
Attorney?
Yes
No

17 Do you think that you should put in place any arrangements for
your financial affairs in case you become unable to look after them
yourself?
Yes
No
Don’t know
IF YES, ASK FOR DETAILS

18 Who do you think would pay for any social care such as a
residential home or professional care at home if you should need it?
You
Local Authority
Government
Other (specify in box)
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19 Do you think that you would be expected to make any contribution
to the cost of such care?
Yes
No
Don’t know
IF NO, GO TO 21

20 Since the session, have you made any new arrangements for
putting any money aside or saving for later in life?
Yes
No
IF YES, ASK FOR DETAILS

You are probably managing fine with your finances but I want you to
think about how it might be if you were not.
21 What would say/indicate/suggest to you/be the signs that you
were in financial difficulty?

22 If you were in financial difficulty, would you seek help?
Yes
No
Don’t know

23 Where would somebody in financial difficulty go first to get help?
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Age concern
Citizens Advice
Independent Advice Agency
Debt Management
Company
Church Advice Centre
Friends or family
Other (specify in box)

24 On a scale of 1 to 5 where 1 is not at all useful and 5 is very useful.
How useful do you think that the session was in helping you think
about your finances?
1
2
3
4
5
25 Why do you say that?
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Appendix 5: Tables for Post-intervention Survey Responses
1 Since you attended the session, have you
Checked whether you are receiving all the benefits, tax credits or pension that
you are entitled to
Checked
No
Yes
No response
Total

Respondents
143
97
1
241

Changed your gas or electricity supplier
Changed
No
Yes
No response
Total

Respondents
224
16
1
241

Set up any bill payments online
Set up
No
Yes
No response
Total

Respondents
236
4
1
241

Started to check your bank account online
Started
No
Yes
Total
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Respondents
235
6
241

3 Did you know that you can go online to check your benefit entitlement?
No
Yes
No response
Total

Respondents
109
131
1
241

4 Since the session have you thought about comparing or changing your gas and
electric suppliers?
No
Yes
No response
Total

Respondents
176
63
2
239

5 If you were going to change your gas or electricity supplier, how would you do
it?
Method
Don’t Know
Phone suppliers
Online
Phone comparison
Other do it
No change
Advice agency
Ask around
Renegotiate
No response
Total

Respondents
58
28
57
3
40
31
13
6
4
1
241

6 If you were going to get the best deal on your home insurance, how would you
do it?
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Method
Don’t Know
Phone suppliers
Online
Bank
Other do it
Age Concern
Landlord
Renegotiate
Ask around
Advice agency
No response
Total

Respondents
79
21
63
15
35
9
7
6
3
1
2
241

7 Do you know what a price comparison website is?
No
Yes
No response
Total

Respondents
100
140
1
241

8 Can you name any price comparison sites?
No
Yes
No response
Total

Respondents
157
83
1
241

9 Do you have a bank account that can be checked online?
Yes
No
Don’t know
No response
Total
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Respondents
149
57
32
3
241

10 Do you do this?
Respondents
82
67
149

No
Yes
Total

11 Why don’t you do this?
No internet
No confidence
No trust
Prefer old methods
Grand Total

Respondents
35
14
24
9
82

12 Do you have any of the following?
No
Yes
No response
Total

Life Insurance
114
125
2
239

Funeral Plan
173
66
2
239

13 Do you have anything (else) in place that would help cover the cost of your
funeral?
No
Yes
Total

Respondents
182
59
241

Help
Savings
Equity
Insurance intended
F P intended
Prepaid
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Respondents
46
2
2
1
6

Medical Science
Total

2
59

14 Did you know that there is a legal way for you to have someone you trust to
look after your financial affairs should you become unable to look after them
yourself?
No
Yes
No response
Total

Respondents
47
192
2
241

15 What is the name of this arrangement?
Respondents
(Lasting) Power of Attorney
84

16 Have you heard of an arrangement called Lasting Power of Attorney?
No
Yes
No response
Total

Respondents
48
191
2
241

17 Do you think that you should put in place any arrangements for your
financial affairs in case you become unable to look after them yourself?
Yes
No
Don’t know
No response
Total

Page 105 of 114

Respondents
150
71
18
2
241

Arrangement Respondents
Nothing
19
LPA done
25
LPA intended
36
Informal
63
Bank
1
Solicitor
6
Total
150

18 Who do you think would pay for any social care such as a residential home or
professional care at home if you should need it?
Don’t know
Self
Family
Local
Authority
State
No response
Total

Respondents
44
86
11
60
38
2
241

19 Do you think that you would be expected to make any contribution to the
cost of such care?
Yes
No
Don’t know
No response
Total
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Respondents
194
26
18
3
241

20 Since the session, have you made any new arrangements for putting any
money aside or saving for later in life?
No
Yes
No response
Total

Respondents
223
13
5
241

21 What would say/indicate/suggest to you/be the signs that you were in
financial difficulty?
Signs
Don’t know
Run out of money
Do without
Borrowing money
Not paying rent
Using savings
No response
Grand Total

Respondents
66
103
24
14
19
12
3
241

22 If you were in financial difficulty, would you seek help?
Yes
No
Don’t know
No response
Total

Respondents
215
12
10
4
241

23 Where would somebody in financial difficulty go first to get help?
Help
Don’t know
Age Concern
Citizens Advice
Independent advice agency
Debt management co.
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Respondents
26
26
88
16
2

Family & friends
Landlord
Local authority
DWP
Credit Union
Trade union
Borrow
No response
Total

55
4
10
1
2
2
2
7
241

24 On a scale of 1 to 5 where 1 is not at all useful and 5 is very useful. How
useful do you think that the session was in helping you think about your
finances?
Rating
1
2
3
4
5
Total

Respondents
2
3
18
40
82
145

25 Why do you say that?
Row Labels
Don’t know
New Information
Entitlement awareness
Irrelevant
Knew info already
Help awareness
Forgotten
Insufficient
No understanding
No response
Total
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Respondents
2
71
25
8
9
14
12
1
2
1
145

Appendix 6: Tables for Control Group Second Survey Responses
1 Since you attended the session, have you
Checked whether you are receiving all the benefits, tax credits or pension
that you are entitled to
Checked
No
Yes
Total

Respondents
22
4
26

Changed your gas or electricity supplier
Changed
No
Total

Respondents
26
26

Set up any bill payments online
Set up
No
Total

Respondents
26
26

Started to check your bank account online
Started
No
Total

Respondents
26
26

3 Did you know that you can go online to check your benefit entitlement?
No
Yes
Total
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Respondents
12
14
26

4 Since the session have you thought about comparing or changing your gas and
electric suppliers?
Respondents
23
3
26

No
Yes
Total

5 If you were going to change your gas or electricity supplier, how would you do
it?
Method
Don’t Know
Phone suppliers
Online
Other do it
No change
Total

Respondents
2
3
6
2
13
26

6 If you were going to get the best deal on your home insurance, how would you
do it?
Method
Don’t Know
Phone suppliers
Online
Other do it
Age Concern
Renegotiate
Total

Respondents
11
1
5
3
2
3
26

7 Do you know what a price comparison website is?
No
Yes
Total
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Respondents
13
13
26

8 Can you name any price comparison sites?
Respondents
16
10
26

No
Yes
Total

9 Do you have a bank account that can be checked online?
Yes
No
Don’t know
Total

Respondents
8
14
4
26

No
Yes
Total

Respondents
3
5
8

10 Do you do this?

11 Why don’t you do this?
No internet
No trust
Total

Respondents
1
2
3

12 Do you have any of the following?
No
Yes
Total
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Life Insurance
15
11
26

Funeral Plan
23
3
26

13 Do you have anything (else) in place that would help cover the cost of your
funeral?
No
Yes
Total

Help
Savings
Equity
Prepaid
Total

Respondents
16
10
26

Respondents
7
2
1
10

14 Did you know that there is a legal way for you to have someone you trust to
look after your financial affairs should you become unable to look after them
yourself?
No
Yes
Total

Respondents
7
19
26

15 What is the name of this arrangement?
Respondents
(Lasting) Power of Attorney
12

16 Have you heard of an arrangement called Lasting Power of Attorney?
No
Yes
Total
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Respondents
6
20
26

17 Do you think that you should put in place any arrangements for your
financial affairs in case you become unable to look after them yourself?
Yes
No
Don’t know
Total

Respondents
16
7
3
26

Arrangement Respondents
Nothing
1
LPA done
5
LPA intended
7
Informal
3
Total
16

18 Who do you think would pay for any social care such as a residential home or
professional care at home if you should need it?
Don’t know
Self
Family
Local Authority
State
Total

Respondents
3
11
1
4
7
26

19 Do you think that you would be expected to make any contribution to the
cost of such care?
Yes
No
Don’t know
Total
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Respondents
22
1
3
26

20 Since the session, have you made any new arrangements for putting any
money aside or saving for later in life?
No
Yes
Total

Respondents
25
1
26

21 What would say/indicate/suggest to you/be the signs that you were in
financial difficulty?
Signs
Don’t know
Run out of money
Borrowing money
Not paying rent
Using savings
Total

Respondents
3
18
2
2
1
26

22 If you were in financial difficulty, would you seek help?
Yes
No
Don’t know
Total

Respondents
20
4
2
26

23 Where would somebody in financial difficulty go first to get help?
Help
Don’t know
Age Concern
Citizens Advice
Family & friends
Local authority
DWP
Total
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Respondents
7
6
10
1
1
1
26

