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 1. Executive Summary 

Overview  

1.1 The evaluation considered two research questions:  i) whether people already 
 on the path to financial exclusion or debt are able to take on board and act on 
 financial capability messages; and ii) whether utilising  community-based 
 financial capability money champions increases awareness and understanding 
 of positive financial behaviours and actions. The project took place over 12 
 months and two key activities were evaluated: monthly welfare reform events 
 and training of financial capability money champions. 287 people attended the 
 monthly welfare reform events, which took place at a variety of community 
 locations. These were coordinated and led by Citizens Advice Southwark and 
 involved a number of partner agencies in providing financial capability and a 
 variety of other services. 136 money champions were trained by Citizens Advice 
 Southwark and partner agencies and these comprised both volunteers and paid 
 frontline workers. 

Evaluation approach 

1.2 The outcomes being measured were that people can understand their current 
 financial situation; are aware of the impact of changes to their circumstances 
 and are motivated to take action to plan for these changes; are motivated to take 
 a proactive approach to making their money go further; have the confidence to 
 use their knowledge to take action to prevent problems occurring; understand 
 how to get the best value for money; know when to seek help, and where to get 
 good quality independent advice and guidance. 

 To achieve this, the project evaluated two target groups: i) social housing 
 tenants living in the London Borough of Southwark and ii) frontline workers 
 providing support to tenants and residents of the London Borough of Southwark.  
 A mixed research methodology was employed. A quantitative pre- and post-
 event questionnaire was completed by 120 people attending welfare reform 
 events in the first nine months of the project. A qualitative questionnaire was 
 completed by 48 people attending welfare reform events in the final three 
 months of the project. Two focus groups took place comprising 19 social 
 housing tenants who had previously attended a welfare reform event. Financial 
 capability money champions were surveyed on the completion of their training. 
 
Findings 
 
1.3 Outcomes evaluation findings  
 

• 73% of the 120 people who completed a questionnaire described their financial 
circumstances as unmanageable and 75% of people described themselves as 
either unemployed, sick or disabled, meaning a majority of those attending 
welfare reform events were therefore 'people already on the path to financial 
exclusion or debt'. 

• One-off financial capability interventions in a welfare reform event setting can 
improve an individual's mindset and feelings of wellbeing. 

• Fewer people believe they will run out of money before the end of each month, 
having attended an event (26% as against 45%). 
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• After attending a welfare reform event fewer people believe they will need credit 
/ store cards, overdrafts, payday loans, and loans from a company that collects 
payments from their home (8% against 33%), or from a friend (25% against 
41%), over the next three months than they needed for the previous three 
months. This demonstrates that financial capability messages at welfare reform 
events can have a positive impact on people's intended borrowing behaviours 
through reducing the amount they believe they will need to borrow. 

• The number of people who have a clear idea or some idea about how to create 
a household budget increased post-event from 53% to 63%; and the number of 
people with no idea of how to do this reduced post-event from 30% to 14%. 

• There was an increase in the proportion of people from 8% to 23% who intended 
to compare electricity or gas deals within the next three months post-event 
compared with the previous three months. 

• More people said they would save money to put against future falls in household 
income post-event, compared with pre-event (11% against 4%). 

• More people said they would save money to fund future care and support post-
event, compared with pre-event (10% against 4%) 

• Income maximisation is an important part of the financial capability message 
and should be included at all events. 

• Of greatest help to those attending, in order of importance, was that the events:  
o provided the opportunity to get help with welfare benefits (including 

Universal Credit)  
o were local to them  
o provided help on rent arrears and council tax issues  
o provided help on bills (including debt)  
o provided good signposting to other sources of help  
o had a range of organisations present  

 
1.4 Process evaluation findings  

• 136 money champions completed the training and 12 of these completed 
surveys. All of these believed the training would help them develop their 
organisation's financial capability work. 

• With regard to specific ways in which the training has or will benefit the 
individual's work most people answered with the following themes: 
o improved ability to support and advise their service user with financial 

capability messages, which will add social value 
o improved ability to deliver financial capability workshops to service users 
o would enable a new way of building relationships with service users 
o enhanced confidence when giving budgeting advice 

• Due to challenges with the money champions’ model, including obtaining 
evaluation data from partner agencies and ensuring resources were in place to 
support and supervise large numbers of volunteers, staff consulted 
recommended considering other models of volunteer engagement in financial 
capability, such as incorporating volunteers into small teams with paid financial 
capability staff to better develop skills in a more closely supervised and 
supported environment. 
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1.5 Summary 
 

• Most findings from the outcomes evaluation relate to intended rather than actual 
outcomes 

• Evidence obtained suggests that welfare reform events helped to achieve each 
of the Theory of Change outcomes1 

 
Methodological limitations 
 
1.6 The main limitations for this evaluation were: 
 

• the difficulty in tracking the journey of people on the path to financial exclusion 
or debt once they had attended welfare reform events, meaning the findings 
related to intended rather than actual outcomes; and  

• challenges around persuading partners to collect evaluation forms on behalf of 
their own money champions, and the short time Citizens Advice Southwark 
volunteer money champions remained with the organisation, which also made it 
difficult to collect completed evaluation forms. 
 

1.7 These limitations impact on the project's success in answering the first 
 research question as the evidence suggests that people are able to take on 
 board financial capability messages, and intend to act on them, but is unable to 
 prove that the action actually takes place subsequently (emphasis added). 

1.8 In terms of generalisability and transferability of the evaluation approach, the 
 approach set out in this evaluation could be replicated in other urban areas with 
 high numbers of social tenants. 

Learning and sharing activity 
 
1.9 Embedding financial capability within regular welfare reform events is a good 
 method for delivering financial capability interventions, and this approach also 
 helps vulnerable people to engage effectively with a whole range of other 
 support.  

 
1.10 Evidence from this project suggests that that welfare reform events are most 
 effective when the following services are involved: 
 

o Financial Capability 
o Welfare benefits and debt advice 
o Employability services 
o Assisted information 
o Energy and utility initiatives 
o Digital Support 
o Universal Credit 
o DWP 
o Jobcentre Plus 
o Local Housing Support Teams 
o Voluntary and community sector partners with relevant services and offering 

information and practical support, including support for carers 
                                                           
1 The Theory of Change is at Annex One of the full report 
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2. Overview of Project: 

2.1 This evaluation aims to answer the following questions: 

i) Are people already on the path to financial exclusion or debt, able to take on 
board and act on Financial Capability messages, or do their problems 
prevent them from taking positive action? 

ii) Does utilising financial capability champions, increase awareness and 
understanding of positive financial behaviours and actions? 

 
2.2 The project supported two target groups, who were all either struggling or 
 squeezed: 
 

i) social housing tenants living in the London Borough of Southwark showing 
signs of financial distress, such as increasing rent arrears and other debt 

ii) frontline workers and / or volunteers providing support to tenants and 
residents of the London Borough of Southwark  

2.3 The project evaluated two key activities: monthly welfare reform events and 
 training of financial capability money champions. 

2.4 The Theory of Change for the project is at Annex 1. It sets out the project's 
 intended activities, outputs, outcomes and impact.  

2.5 The key activities and outputs are the welfare reform events, and number of 
 people attending them; and the training of money champions, and number of 
 people completing that training. 

2.6 The key outcomes in the Theory of Change are   

• People can understand their current financial situation 
 

• People are aware of the impact of changes to their circumstances and are 
motivated to take action to plan for these changes 

• People are motivated to take a proactive approach to making their money go 
further 

• People have the confidence to use their knowledge to take action to prevent 
problems occurring 

• People understand how to get the best value for money 

• People know when to seek help, and where to get good quality independent 
advice and guidance 

2.7 The intended impact of the project is that Southwark residents, in particular 
 social housing tenants, have increased financial capability and are better able to 
 navigate welfare reform changes and avoid debt and poverty as a result, with 
 improved financial wellbeing 

Welfare Reform Events 

2.8 Citizens Advice Southwark (CAS) arranged 12 monthly welfare reform events, 
 which  provided access to financial capability services,  advice and information 
 on welfare benefits and debt, and other support services. These were held at 
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 community venues in alternating wards in Southwark, which facilitated easy 
 access to a regular series of events. In total, 287 people attended these events. 

2.9 The events were publicised through mailed letters sent to the target group by 
 Southwark Council, one of the project partners. CAS also separately publicised 
 the events.  

2.10 Invitees were all social housing tenants in rent arrears, and their details were 
 held on the relevant Council database.  Attendees usually lived relatively close 
 to the community venue in question and had high levels of rent arrears. In  many 
 cases, they were also in receipt of Universal Credit. 

2.11 CAS both coordinated and delivered a number of different services at these 
events. As a key element of the project was to test the ability of hard pressed 
local people to take on board financial capability messages, CAS ensured a 
financial capability trainer was present at all events to provide both one to one 
and group support in making a budget and providing other money management 
assistance. The financial capability trainer was also an integral part of the event 
through connecting those attending with local support for people who had no 
food or other essentials, for example extra clothing. CAS also provided benefits 
and debt advisers at events.  

2.12 A range of other partner agencies also attended events and provided a holistic 
 and all encompassing 'wrap-around' service. These included representatives 
 from employability agencies such as Southwark Works and Thamesreach; 
 partner organisations such as Advising Communities, Southwark Law Centre, 
 and Victim Support; other registered social landlords such as Family Mosaic; 
 Council officers from Children's Services and the Local Support Team; 
 Jobcentre Plus Peckham; the DWP; and small community organisations such as 
 Garden Organic and Bags of Taste. 

2.13 CAS was already delivering welfare reform events on a bi-monthly basis prior to 
 this project commencing, and, therefore, this project represented a scaled up 
 version of an already existing and successful project.   

Money champions  

2.14 In addition to the Welfare Reform event activities, CAS and a range of other 
 partners trained 136 frontline worker money champions using Citizens Advice 
 materials. These partners were Southwark Law Centre, Advising Communities, 
 Southwark Pensioners, Lewisham Homes, Family Works (providing wrap-
 around support for unemployed families in Southwark), and Keepmoat (a UK 
 Home Builder).  

2.15 The role of money champions was to provide financial capability support to their 
 own communities or service users. 

2.16 The precise nature of this financial capability support provided by the money 
 champions varied, due to the differing nature of the organisations they belonged 
 to, and the needs of the groups being supported.  Support ranged from 
 discussing a  person’s financial situation in a casual setting on a one to one 
 basis; to more formal events held within a community setting that focused on 
 specific financial issues and delivered to several people at one time. 

2.17 Most trainees used the training to: 
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o better understand how to help their clients/community 
o develop additional support and training for their clients/community 
o help their clients face to face, and 
o look for funding to better support their clients/community 
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3. Overview of the evaluation approach: 

3.1 The methodology used in this evaluation arose from a need to obtain robust 
 data to answer the two research questions effectively.  
  
 These were  

i) are people already on the path to financial exclusion or debt, able to take on 
board and act on Financial Capability messages, or do their problems 
prevent them from taking positive action? 

ii) does utilising financial capability champions, increase awareness and 
understanding of positive financial behaviours and actions? 

 
3.2 These questions are aligned with the MAS policy question 'How can we identify 
 and help people who are at risk of falling into problem debt?' 
 
3.3 The methodology adopted - and set out in the evaluation plan - was for both an 
 outcomes and a process evaluation. This was chosen as the best method for 
 measuring the impact of the interventions provided at the welfare reform events 
 and, in particular, for providing evidence to understand whether people were 
 able to take on board and act on financial capability messages. 
 
3.4 CAS was unaware of any other published research which sought to answer 
 these questions so used its experience of delivering welfare reform events on 
 the one hand, and financial capability services, on the other, in choosing this 
 methodology. 
 
3.5 CAS changed the outcomes evaluation model during the project by adopting a 

qualitative approach in the final quarter to surveying people attending welfare 
reform events. The originally planned model was that people attending welfare 
reform events would complete a quantitative survey, and a proportion of these 
would be invited to a focus group in the quarter after this attendance. However, 
in the final quarter of the evaluation this approach was changed to a single 
intervention in the form of a qualitative survey.  

 
3.6 This allowed the project to obtain qualitative data from a greater proportion - 

approximately 50% - of those who attended events over this period, than 
continuing with the focus groups. It also sought to provide additional learning on 
the impact of welfare reform events on financial capability learning and intended 
behaviours, and responded to the observation of staff at events that people 
attending were presenting with increasingly complex problems, which required a 
different evaluation approach to the original quantitative survey.   

 
Outcomes evaluation 
 
3.7 The evaluation took place in two stages; and involved both quantitative and 
 qualitative approaches. 
 
3.8 The first stage was a quantitative survey of people attending welfare reform 
 events over the first nine months of the project; and the second a qualitative 
 survey of people attending events over the final three months of the project.  
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3.9 There  was also qualitative data obtained from two focus groups.  
 
3.10 The same 120 attendees completed both pre- and post-event quantitative 
 questionnaires at the first nine monthly events, and the data was matched for 
 analysis. 

3.11 48 attendees completed qualitative questionnaires at the end of the final three 
 monthly events. This represented approximately one half of total attendees at 
 those events. 

3.12 In total, 287 people attended the 12 monthly welfare reform events.  

3.13 The two focus groups took place in May 2017 and January 2018 and were 
 attended by 19 people, who had all previously attended welfare reform events. 

3.14 Through the more qualitative approach utilised in the second stage of the 
 evaluation, the project aimed to obtain in-depth understandings to complement 
 the quantitative data from the first questionnaire.  
 
3.15 The quantitative questionnaire was designed using the Money Advice Service 
 (MAS) Financial Capability  toolkit  and approved by MAS. This approach 
 ensured consistency and meant that all questions used clear and jargon free 
 language to facilitate the process of self completion.   

3.16 People attending the events were asked the same set series of questions as 
 they arrived for support (pre-attending the event) and again immediately 
 afterwards (post-attendance). A vast majority of questions were multiple choice, 
 and so quicker to answer.  

3.17 The pre-event questionnaire comprised four main sections: financial 
 circumstances; mindset, ability and financial capability behaviour. The post-
 event questionnaire had three main sections: mindset, ability and financial 
 capability behaviour. 

3.18 The qualitative questionnaire was also designed using MAS approved 
 questions. This provided attendees with an opportunity to write their 
 responses freely (rather than using multiple choice tick box approach of the 
 earlier questionnaire) in order to describe more accurately their views of the 
 events and its impact on them. 

3.19 The focus group questions were an iteration of these, being only slightly re-
 framed to be more open and engender discussion from attendees. 

3.20 The outcomes measured and recorded throughout this research were as 
 follows: 

 
MAS Outcome: 

 
Research Method: 

People can understand their current 
financial situation 

• Able to live (adequately) within means 

• Able to pay unexpected bills 

• Regularity of running out of money each 
month 

Pre and post quantitative survey 
among the target group. 
 
Focus group with participants 
 
Qualitative survey 
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Process evaluation 

3.21 Volunteers and frontline workers attending the money  champion training were 
 encouraged to complete a survey which asked their views of the training and 
 what impact it would enable them to have on their local communities or service 
 users. In the end, only 12 completed surveys were obtained post-training. 

3.22 The intention was also to survey financial capability money champions after a 
 period of time had elapsed to determine what activities they had undertaken and 
 the impact of these on them and on service users. Due to difficulties in 
 maintaining contact with money champions post-training, this did not happen. 

  

People are aware of the impact of changes 
to their circumstances and are motivated 
to take action to plan for these changes 
 
Keeping track of income and spending: 

• Creating and sticking to a viable budget 

• Saving for an unexpected bill 

• Saving for future care costs 
 

Pre and post quantitative survey 
among the target group. 
 
Focus group with participants 
 
Qualitative survey 
 

People are motivated to take a proactive 
approach to making their money go 
further 

• Understand the value of making money go 
further by shopping around 
 

Pre and post quantitative survey 
among the target group. 
 
Focus group with participants 
 
Qualitative survey 
 

People have the confidence to use their 
knowledge to take action to prevent 
problems occurring 

• Level of confidence in managing money 

• Ability to create a budget 
 

Pre and post quantitative survey 
among the target group. 
 
Focus group with participants 
 
Qualitative survey 
 

People understand how to get the best 
value for money 

• Regularity of shopping around to get the 
best deal   

 

Pre and post quantitative survey 
among the target group. 
 
Focus group with participants 
 
Qualitative survey 
 

People know when to seek help, and 
where to get good quality independent 
advice and guidance 

• Awareness of local agencies who can 
provide relevant help 
 

Pre and post quantitative survey 
among the target group. 
 
Focus group with participants 
 
Qualitative survey 
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4. Key findings - outcomes evaluation 

4.1 The various results and findings aim to answer the research questions through 
 measuring the outcomes set out in the Theory of Change.  
  

 Quantitative analysis 

4.2 The pre-event questionnaire can be broken down broadly into four sections: 
 financial circumstances; mindset, ability and financial capability behaviour. The 
 post-event questionnaire is in three sections: mindset, ability and financial 
 capability behaviour, and asks the same questions of respondents so that the 
 impact and effectiveness of financial capability messages delivered at welfare 
 reform events to social housing tenants can be evaluated. 

4.3 A selection of questions has been analysed below to produce the key findings. 

 

4.3.1 Financial circumstances 

 

Q1: What would you say was the main reason you came to the event 
today? (Select all that apply) 
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Q2: Thinking about your employment, what is your current status? 
SELECT ONE ONLY - IF MORE THAN ONE APPLIES, SELECT MAIN 
STATUS. IF ON MATERNITY LEAVE FROM EMPLOYER AND PLANNING 
ON RETURNING COUNT THIS AS WORKING 

 

Total Respondents - 98 
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It is clear from the responses to questions 1 and 2 of the pre-event 
questionnaire that a majority of respondents were 'people already on the path to 
financial exclusion or debt'.  

This is predominantly because 73% of people describe their financial 
circumstances as unmanageable. Moreover, when describing their employment 
status, 75% of people describe themselves as either unemployed, sick or 
disabled, which suggests at least a likelihood that the financial circumstances of 
these respondents will remain difficult in the short to medium term. 

This confirms that survey respondents as a group had been correctly targeted to 
answer the first evaluation question. 

 

4.3.2 Mindset / Emotional wellbeing  

 

Pre-event questionnaire 

Q3: Overall, how satisfied are you with your life nowadays? Please answer 
on a scale of 0 to 10, where 0 is ‘not at all satisfied’ and 10 is ‘completely 
satisfied’ 

 

 

Post-event questionnaire 

Q1: Now that you have had some support, how satisfied do you feel with 
your life? Please answer on a scale of 0 to 10, where 0 is ‘not at all 
satisfied’ and 10 is ‘completely satisfied’ 

 

Respondents were encouraged to rate their overall satisfaction with their lives 
on a scale of 0 to 10, with 10 being completely satisfied. This score increased 
from an average of 3.92 pre-event to 5.48 post-event. In considering this result, 
it is worth noting that some people said they wanted to keep their score the 
same until they could see an expected outcome as indicated from the support 
they had received. 

This increase demonstrates that one-off financial capability interventions can 
impact on an individual's mindset and feelings of wellbeing. 
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4.3.3 Financial Capability behaviours 

 

Pre-event questionnaire 

Q5: How often these days do you run out of money before the end of the 
week or month or need to use a loan, credit card or overdraft to get 
by?  (CHOOSE ONE ONLY) 

 

 

Post-event questionnaire 

Q3: How often do you think you will run out of money from now onwards, 
before the end of the week or month or need to use a loan, credit card or 
overdraft to get by?  (CHOOSE ONE ONLY) 

 

 

There is an improvement noted here following attendance at welfare reform 
events with 45% of respondents saying they always run out of money before the 
end of the month, compared with only 26% believing they will do so from now on 
post-event. Similarly, those stating they either hardly ever or never run out of 
money increases from 12% to 20% when asked about the future likelihood of 
hardly ever or never running out of money. 

This indicates that the level of motivation amongst respondents to be proactive 
in making their money go further is increased (Theory of Change outcome). 
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Pre-event questionnaire 

Q6: Please can you tell me which of the following you have had in the last 
3 months, whether in your own name or jointly with someone else? Please 
include any that you are in arrears with. 
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Post-event questionnaire 

Q4: Please can you tell me which of the following you think you will need 
in the next 3 months (whether in your own name or jointly with someone 
else)? 

 

In terms of borrowing behaviours, a total of 33% of respondents said that before 
the event they had either credit / store cards, overdrafts, payday loans, or loans 
from a company that collects payments from your home. When asked what they 
think they will need over the next three months post-event the total percentage 
for these options reduced to only 8%. 

Similarly, the option of a loan from a friend or relative reduced from 41% to 25%. 

These responses indicate that financial capability messages at welfare reform 
events can have a positive impact on people's intended borrowing behaviours 
through reducing the amount they believe they will need to borrow. 
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4.3.4 Ability 

 

Pre-event questionnaire 

Q9: Which of these statements best describes your ability in creating a 
weekly or monthly household budget (CHOOSE ONE ONLY) 

 

 

Post-event questionnaire 

Q7: Which of these statements now best describes your ability in creating 
a weekly or monthly household budget? (CHOOSE ONE ONLY) 

 

 

Responses to this question showed some improvement following attending 
welfare reform events. Post-event 63% had either a clear idea or some idea 
about how to create a household budget, compared with 53% before pre-event. 
Similarly, the number of people with no idea of how to do this reduced from 30% 
pre-event to 14% post-event. 

This could indicate that more people have confidence to use their knowledge 
(the ability to budget) to take action to prevent problems occurring (getting into 
debt) following attending events (Theory of Change outcome).   
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Pre-event questionnaire 

Q10: When did you last do each of the following things: 

 



19 
 

Post-event questionnaire 

Q8: How soon are you likely to do each of the following things: 
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With regard to the comparison of financial products and utility providers, the 
events had little impact on people's intentions in this area, for example in 
comparing bank or savings accounts; credit cards or loans; telephone, 
broadband or TV, insurance etc.  

The exception to this was with the intention to compare electricity or gas deals 
with 23% intending to do this within the next three months (post-event) 
compared to only 8% of respondents having done this over the previous three 
months (pre-event). 

This exception is most likely to be due to the presence and support of Citizens 
Advice energy champions at all events, and suggests that if experts in the other 
areas (i.e. financial products) were available then similar changes in behaviour 
could be achieved in those areas, too. 

There is therefore some limited evidence to suggest that, through these events, 
people have an enhanced understanding of how to get the best value for money 
(Theory of Change outcome) 

 

4.3.5 Planning for the future 

In addition to the above categories we also looked at financial capability 
behaviours concerned with future planning. 

 

Pre-event questionnaire 

Q12: Have you thought about or made any plans about how you might 
cope financially with an unexpected fall in household income due to 
changes to tax or benefits? (CHOOSE ONE ONLY) 
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Post-event questionnaire 

Q9: Will you now think about or make any plans about how you might 
cope financially with an unexpected fall in household income due to 
changes to tax or benefits? (CHOOSE ONE ONLY) 

 

 

In this question there was a mixed picture in relation to the before and after 
options. However, 11% of people said they would save money to put against 
future falls in household income post-event, compared with only 4% who said 
they were doing this pre-event. 

Similarly, the percentage of people who said they hadn't really thought about 
this scenario reduced dramatically from 27% to 10% post-event. 

 

Pre-event questionnaire 

Q13: Have you thought about or made any plans about how you might 
fund any care and support needs as you get older? (CHOOSE ONE ONLY) 
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Post-event questionnaire 

Q10: Will you now think about or make any plans about how you might 
fund any care and support needs as you get older?  (CHOOSE ONE ONLY) 

 

This question about funding future care and support needs showed a very 
similar picture to future planning generally, with 10% of people saying they 
would be saving against this eventuality post-event, compared with only 4% pre-
event.  

Again, the percentage of people who said they hadn't really thought about this 
scenario reduced dramatically from 30% to 13% (post-event). 

In terms of future planning, this evidence suggests that the welfare reform 
events can help increase awareness of the impact of changes to people's 
circumstances, and motivation to take action to plan for these changes (Theory 
of Change outcome). 

  

 Qualitative analysis  

4.4 From October 2017 CAS decided to move away from our questionnaire which 
 produced predominantly quantitative data to an exclusively qualitative approach. 
 This second questionnaire contained six questions about the welfare reform 
 events, all of which required a written response, as opposed to multiple choice 
 questions which required a box to be ticked.  

 The full results appear at Annex 2  

4.5 The project obtained 48 completed one-off questionnaires at the end of events, 
 which represented approximately half of those people attending the three 
 welfare reform events in question.  

4.6 A summary of these results, obtained by looking at categories of free text 
 responses, is set out below: 

• All but one respondent found the events useful.  
 

• Of greatest help to those attending, in order of importance, was that the events:  
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o provided the opportunity to get help with welfare benefits (including 
Universal Credit)  

o were local to them  
o provided help on rent arrears and council tax issues  
o provided help on bills (including debt)  
o provided good signposting to other sources of help  
o had a range of organisations present  
o provided information on moving house 

  

• In addition to the above, people also felt the events enabled them to get help 
without having to queue, and generally helped to reduce their stress. 
 

• In terms of what was least useful, most respondents answered that there was 
nothing that was not useful, with just occasional frustration that problems could 
not be resolved on the same day. 
 

• Respondents were happy with the type of services and support that were 
available at events. The main omissions noted were housing and energy support 
(two responses each), and people from the Universal Credit, parking and social 
services teams (one response each). 
 

• With regard to frequency of events, a majority of respondents who answered this 
question (19) felt that monthly was about right, with most of the remainder 
stating either weekly (seven) or fortnightly (eight). 
 

• There were a variety of responses to the question about how else the events 
might help individuals improve their circumstances. The most significant were as 
follows:  

o five people referred to more help with benefits (even though this was a 
key service offered at each event)  

o three people referred to help with finding a job 
o one person was referred to a food bank as s/he had no food   

 

• An overwhelming majority of responses could be categorised as a positive 
endorsement of the events and a hope that they could continue on a regular 
basis. 

4.7 We also carried out two focus groups in May 2017 and January 2018 with a total 
 of 19 social tenants who had already attended a welfare reform event. 

4.8 A summary of findings from these focus groups are set out below: 

• Most people thought the welfare reform events were very useful and / or 
interesting, and that they should continue  

• Some people's issues had been resolved at the events, for example a problem 
with the spare room subsidy, whereas others had not  

• The attendance of other types of support, such as energy champions to provide 
help with switching supplier was specifically referred to as helpful  

• Most people thought that it would be useful if representatives from the DWP and 
local Jobcentre Plus offices attended every event  

• In addition, specialist help for carers at events was mentioned as being useful  
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• People also thought that short talks on PIP and Disability Living Allowance 
would be helpful  

• Packs containing useful information should be provided to help people to see 
what support they might be entitled to - i.e. benefits, grants, support for carers.  

• Individuals should be provided with written next steps, although the literacy 
levels should be carefully monitored when doing this  

• People would be prepared to travel to events, but not too far or outside of the 
borough 

• The ideal frequency of events was somewhere between six weeks and three 
months 

• In terms of knowledge of support available from voluntary sector agencies, 
people knew about Citizens Advice Southwark before, but not other agencies 

• People would definitely attend another event 
 

Summary 

4.9 Findings from the outcomes evaluation largely relate to intended rather than 

 actual outcomes (i.e. following attendance at welfare reform events people 

 believe they will need to borrow less money, compare gas / electricity tariffs to 

 make sure they are on the best deal, or to plan more for the future). This 

 suggests that people already on the path to financial exclusion or debt are able 

 to take on board and intend to act on financial capability messages (emphasis 

 added). 

4.10 Similarly, the evidence obtained also suggests that the events helped to achieve 

 a number of Theory of Change outcomes, in particular people can understand 

 their current financial situation; are aware of the impact of changes to their 

 circumstances and are motivated to take action to plan for these changes; are 

 motivated to take a proactive approach to making their money go further; have 

 the confidence to use their knowledge to take action to prevent problems 

 occurring; and understand how to get the best value for money. 

4.11 With regard to the final Theory of Change outcome: people know when to seek 

 help, and where to get good quality independent advice and guidance; 

 responses at the two focus groups suggest that people rely heavily on CAS for 

 their support and guidance as they do not know about other agencies. This 

 could suggest that the model used; Citizens Advice led welfare reform events 

 helped those events achieve maximum visibility amongst people already on the 

 path to financial exclusion or debt, and therefore ensured they had maximum 

 impact. 

4.12 To obtain evidence to ascertain the extent to which intended outcomes would 

 become actual outcomes would require follow up surveys to be undertaken with 

 the target group, bearing in mind the challenges set out in chapter six. 

4.13 As a result, therefore, the evaluation can only partly answer the first research 

 question, and follow up surveys and focus groups with the target group would be 

 required to understand to what extent the intended outcomes had become 

 actual outcomes. 
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4.14 The qualitative data obtained also suggests that placing financial capability 

 messages in the context of other linked and relevant services - such as benefits 

 and debt advice, employability services, direct access to DWP staff - allows the 

 target group to progress and potentially resolve issues that are contributing to 

 their financial exclusion.   

4.15 If linked messages such as how to resolve benefits or  debt problems, or 

 employability problems can be 'taken on board and acted on' then it is likely that 

 financial capability messages can be also.   
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5. Key findings - process evaluation 
 
5.1 The process evaluation explored money champions views on the effectiveness 
 of training provided by CAS and partner agencies, and what impact it would 
 have on their ability to provide financial capability messages to their own 
 communities and / or service users. 

5.2 A total 136 money champions completed the training, and 12 completed the 
 survey. 
 
5.3 With the exception of question one on the survey, which asked people to rate 
 the usefulness of the training, all questions asked for a free text response.  
  
5.4 A summary of these responses is set out below: 

• All but one of the respondents thought that the training was very useful in 
helping them to develop their organisation's financial capability work. The other 
respondent thought it was useful. 
 

• A majority of respondents were unable to single out any particular part of the 
training that they found most useful, instead commenting that they found it all 
useful. Those that did single out individual elements referred to sections on how 
to deliver group training and how to mentor individuals with financial capability 
needs. 
 

• With regard to the least useful part of the training, one respondent referred to 
the section on mentoring, but stressed this was an area where s/he already had 
experience. There were no other responses here. 
 

• Only one respondent felt there should be other elements added to the training, 
and this was in the area of training on digital issues and capability. 
 

• The general feedback on the training was that it was very good. 
 

• With regard to specific ways in which the training has or will benefit the 
individual's work most people answered with the following themes: 
 
o improved ability to support and advise their service user with financial 

capability messages, which will add social value 
o improved ability to deliver financial capability workshops to service users 
o would enable a new way of building relationships with service users 
o enhanced confidence when giving budgeting advice 

 
5.5 There were significant challenges with the money champions model, so far as 
 it related to CAS. These included insufficient ongoing support and supervision 
 being in place for this new volunteer role, as well as capacity issues around 
 absorbing a number of new volunteers into an already busy organisation.  
 
5.6 As a result of the underestimation of the resources required to develop this 
 model successfully, the extent to which the project was able to answer the 
 second research question was limited by a lack of available data from the 
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 money champions themselves and the impact of their work. 
 
5.7 This finding around the challenges of adequately resourcing a money champion 
 model using multiple partners has important implications for other agencies or 
 partnerships seeking to replicate this approach. 
 
5.8 In future CAS will consider other models of volunteer engagement in financial 
 capability, such as incorporating volunteers into small teams with paid financial 
 capability staff to better develop skills in a more closely supervised and 
 supported environment, including writing funding applications that might support 
 this model. In this scenario, financial capability volunteers could have a variety 
 of roles including training, administration, publicity and monitoring. 
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6. Limitations of the evaluation and future evaluation: 

Limitations 

6.1 The main limitation for this evaluation was the difficulty in tracking the journey of 
 people on the path to financial exclusion or debt once they had attended welfare 
 reform events. Whilst the project was able to obtain pre- and post-event 
 questionnaires, which demonstrated the immediate impact of the events and 
 their financial capability messages, it was unable easily to engage with 
 attendees thereafter. This meant, for example, that the project could not track 
 whether they had successfully been able to take positive action to improve their 
 circumstances, rather than simply stating they were more likely to do this. 

6.2 Attempts were made to engage with attendees through making scripted follow-
 up calls, however it proved difficult to make meaningful contact in this way, and 
 these attempts were discontinued.    

6.3 Similarly, it proved difficult to persuade people who had attended welfare 
 reforms events to attend focus groups. This was either because accurate 
 contact details had not been provided or, if contact was made, because people 
 did not understand the purpose of the exercise, or they simply did not attend 
 without explanation. Food and drink was provided at focus groups but it was not 
 clear whether this helped improve attendance. For these reasons only two focus 
 groups took place. 

6.4 It should be noted, however, that the outcomes set out in the Theory of Change 
 are framed in terms of people being 'aware', 'motivated', and 'confident', or 
 having 'understanding' and 'knowledge'. The evidence obtained suggests that 
 these outcomes were achieved.   

6.5 However, whether these outcomes then led to actual changes in individual's 
 financial circumstances was unproved. 

6.6 This limitation impacts directly on the project's success in answering the first 
 research question as the evidence suggests that people are able to take on 
 board financial capability messages, and intend to act on them, but is unable to 
 prove that the action actually takes place subsequently (emphasis added). 

6.7 Linked with this in terms of measuring post intervention impact is the 
 important issue that many people completing surveys were reluctant to describe 
 a change in score post-support as they wanted to wait and see what would 
 happen first.   
 
6.8 In addition, for some respondents with multiple problems impacting on their 
 financial circumstances - for example those with housing, employability or 
 benefit appeal related issues - it is unlikely that these could have been resolved 
 within a three month period in any event.   
 
6.9 As stated above, the project found it challenging to make meaningful follow up 
 contact with the target group following attendance at events. A possible future 
 solution might be to search the CAS database to ascertain whether these people 
 had further contacted the organisation, and, if so, to review the outcomes of this. 
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6.10 Another limitation was the difficulty in establishing a comparison group as 

 envisaged in the evaluation plan. The project had originally intended to compare 

 its evaluation of people attending the welfare reform events with one of people 

 who were invited to attend an event but did not do so. This would establish the 

 extent to which attending welfare reform events had made a difference to 

 people's circumstances compared with those who had not.  

6.11 Unfortunately, members of the target group (social tenants in rent arrears) who 

 had not responded to an invitation to attend an event, also did not respond to a 

 request to complete a survey, and the project had no responses to these 

 requests. As a result, the project was unable to establish a comparison group. 

6.12 Reflecting back on this it was perhaps unlikely that people who had chosen not 

 to attend an event designed to help them, would then actively engage with the 

 project's request to complete a survey. 

6.13 With regard to assessing the impact of money champions, this area of the 
 evaluation also proved difficult. Whilst there might exist hypothetical social 
 impact calculations for working out the impact of training frontline workers in 
 terms of how many service users this information would then be cascaded to, 
 we were unable to measure this through the current evaluation. 
 
6.14 This was partly because the project was unable to persuade partners to 
 complete evaluation forms on behalf of their own money champions, and partly 
 because CAS's own specially recruited volunteer money champions only 
 remained with CAS for a very short time, and subsequently did not respond to 
 efforts made to contact them, which made evaluation difficult.  
 
6.15 With regard to partner agencies, the project struggled to impress on frontline 
 workers (or their managers) the value of measuring the impact of the money 
 champion training either for themselves, or for reporting purposes back to CAS. 
 Avoiding the perception that this represented unnecessary paperwork was a 
 major hurdle and perhaps one that could have been addressed more proactively 
 at the outset of the project. 
 
6.16 With regard to the CAS money champions, if the project had addressed the 

issue of high turnover at an early stage, for example by undertaking exit 
interviews or by asking all money champions to complete surveys immediately 
their training had ended, this limitation may have been mitigated.  

 
6.17 This meant the project was unable to undertake the planned follow-up surveying 
 and monitoring of money champions, either through survey or focus group, as 
 had been planned in the evaluation plan. 
 
6.18 With regard to the generalisability or transferability of the evaluation design; the 
 evidence suggests that financial capability messages can be delivered 
 effectively within a welfare reform event context so that people already on the 
 path to financial exclusion or debt can be assisted and encouraged to take 
 positive action. In addition, the model of regular welfare reform events that was 
 adopted by this project was universally welcomed by social housing tenants with 
 rent arrears, a majority of whom are affected by welfare reform.  
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6.19 This suggests that this model can be transferred effectively to other urban areas 
 containing high numbers of social tenants, and that the results of this 
 evaluation can be generalised to other similar areas. 
 
 
Future evaluation  
 
6.20 Our intention is to continue to deliver regular welfare reform events, either 
 through applying for funding to support these, or, if necessary, by resourcing 
 them ourselves.  
 
6.21 The learning from the project is set out in chapter 7 below, and this has been 
 driven by obtaining regular feedback, both formally through the questionnaires 
 that inform this evaluation,  and informally through anecdotal feedback from 
 people attending events, both clients and delivery partners. 
 
6.22 This learning has helped to ensure the events are as effective and efficient as 
 possible. We will therefore continue to evaluate these events in the same way 
 as over the past 12 months to build up further our evidence base. 
 
6.23 We will also look at better ways of continuing to engage with people after they 
 have attended an event. Being mindful of the challenges around maintaining 
 successful contact with large numbers of people referred to above, we will most 
 likely adopt a case study approach to enhance our body of qualitative evidence. 
 This will enable us to focus on a much smaller number of people to test the 
 impact on them of the events, and any ongoing support they receive. 
 
6.24 With regard to training CAS volunteer money champions, in future it is possible 
 that CAS may look to develop its financial capability capacity through training 
 volunteers to assist paid financial capability trainers. If that approach was to 
 be tried CAS would aim to evaluate its effectiveness so that it could be 
 compared with the financial capability champion approach. 
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7. Implications and recommendations for Policy and Practice: 

There are a number of implications and recommendation that arise from this 
evaluation. 
 
Welfare Reform Events 
 
7.1 Financial capability messages can be delivered effectively within a welfare 
 reform event context so that people already on the path to financial exclusion or 
 debt can be assisted and encouraged to take positive action 
 
7.2 The model of regular welfare reform events that was adopted by this project was 
 universally welcomed by people affected by welfare reforms, and specifically 
 social housing tenants with rent arrears.   
 
7.3 There were few suggestions that the welfare reform event model requires 
 significant change.  
 
7.4 The variety and number of support agencies was about right to deliver the 
 support needed by attendees. Specific feedback referred to the importance of 
 the DWP being present. The DWP did attend the event on 12.12.17, and all 
 attendees on that day spoke to this representative.   
 
7.5 In addition, regular attendance at events by the various partner agencies, 
 according to anecdotal feedback from their representatives, delivered a value to 
 them, especially those organisations that may otherwise struggle to engage 
 with this client group.   
 
7.6 The target group would like support delivered in this format on a regular basis, 
 with a  variety of frequency suggested from weekly to quarterly or longer.  As an 
 important motivation for attending was the fact that events were local, it would 
 make sense for future events to occur on a monthly basis but at a number of 
 different community locations on a rotating basis spread across the borough. 
 
7.7 The duration of four hours for events appeared to be sufficient for the number of 
 attendees and delivery of support, for a majority of the past year. However, in 
 the last quarter of the evaluation a trend emerged whereby those attending 
 events had more multiple and complex needs than previously, and, in particular, 
 those struggling with poor mental health. This meant there was a greater, and 
 increasing, need for follow-up appointments to be booked, as well as the need to 
 carefully manage the time advisers spent with each client at the event.  
 
7.8 Many people attending events were not only on the path to financial exclusion or 
 debt, but also suffering with poor health, both mental and physical. There was 
 therefore, potentially important information relating to the effect of welfare 
 reform on people’s health and wellbeing that could be captured at these events 
 and fed into local and national campaigns, as well as influencing policy changes.  
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Money champions 
 
7.9 Use of volunteer money champions to increase awareness and understanding of 
 positive financial behaviours and actions is difficult to measure due to 
 challenges around obtaining data from partner organisations on work carried out 
 by champions, and the difficulty in maintaining contact with champions recruited 
 and trained by the host organisation. Commonly held assumptions around the 
 extent to which financial capability messages are cascaded by champions may 
 not be sufficient to conclude that such a model is an effective use of resources.  
 
7.10 Alternative volunteer based models, for example the use of a small number of 
 volunteers recruited and trained to deliver financial capability sessions under the 
 supervision of a paid financial capability trainer may be a more effective way to 
 use volunteers. 
 
Implications for Policy and Practice and learnings for our organisation: 
 
7.11 This evaluation has identified low levels of engagement with support by people 
 in need prior to attending the welfare reform events and low levels of awareness 
 of the support on offer in the borough and how to access it, with the exception of 
 CAS, which is well known. Further work is required across the local voluntary 
 sector to raise awareness of all support on offer to vulnerable local people, and 
 to engage this support at events. 

7.12 Poor mental health was a regular theme for those attending events and requiring 
 support, and this had often adversely affect their circumstances, as well as 
 having been exacerbated by those same circumstances. However, 
 notwithstanding these difficulties, there was still an identified improvement in 
 many areas relating to their mindset, ability and financial capability behaviours 
 after intervention support is delivered.   

7.13 However, this also means that more time must be allowed to effectively work 
 with people in these circumstances, and that financial capability delivery must be 
 mindful of the particular needs of this vulnerable group. 

7.14 As part of the welfare reform event model, income maximisation should be 
 offered as an integral part of the offer, and is an important accompaniment to 
 financial capability work. 

7.15 Similarly, digital support including help getting online, making and managing 
 Universal Credit claims and help to access financial capability related online 
 tools, such as budgeting tools could also be an important part of the overall 
 offer.    

7.16 Engaging effectively with people with low literacy and low information seeking 
 skills is an important aspect of delivering successful welfare reform events. In 
 particular, although agreeing a written outline of ‘next steps’ represents best 
 practice and is welcomed by participants, advisers must be aware of issues of 
 poor literacy, which has been shown through the focus groups to have the 
 potential for adversely affecting the extent to which these 'next steps’ can be 
 carried out by individuals.   
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7.17 Providing mechanisms for follow-up support and contact are important as part of 
 the delivery of welfare reform events, and would be welcomed by participants, 
 particularly those for whom no progress had been made. It would also help 
 check whether individuals had been able to undertake the 'next steps' that had 
 been identified as necessary to resolve their issues.  

Learnings for the financial capability community: 
 

7.18 It is likely that some people’s health and wellbeing are such that they are only 
 able to take action in small steps, and over a longer period of time. 

7.19 There are significant numbers of people who are not engaging with support 
 services until they reach crisis point (if at all).  Marketing and promotion activities 
 undertaken by support agencies need to be reviewed to address this. 

7.20 In addition, this is an area where financial capability projects, including through 
 use of community based volunteer financial capability champions may be able to 
 help, so that awareness raising of support services can be embedded at local 
 community level. Although the challenges of using this approach are set out 
 elsewhere. 

7.21 People attending welfare reform events are almost universally experiencing 
 significant levels of financial hardship and a majority believe they have no 
 means of coping with any additional negative impact on their finances, now or in 
 the future. These events therefore represent important focal points at which 
 financial capability support could be delivered, especially given the challenges 
 around developing effective financial capability delivery models (i.e. group or 
 one-to-one sessions and problems getting people to engage with either).  

7.22 Another theme that emerged from the evaluation was the lack of income 
 maximisation work that was being done through use of comparison websites 
 and switching / changing suppliers of energy or other financial products and 
 services. There were a number of reasons given for this by people attending 
 events such as lack of knowledge; lack of digital skills / access; scepticism in 
 there being a significant benefit to performing this activity; and a feeling of being 
 overwhelmed with having another task to undertake. This - and the continuation 
 of linked Energy Best Deal funded projects - should be a focus for future 
 financial capability efforts. 

Capacity and sustainability of the project: 

7.23 Due to the success of the welfare reform events in tackling a wide range range 
 of issues and helping a particularly vulnerable section of the local community, 
 CAS intends to continue these events, even after the expiry of MAS What Works 
 Fund and Big Lottery Improving Financial Confidence  funding. CAS will be 
 looking to secure continuation funding for these events through the local 
 Tenant's Fund, and through other sources of funding.  

7.24 The evaluation will help evidence the need for these events, and also that the 
 model of delivery represents an effective way of meeting that need.  

Embedding the project into core services: 

7.25 Embedding any project into core services is likely to be an effective way of 
 ensuring sustainability and preserving legacy. To a certain extent this has 
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 already happened with welfare reform events being delivered monthly, partners 
 being notified in advance in three to six month batches of the date/time/venue; 
 and a consistent programme of support agencies and staff in attendance. 
 
7.26 This, in turn, has built up an expectation that the project will take place and 
 continue to do so, monthly, and there has been no resistance or hesitation 
 amongst partners to continue to support the project in this format, or on this 
 basis. This regularity also helps with building and maintaining momentum 
 around attendance at events.  

7.27 Opening up the events to other local projects that can add value and help 
 attendees even further – particularly those projects focused on employability - 
 has also ensured a current and relevant range of projects and support on offer. 

7.28 Future cuts to core funding, however, may jeopardise such an approach, 
 especially if other funding is not obtained. However, it is possible that the next 
 commissioning cycle may require, as part of the tender specification, the 
 delivery of these events. As such, pressure and / or interest from funders in 
 this model of delivery could play a major part in determining the extent to which 
 these activities can be embedded into core services.   

Potential for future development and wider application: 

7.29 The past three to four events have settled on attendee numbers in the low 30s.  
 Due to the increasing numbers of people at the events presenting with multiple 
 and complex needs, we have found that this figure is about right for a 
 manageable and successful four hour long event, with each client receiving 
 sufficient time to have either their issues resolved, or for advisers to take 
 significant steps to resolve them. 
 
7.30 Given this knowledge, we believe that 40 attendees would be the maximum 
 number that could be seen effectively at these events, assuming the same 
 format was adopted. 

7.31 Scaling up the project to deliver more days per month would be dependent on 
 resources being available, both for ourselves, and also for partner agencies to 
 staff these events. Although there is some potential for increasing the use of 
 volunteers to further develop the model, additional funding would be required for 
 a significant expansion. 

 
Recommendations 
 
Welfare Reform Events 
 
7.32 Based on the evaluation results, the overriding recommendation is that 
 embedding financial capability within regular welfare reform events is a good 
 method for delivering financial capability interventions, and this approach also 
 helps vulnerable people to engage effectively with a wide range of other 
 support.  

 
Therefore, events that offer a menu of services from the following list could be 
rolled out in as many areas as possible, and especially those with high levels of 
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deprivation and / or poor health outcomes: 
 

o Financial Capability 
o Welfare benefits and debt advice 
o Employability services 
o Assisted information 
o Energy and utility initiatives 
o Digital Support 
o Universal Credit 
o DWP 
o Jobcentre Plus 
o Local Housing Support Teams 
o Voluntary and community sector partners with relevant services and 

offering information and practical support, including support for carers 
 

7.33 The evidence contained in this evaluation could be used to source further 
 funding to allow more financial work to be delivered that is targeted at those 
 suffering poor mental health. 
 
7.34 All financial capability work delivered at events should include income 
 maximisation elements. 
 
7.35 Mechanisms should be set up that allow for the capture of research and 
 campaigns related information to inform local and national campaigns on the 
 impact of welfare reform on vulnerable people and their health. 
 
7.36 Develop a bank of detailed case studies to determine the impact of 
 interventions. 
 
7.37 There are several operational recommendations based on this evaluation. 
  
7.37.1 DWP attendance at events of this nature is very important. This would 
 simultaneously i) provide a better and more holistic service for attendees, ii) 
 deepen DWP understanding of local issues and iii) reinforce partnership working 
 between the DWP and local voluntary and community sector organisations. 
 
7.37.2 Digital support at events should be prioritised. 
 
7.37.3 Lead agencies must maintain an awareness of new and changing local support 
 on offer that might be of benefit to attendees of events, and ensure those 
 projects are represented. 
 
7.37.4 Frequency and duration of events should be kept under regular review. 
 Evidence from this evaluation suggests that both will need to increase. 
 
Money champions 
 
7.38 Where the model used in this project for training money champions is tested in 
 the future, a priority should be to provide, at the outset, clarity on post training 
 activities carried out by money champions and expectations around monitoring 
 these, both for the individual money champions and their host organisations. 
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 This will enable a more solid evidence base to be developed on its effectiveness 
 than has been possible through this evaluation.  
 
7.39 There should be consideration given to testing other models of volunteer 
 engagement in financial capability, such as working in teams with paid financial 
 capability staff to better develop skills in a more closely supervised and 
 supported environment, and looking to potential funding opportunities to support 
 this model. 
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8. Sharing and learning activities: 

8.1 We have been proactive in regularly sharing findings from our work with our 
 partners and the wider financial capability community.   
 
8.2 The main sharing and learning activities have taken place as follows: 
 

➢ at a Financial Capability event for Money Savvy Southwark, our Big Lottery 
funded Improving Financial Confidence project, which was held during financial 
capability week in November 2017 

➢ at a Universal Credit information workshop event for members of the Central 
and East London FinCap forum in December 2017 to highlight support needs of 
people affected by welfare reform 

➢ through our presentation at Southwark’s Exchequer Services Stakeholder 
Conference in November 2017, when more than 100 frontline workers from 
organisations directly working with people affected by welfare reforms were 
present 

➢ through our presentation of findings from the interim report, and regular up-dates 
and sharing of outcomes within the Central and East London Financial 
Capability forum membership 

➢ through our presentation of the interim report and findings to members of the 
Money Savvy advisory group and members of the Southwark Financial Inclusion 
forum in July 2017  

➢ through our participation in a research project in Southwark, commissioned by 
the local Tenants Fund and Southwark Council, to evaluate the impact of 
welfare reforms on tenants' rent accounts, where findings were regularly shared 
with other members of the steering group 

 
8.3 We have also shared our learning with other local Citizens Advice offices and 
 other agencies through our quarterly Financial Capability trainers' meetings.  
 
What has worked well? 
 
8.4 Our learning was continuously reviewed throughout the project and the findings 
 influenced the range of support available to attendees throughout the year.   
 
8.5 Examples of things we introduced or changed were: 
 

• placing an emphasis on including projects that provided back to work 
apprenticeships and employment and enterprise support initiatives  

• including an Energy Champion at all events to provide support to tackle fuel 
poverty and also promote the benefits of comparing and switching tariffs and 
providers 

• incorporating practical support to help people get by, for example, cooking 
healthy meals for less than £1 a head; or growing your own vegetables and 
herbs without the need for outdoor space 

 
8.6 We also linked with partners to support their research activities and inform / 
 raise awareness for emerging issues. For example, the Financial Conduct 
 Authority were undertaking research to better understand the unauthorised 
 lending market.  As a substantial number of the project’s attendees had stated 
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 they were borrowing money from ‘a friend’, a link was made for the FCA to 
 explore further who respondents were borrowing money from, and whether they 
 were actually illegal money lenders. We also used this link to gather information 
 to inform partners how to identify possible illegal money lending activities;  and 
 also where to go for further information and support around illegal money 
 lending. 
 
8.7 We also shared our research and learning with other research projects/activities 
 related to the effects of welfare reforms. For example, the project’s findings were 
 relayed and compared with the findings of another major local research project, 
 Safe As Houses, which was commissioned to look into the effects of Universal 
 Credit on tenants’ rent accounts.  Findings were discussed at the steering group 
 meetings and parallels between both sets of research were evident, 
 strengthening the results of the project’s findings. 
 
8.8 We shared and cascaded the evaluation and its findings to trainers and frontline 

 workers responsible for designing and delivering FinCap workshops . For 

 example, at the quarterly trainers' workshops attended by Financial Capability 

 trainers working across London, in addition to regularly sharing the evaluation 

 findings we discussed new ways of delivering training; what additional training 

 could be developed and what additional resources might be produced; as a 

 means to better engage and support people affected by welfare reforms. This 

 resulted in the formation of several new partnerships and a better understanding 

 of the issues being faced by our clients and how we might use training and 

 resources to help them as well as the staff working to support them. 
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Annex One – Theory of Change 
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Annex Two – Qualitative analysis 

Respondent: Did you find today’s 
event helpful?  Why was 
this? 

What did you find 
most useful? 

What did you find 
least useful and 
why? 

Was there any 
service/support 
you would have 
changed/included 
that wasn’t 
available? Why do 
you say this? 

Based on your 
experience today, 
how often would 
you like to see 
events like this 
take place and 
why? 

Apart from 
helping you to get 
more money, how 
else might we help 
you improve your 
circumstances? 

1 Yes – it was lovely and 
very helpful. 

How naive been about 
bills e.g. council tax 
was not going through.  
Pointed in right 
direction. 

Getting up and 
coming.  All good. 

Not really – got 
what I came here 
for. 

Once a 
week/month.   

ESA to move to PiP 
– difficulties in 
knowing how it all 
works.  Universal 
Credit. 

2 Very good – brilliant – 
whole life sorted!  Been 
here since 10 – seen lots 
of people. 

Local to me and time.  
Absolutely brilliant – 
nothing missing. 

No Nothing missing. Once every 2 
weeks in same 
place. 

Job for son (18 and 
autistic) – been 
organised by 
Southwark Works.  
Has organised an 
apprenticeship. 

3 Yes very useful – been 
looking for help and had 
none. 

Because of help re 
benefits – it’s too much. 

Everything is 
helpful. 

Housing. People are 
punished having no 
money.  More often 
– people need 
help.  Well 
explained – so 
happy. 

Health condition – 
can’t work 
anymore. 

4 Yes – housing good 
advice. 

Near to home. No Very useful and 
enough of 
everything. 

Weekly – monthly 
is overcrowded.  I 
go to Advising 
Communities but 

Drop-ins – once a 
week would be 
useful for everyone 
who lives near. 
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can’t have 
appointment 
anymore because 
I’ve already been. 

5 Yes – not only CA but 
Southwark Works – 
appointment for a job. 

All of those – 
absolutely! 

Only DHP – no 
further help and 
have to take away 
and complete. 

More help to choose 
house.  Cheaper 
houses.  More 
practical help – 
DHP is not a 
permanent solution. 

With more help.  
More frequently at 
each location. 

Cheaper rent and a 
job. 

6 Yes – talked to people who 
I needed to talk to.  Being 
able to make contact with 
people – normally on 
phone for 2 minutes.  
Advice was more 
successful. 

 Logging in was a 
headache – would 
have brought own 
computer as log-in 
is stored. 

Energy support – 
was not available 
today. 

As often as you 
can afford to. 

Housing Benefit.  If 
not here it ends up 
being more 
information needed. 

7 Yes – way it was explained 
and put mind at rest. 

All good. Nothing. No. About monthly. Universal Credit.   

8  Helped me a lot.  No Weekly or as often 
as possible. 

 

9 Yes – information 
provided. 

 Problem not solved 
here – just 
information.   

UC – has been slow 
– not received.  
Would be useful if 
UC were here. 

More frequently 
than once/month. 

Had no food – 
referred to 
foodbank. 
Immediate help as 
in desperate 
situation. 

10 Very – employment help 
and rent arrears. 

Support and help for 
people struggling with 
rent arrears and council 

No fault at all – 
extremely good 
and constructive.  

Information about 
parking/parking 
debt. 

Monthly or every 2 
months – help 
people in direct 
need. 

Just care. 
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tax.  Met needs – very 
helpful. 

Didn’t waste my 
time coming. 

11 Local Support Team made 
a call on my behalf and 
discussed circumstances.  
I can’t do this myself as 
have autism and find it 
difficult. 

Everything was good.  
Honoured to be invited.  
I am going to be 
accompanied to PiP 
assessment. 

No. No. Takes a while to 
get information 
together – paid 
monthly – so once 
a month. 

Thank you for 
having me. 

12 Advice about the issue that 
I wanted. 

Event organised like 
this – very useful.  Used 
more than one service. 

N/a N/a Every month. N/a 

13 Yes – people very nice.  
Trying hard to tell you what 
to do.  People need it. 

Advice – steps for me 
to take.  Advice useful 
about moving house. 

Not the answer I 
wanted. 

No.  Know where to 
go. 

Once a month to 
see everyone. 

No one could help 
even though 
partner had 
disabilities and ill 
health. 

14 Explained UC a lot better 
re rent.  Very confused 
when went onto UC. 

Invite for CA – I wanted 
to talk to CA.  Had 
council tax 
appointment.  Make 
sure I’m doing 
everything correctly. 

No No Monthly events. Not sure how I was 
contacted – would 
be helpful to know.  
UC teams should 
be here instead of 
on the phone. 

15 Very helpful.  I feel relieved 
after seeing the debt 
adviser. 

Explained everything.  
Explained how UC 
works – explained very 
well.  Was very worked 
but not now. 

No nothing. N/a More often and 
open to people 
who aren’t invited.  
Was feeling what’s 
the point of living – 
no point worrying 
now as I 
understand more. 

Tea or coffee would 
be nice.   
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16 Yes – might come back.  
Explained what was going 
on and errors. 

Got answers straight 
away. 

Nothing really. Good variety. Monthly – easy to 
come here as local. 

Don’t know – I 
came for more 
money. 

17 Yes – glad I came! The DHP person. Housing – but I 
know there’s no 
houses to move to. 

No As often as 
possible. 

Not sure – no. 

18 I thought it was really 
good. 

The range of 
organisations here. 

None of it. N/A At least every 
month. 

N/a 

19 Yes – lots sorted! The way they explained 
things.  I could 
understand it. 

N/a More time with the 
debt person. 

All the time. No 

20 Yes – everyone made me 
feel welcome. 

The way they wanted to 
help me. 

No. There was so much 
help – so no. 

Weekly. Tea or coffee as 
well. 

21 So good! Everything was good. Nothing. No As often as you 
can. 

 

22 Yes – really good. Speaking about my 
benefits. 

Nothing. No Monthly. Less of a wait to be 
seen but not a 
problem as good 
outcomes. 

23 You’ve helped me so much 
– bless you all. 

People helping me to 
sort out my problems. 

None of it. No Again. I think it was 
perfect. 

24 Yes - It was great. Helping to sort out my 
bills. 

Don’t think 
anything. 

None. Whenever you can. Don’t know. 

25 Yes. All of it. No. I think you got it all 
right. 

Yes – monthly. Nothing really.   

26 Yes – I got some job 
information. 

Everything was great.  No Monthly. Not sure. 
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27 It was great.  I’ve never 
been to anything like this 
before. 

Help with debts.  The 
information on UC. 

I don’t think 
anything. 

No All the time! Let us know when 
you’re coming back. 

28 Yes – they were all so 
helpful and kind. 

Everything. No No As often as you 
can. 

 

29 Yes.  I found out I didn’t 
owe any council tax – 
great relief. 

The range of support 
here. 

Nothing No – it was really 
good.  I’m glad I 
came. 

Regularly. Please come back 
soon. 

30 Yes – I spoke with DWP 
and I understand things a 
bit more now. 

 All good. Maybe energy help. As often as 
possible. 

Don’t think there’s 
anything. 

31 Speaking to all the 
different people – I got lots 
sorted. 

DHP was sorted today. Nothing – all good. No Be great to have it 
weekly. 

Help me get a job! 

32 Very helpful – glad I came. Speaking to the DWP 
man and help with 
debts. 

No Not that I can think 
of. 

At least each 
month. 

Not sure. 

33 Fantastic – I didn’t know 
how much I was missing 
out on. 

Being told I should be 
getting more money. 

Nothing. Nothing. Every day!  Just 
please come back. 

Keep telling me 
what I’m entitled to. 

34 Yes – really good. All of it! Nothing. I can’t think of 
anything. 

As often as 
possible. 

Just having these 
as often as 
possible. 

35 Yes. Debt; DWP; everything 
really. 

No. No. Often  

36 Fantastic – please come 
back. 

All the help.  Felt really 
welcome. 

  All the time. No 
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37 Given address for 
somewhere to go to for 
help. 

To be given the 
opportunity to meet with 
someone that has 
knowledge in the area I 
need help with. 

  Once every 6 
months so in the 
future I have 
security I can get 
help if I need it. 

Just needed help 
with re-housing. 

38 It’s good to talk to 
someone that knows more 
and maybe some new 
ways.  UC is a nightmare. 

Having someone who 
knows a bite more than 
the internet.  It is hard 
to get in CA as I work.  
This event helps. 

 Social services 
being present. 

Monthly.  More 
people need it. 

Some 
grandparent’s 
guardianship 
advice. 

39 Yes – explained face to 
face. 

Answers spelt out.   Monthly. Not having to pay 
bedroom tax. 

40 No – I say no because I 
had to book another 
appointment to sort out my 
situation. 

The most useful thing 
was being able to talk 
to another adviser. 

Having to book 
another 
appointment. 

No it was fine. Weekly. Helping people pay 
off debts. 

41 Yes Helping with information 
about claiming other 
benefits. 

None  Monthly  

42 People were polite. Understands issues I 
am having. 

No Coffee. Could even be 
daily. 

Offering training. 

43 Very helpful!  I feel like I 
have some options now. 

Advisors were very 
knowledgeable and to 
the point. 

  Monthly or 
fortnightly. 

 

44 Very – can ask questions. Not having to queue.   Monthly. Not about money 
just about questions 
I needed to ask. 

45 Yes – very informative.  No 
judgement – only help. 

Having lots of advisers 
under one roof. 

No No Quarterly or 
monthly would be 
great. 

Awareness of what 
is out there to help 
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socially as well as 
financially. 

46 Yes – very helpful. The time spent with 
advisers. 

No No Quarterly. I was helped with 
everything. 

47 Yes - Helped with debt 
worries. 

All of it.    All good. 

48 Yes – I feel much better to 
tell someone about what is 
happening to me. 

That I can appeal about 
the decision. 

  Weekly.  Saves 
you worrying for 
another month. 

Good advice and a 
place I can go to for 
more information. 


