
Money Advice Outreach Evaluation:
The Provider and Partner Perspectives

Laurie Day, Sharon Collard  
and Vicky Davies 

ECOTEC Research & Consulting Ltd  
and the Personal Finance Research Centre 

November 2008



 

financially excluded clients, by boosting throughput at other venues where regular new 
clients were assured. These checks and balances sometimes helped to achieve a service 
that met the needs of the hardest to reach, whilst maintaining a viable service model.  

The key implication is that targets for money advice outreach must be considered as part of 
the wider range of advice services for any given provider, to make them realistic. The 
evaluation suggests that servicing only the hardest to reach financially excluded clients is 
unlikely to be a cost effective model for most provider organisations that operate on a 
competitive funding basis. In policy terms, this means the following:  

• The evaluation findings support the measures that are set-out within the HM Treasury’s 
Financial Inclusion Action Plan, for introducing a dedicated outreach component to the 
BERR face-to-face projects alongside existing capacity-building work; and developing 
prison-focussed money advice within NOMS’s finance, benefit and debt pathway for 
tackling re-offending. Each of these initiatives has a focus on developing outreach 
money advice in a joined-up way - alongside other advice and non-advice provision.  

• The evaluation findings also support the development of outreach money advice within 
an integrated advice model, of which Community Legal Advice Centres (CLACs) and 
Community Legal Advice Networks (CLANs) provide an example. This type of model 
has the potential benefit of providing the economies of scale that are clearly needed for 
sustaining money advice outreach, alongside a range of other social welfare services.  
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Annex One: A summary of the pilot 
projects  
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The Money Advice Outreach Pilot Projects  

In early 2006, the Legal Services Commission (LSC) awarded contracts to 20 
organisations to establish money advice outreach pilot projects in England and Wales.  A 
further two organisations were awarded contracts in July 2006.  This annex provides brief 
details about each of the pilot projects, in alphabetical order. 

Action for Employment (A4E) 
A4E is a private sector business that delivers employment and skills training, adult 
education and business support.  It received funding for 7.5 full-time equivalent debt 
advisers and its pilot project delivered advice through three strands of work: 

• prisoners and young offenders in five prisons and one young offender institution in 
the south west of England; 

• welfare benefit claimants in West Wales and the Valleys, in partnership with 
Jobcentre Plus, community centres, housing providers and care and support 
agencies; 

• people living in deprived areas of Northumbria, working mainly with family support 
services and housing providers. 

 
Birmingham Money Advice and Grants (BMAG) 
BMAG is an anti-poverty agency that provides social work and legal advice services.  It 
worked with Birmingham Credit Union Development Agency (BCUDA) to deliver advice at 
four outreach venues that are were credit union collection points, and via an employment 
agency.  BMAG received funding for two full-time equivalent debt advisers, one of whom 
was based at BMAG, the other at BCUDA. BCUDA withdrew in August 2007, but the 
adviser transferred to BMAG by TUPE and was retained for the duration of the project.  
 
Calderdale CAB and Calderdale Credit Union 
This joint project received funding for two full-time equivalent debt advisers to deliver 
advice across a largely rural area.  It worked with a range of partners to deliver advice at 
Children’s Centres, housing providers, Jobcentre Plus, community centres and other 
Citizens Advice Bureaux.  

Cambridge and District CAB 
In this project, debt advice was delivered alongside an existing outreach service that 
aimed to encourage take-up of welfare benefits.  With 1.5 full-time equivalent debt 
advisers, it operated in a range of settings including CAB offices, community centres, 
libraries and housing offices. 
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Camden CAB 
Camden CAB operated one of the few office-based pilot projects.  Debt advice was 
delivered from its two offices by two full-time equivalent advisers.  This was reduced to 
1FTE from July 2007 following staffing problems.  Its partners included a local authority job 
brokerage scheme and a credit union, and it also took clients that were referred from other 
projects within the CAB. 
 
Citizens Advice Offender Support Services 
Citizens Advice Offender Support Services is a regional initiative that provides debt, 
welfare and benefits advice to people in prison and on probation.  It initially received 
funding for 5.5 full-time equivalent advisers to deliver advice in around 10 prisons and 
through the Probation Service in the south east of England.  This was later reduced to 3.5 
full-time equivalent advisers. 

Community Links 
Community Links is a charity that runs community-based projects in East London, 
including education and training programmes and advice and advocacy services.  It 
received funding for two full-time equivalent advisers and delivered advice through 
Children's Centres, housing providers, county courts and the Connexions service. 

Dudley District CAB 
With funding for two full-time equivalent advisers, Dudley and District CAB provided advice 
at a wide range of venues including Children’s Centres, housing providers, hostels, the 
probation service, credit unions, community projects and a local authority one-stop shop. 

East Yorkshire CAB and Boothferry CAB 
Funding was initially received for two full-time equivalent debt advisers, with a third added 
in June 2007. The project had two strands of work.  The main strand was an office-based 
service which delivered advice through a network of video-link portals across a largely 
rural area.  There were over 35 portals located around the local authority area, some of 
them standalone facilities and others situated in places like local authority customer 
service centres, libraries, Jobcentres, and GP surgeries.  The video-link service was co-
ordinated and run from East Yorkshire CAB, which also provided a central point of contact 
by telephone.  A second strand of the project involved face-to-face advice provided at 
outreach venues including a GP surgery and other CAB offices; home visits are carried out 
if necessary.  This element of the project was co-ordinated and run from Boothferry CAB.  
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Halton District CAB 
This was also an office-based project with two full-time equivalent debt advisers.  Referrals 
were made to the project advisers (and other advisers within the CAB) by partner 
organisations including credit unions, housing providers and Children’s Centres using an 
online referral system.  Advice was mainly delivered at the CAB’s two offices, with home 
visits where necessary.  
 
Hammersmith and Fulham CAB and Shepherds Bush Advice Centre 
This was initially a joint project between a CAB and a local authority advice agency, but by 
mutual agreement was transferred solely to the CAB in January 2007.  It received funding 
for two full-time equivalent debt advisers, one covering the north of the borough, the other 
the south.  They mainly provided outreach advice through housing providers. 

Leicester Money Advice 
Leicester Money Advice is an independent debt advice and support service.  It received 
funding for two full-time equivalent project advisers, and advice was delivered at a local 
prison and a young offender institution, as well as two community finance organisations, a 
hostel and a housing support service. 

Macclesfield CAB 
This project had one full-time equivalent debt adviser and delivered outreach advice at 
Children’s Centres, a prison, Jobcentre Plus and local authority customer service centre. 
In the second year of delivery, the venues expanded to include a library and county court.  
 
Oldham Metropolitan CAB 
With one full-time equivalent adviser post, this project provided outreach debt advice at 
Children’s Centres, community centres and an estate-based housing office. 
 
Phoenix Enterprises 
Phoenix Enterprises is a limited company that mainly provides training and development 
programmes to help long-term unemployed people get back into work.  It was awarded a 
contract to provide money advice outreach in July 2006.  It initially received funding for two 
full-time equivalent debt advisers, with a third adviser added in 2007. . Money advice was 
delivered at advice at outreach venues in South Yorkshire including a prison, housing 
offices, hostels and Jobcentre Plus.  It also provided outreach through home visits and at 
its own offices. 
 
Rights Project 
The Rights Project is a local authority information and advice service based in Newcastle-
upon-Tyne.  Funding was initially received for a 0.5 full-time equivalent debt adviser in July 
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2006, but this was extended to a full contract in April 2007. Outreach debt advice was 
delivered at a Children’s Centre and a family support service, and the project also took 
clients at its own offices and in their own home if necessary.  Over the course of the 
programme, the project established a range of referral partners including a community 
health project and a tenancy support project. 
 
St Ann’s Welfare Rights Advice Group (SAWRAG) 
SAWRAG is an independent advice and information service based in Nottingham.  It 
received funding for two full-time equivalent advisers, with a third secured during the 
second year of the project.  Outreach money advice was delivered through two strands of 
work: 

• Families with children: debt advice was delivered at outreach venues including 
Children’s Centres, a housing office, community centre, GP surgery and library. 

• Prisoners, defendants and their families: debt advice was mainly delivered in 
partnership with a youth offending team and magistrates’ courts, and with links to local 
homelessness and sex worker projects.  A lot of advice was provided in people’s 
homes.    

 
Shelter Cymru 
Shelter Cymru is a large housing and homelessness charity.  It received funding for one 
full-time equivalent debt advice post, half of which was funded by the LSC, the other half 
by Newport City Council.  The adviser delivered outreach money advice from a housing 
office based on a deprived estate in Newport. 
 
Stockton and District Advice Service 
This CAB received funding for two full-time equivalent advisers and delivered outreach 
advice at Children’s Centres and tenancy support offices.  
 
Warrington District CAB 
With one full-time equivalent adviser, this project delivered outreach advice mainly at credit 
unions.  Other project partners included Children’s Centres and the Probation Service.  
 
Wigan CAB 
This CAB received funding for one full-time equivalent adviser.  Outreach advice was 
provided mainly through estate-based housing surgeries and Children’s Centres, Family 
Resource Centres and another local Employment and Regeneration project.  
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Ynys Mon CAB 
Based in Anglesey, this CAB was awarded a contract for one full-time adviser.  Outreach 
advice was provided mainly through community centres, with referrals from a range of 
partners including local authority rent officers and voluntary and community based 
agencies. 
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Annex Two: Interview numbers by 
type of staff / partner organisation  
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A2.1  
Numbers of interviews by type of staff / partner organisation 
 Case studies 

 (depth interviews)  
Follow-up phase 
(depth interviews) 

Representatives from pilot projects    

Project coordinators/managers 10 18 

Money advisers  21 2 

Representatives from partner organisations    

Housing services  6 1 

Family support services  6 3 

Organisations in the criminal justice system  4 1 

Community finance organisations  4 0 

Other community-based organisations 9 3 
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Annex Three: Pilot project data 
collection fields  
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Money advice outreach programme: project data collection fields  

Hours  

Casework hours Non-casework hours 

Clients 

Number of clients seen Number of cases opened 

Number of clients financially excluded Number of cases closed 

Level of work undertaken 

General help Representation 

Casework Other 

Case Outcomes (record when case closed) 

Total level of debt reported  Total level of debt resolved 

CLIENT BREAKDOWN 

Gender 

M F 

Age 

Under 17 35-49 

17-24 50-64 

25-34 65+ 

Ethnicity 

White – British Asian or Asian British - Bangladeshi 

White – Irish Asian or Asian British - other Asian background 

White - other white background Black or Black British - Caribbean 

Mixed - White & Black Caribbean Black or Black British - African 

Mixed - White & Asian Black or Black British - other Black background 

Mixed - And other mixed background Chinese 

Asian or Asian British - Indian Other 

Asian or Asian British - Pakistani  

Disability   

Disability / long-term illness (Y/N) 

Benefits 

JSA (income-based) Incapacity benefit 

JSA (contribution-based) Carers' allowance 

Housing Benefit Guaranteed pension credit 

DLA / attendance allowance Council tax benefit 

Income support  
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Tax Credits 

Working tax credit Child tax credit (at maximum rate) 

Housing tenure 

Own outright Rent free 

Buying home (mortgage etc) Hostel 

Shared ownership Prison 

Social tenant Homeless 

Private tenant Other 

Marital status 

Single Divorced 

Married / cohabiting / civil partnership Separated 

Widowed  

Dependents 

Children – 0 Children - 4+ 

Children - 1-3 Adult dependants (for whom client is carer) 

Employment status 

Unemployed Student 

Self-employed Retired 

Part-time Incapacity   

Full-time Other 

Type of debt 

Rent Maintenance / child support 

Mortgage Gas 

Other secured loans Electricity 

Court fines Other utilities 

Council tax Non-priority debts 

Financial exclusion indicators 

No bank account held Priority debts 

No savings held Income <£14,500 

High interest credit held  
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Annex Four: Method statement  
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The evaluation required a mainly process-oriented model, but with attention to emerging 
impacts. The work programme was divided into two stages – a main evaluation stage, 
culminating in an interim report; and a follow-up stage, to update the evidence and 
produce the final evaluation report. Chronologically, the main tasks were as follows:  

1. Main evaluation stage 

• familiarisation; 
• piloting; 
• fieldwork; and 
• analysis and interpretation. 

 
2. Follow-up stage 

• dissemination event for providers  
• preparatory work  
• fieldwork  
• summative analysis of project MI 
• final reporting  

 
The two stages are detailed in turn, below. 

 

Main evaluation stage 

 
A. Familiarisation  

The initial familiarisation work was conducted between September and October 2006. This 
aimed to establish key background information on the policy initiative, programme and 
projects, and to inform the development of a more detailed evaluation framework to 
underpin the following stages of work.  

The familiarisation involved the following methods and tasks:  

Policy synthesis  

A synthesis was first undertaken of material on the overall policy programme, to produce a 
high-level framework for the evaluation. This helped to locate the programme within the 
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wider context of the government’s strategy to promote greater financial inclusion.  It further 
contributed to the later development of lessons learned and recommendations.  

Interviews with key stakeholders 

To supplement the existing material, seven short telephone interviews were conducted 
with key stakeholders, that is, members of the CLS Policy Team, and the project board.   

The interviews focussed on the strategic development and implementation of the 
programme. A topic guide was developed for this purpose, drawing upon the policy 
initiative material as well as discussions with the LSRC and LSC.   

Telephone survey of the pilot projects 

Building on from the data gathered from the tender documents and the monitoring 
information. Short telephone interviews were conducted with the manager or co-ordinator 
of each of the 22 projects. The interviews focussed on the main issues faced in setting up 
and implementing the project, and how they have tried to overcome any problems that 
have arisen in the first six months.   

The telephone survey provided an opportunity to: 

• gather an overview of the scale and scope of implementation issues, and of the 
solutions developed; 

• find out if there have been any significant changes in individual projects, compared 
with the aims and objectives set out in their tender documents, and the reason for 
these changes;  

• gather information on the key features of the projects and inform the sample design; 
and, 

• engage all of the projects in the evaluation at an early stage, promoting its benefits 
and starting the process of dissemination.   

 
The interviews were carried out by the research team using a semi-structured 
questionnaire and lasted between 15 and 20 minutes each. 
 
Topic guide design for the fieldwork  
 
Semi-structured topic guides were designed for the purpose of interviewing staff from each 
of the pilot projects. Sets of topic guides were tailored to reflect the type and level of 
involvement of key staff in each project, and included versions for; project managers, 
money advisers, and representatives from partner organisations.  
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The core topics comprised the following, which were then tailored to each project based on 
information from the telephone interviews and documentary analysis:  

• the setting up, running and delivery of projects, and the extent to which they reach the 
target groups; 

• differences in the experience of the above depending on provider type, delivery method 
and outreach location; 

• reasons for the success or failure of all aspects of the projects, from recruiting the right 
staff to attracting the ‘right’ service users (ie. from the desired demographic); 

• problems, both general and those inherent to specific location types, and how they can 
be mitigated; 

• methods and locations that worked particularly well; 
• best practice; 
• how issues change over time; and 
• improvements that could have been made to the LSC initial management of the 

projects, and that could be made at later stages. 
 

Sampling for the fieldwork  
 

A cross-section of eight pilot projects was selected for the in-depth research. This provided 
sufficient numbers of projects to capture the range of different delivery models and 
outreach locations, whilst enabling depth of information to be collected for each. A series 
of key criteria were applied for this purpose, which included:  

• evidence of operational activity - a cross-check to the telephone interview, to make sure 
that the projects were up-and-running and had not changed unrecognisably from bid 
stage; 

• partnership and networking - attention to a mix of new and pre-existing partnerships, 
and projects that are more / less focussed on a particular sector or types of location; 

• model of delivery - to get a mix of peripatetic and office-based outreach services; 
• thematic coverage – rather than specifying exact 'types of location', the categories are 

thematic so that they cover a range of possible location types that might service the 
needs of particular target groups facing particular circumstances; 

• geographical / urban rural mix 
 
On the basis of these criteria, the eight pilot projects selected for fieldwork visits were:  

i. Action for Employment (A4E)  
ii. Calderdale CAB and Calderdale Credit Union 
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iii. East Yorkshire CAB and Boothferry CAB 
iv. Halton CAB  
v. Leicester Money Advice 
vi. Shelter Cymru 
vii. St Ann's Welfare Rights Advice Group 
viii. Ynys Mon CAB  
 

B. Piloting  

A pilot exercise was conducted with two of the projects in November 2006. The projects 
were: St Ann's Welfare Rights Advice Group and Shelter Cymru.  

The pilots gave an opportunity to establish the degree of fit for purpose of the interview 
topic guides. Given the priority to collect depth of information, however, full length 
interviews were conducted with the project manager and money advisers for the two pilots 
plus shorter interviews with partner organisations.  

Two days of fieldwork interviewing was conducted for each. All of the core project staff 
were interviewed on a face-to-face basis, with partners interviewed using a mix of face-to-
face and telephone interviews. The findings were written up in the same format as per the 
main fieldwork stage, and incorporated in the analysis for the year one report.  

C. Fieldwork 

The main fieldwork stage comprised a series of six case study visits to each of six pilot 
projects. An average of three days' interviewing time was allocated, with some adjustment 
based on the size and scope of each project and the numbers of partner organisations and 
locations. This work took place between November 2006 and February 2007.  

The interview schedule for each of the case study visits comprised; face to face interviews 
with the project manager and each of the project money advisers, and a mix of face-to-
face and telephone interviews with (between four and ten) partner representatives. A total 
of 30 project staff (including debt advisers and project managers) and 30 representatives 
from partner organisations were interviewed over the course of the fieldwork phase.  

The interviews were conducted within the ethical guidelines for ECOTEC and the PFRC, 
including informed consent and confidentiality, and storage of information in accordance 
with the Data Protection Act. Where the interviews were recorded and transcribed, 
participants were provided with the opportunity to opt-out if required and were fully 
informed of the intended use of the transcription data.  
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D. Analysis and Interpretation  

The interim evaluation report was based on the interpretation and analysis of the varied 
sources of evidence collected during the evaluation process. A structured approach was 
taken, to cross-check primary and secondary data sources, and strategic and operational. 
The interim findings were presented to the LSRC, with an Executive Summary made 
available to the pilot projects for comment.   
 
E. Dissemination event for providers  
 
A dissemination event was designed and run by ECOTEC and PFRC at the mid-point of 
the project (July 2007). The event was made open to pilot project representatives and a 
cross-section of partner organisations from the different types of outreach locations.  
 
The main aim of the event was to facilitate discussion about the interim report findings, 
and to clarify key issues to emerge thus far. Two workshops were held on the day, for 
which the delegates divided into smaller groups to debate a series of structured discussion 
points, followed by feedback to the whole group. The workshop themes were:  
 
• Engaging hard to reach groups; and, 
• Mainstreaming  
 
The event was attended by 26 delegates. A short dissemination event report was 
produced and circulated to all of the pilot projects, following the event (August 2007).  
 

Follow-up stage 

 
F. Preparatory work  
 
The preparatory work for the follow-up stage comprised; 
• an initial meeting with the LSRC to gain an overview of policy and programme 

developments and focus the evaluation for phase two; followed by  
• a short desk-based review of the latest monitoring data for the 22 pilot projects.  
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This information was used to update the evaluation framework, and to adjust the interview 
topic guides for project staff to respond to emerging areas of interest for the evaluation. A 
further set of topic guides were designed for interviews with partner representatives.  
 
G. Fieldwork  
 
The follow-up fieldwork comprised two sets of semi-structured interviews, which were 
conducted during the period September to November 2007. The details are as follows:  

 
The first set of interviews was with representatives from each of the pilot projects. Having 
focussed on eight pilot projects in depth for the case studies in phase one, the aim was to 
factor-in the full range of approaches that exist within the programme. The interviews 
lasted between 45 minutes and 1 hour using a semi-structured topic guide, with a mix of 
telephone (e.14 pilot projects) and face-to-face (e. 8 pilot projects). The face-to-face 
interviews were selected on the basis of pilot projects showing the greatest potential for 
detailed discussions on impact and added value, based on the qualitative monitoring data. 
A total of 20 out of the 22 pilot projects opted to participate in this stage of the evaluation.  
 
The second set of interviews was with a cross-section of partner representatives. For 
continuity, partner organisations were sampled to ensure representation from all five of the 
outreach categories highlighted in the interim report. A total of 10 interviews were 
conducted, using a mix of telephone / face to face methods. The interviews lasted between 
30 and 45 minutes, with a focus on the benefits of money advice outreach for their service.  
 
H. Summative analysis of project Monitoring Information (MI)  
 
The project Monitoring Information at final reporting stage comprised the following:  
• Provider monthly (quantitative) for the period March 2006-November 2007, with 

summary statistics for each of the criteria in the MI template (see Annex Three); and,  
• Provider quarterly (qualitative) reports for the period April – December 2007 only, to 

follow-on consecutively from the qualitative reports that were analysed at interim stage.  
 
The qualitative data was used to cross-check and update the interview findings about the 
current venues and partners, for the 22 pilot projects. It also provided an additional source 
of information regarding key issues and learning points from the pilot programme.  
 
The quantitative data was first subjected to a validity check, to identify any data gaps that 
might affect the robustness of the analysis. A high proportion of the pilot projects did not 
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return their MI for March 2006, so this was excluded from the monthly analysis. Frequency 
tables were then produced from the consolidated data, to plot trends for the following:  
i. Case work / non-casework hours  
ii. Numbers of clients seen 
iii. Numbers of clients financially excluded 
iv. Numbers of cases opened / closed 
v. Level of work undertaken (general help, casework, representation, and other) 
vi. Total levels of debt reported  
vii. Advice sought before (yes / no) 
viii. Disability and long-term illness 
ix. Outcomes achieved for the client (value £)  
 
The tabulated data was used to produce top line statistics for the final report.  
 

 
I. Final reporting  
 
At final reporting stage, the additional qualitative and quantitative data from the follow-up 
phase were incorporated into the interim report. These data provided the basis for 
validating and / or extending the phase one findings.  
 
The project monitoring data provided the background factual information and informed the 
substantive sections of the report. Information from the transcripts was then transferred to 
thematic grids, forming the basis of the analysis. This approach allowed for the rigorous 
interpretation of qualitative data from a range of sources. Second tier analytical grids were 
produced from this, to structure the key themes for reporting – at crosscutting level and on 
the basis of different types of pilot locations. This information was used to check and 
update the interim report and to produce the final conclusions for the evaluation.   
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