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1. Executive Summary

1.1 Background

1.11 This project was commissioned by HM Revenue & Customs (HMRC) as part of their concern to ensure that the public have sufficient information and skills to be able to handle personal finance issues that are affected by HMRC’s policy remit.  In 2006 HMRC commissioned Citizens Advice to undertake a project to develop and deliver training on tax-related and minimum wage issues to front-line workers.  The target groups of end-users selected were Migrant Workers and Older People. Training had to be produced by Citizens Advice and delivered by bureaux within six months.
1.12 New training courses for each of the target audiences were specifically designed for this work by Citizens Advice’s Financial Skills for Life team. Each of the courses comprised four 2-hour modules.
1.13 Citizens Advice selected nine Bureaux to participate in the project, each Bureau committing to deliver the training to organisations dealing with one of the two target groups. Bureaux were required to demonstrate that they were able to engage with these organisations, and that they had the resources to organise and deliver the training within a short period. Representatives of the Bureaux were trained in the delivery of the courses by the Citizens Advice team.
.
1.14 The National Institute of Adult Continuing Education (NIACE) was engaged to help Citizens Advice evaluate the project.

1.2 Objectives

1.21 The total target number of front-line workers for the Older People strand was that between them the 5 participating bureaux would reach a total of 200 workers from at least 20 different organisations.  The four bureaux undertaking training for Migrant Workers strand had the same target;  200 workers and 20 organisations.. In both cases, the workers were initially expected to have contact with on average 10 clients a year for whom the knowledge acquired from the training would be relevant.

1.3 Key Achievements

· Eight new modules of tailored training course materials were developed on
tax-related issues. Subjects covered included tax codes, reclaiming overpaid tax, national minimum wage and national insurance. These materials will be made available to all Citizens Advice Bureaux
· The training reached workers from a wide variety of organisations including: housing associations, local authorities, trade unions, Children’s Centres, community organisations, Connexions, Voluntary Service Councils, care home staff, the Royal British Legion and faith organisations.

· 98% of frontline workers who received the training highly rated the content and delivery.
· Overall, the target of 40 organisations to receive training was exceeded, with 47 organisations being engaged. A total of 271 front line workers attended training.
· The number of end users benefiting from the training of front-line workers exceeded the target by a large margin.  The 78 learners who provided estimates of how many of their clients might benefit from their training envisaged using it to assist over 10,000 end users.

1.4 Key findings 

1.4.1 The project established that:

· Using voluntary organisations can be a powerful and effective way to deliver financial education public service programmes to the public.

· Citizens Advice clearly has the ability, capacity and skills to organise and deliver projects of this sort.  Learners expressed a high level of satisfaction with the overall organisation and delivery of the courses.

· Citizens Advice was in a very short timescale able to create new, purpose-built training programmes and train their own workers in their use.  The approval rating of these courses by the front-line workers was very high.

· Citizens Advice has the ability with programmes of this sort to provide valuable financial knowledge and skills to very large numbers of the public.

1.5 Other findings 

1.5.1 The performance of some Bureaux was far more successful than others.  There is a need to undertake further research to identify the critical factors of this success so that good practice principles can be established and disseminated.

1.5.2  A number of important learning points emerged about the evaluation of financial capability projects and Citizens Advice will need to engage with its Bureaux to capitalise on this learning.
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Appendix 1 List of organisations participating in the training 
3. Background

This project was commissioned by HM Revenue & Customs (HMRC) as part of their concern to ensure that the public have sufficient information and skills to be able to handle personal finance issues that are affected by their policy remit.  This concern can be seen against the increasingly high profile of financial capability as an area of policy, an increase in both migrant workers and older people in the UK, and the plan for Citizens Advice to build their capacity to offer proactive financial learning opportunities alongside debt advice and other crisis management activities.

The rise in numbers of migrant workers seeking employment in the UK over recent years has been well documented. Home Office figures published in 2007 show an increase in applications to the Workers Registration Scheme (WRS) of 19,740 from 2005 to 2006, and a total increase of 97,500 since EU enlargement in May 2004
. It would seem safe to suppose that numbers are actually higher, taking into account seasonal variations and the fact that some migrant workers may not register with the WRS. Similarly, the proportion of people aged 50 and over in the UK has risen by 45% between 1951 and 2003, and this is projected to increase by a further 36% by 2031, when there will be 27.2 million people aged 50 and over
.

Both groups have particular needs in terms of financial capability. Migrant workers may be living quite transient lives due to seasonal work; they may be employed by an agency that makes deductions from their pay for accommodation, travel and food, as well as for tax; they may have more than one job; they may be supporting dependants in their native countries by sending money home. Opening bank accounts in this country can prove difficult due to lack of documentation, for example, if the employer holds migrant workers’ passports centrally or if the worker has no proof of address. Additionally, language barriers may make it difficult for workers to understand and assert their rights, or even to access relevant information. All of these factors create a need for clear accessible support in terms of financial education.

This need also exists for older people. In order to effectively manage potentially multiple income streams from pensions, wages, benefits, savings and investments, a thorough knowledge and understanding of these often complex areas is required. Many older people are unaware that they are eligible for benefits such as Pension Credits or Council Tax Benefit and thus do not claim, leaving them financially worse off. Navigating the tax system, with its layers of allowances and responsibilities can be difficult: some people may find communications from Government departments intimidating, which can lead to problems such as overpayment of tax because of lack of understanding. Care needs relating to age will also create financial demands, for example the need to pay for residential care if a person is no longer able to live unsupported; the introduction of Individual Budgets puts the individual in charge of managing the financial aspect of their social care, for example paying the wages of those contracted to provide services to them, and so a greater level of financial capability is necessary if this situation is to be managed appropriately.

HMRC commissioned this project in order to address some of these needs, specifically relating to HMRC issues such as payment of tax and claiming tax credits.  HMRC aims to maximise public understanding and take-up of its products and services. One way of doing this is to work with voluntary and community sector (VCS) organisations. In recent years, there has been an increasing focus by Government of the value that the VCS can bring to the implementation of public policy.  Many of these issues were explored in the HM Treasury Cross Cutting Review of the Voluntary Sector in 2004
.  VCS organisations can find it easier to access traditionally hard to reach sections of society, those who experience problems accessing information concerning their rights and responsibilities, due to having established paths of contact with them. Working in partnership with VCS organisations allows HMRC to disseminate key information through a known and trusted source to groups of people who might otherwise be excluded, and thus widen participation and inclusion in social and financial processes.

Citizens Advice has extensive experience in the field of debt and money management advice.  It also has a proven track record of being able to access traditionally hard-to-reach groups and assisting those facing financial exclusion. Developing as an organisation, their aim is for every Bureau in England and Wales to be delivering some form of financial capability service by 2010
. Capacity-building schemes currently in operation include: the Financial Skills for Life project being rolled out across England and Wales, following a successful pilot in 2002-06; the Moneyplan project, involving IFAs delivering generic financial advice to CAB clients within Bureaux, which is due to be rolled out over the next two years following the success of its 2005 pilot; and the Horizons project, delivering holistic money and personal development advice to lone parents, which has been running successfully for nearly 2 years.

As a result of this ongoing development work, Citizens Advice has a wealth of experience upon which to draw when designing and implementing projects. Both the Financial Skills for Life pilot and the partnership with the FSA used a cascaded delivery method, delivering targeted financial capability training to front-line workers so that they could take this back to their client base to use in the course of their normal work. This model has proved to be a great success. The evaluation of the FSA pilot, which was aimed at frontline staff working with NEET young adults, reported that over 90% of practitioners taking part said that they would use what they had learnt ‘very much’ or ‘quite a lot’ in their work (Front-line Financial Capability Project Report, Citizens Advice, January 2006)

4. Objectives of the project

The project set out to test whether the use of front-line workers was an effective way of communicating important information from a Government Department to the end-users of that information, building on the importance of personal contact and trust as factors in helping people to deal with new information.

The term “front-line workers” has become an accepted descriptor for professional workers (and this can include voluntary workers) who have regular contact with different groups of people in the course of their delivery of public services or other community facilities.  This could include such people as social workers, housing managers, police trade union officials or youth workers, whose face-to-face contact with the public provides them with a level of acceptance by the public that would not be immediately available to other more remote public service delivery agents. 

The project sought to provide answers to four questions:

· Is the approach of using a community-based voluntary organisation an effective way of delivering training to front-line workers?

· Is Citizens Advice an organisation capable of engaging with front-line workers and delivering this training to them?

· Are the training materials and methods devised by Citizens Advice effective?

· Does the programme result in information and advice reaching end-users?

5. The Project structure

For this pilot, Citizens Advice developed 8 training sessions covering relevant areas of HMRC’s business: 4 sessions targeted at migrant workers and 4 sessions targeted at older people, with the aim of making the training packages more widely available following a successful pilot. Materials for the migrant workers strand covered:

· tax and National Insurance;

· tax credits;

· banking;

· the minimum wage.

Materials for the older people strand covered:

· the which and what of tax;

· the how and when of tax;

· pensions, savings and investments;

· working beyond retirement age. 

Following an invitation to apply to be part of the pilot, in November 2007 nine Bureaux were selected to pilot the training material. Five Bureaux were selected to pilot the older people strand and four the migrant worker strand.  All Bureaux had experience of delivering some form of financial capability work, often involving a second-tier approach. The reach of each participating Bureau to their chosen group was crucial to their selection for the pilot.  Each needed to be able to work with at least 4 organisations, with the training reaching at least 40 front line workers.  Clearly, the ultimate purpose of the training was to benefit end users but, owing to the short time-scale of the project, it would not be possible to measure the actual transfer of benefit from the front-line workers to the end users.

In the absence of advance knowledge about the front-line worker organisations who would be trained, it was decided that front-line workers as part of the evaluation would be asked to make an estimate of the number of end users with whom they would make use of this training during the following year, with 10 per front-line worker being taken as a notional baseline.

Table 1: Participating Bureaux, work strands and targets

	Bureau
	Strand
	No. of organisations
	No. of front line workers

	
	
	Target
	Target

	North Liverpool
	Older People
	4
	40

	Toxteth
	Older People
	4
	40

	Copeland
	Older People
	4
	40

	Motherwell
	Older People
	4
	40

	Royal Courts of Justice
	Older People
	4
	40

	Total
	
	20
	200

	
	
	
	

	Hereford
	Migrant Workers
	5
	50

	East Staffs
	Migrant Workers
	5
	50

	Northampton
	Migrant Workers
	5
	50

	Reading

	Migrant Workers
	5
	50

	Total
	
	20
	200


Each Bureau was to receive £5,000 to fund the work.

Following a training session held in early January Bureaux spent the next month planning the sessions and promoting these to local agencies, with delivery of the training mainly in March. 

Bureaux aimed to deliver all four sessions to each agency, although this was not strictly necessary if, for example, an agency was already well versed in the issues covered by one particular session. 

Citizens Advice cover England and Wales, but work closely with their sister organisation Citizens Advice Scotland. By including Motherwell CAB as one of the pilot projects, Citizens Advice aimed to help in the development of financial capability work in Scotland.

Table 2: Timescale of the programme

	November 2006
	Bureaux apply to participate

	December 2006
	Training programmes developed

	January 2007
	Selected Bureaux attend training session for the project

	February 2007
	Bureaux make arrangements for the training with outside agencies

	March 2007
	Training delivered

	April 2007
	Data gathered

	May 2007
	Data processed and evaluated

	June 2007
	Report written


6. Evaluation of the project

6.1 Background

Personal finance as an area of learning is very new.  It is an emerging discipline that has yet to develop established theoretical models or pedagogies.  In the United States it has been practised for a longer time, 20 to 30 years, while in the United Kingdom it is really only about 7 years old
.  In the United States, even after this length of time, it is only recently that serious attention has been paid to the development of methodologies for evaluation of financial education courses and programmes.

Until now, evaluation has mainly focused on the reach of individual programmes – their ability to engage their target audiences.  As yet there is little established methodology for evaluating the effectiveness of programmes in actually enabling learners to acquire new skills that they can convert into action.

The objectives of this project were quite focused and the time scale was extremely brief.  This meant that evaluation was necessarily confined to:

· the organisation of the programme

· the reach of the training

· the initial views of the trainers and learner front-line workers about the process and the usability of the training.

It would be beneficial at a later date to do some follow-up research on how the training has actually been used. 

6.2 Evaluation methodology

The evaluation of the project sought to discover:

· whether this delivery route was effective in reaching the most suitable front-line workers in sufficient numbers and
· whether the training and materials provided were felt by the recipients to be valuable as an aid to helping their client groups understand the issues.
As the project was being conducted over a fairly short timescale, it was decided that the data would be collected by the following methods:

· statistical reporting of data on the numbers of organisations engaged, numbers of sessions held and the numbers of individual front-line workers participating
· questionnaires were used to obtain the views of the trainers and the participating learners on the training
· telephone interviews with a sample of Citizens Advice staff and front-line learners to act as a check and to enable evaluators to tease out points from the questionnaires.
Development of the evaluation forms was undertaken by NIACE in collaboration with central Citizens Advice staff. Two forms were developed, once to be completed by the trainer and one to be completed by the participant after each session of training. Both forms were designed to capture both quantitative and qualitative data about the project. 

Trainers were asked to assess the relevance and deliverability of the materials on a scale of 1 to 4, with 1 being positive and 4 being negative. They were also asked to flag up any areas which worked well, any which needed further refinement, and any issues raised by that day’s training which were not covered by the materials, in order to draw out the fullest account of agencies’ and service users’ needs so that the training packages could be usefully expanded prior to any future roll-out.

Participants were asked to assess the relevance and deliverability of the materials on the same scale as the trainers. They were also asked to highlight areas that were a success, areas that might benefit from further refinement, and anything not covered that should have been included. Additionally, participants were asked a number of questions designed to try and draw out as much detail as possible about the wider reach of the training: how, if at all, participants would share the training with colleagues; how the training would benefit service users both within and beyond the particular target group; and an approximate number of service users with whom they would use the training.

Evaluation forms were returned once all the training was complete, and telephone interviews with selected trainers and participants were conducted once the questionnaire data had been received and scrutinised. Using these methods we hoped to be able to interrogate the actual reach of the training and materials and some of its wider benefits to Bureaux staff and service users, within the limited time scale available.

The purpose of the telephone interviews was to enable more in depth questioning about comments and views that had emerged from the questionnaires.  However, the participating Bureaux felt that making the questionnaires anonymous would lead to greater candour on the part of learners so a decision was made to omit a request for learners’ name and contact details on the forms.  This of course meant that it was not possible to follow up interesting comments on the forms in the course of telephone interviews so, in the absence of this linkage, telephone interviews were used as a generalised test of the views of learners against the views expressed in the questionnaires.

It should be borne in mind that this was a small scale project.  While the numbers of front-line workers was in the hundreds, the numbers of Bureaux and trainers was quite small as a base for statistical analysis.

7. Findings: Conclusions from across both strands

Both Citizens Advice and HMRC wished to keep findings from each strand distinct from each other.  However, in practice there were more common findings from the two strands than there were differences.  In this section we have amalgamated findings from across both strands that address the objectives of the overall project and in the next section we look at some of the findings from each strand.

7.1 Is the approach of using a community-based voluntary organisation like Citizens Advice an effective way of delivering training to front-line workers?

7.11 The delivery of this project by Citizens Advice was achieved from start to finish in less than 6 months and this has to be taken as evidence of:


· the high degree of project design and management skills of the central team function.  This required the mobilisation of central office staff in multiple locations as well as the nine Bureaux locations. 

· the effective working relations between central team and the individual Bureaux.  Given that Citizens Advice does not have the power to instruct or direct  the Bureaux (as a private sector company might towards its branches) and the relationships rely on a high level of trust and co-operation.  

· the wealth of training skills in the individual Bureaux.  Many learners from across a number of Bureaux commented on the excellent skills of their trainers.  Clearly, these skills must have existed in the Bureaux before the project as they could not have been acquired in this short period of time.

During that time, nine Bureaux in different locations managed to engage and provide training to 47 different organisations with 271 workers being trained.  This is an impressive achievement for any organisation and clearly indicates that Citizens Advice have the ability to manage complex programmes within demanding timescales.

7.12 The budget for each of the Bureaux for this work was £5,000.  This means that the average unit cost of reaching each front-line worker was £166.  On the prior assumption of each front-line worker using the training to the benefit of at least 10 end-users, this means that the cost per member of the public would be £16.60, probably less than the total project cost of sending out a leaflet through the post.

7.13 There was a range of effectiveness between different Bureaux.  We have not within the parameters of this evaluation been able to examine this in depth but clearly the short time-scale for preparation of the project will have been a factor.  It should also be noted that each Bureau is a separate organisation and, while there is considerable co-operation between Citizens Advice and the Bureaux, individual Bureaux value their independence and proximity to their local communities.  

We note that Motherwell, the Bureau that pursued the most independent approach in this project (and which was least effective in its outputs) was not part of the English organisation of Bureaux but is part of Citizens Advice Scotland, and therefore arguably least “tuned in” to the English modus operandi.

By way of contrast, East Staffordshire Bureau was extremely successful, managing to exceed both its targets for organisations reached and front-line workers trained.  In this Bureau, the average unit cost of reaching each front-line worker was £87 and, using the assumption in 7. 12, the unit cost of reaching each end-user would be £8.70.

We recommend that further work is undertaken to identify the features of Bureaux that engage successfully with projects of this sort.

7.14 The Bureaux engaged with Migrant Workers were on average more successful at meeting their reach targets of learners than those working with Older People but there was little difference in the approval of the two programmes by the front-line workers.

Table 3: Results for organisations and workers trained

	Bureau
	Strand
	No. of organisations
	No. of front line workers



	
	
	Target
	Achieved
	Target
	Achieved

	North Liverpool
	Older People
	4
	5
	40
	24 (23) 

	Toxteth
	Older People
	4
	2
	40
	34 (34) 

	Copeland
	Older People
	4
	6
	40
	34 (34)

	Motherwell
	Older People
	4
	2
	40
	20 (1)

	Royal Courts of Justice
	Older People
	4
	6
	40
	14 (8) 

	Total
	
	20
	21
	200
	126 (100)

	
	
	
	
	
	

	Hereford
	Migrant Workers
	5
	3
	50
	18 (18)

	East Staffs
	Migrant Workers
	5
	7
	50
	57 (47)

	Northampton
	Migrant Workers
	5
	6
	50
	30 (22)

	Reading
	Migrant Workers
	5
	9
	50
	40 (32)

	Total
	
	20
	26
	200
	145 (119)


Note:  Some Bureaux included Citizens Advice workers in the training programmes.  In the last column the first figure refers to all learners and the figure in brackets refers to the number of these who were not Bureaux workers.

7.15 The number of organisations engaged in each strand exceeds the target but the numbers of front-line workers trained fell short of the target in each case. A number of opinions were expressed about this by Bureau trainers.  Some commented that managers of the organisations receiving training were reluctant to send large numbers of their staff in some cases where they felt that the training could be captured by one or two delegates and brought back for the benefit of the other workers.  Some of the general comments received from Bureaux trainers included:

· Organisations that have an interest in the project often can only spare 1 or 2 people to attend training sessions. This means that finding 50 participants can involve publicising and promoting the training to more organisations than was originally expected.

· The timescale has been difficult with some of the larger organisations planning their staff training at least 3-6 months in advance. There has however been a lot of interest and more sessions could be booked post April.

· Several organisations prefer to release staff for a 1 day session rather than 2 or more half days. The materials have therefore been adapted to accommodate this.

7.16 The range of levels of effectiveness between different Bureaux means that there are probably good practice lessons that can be drawn from the successful Bureaux and we would recommend that further evaluation is undertaken to identify these factors.  Citizens Advice can then use them to inform both its selection of Bureaux for future projects and training and ongoing development work with Bureaux.

7.17 The short-term nature of this project may also account for some variation in performance by Bureaux.  Most Bureaux are increasingly subject to shorter funding periods for their work and it is claimed that this often has the effect of unbalancing their work, putting stresses on staffing and other resources.  This evaluation was not able to address the impact on individual Bureaux and we would recommend that future evaluations are able to include this.

7.18 This project was designed to be a short pilot.  It is our view that Citizens Advice does have the organisational skills and culture and national reach to deliver future programmes of this sort but that overall effectiveness will be greatly enhanced by having longer programmes, with a reasonable lead-in period for planning.
7.2 Implications for the voluntary sector

7.21 Government Departments seeking to use this approach of delivery need to consider the features of a voluntary organisation that might make it more capable of delivering their objectives.

Clearly, to deliver a programme of this sort across a number of geographical locations requires an organisation that has a national presence.  Citizens Advice has both an effective central organisation and a wide national coverage of a standardised service.  We have noted that the relationships between Citizens Advice and individual Bureaux are built round the recognition by Bureaux of the value of centralised services but also an often fiercely held independence.

In this project there were instances where individual Bureaux “did their own thing” in relation to the evaluation process.  The ways in which forms were used in different locations varied and in at least one case Bureaux redesigned the evaluation forms.

We feel that this occasional tension between the need felt by central teams to deliver a co-ordinated programme and the tendency that can exist for some local groups to “do their own thing” should not be seen as an insuperable problem for Government departments.  It reflects that involved concern on the part of voluntary sector organisations that Government has come to recognise as a vital spark in this type of local delivery.  Indeed, we feel that further research should be undertaken to examine this part of the equation, looking at, for example, whether this can be improved by providing longer time-scales and/or additional funding.

7.3 Are the training materials and methods devised by Citizens Advice effective?

7.31 Bureau workers who delivered the training (“trainers”) were mainly satisfied or very satisfied with the training materials and their ease of use.  When trainers were asked about which parts of the training were most useful and which least, the responses were very mixed; what seemed to suit one group of learners would sometimes be too simplistic or complex for another group. One trainer highlighted the difficulty of training groups where the people had very mixed abilities and different job roles, which meant they wanted different things out of the training. This made it difficult to train them at a level that challenged them while being suitable for everyone. It was suggested that participants met pre-course requirements or had a certain level of experience to ensure the information met their needs.

7.32 The trainers were less unanimous about the relevance of the materials to the learners.  This may be related to the significant number of learners who failed to provide an estimate of the numbers of end users with whom they would use the training.  The picture would appear to be one of some learners finding the training relevant for a significant number of their clients and some struggling to see the relevance.  This spread of responses over relevance was also reflected in the questionnaires of the learners.  The trainers commented that the training material was manageable and in a jargon free, accessible format, which was good. The material was easy to prepare. A few trainers commented that they had not been given enough preparation time before running the training events and one person felt the training meeting in London was too rushed.  There were mixed views about the amount of handouts; again some people really liked them while others felt there were too many. 

All of the trainers felt the material they delivered adequately covered the two target groups, migrant workers and older people. There were mixed views about whether the right people attended the training. Some groups had very diverse needs, as mentioned above. One group had the right people attending but they were more interested in signposting than giving out the advice themselves. 

7.33 The learners were more enthusiastic about the quality of the training than were the trainers, with all but 3 out of 152 responses being either satisfied or very satisfied with the training and the materials.   All but 5 responses of the learners were also either satisfied or very satisfied with the pace and style of the delivery. 

7.34 There were individual criticisms in the feedback from the learners but many of these were helpful suggestions on how to improve in particular areas.

7.35 The overall impression from the responses was of the trainers being comfortable with the training materials and process and the learners being appreciative of the materials and the overall learning experience. 

7.4 Does the programme result in information and advice reaching end-users?

7.41 The design of the programme meant that any attempt at assessing the numbers of end users who might benefit from the training of the front-line workers would have to be based on the estimates made by the front-line workers of the numbers of clients they might meet for whom this training could be useful.  The measure used for this was the number of end users they might work with during the next 12 months for whom this training would be a benefit.  The target in the original project plan was based on a supposition that each front-line worker would use the training on 10 clients in the following year.

7.42 The question in the learner questionnaire that asked for this information was only answered on 78 returns (out of 271 front-line workers trained) in such a way that a clear answer could be gauged.  In retrospect the question should have asked more specifically for a numerical response as many respondents answered in general terms such as “Most clients” or “as and when required”.  Some gave numbers that seemed to reflect the size of their potential constituency rather than an estimate of actual meetings
.

Among the 78 whose answers seemed realistic, the estimated numbers ranged from as low as 5 to numbers in thousands.  The total estimated number from the 78 was 10,045, well exceeding the 2,000 that was used as the target number in the original project.

If would be useful in future work to build in further follow-up to gauge the accuracy of the estimated numbers of end-users reached.
Table 4: Estimated client reach from responding Bureaux

	Bureau
	Learners
	Total Clients Estimated

	
	Total Attending
	who gave Client Estimates
	

	Older People
	
	
	 

	North Liverpool
	             24 
	               8 
	         1,751 

	Toxteth
	             34 
	             20 
	           352 

	Copeland
	             34 
	               6 
	         1,348 

	Royal Courts of Justice
	             20 
	             15 
	           541 

	Total Older People
	           112 
	             49 
	        3,992 

	 
	
	
	 

	Migrant Workers
	
	
	 

	Hereford
	             18 
	               - 
	               - 

	East Staffs
	             57 
	               - 
	               - 

	Northampton
	             30 
	             16 
	           959 

	Reading
	             40 
	             13 
	         5,094 

	Total Migrant Workers
	           145 
	             29 
	        6,053 

	Totals
	           257 
	             78 
	       10,045 


Notes:

1. Hereford and East Staffs Bureaux opted to use a different format of questionnaire that did not include these questions.

2. Some groups of learners from the same organisation provided numbers that appeared to be a global estimate but entered on each questionnaire.  These have only been counted once.

7.43 This clearly indicates that, according to the estimates of the front-line workers, Citizens Advice were able to get the benefits of the training through to substantial numbers of end users.  Indeed, if this level of penetration were to be applicable to the remainder of the front-line workers who did not answer the question, this would result in a grand total of nearly 35,000 end users having being helped over the next year.

7.44 In addition to this, learners were asked if they would be passing the benefits of the training on to other colleagues and 261 out of 278 said that they would.  No further details on this were sought in the questionnaire but this clearly opens up the possibility of client impact running into hundreds of thousands of people.

8. Findings from the Older People strand

8.1 What the Trainers said

We asked the trainers to rate the training materials, training session and relevance of the content on a 1-4 scale of satisfaction, using a 4 point scale (with no central answer) to discourage non-committal responses.  The small number of trainers involved means that statistical analysis is of limited value but, nevertheless, the clustering of responses in the 1 and 2 scores is an indication of overall high levels of satisfaction.

Table 5: Older people strand Trainers’ responses

	
	Very 
	
	
	 Not very 
	No response

	
	1
	2
	3
	4
	

	Satisfied with the training materials
	2
	10
	1
	-
	1

	Ease of reading and understanding the training materials
	7
	6
	-
	-
	1

	Ease of preparing training materials
	6
	4
	4
	-
	-

	The relevance of the topic to needs of participants
	1
	3
	-
	-
	10

	Overall how well did the session go? 
	1
	2
	1
	-
	10


Base: 14 responses

Note: the high non-response rates for questions 4 and 5, relate to the fact that some trainers only filled out a shorter evaluation from rather than the standard one and they did not include these questions.

8.11 What worked well
The responses of the trainers were characterised by a wide range of aspects of the training they felt had worked well, often focusing on the interactive nature of the sessions, quizzes and discussions.  A number of trainers commented that the training material was very clear and precise.  Favourable comments included

· (I liked) all the exercises, Unit 2 exercise in particular, because it allowed participants to think outside the box in order to get their message across to their clients

· All of it went very well.  At this stage, I was quite used to the style of training and there was no problem with time management.
8.12 What should be changed

Again, there was a range of comments with little duplication apart from several trainers who commented that the poster exercise had not been at all popular with the learners.

· (The) tax code exercise does not work or make much sense.  None of the participants wanted to design a poster so that should go.  (The) tax code explanation (is) not as clear as in Income Tax Advice Booklet.  Definition exercise - get them to do it without the handout and give after(wards).

· It's just about right.  The case studies were too many. However, I used 2 of them
8.13 Were there any issues not addressed

When questioned, respondents could not think of any relevant information that had been left out and that they thought should have been included.

Trainers did not refer to any issues or training content that they felt was missing or not addresses

8.2 What the learners said

Satisfaction rated on the 4 point scale showed that most learners were either satisfied or very satisfied with the training.

Table 6: Participant scores for the older people training sessions

	
	Very 
	
	
	 Not very 
	No response

	
	1
	2
	3
	4
	

	Satisfied with the training
	93
	57
	1
	-
	1

	Ease of reading and understanding the training materials
	99
	51
	2
	-
	-

	Satisfied with the delivery style and pace
	99
	52
	1
	-
	-

	The relevance of the topic to needs of organisations
	64
	72
	13
	3
	-

	Overall satisfaction with the training session 
	91
	57
	3
	-
	1


Base: 152 responses

Analysis:

· There was a high degree of overall satisfaction with the mode and median score both being 1.  In all, 148 out of 151 (98%) learners rated the training 1 or 2.

· For the more specific questions, the mode and median score were both 1 for all questions (99% or learners rating either 1 or 2) apart from the relevance to the organisation

· For relevance to the organisation the mode and median score were both 2 (89% of learners responding 1 or 2)

· The mean responses to all questions were under 2

All these responses indicate a high or very high degree of satisfaction with the training.  The area of least satisfaction was the relevance to the organisation, where 16 respondents (10%) gave a rating of 3 or 4.

Clearly, this is an important issue arising from the project.  However, the statistics need handling with care in this respect.  Of those 16 learners giving a 3 or 4 rating for relevance, 8 came from the Royal British Legion in Copeland.  However, at least
 7 of their Royal British Legion colleagues gave the relevance question a rating of either 1 or 2.

Nevertheless, it would appear that the question of relevance to the organisation is a theme that appears from these responses and from some comments from trainers and learners alike.  Trainers commented on the range of prior knowledge and experience of this subject among different groups of learners and at least one asked for some sort of pre-qualification test for the training! 

8.21 What they liked most

It was clear that the presentation and style of the training sessions was an important factor in their success. Participants responded positively to the informal nature and straightforward language of the training:

· Informal yet structured

· Well presented and in plain English

· The training format, material and presentation

· The way it was split into easy sections.
The role and skills of the trainer were also important:

· Trainer was very professional.

· The trainer was very good, good pace, clear explanations.

· Friendly delivery – knowledge of subject of trainers.
Participants enjoyed the interactive nature of the training:

· Group sessions kept topics interesting and lively

· Interactive – makes it more interesting and memorable

· Plenty of opportunity to discuss issues and ask questions.
The handouts were also popular.

In terms of content, participants found the training a useful and appropriate introduction to the subject of tax. Specific topics that were mentioned included tax codes and allowances, calculations, tax issues for older people, and useful signposting:

· Developing an insight into tax for my clients benefit. I will still signpost on to information and advice within our organisation but I know how to explain to reassure my clients before doing so.

· Gave me a personal insight into the way tax is calculated and the relevant codes.

· General awareness of all aspects of tax for the over 65s. Work through real life examples
8.22 What they liked least

Overall, there were far fewer comments recorded about what learners liked least.  The main themes here were timing, content and practicalities. Most comments regarding the timing felt that there was too much material to cover within the allotted time, although one person felt the training could have been shorter:

· A little bit repetitive.

· A lot of materials to take in within 2 hour period

· Could have been a little shorter.

· Needed more time to go into more detail.

· Not enough time to fully understand and digest
Regarding the content, the poster activity was not popular. Some people were uneasy about calculations, or about the notion of advising clients on tax matters. A few felt that some of the tasks/activities were not explained clearly:

· Artwork is for Artists

· Drawing a poster

· Having to work things out.

· Some tasks were not explained as clearly as they could be e.g. tax code practical - got confused trying to work out the figures rather than simply look at letters.

A small number of participants expressed concerns at the quality of presentation of the materials provided:

· Some of the handouts had 'typos' and were 'grey' in some areas.

· The information in 2 of the leaflets was duplicated

· Difficult to distinguish between handouts/extracts - perhaps could be done in different colours to help identify.
Other practical issues included travel time and the provision of food:

· Still a bit cool in the room.

· The stairs

· Having to travel so far 4 hours for return journey.

· Travel issue - a long way from our office.

· No food provided

· Lunch break could have been shorter
8.23 Other topics they would have liked to cover

Most participants did not respond to this question, or responded negatively, in that they felt that everything they needed had been covered. Areas that were highlighted as by others as being needed were very varied and included:

· Clarification of our own limitations on giving tax advice.  Although you said you did not intend turning us into tax experts, I think there were several people who were not sure how far they should go when presented with a tax question

· Grandparents looking after grandchildren - what they are entitled to

· I would have liked an overview of the tax system as a whole.

· Issues relating to under 65 & tax

· Maybe more in depth cases with calculations

· More about death duties.

· More on consequences of selling home would have been useful.

· Pension credit

· Possibly more on equity release as many of our customers are older and face issues around their homes.

· The exercise on various people could have been more specific in that all figures could have been supplied and examples worked out.  This would have been more relevant

· Would have liked more info on tax codes.
8.24 Areas covered that were not considered relevant.

Most people did not respond to this question, or responded that it was all relevant. Of the negative answers, there was a strong sense that some participants were unhappy about the idea of giving specific tax advice to clients:

· I was concerned about one session in particular, where we were asked to give a definition of taxable income for onward transmission to clients.  This creates in the client's mind that we are experts in tax, which we're not.  Giving clients particular advice on tax is dangerous and beyond our remit

· (My organisation) does not deal directly with customers who are not of working age so, although the subject matter and delivery were interesting, the content was not wholly relevant to our customer group

· Whilst tax advice is relevant, I do not think it is a safe area for a caseworker as incorrect advice may be actionable.
Consideration should be given in any future training to build in content looking at the role of workers in using their learning from the course with their clients.
8.24 Do you plan to share this training with your colleagues?

Most learners replied that they would be sharing this training with their colleagues. Most people intended to cascade their knowledge via discussion with colleagues, whether formally in team meetings or informally in a one-to-one setting. Some people said they would pass on the knowledge on an ad hoc basis, if the need arose. The handouts were popular and many people mentioned that they would retain the information within the office or in their organisation’s resource centre for all staff to reference in the future.  Of those who did not intend to pass on the training, the main reason was that all their colleagues had attended with them. Other reasons included being an individual worker or it not forming part of their role.

8.25 How will this training help you deliver services?

Most people indicated that the training would be of use to them in delivering services. Many people said that having a greater general understanding of tax issues and processes would be helpful to them:

· Will have more knowledge to pass on

· Would be able to give them basic advice on tax

· More awareness, greater knowledge of pensions savings etc
Being able to give clear and simple information was useful/beneficial:

· Able to speak about a complex subject in a nutshell without complications.

· Try to make things clearer for them.

· More able to explain tax related issues in a jargon free way.
Many participants felt that they would perform better in their roles as a result of the training:

· Being better informed and sure of information will make delivery easier..

· Helpful and feel more at ease with the subject - if I am more confident I can reassure my clients.

· It will make me more aware of looking out for their financial situations and suggesting they get advice and clarification

· When gathering information on first visit on their allowances.
Many participants said that they would use the training to improve how they signpost clients to relevant sources of help:

· Convinced more than ever to signpost clients to the proper agency

· Gave me an awareness so I can refer on to the right section/dept

· More understanding, thus able to divert them to more qualified people

· Will continue signposting to CAB & Age Concern

· Understand the system better and direct clients to appropriate agencies
Several specific uses for the training were mentioned, included helping clients to maximise their income and recognising what income is taxable and non-taxable:

· Be able to give guidance on tax issues, point areas they may need to consider - receiving a large sum, how tax will be collected if in receipt of a pension and still working

· Benefits of working beyond retirement age.  Benefits of not working beyond retirement age.  Pension Credit.  Taxable income and non-taxable income.  Personal Allowance.  State pension

· To ensure they are paying the correct rates of tax to maximise their income

· Give support to grandparents on issues such as tax, pensions and savings. Whether they are paying right amount of tax.
8.26 Will this training help you deliver services to other clients?

Most people said they would use this training with other clients. Specific examples included the relatives of existing clients and people with mental health or disability issues. Many participants expressed the opinion that having a better understanding of tax issues would be generally useful. Of the 37 participants who said they would not use the training with other clients, 22 said it was because they did not have any other clients.

· Yes, awareness of coding and due to the client group that we work with - older people and (those with) mental health (issues)

· Yes, working with older people with disabilities, information is appropriate to them as well as older people.

· Yes, (I shall) be able to give help to relatives/carers of older clients.
8.27 Any other comments?

Most comments from this section were positive, with the training characterised as enjoyable, interesting and useful:

· Very informative course which I feel has given me a much better understanding of tax issues which I feel able to pass on to my clients.

· Very interesting and explained in words that you could understand.

· I found the course, although difficult, very interesting and enjoyable. I feel I have learnt a lot that I didn't know about.

The role of the trainer was important in the overall quality of the training:

· Friendly and approachable trainer.

· Really enjoyed the course - tutor was particularly clear and to the point.

· Trainer very good with the material used. Kept the course moving on.
Some comments made suggestions about practical aspects of the training which could be improved in the future, including timings, presentation of handouts and venue information:

· Clearer map and map of car park would be helpful

· Course lasted nearly 5 hours, that's ok but it said it would last 4 hours.  Lunch period too long but lunch should have been provided

· Really enjoyed the course. Glad it was 2 half days - were able to stay fresh.

· Typos need work (too many). Too much reliance on Internet to provide information. More local services; older persons may not have access to internet.

· Would have put session about retirement/reasons at the very beginning of course.

· I think it would be useful to have financial year updates sent out to organisations taking part
9. Findings from the Migrant Workers strand

9.1 What the Trainers said

As with the Older People strand, we asked the trainers to rate some aspects of the project on a 1-4 scale of satisfaction, using a 4 point scale (with no central answer) to discourage non-committal responses. 

Table 7: Migrant workers strand Trainers’ responses

	
	Very 
	
	
	 Not very 
	No response

	
	1
	2
	3
	4
	

	Satisfied with the training materials
	15
	12
	2
	-
	9

	Ease of reading and understanding the training materials
	19
	9
	1
	-
	9

	Ease of preparing training materials
	25
	4
	-
	-
	9

	The relevance of the topic to needs of participants
	12
	5
	11
	1
	9

	Overall how well did the session go? 
	16
	10
	2
	1
	9


Base:  38 responses

A similar pattern to that with the Older People strand emerges with these responses.  Again, the question of relevance of the topic to the needs of the participants is the one that has raised most queries with the trainers.

9.11 What worked well

The overwhelming impression from the trainers was that the training had worked well.  They felt that they had been able to cast light on areas where the learners either had no knowledge or suffered with misconceptions.  While the trainers’ responses referred to a wide range of the topics that had gone well, the emphasis was on very practical benefits, enabling learners to be more effective with their clients.

The work on defining tax credits was mentioned favourably by a number of respondents:

· Defining Tax Credits.  Group (was) confident they knew about Tax Credits but exercise weeded out some misconceptions 

· Defining Tax Credits – (I) felt was a very good recap, (although we did) get bogged down in details sometimes.
· Work with tax credits everyday but (the learners) had problems with definitions – (it) made them reassess what they know.  (They) enjoyed it.  
The card matching exercise was also popular:

· Card sorting exercise and leaflet helped them recap on terms and info they had forgotten e.g. Tax Allowances.  Even got NI and Income Tax mixed up!

· Card sorting exercise helped everyone get into the right mindset and feel confident about what they know already.  Leaflet was good, but one group didn't enjoy it.

· Leaflet and card matching worked well.  Group enjoyed themselves because they felt confident they had good background knowledge on most issues discussed
The quiz was mentioned by several trainers as giving learners confidence at the start of the session. 

9.12 What should be changed

The responses to this question threw up a number of quite small technical issues and errors in the material that can easily be addressed.  Aside from these there were two main themes that emerged.  The first of these related to the amount and level of information that was provided and seems to reflect the variety of learners attending.  Some trainers reported that information was too much and too technical while others said their groups needed more information!

· Group wanted higher level information - felt they needed to know more although I am not sure more information would have been relevant to them

· Comments about volume of reading - adapt to read with group or tell info in another way and give handouts to use in jobs?  Ideas from group, I felt it worked well

· Leaflet: finding more and more that there are always members of the group find it pressurised.  Some really liked it, but doesn't fit all.  More information about Migrants who do not end up with NINO, e.g. Mothers who come with their husbands - very relevant to this group.
The other strongly made point was around the issue of tax calculations.  Many trainers, perhaps reflecting the views expressed by their learners, said that they felt they did not need to do the calculations.  This linked with other comments elsewhere about anxieties over being held responsible for specific advice

· Calculations can be complicated and unnecessary for some groups.  Needed for this group although not keen and insisted wouldn’t do on day to day basis

· Calculations re: deductions.  Group does not need to perform these.  Created fear in group when in real world would not do this.  Theory is important but actual calculations scared them unnecessarily

· Info re: housing deductions: works well if brain processes figures that way.  Two people (were) confused until (it was) re-explained as (they had been) calculating this as +29.05 then the full rent.  As the trainer, (it was) difficult to get everyone to understand - they will also never have to use this calculation.
9.13 Were there any issues not addressed?

There were no general topics that the trainers felt had been omitted, the points that were raised being mainly specific areas where some detailed point had been either omitted or not dealt with sufficiently. 

· Hazy guidelines on A8 states claiming - I said if in doubt, put on claim forms.  Also, how can non-working Mother claim as she won't have NINO?

· How do you know which tax office to send the P86 to if you do not know where you will be working?  Answered following the session

· Lots of questions came up re: child living in client’s home country yet client still claiming for them.  Encouraged them to look up current discussion on issue

· Lots of question on Workers Reg form: *Who points you in direction of form? *Is there a time limit on their completion? *Can you fill it out in home country?    Pointed them to adviser net but feel this will come up frequently

· Needed more practical info - sent to them the next day: how overpayments are reclaimed.  What can be done for clients left in extreme hardship?  *How far can Tax Credits be backdated?
From these comments, the trainers give the clear impression that their own knowledge went beyond that contained in the training as they were able to answer questions not covered in the material.

9.14 Additional Comments

Responses entered here mainly covered detailed points mentioned elsewhere.  The one respondent to make a broader comment said:

· We were asked to reduce this session to 1 hour and this reflected in some of the comments about delivery. We did reduce some units. Time was needed to allow participants to share their experiences and ask many questions.  We did reduce the bank account session and the tax session in order to fit into the time allocated, resulting in insufficient time for group work.  (However), without agreeing to amend the session the training may not have taken place.  Difficulty here also with the range of people attending and no ‘pre entry’ requirements e.g. not purely for managers/supervisors/workers but all combined. 
9.2 What the Learners said

Table 8: Participant scores for the migrant worker training sessions

	
	Very 
	
	
	 Not very 
	No response

	
	1
	2
	3
	4
	

	Satisfied with the training
	157
	71
	-
	-
	1

	Ease of reading and understanding the training materials
	161
	67
	-
	1
	-

	Satisfied with the delivery style and pace
	172
	51
	4
	-
	2

	The relevance of the topic to needs of organisations
	129
	83
	8
	3
	3

	Overall satisfaction with the training session 
	156
	72
	1
	-
	-


Base: 229 responses

Analysis:

· There was a high degree of overall satisfaction with the training session, with the mode and median score both being 1.  In all, 228 out of 229 (99.6%) of learners rated the training 1 or 2, a very slightly higher percentage than for the Older People strand.

· For the more detailed questions, the mode and median score were both 1 for all questions.  For the first two questions, just under 100% of learners gave a rating of 1 or 2.  For the third question (satisfied with style and pace) the percentage was 98%.

· For the relevance to the organisation, 95% gave a rating of 1 or 2, higher than with the Older People strand but this is still the area with the least unanimity of support.

· The mean of all the responses was under 2 and slightly lower than for the Older People strand, indicating marginally higher overall satisfaction.

For the question on relevance, there was no grouping within organisations as there was with the Older Workers strand although, of all the learners giving a 3 or 4 response to this question, all but one were involved with East Staffs’ training.

9.21 What they liked most

The majority of participants expressed positive views of the training. Most said that generally it had been informative and relevant:

· Consolidation of many loose ends

· Context and information covered specific issues I have faced in the workplace when providing information to migrant workers.

· A lot of useful information and reference material.

· Relevant, informative, useful.  Applies to many workers, not just MW
Many people commented on the informal style and clear language of the presentation:

· Clarity of exposition.

· Clear communication, good debate and explanations, a lot learnt.

· Given in simple language, step by step information, with clear supporting documents.

· Presented in a simple and relaxed manner.

· Tailored to our needs. Didn’t talk down.
For some participants the trainer played an important role in their engagement with the training:

· Clearly explained, friendly tutor, useful handouts.

· Trainer very knowledgeable and explained topics in easy to understand language.

· Trainer was receptive to questions and lots of interactions and discussions.
The interactive nature of the training was also a positive aspect for many:

· Ability to ask questions as we went along.

· Again, lots of participation, not just being talked at.

· It wasn’t boring as we were given tasks to do as part of a group.

· The way information was presented and the quiz which made all of us think.
In terms of content, tax credits were frequently mentioned as being the most useful part of the training but other favourable comments covered virtually every part of the training.  Other areas of use included calculations, National Minimum Wage, employers’ deductions and HMRC processes.  Some more detailed comments included:

· Information that I didn’t know, wasn’t aware of, i.e. can claim for children who aren’t residing in the UK - it is a means tested benefit.

· Understanding HMRC terminology and tax credits and NINOs

· Setting up basic accounts as many are refused.  Some come from places with no electricity and do not understand the computer

· Understanding tax credit, min wage and employers deductions from your wage and how to calculate whether one is paid below the min wage
The handouts came in for a high level of praise saying that they:

· Were clear, not overcrowded and easy to understand

· Contained good examples and explanations

· Were well labelled so that could be easily referred to after the event

· Contained detailed advice, good contact details.
9.22 What did you like least?

199 out of the 229 learners either gave no response to this question or said there was nothing they liked least.  5 more gave positive comments saying that they liked it all.

Of those who replied, the main topics mentioned were timing issues:

· All in one day - very tired by afternoon

· Length of training could have been for longer to cover more of the topics.

· Pace a bit fast - modules too much in one day, better over more hours.  Complying with time constraints mean vital parts of course may be missed out

· Slow
Others commented on the sheer amount of information covered, saying that it made it difficult to follow at times:

· Understanding calculations was a bit confusing at first.

· We were being asked to summarise the info in an activity without having had time to even read the info let alone understand it all. The games in teams seemed a bit unnecessary.

· So much to take in - perhaps too many handouts

· The amount of information and confusion over entitlement.
There were some critical comments about content but there were few areas mentioned by more than one learner.

9.23 Were there any areas that should have been covered?

Most participants either did not answer this question, or indicated that they felt everything had been covered.  Some said they were not sufficiently knowledgeable about the subject to suggest further areas of training.

Some participants expressed a desire for more information on tax credits:

· Any figures of tax credit thresholds.

· Tax credits training could have gone into more detail / more time.

· More time dedicated specifically to tax credits instead of bank account types.
Many of those who responded indicated that a wider focus on the issues surrounding immigration and work would be helpful:

· An overall summary of the procedures a worker needs to follow -i.e. a flow chart (as in the Poster activity) would be useful so it is correct in detail (not our wild guesses). Possibly translated into various languages.

· Any differences in rules for EU, A8 and A2.

· New CIS rules and regulations

· Perhaps on migrants themselves, about the cultures of these workers.

· Workers registration scheme/certificate
Other areas included HMRC, banking processes and benefits:

· Benefit entitlement to both workers and non-workers would be beneficial.

· Possibly a live demo of forms from HMRC website

· Intro to income tax / NI

· Information on calculating APR.

· Maybe a bit more on legislation for people to know their rights where relevant.

· Maybe debt management (as an additional session).

· Other financial services e.g. building societies as banks etc
9.24 Were there any areas that were not relevant?
Most participants either did not respond to this topic, or indicated that they felt all the areas covered were relevant. Some said the training was not relevant to their role within their organisation:

· I am not customer facing so some issues were not relevant.

· Not sure that any of the topics were relevant to my role as a Recovery Officer, but may be helpful to have an understanding of the issues facing some of the people we deal with.

· Tax and NI training not as relevant for me personally as I provide support to new tenants who already have recourse to public finds etc.

· We don't do a lot of work with migrant workers.
One person said they felt the APR on loans was not relevant; another felt that the games were not a useful method of delivery.

9.25 Will you share this training with colleagues?

The majority of participants indicated that they would share the training with colleagues. Most said they would do so via discussion with colleagues, in team meetings or more informally:

· Yes, feedback to people working with migrant workers.

· Yes, by explaining all that I understood from this training.

· Yes, at team meetings and during supervision sessions with staff 

Some said they would pass on the information as the need arose:

· Yes, basic run through of what I've learnt but then keeping me as main contact for questions from the public as not enough time to train them fully

· Yes, for those who did not attend, various leaflets will help but would only share as and when issues crop up

· Yes, informally as appropriate. May make handouts available.
The handouts were a popular resource and many people said they would retain them for the benefit of their organisation:

· Yes, again, to pass on information sheets, contact numbers and web addresses.

· Yes, general discussion and storing documents for future reference.

· Yes, keep handouts in shared folder for other team members to access
Some participants said they would feed the information gleaned from the training into their organisation, in order to improve performance:

· Yes, put training in shared resource folder and update in team meeting

· Yes, will build it into HELP's ESOL infrastructure project.

· Yes, so we will all give the same advice and ensure any HMRC forms are retrieved to the crown house.

· Yes. As Guidance Tutor new learners would need training in this area. To incorporate this in the generalist level training perhaps as a once a year in- service course.
Particular areas of the training that were mentioned included tax credits, National Minimum Wage and workers’ rights:

· Yes, explaining forms and filling in

· Yes, good information about NMW

· Yes, if there are any queries on tax, NINO, ID and who can work.

· Yes, help to work out whether minimum wage is being paid.  What should be as per age

· Yes, useful for professionals to know facts about tax credits and forms such as P86 in order to advise service users in the best way possible

· Yes, provide details of CAB`s tax credit advice.
Specific colleagues who participants intended to share the training with included:

· Yes, pass information on to those who meet with seasonal workers.

· Yes, in role of helping new colleagues/learners.

· Yes, pass on information to FIF colleagues x 2

· Yes, with absent colleague and MP.

· Yes, with the people moving to new customer service centre.
9.26 How will this training help you deliver services?

The majority of participants said the training would help them to deliver services. There were some interesting indications of how the training might have a wider impact on quality of service from participating organisations, as people said they had increased understanding of things like banking and EU legislation as well as tax:

· A lot more knowledgeable about opening banks accounts and NMW.  Be able to give much better practical advice

· Checking they have correct income in order to avoid rent arrears.

· Help clients to make informed decisions about employment and the benefits of opening a bank account

· Explaining the rights and responsibilities with regards to work and finance in the UK.  Use during outreach work to Polish community

· Has increased knowledge of basic banking therefore will benefit client group as I may be able to advise them.
Regarding tax issues, people found the training on National Insurance and National Minimum Wage helpful, as well as gaining insight into HMRC processes and paperwork:

· Be able to advise more about tax credits entitlement

· Advice in calculating NMW

· Raise awareness of tax and NI in UK and ensure they understand why they are important and how to make sure they register for NINO.  Support them with paperwork if English is second language

· Understanding of claim system and qualifying elements.

· Now understand the forms they have to fill in and the processes they need to go through before and after working.
People felt more confident about delivering advice to clients and felt that they would be able to offer a more comprehensive and reliable service as a result of the training:

· Better understand what I need to cover with migrants to understand what they are entitled to and which questions to ask

· Do not have any migrant worker clients at the moment, but the training was still relevant to my other service users.

· Could be incorporated into training of Community Translators.

· To let them know what their rights are, point them into source of free help. Also to explain situation, re migrant workers, to people who may not understand that they might be victims of exploitation. There’s often an element of racism to some of the complaints we receive.

· We may well set up a drop-in centre when our migrant and seasonal workers project begins in May.
Some participants said they would be more confident in referring migrant workers on to the relevant services, although interestingly one person stated that they were less likely to do this as a result of increased confidence gained from the training:

· Being aware of how migrant workers can be taken advantage of, where they can be signposted for advice and support.

· Better informed about where to go for specific information and specialist advice

· I am more equipped to signpost people to relevant sources of information.

· I will know a bit more about it so less likely to refer them to somewhere else.
Of those who indicated that the training would not help them to deliver services, most said it was because it was not relevant to their role:

· At the moment, I don't have any migrant worker clients, they are to have worked in the UK for 1 year to fulfil our criteria

· It is unlikely that I will face any of these issues in my job role.

· Not currently working with any but useful for the future.
9.27 Will you use it with other clients?

Most participants said they would use the training with other clients, as the information about tax credits, banking and benefits was relevant to a variety of other people as well as migrant workers:

· Yes, all benefit claimants.

· Yes, all the modules are relevant to all clients who are working and on low income

· Yes, Banking - Homeless, non working, young people. Tax credits - Young people / families.

· Yes, Basic Banking & Tax Credits can apply to all service users.

· Yes, being aware of the deductions that can be made from wages and informing clients that this can mean that they are not getting their legal right to the NMW.

· Yes, clients with change of circumstances, new to employment market or bringing family from abroad
· Yes, lots was relevant to any parents, not just migrant workers.

· Yes, unemployed ex-offenders homeless, substance misusers including alcohol
Some said that having a better understanding of HMRC processes would be helpful to a wider range of clients:

· Yes, help with form filling in.  Giving advice about HMRC and its services

· Yes, Helping clients open bank accounts, and also identify which clients may be entitled to tax credits. Also helping clients to inform HMRC when there are relevant changes of circumstances, to help reduce overpayments.

· Yes, helpline details/NINO details etc.
There were some interesting references to using the information in a wider context:

· Yes, may be useful in literacy / numeracy courses.

· Yes, this will help with UK citizens who complain about migrant workers taking less than minimum wage and taking their jobs. Also information relates to other problems and other constituents. We are better informed.
Almost all of those who said they would not be using the training, said it was because they had no other clients. 

9.28 Any other comments?

These were mostly positive comments, expressing thanks for some enjoyable free training. More specific comments included:

· Good all round.  Tax credits: hard to understand.  Paperwork: not easy for people who struggle with paperwork.  This is good training as we can make out clients aware

· Good and useful training session.  Valuable to frontline workers at interface with MW e.g. JCP, DWP, community groups

· Well done.  Would be better if more in depth

· Well worthwhile - I wish more people had attended. We need more information and support like this to enable us to provide tailored services to our clients.

Some suggestions were made for possible areas of future development:

· Would be useful to see the tax credit claim form manual and application translated into Eastern European languages - as well as the systems to do with taxing and banking.

· Is basic info on Tax, NI number and Employment and Bank Accounts taught to our school leavers or even available in simple terms - it is very useful stuff to know!

· DWP/benefits form and HMRC forms need to be in plain English and letter sent to clients.  Also, free training like this allows the voluntary sector easier access to courses

· HMRC forms should be made easier for the lay person to read and understand.  More information on tax rebates should be available easily
10. Learning points from the project
To ensure that the maximum possible is learned from this project, it is important to set it in the context of the overall direction of travel of Citizens Advice in relation to ensure financial capability can be delivered by Bureaux in all the regions and Wales by the year 2010.  This not only requires the building of organisational and teaching resources but also implies the development of quite different relationships between Bureaux and their local communities.

The success of Citizens Advice has been built on its ability to provide expert advice on a range of matters to members of the public who are either referred to the organisation or who self-refer.  Alongside advice-giving, bureaux also work proactively on social policy issues.  They collect evidence of clients’ problems to use in campaigning for changes in national and local policies and services.  The new financial capability objective implies a shift in orientation whereby individual Bureaux will need to become much more proactive as organisations
 in their local communities. 

10.1 Community Engagement

The HMRC Programme has set challenges in this respect that will undoubtedly become more common across all Bureaux in the coming years.  The word “networking” has become popular in recent times as a descriptor of a skill of active engagement with groups of people to facilitate subsequent task-related relationships.  Successful networking is built on earlier models of client management such as relationship management and a fundamental principle of this is that effective working partnerships need to be based on trust and understanding, which cannot be achieved overnight but need to grow and develop over time.

The HMRC Project placed heavy demands on the organisation at all levels.  In the space of about six months a full-blown project was completed, involving project design, recruitment, product development and testing, training, remote delivery and evaluation that would have taken many other organisations years to achieve.  The fact that Citizens Advice was able to pull this off is commendable but, if the organisation wishes to develop long-term work patterns and funding in this area, it must be careful to ensure it does not become known as the organisation to choose just for this sort of “special ops” activity.  In addition, having a longer timescale to develop, initiate and deliver projects is likely to result in even greater effectiveness, and stronger long-term local partnerships.
If Bureaux are prepared to get out into their communities and build relationships over time, this will allow the opportunity to find out in an unpressurised way what are the learning needs of their communities and where they can help.  This project exploited Citizens Advice’s ability to get out and make relationships.  Making progress in the longer term in the financial capability “marketplace” will work best for Citizens Advice if it is known as the expert community learning organisation that already has those relationships.

This implies a pattern of genuine networking and partnership building that may in the early stages seem rather unfocused.  It is a process that is more familiar to early-stage businesses in the private sector, where business owners recognise the importance of a “socialising” element to their life so that potential customers can become comfortable with them and establish trust without the immediate pressure of an actual customer relationship.

This does not mean that Bureaux should just see this figuratively as a “Golf Club” lifestyle.  There are many places in community life where there are opportunities for experienced organisers to lend their skills in a voluntary capacity, whether this is in a local Strategic Partnership or on a Board of School Governors.  And of course, Citizens Advice workers and volunteers are already doing this and have been for many years.  However, the organisation should consider whether the benefit of all this skill and experience is being sufficiently captured at a national level so that it can be used to assist the development of the entire organisation.

10.2 Selection of Partner Bureaux 

The selection of Bureaux for the project was based more on assertion by the Bureaux about their positioning and capability as training deliverers than on historical evidence.  This led to instances where some individual Bureaux struggled to deliver on their assertions of being able to engage external organisations.

In the questionnaire responses, trainers and learners mentioned tensions within front-line worker organisations around the length of time training would take workers away from their main work tasks, the numbers of staff who could be released, forcing the training sessions into inappropriate formats and other characteristics symptomatic of hurried arrangements that were not necessarily based on already firmly established relationships.

There may be some merit in building a central record of the partnerships and relationships in which local Bureaux are actively engaged.  This would have the value of identifying successes which can be used for spreading good practice and also to help improve the prior assessment of whether individual Bureaux are likely to be effective in particular future development projects involving working with partner organisations.

Improving the intelligence held by Citizens Advice about the partnerships with local organisations would also help to avoid a repetition of the situation where targets for end user benefit were based on entirely notional assumptions that in the end proved to be wildly conservative.

10.3 Selection of Partner Organisations and Learners
The wide range of numbers of potential end users cited by the learners in their questionnaires (and indeed perhaps also the high level of non-response to the question) probably indicates an equally wide range of different learning needs among the target organisations.  Without seeking to detract from the overwhelming satisfaction among learners, it is worthy of consideration whether one style of course content and delivery could have met the operational needs of all these people (even though they may all have found it interesting).

From the point of view of future business development also, one has to question whether a front-line worker who says they may use the training with five clients in the next year is a very good advertisement for Citizens Advice’s ability to engage significant numbers of citizens in public service delivery projects.

In mitigation, we would acknowledge that the very short timescale of the project meant that there was always going to be a risk of selecting Bureaux on the basis of the numbers of organisations they said they could bring to the table rather than the quality of those organisations or their own reach into the public.

Several trainers commented on the range of levels of acquaintance with the underlying issues of the project strands among learners.  The issue of relevance of the project to the work of some learners has also emerged as the one area of significant questioning by trainers and learners alike.  
Consideration should be given to central production of publicity materials for future training courses.  These would clearly set out the aims and level of the courses and who the target audience is.  This should help match suitable learners to suitable courses.   

10.4 Objective setting

This was a pioneering project and thus the process of setting realistic objectives was always going to be a learning experience in itself!  Experience from the project indicated that, where the ultimate measure of success is impact on end-users, using the numbers of learners per organisation as a benchmark objective may not be helpful.  While contact with organisations can be influenced directly by the Bureaux, the numbers of workers they choose to send to the training is less so.

Organisations commissioning this sort of programme need to be engaged in this planning process. 

10.5 Course Content

The development of high quality new training materials and delivery of the courses in the short time available has clearly been a very successful part of the overall project.  The ability to assemble large amounts of complex financial information into coherent courses that received such high commendations from non-expert recipients has to be seen as a major skill set of Citizens Advice.  We recommend that the organisation gives some thought to how this expertise could be used in other areas.  
Learners identified a range of topics that they would have liked to have covered in the training that were not included.  Whilst these suggestions came from a minority of learners, it would be useful to explore the possibility of broadening the scope of the training materials to deal with a wider range of financial issues beyond specific tax-related matters.  This could increase the appeal of the training, and thus add to the potential to reach greater numbers of frontline workers and through them greater numbers of their clients.  It could also help ensure training content is more relevant to learners.
10.6 Evaluation

The fact that the evaluators were appointed and involved in the project from the outset has been positive and helpful in developing learning about the project. The role of NIACE was to assist Citizens Advice to evaluate the project.  NIACE accepted that it was important that Citizens Advice should use this project to develop its own ability to evaluate its work in this new area.  This has posed additional challenges compared with a more traditional approach where an evaluator may have had a greater degree of control over the entire evaluation process.  

Aspects of the evaluation process that need further examination include:

· The design of questionnaires and the wish to keep them compact meant that some questions were not sufficiently explained to result in unambiguous responses.

· The decision to omit learner contact details from the questionnaires seriously reduced the value of follow up telephone calls as they were in fact not able to follow up specific details.

· Questionnaires were not used in a consistent way across all locations so that, for example, it is not clear whether trainers were using their own questionnaires to refer to one or more training sessions.

· Some Bureaux altered the information gathering process meaning that evaluators were faced with some gaps in the data and elsewhere had to apply a greater degree of interpretation of the data than was desirable, in places, effectively inferring what subjects had meant.

· How to ensure that Bureaux themselves see value in the process of evaluation and are committed to making this meaningful and effective.
11. Conclusion
This project was undoubtedly challenging for all concerned.  Those challenges included:
· The short timescale

· The creation of new materials

· The recruitment of new learners

· The delivery of new courses

· The need for Bureaux to record information about the process as they went along.

Citizens Advice showed that it is possible to deliver very efficiently on these requirements if you have a good infrastructure in place, experienced programme developers who can work at speed, local delivery groups that are “plugged in” to their communities and skilled trainers who can work with new learners at short notice.

The commitment of Bureaux should not be underestimated.  Many Bureaux work on extremely complex patterns of short and medium term funding and the fact that they threw themselves into this very short-term project, for which a great deal of “start up” effort was required is a credit to the organisation’s commitment to local communities.

In the longer term, we feel that the country will gain even more of a dividend from Citizens Advice if the lessons learned from such programmes are consolidated into more longer term projects with the stability afforded by longer term funding.
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� � HYPERLINK "http://www.ind.homeoffice.gov.uk/6353/aboutus/accessionmonitoringreport10.pdf" ��http://www.ind.homeoffice.gov.uk/6353/aboutus/accessionmonitoringreport10.pdf�


� � HYPERLINK "http://www.statistics.gov.uk/downloads/theme_compendia/foop05/OlderPeopleOverview.pdf" ��http://www.statistics.gov.uk/downloads/theme_compendia/foop05/OlderPeopleOverview.pdf�


�  � HYPERLINK "http://www.hm-treasury.gov.uk/spending_review/spend_ccr/spend_ccr_voluntary/ccr_voluntary_2004.cfm" ��http://www.hm-treasury.gov.uk/spending_review/spend_ccr/spend_ccr_voluntary/ccr_voluntary_2004.cfm� 


� ‘Financial Skills for Life’, Citizens Advice, June 2006.


� Reading was not part of the original bidding process.  The figures displayed represent the position if they had bid with the representative target totals.


� There are of course isolated earlier examples such as the Life Insurance Association’s school programmes in the early 1980s and the Nat West “Face to Face with Finance, started in the 1990s.


� For example, workers from the office of a Member of Parliament in East Staffordshire referred to numbers around 130,000


� Some trainee forms from Copeland did not indicate which organisation the respondent came from 


� Many local Citizens Advice staff and volunteers are of course already active in other community and civil organisations on an individual basis.
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