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Executive Summary
1. Introduction to RBS Innovate
1.1

From 2005 to 2009 RBS provided funding for small projects to test out new
approaches to financial inclusion. This programme, called RBS Innovate and
run through Toynbee Hall, helped 13 organisations get new financial inclusion
initiatives off the ground. After three successful years the decision was taken
that, in order for projects to provide maximum learning, it was important to
focus on lessons learned and the long-term impact of interventions. The focus
therefore shifted to the evaluation of projects with emphasis on three aims:
1. Help projects to set up their own internal evaluation structures;
2. Share the resulting evaluation frameworks with the rest of the financial
inclusion sector and apply to other organisations where appropriate;
3. Showcase the work of the projects and offer models of replication.

1.2

RBS Innovate’s role was therefore restructured to work with four organisations,
each based in different areas of the UK. The decision of which four to choose
was based not only on the projects themselves but also on the combination of
the four projects – it was important to ensure a good mix of size, remit,
population served and geographical location. The four selected projects are:
1. Moneywise at Centrepoint (London)
2. Debt Gateway and Money Active at Plymouth CAB (Plymouth)
3. Save and Insure at Prince Bishops Credit Union (Consett)
4. Your Money Garden (Belfast)

2.

Moneywise at Centrepoint

2.1

Moneywise is a programme within Centrepoint. Its purpose is to support young
people who are homeless or at risk of homelessness in dealing with existing
debt, preventing future money problems and promoting overall financial
capability. It is delivered through a combination of group workshops, one to
one and referrals to specialist advice services. Moneywise has four key aims.

2.2

Increase the financial capability of young people: While there is no one
established definition of financial capability, broadly it refers to the knowledge
and skills necessary to understand personal financial circumstances along with
the motivation and confidence to take actioni. As effective financial
management is important for a number of areas in life Moneywise focuses on
increasing the financial capability of the young people it supports.

2.3

Effectively train Moneywise staff so that they are able to confidently deliver
workshops and support young people in money matters: The support that
young people receive through Moneywise is vital to their on-going
development in financial capability. But if staff are not properly supported or
do not have the necessary knowledge to deliver workshops or one-to-ones
then they will not be able to effectively support the young people at
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Centrepoint. Therefore providing an effective training and support service for
staff at Centrepoint is the second key aim of Moneywise.
2.4

Reduce rent arrears/service charge arrears: Rent and service charge arrears
are a significant cost to Centrepoint. They also indicate that a young person is
not managing their finances as well as could be hoped. Reducing rent and
service charge arrears is therefore a key objective of Moneywise as it will not
only save Centrepoint money but set young people up for a successful,
independent future.

2.5

Embed financial capability into the wider work of Centrepoint: Effective
money management is an important life skill and, as such, it is important that
the financial capability work taking place through Moneywise is properly
embedded in the wider work of Centrepoint.

3.

The model

3.1

There are five steps to the Moneywise model.

3.2

Staff training: Staff at Centrepoint receive training on how to deliver workshops
within the Lifewise programme. In the past they have also received external
training funded by the Money Advice Service (formerly known as the
Consumer Financial Education Body) but as this funding has come to an end
they are currently reviewing their staff training practices.

3.3

Assessment: All young people who come to Centrepoint receive a needs and
risk assessment. Amongst a number of other areas the assessment captures
information relating to a young person’s ‘economic wellbeing’ including
information on income (employment and benefits), budgeting, and existing
debts. The needs and risk assessment flags up areas where the young person
needs further support and these are built into their support and development
plan under ‘needs’ and ‘risks’. The Support & Development Worker assigned
to a young person then works with them to plan the long term desired
outcomes around these needs and risks as well as what actions need to be
taken to achieve these outcomes.

3.4

Referrals: Most young people at Centrepoint are referred to Moneywise
workshops through their Support & Development Worker as a result of their
needs and risk assessment and their support and development plan. If they
require support around a particular issue they are referred to the internal
Advice Surgery at Centrepoint and if they need specialist advice they are
referred to an external agency.

3.5

Financial capability training: Centrepoint currently runs four workshops
through Moneywise – ‘Living on a budget’, ‘Dealing with debt’, ‘Introduction
to bill payment’ and ‘Planning and shopping for a budget meal’. The content
for each of these workshops is developed around the aim of the workshop
and the intended learning outcomes. Workshops last approximately two hours
and are delivered through interactive sessions to groups of young people.
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3.6

Follow up: Moneywise does not currently carry out any follow up activity with
young people who have taken part in a workshop but going forward they are
planning to introduce two new areas of activity: a review of progress with a
sample of young people who participated in the Moneywise workshops and
the addition of information on anticipated ‘transitions’ in the needs and risk
assessment.

4.

The evaluation framework

4.1

Key questions to ask when evaluating an internal project:

4.1.1

What are the key objectives of the project? Establish the purpose of the
project and its aims and objectives right at the start. In the case of RBS
Innovate, an initial meeting was held with Sadie Odeogberin, Group Manager
for Learning and Rupon Miah, Moneywise Project Co-ordinator at Centrepoint
in order to gain an understanding of Moneywise and what it was seeking to
achieve for participants. It is important to have this discussion at the start of
the evaluation as it lays the groundwork for subsequent evaluation stages.

4.1.2

How to strike the right balance between ‘perfect’ methodology and actual
capacity to deliver? In order to embed evaluation activities within an
organisation successfully, it is necessary to be realistic about what is
achievable as regards funding, staff, and available time. As the Moneywise
Project Co-ordinator was the prime contact for the duration of the evaluation,
the evaluation framework was designed to realistically fit in with their time and
other commitments. This is an important process for any organisation setting
up an internal evaluation; you could design the most robust evaluation
framework that would guarantee a wealth of rich information, but if it is not
going to be realistic to gather that information it will not be achievable.

4.1.3

What information is already being captured? Rupon was already capturing
some data for Centrepoints’ own use and to report back to funders. Rather
than starting from scratch it was useful to establish what information had to be
captured for other purposes (i.e. funder reports) and what information was
already available so that work was not replicated.

4.1.4

What kind of evaluation do we want to undertake? Do we want the evaluation
to be formative or summative? A formative evaluation takes place during a
projects lifetime and asks “how can the programme be improved?’. It is
undertaken in order to provide feedback with the goal of progress.
Summative evaluations on the other hand take place after a project is
complete and asks “what is the overall merit or worth of the programme?
Should it be modified? Should it be continued?” The Moneywise Project Coordinator, Rupon Miah, requested that the evaluation of Moneywise be both
formative and summative. However, due to the absence of a lead worker to
co-ordinate the project for a brief period before Rupon’s appointment, the
focus was mainly on formative data.

4.1.5

What methods are we going to use? Sometimes quantitative data such as
numbers and figures will provide the most important information while other
times more descriptive, qualitative information will be most useful; sometimes it
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will be both. It is up to the organisation to decide which method will give the
richest data and help them to inform their decisions going forward.
5.

Evaluation of Moneywise and the Moneywise model

5.1

The findings of the evaluation focus on how Moneywise is currently placed to
reach its aims.

5.2

Participants reported a 12% increase in confidence in planning and
budgeting.

5.2

The current relationship between the Support & Development Workers and
young -people can often reinforce a ‘drama triangle’. Centrepoint should
consider the way it provides support and advice around rent arrears
management with a view to decoupling this from arrears recovery work.

5.3

The cost of ‘transitions’ (i.e. moving into work) perpetuates the cycle of debt
and rent arrears. The Moneywise Project Co-ordinator is currently looking at
the possibility of setting up a ‘transitions fund’ to help young people through
these times of financial hardship.

5.4

Moneywise has not consistently had a lead worker in post throughout its six
years at Centrepoint which has resulted in it not being firmly embedded in the
wider work of the organisation. Going forward, and as Moneywise further
develops, Centrepoint will take steps to change this.

6.

Evaluation of the evaluation

6.1

Evaluations can be difficult and timely to administer. Because of this,
Centrepoint is currently exploring other methods of capturing evaluation data,
including trialling an electronic evaluation tool through a company called
ResponseWare.

6.2

A particular challenge associated with evaluating Moneywise was capturing
the specific skills and knowledge that participants gain during the workshops.
Organisations are often not sure what questions to ask or shy away from
asking ‘test’ questions. Capturing concrete examples of knowledge gained
however can demonstrate how effective an intervention is. Going forward
Centrepoint might want to consider the addition of ‘test questions’ in the
evaluation framework.
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Part 1 – Introduction to RBS Innovate
From 2005 to 2009 RBS provided funding for small projects to test out new
approaches to financial inclusion. RBS called this programme RBS Innovate and
through it helped 13 organisations get new financial inclusion initiatives off the
ground. The overall aim of the RBS Innovate programme is to “increase financial
inclusion through the improvement of local financial inclusion services” and the
emphasis throughout the programme has been on innovative interventions,
meaningful work with long term impact, improvement and development and
dissemination of learning and best practice. The 13 projects that RBS Innovate
funded were very diverse – some helped individuals gain access to financial
products, some produced guides and resources for trainers, others supported
housing association tenants with specific needs – but all focused on helping people
experiencing financial exclusion.
As the programme progressed RBS decided that in order for financial inclusion
interventions to provide maximum learning for the sector, it was important to focus
on lessons learned and long-term impact. The focus of RBS Innovate therefore shifted
in the period 2009 – 2011 from funding interventions to the evaluation of projects with
the emphasis on three aims:
1. Help projects set up their own internal evaluation structures;
2. Share the resulting evaluation frameworks with the rest of the financial
inclusion sector and apply to other organisations where appropriate;
3. Showcase the work of the projects and offer models of replication.
Good projects are often under-evaluated so exploring how they can be scaled up
and how this can work across different geographies and with different clients groups
is key to promoting success in financial inclusion. RBS and Toynbee Hall therefore
restructured the role of RBS Innovate to work with four organisations based in
different areas of the UK over the course of one year. The four projects were selected
using an open tender process. In December 2009 RBS Innovate announced that
evaluation support was available for any organisation working in financial inclusion or
financial capability. This announcement was disseminated via Transact, the National
Forum for Financial Inclusion, the DWP Champions Initiative and the Citizens Advice
National Financial Capability Forums. The application form was posted on the
Transact web-site and the deadline was set for January 2010. In all, 33 applications
were received and 4 projects were selected. Using an open tender process
guaranteed that every organisation that applied was interested in setting up their
own internal evaluation frameworks, having their organisation evaluated and sharing
learning with the sector. Choosing only four organisations to work with was difficult as
there were many interesting, innovative organisations interested in RBS Innovate and
in the end the decision was based not only on the projects themselves but on the
combination of the four projects; it was important to ensure a good mix of size, remit,
population served and geographical location. The four organisations selected are
outlined below.
‘Moneywise’ at Centrepoint (London)
Centrepoint’s vision is to end youth homelessness and Moneywise fits into this vision
by providing training on financial capability to educate Centrepoint young people
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about personal financial management so that they can live independently. While
advice services regarding financial capability are available, young people find them
difficult to access due to travel costs, intimidation and their adult focus. Embedding
financial capability into wider work with homeless young people and young people
at risk of homelessness helps to create socially and economically viable citizens.
The objectives of Moneywise are achieved through AQA accredited workshops, one
to ones with young people, capacity building through staff training and signposting
to specific agencies where necessary. This holistic programme ensures that
Centrepoint residents have access to high quality advice and leave Centrepoint
services fully informed of the importance of financial capability.
Money Active at Plymouth Citizens Advice Bureau (CAB) (Plymouth)
At Plymouth CAB at least 70% of the issues staff deal with are related to financial
inclusion and their Debt Rights and Remedies Unit provides specialist money and
benefits advice to help tackle these issues. Through providing these services the
bureau has become aware that, unless they find a way of equipping their service
users with the skills and confidence to manage their financial affairs more effectively,
they are likely to return – possibly within a fairly short timescale – with the same issues.
To eradicate this, Plymouth CAB decided to refer a number of debt service users to
management sessions delivered within the Money Active programme. Some service
users are referred to a one to one session and some to a group session, both of which
help service users deal with issues such as budgeting, borrowing and saving, debt
and where to get help.
Save and Insure at Prince Bishops Community Bank (Consett)
Many people fall into financial difficulties when an unforeseen event such as a burst
pipe or burglary occurs and they have no insurance or savings to replace lost items.
As a result they often resort to doorstep lenders. Problems of loan sharks were
recently highlighted when a resident paid £88,000 interest on a £500 loan.
Through the Save and Insure scheme, tenants of Derwentside Homes in County
Durham have been encouraged to open a credit union account. If they save at
least £10 a month for six months they will receive a £20 credit to their account from
the scheme. In addition new members receive a voucher worth £40 towards
Derwentside Homes/RSA low cost contents insurance which covers a six month
premium, based on a £9000 sum insured. After saving for twelve weeks individuals
also have access to low cost loans from the credit union.
Your Money Garden (Belfast)
Your Money Garden is a project that provides financial capability education training
primarily to women across Belfast, Newtownabbey and surrounding areas. The
training is delivered across a series of workshops and aims to address gaps in
knowledge around finances. The training helps participants to develop their money
management, budgeting and practical skills so that they may increase their level of
financial knowledge and economic activity.
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Financial learning sessions are delivered to existing groups (community women’s
centres, etc.) as an effective way of reaching people in need. In order to ensure that
participants have all the support they need, Your Money Garden works with partner
organisations such as local CAB and credit unions.
For the past year RBS Innovate has been working with the four projects to evaluate
the impact of their work, provide evaluation frameworks for the sector and use
lessons learned to make recommendations on how to replicate these models in
different areas of the UK.

Part 2 – Moneywise
Moneywise is a programme within Centrepoint. Its purpose is to support young
people who are homeless or at risk of homelessness in dealing with existing debt,
preventing future money problems and promoting overall financial capability. It is
delivered through a combination of group workshops, one to one sessions and
referrals to specialist advice services.
2.1 Moneywise at Centrepoint
Centrepoint is a homelessness charity for young people that was founded in 1969 by
Ken Leech, vicar of St Anne’s in Soho. Concerned about the number of young
people sleeping rough in London’s West End, he and a group of volunteers opened
up the basement of St Anne’s as a temporary night shelter. Over 40 years later,
Centrepoint now has more than 30 services across London and in the North East of
England. Through these services it works with over 1,300 young people a yearii. As
well as providing them with a place to live, Centrepoint helps young people with
their personal, social, learning and work needs, helping them to develop a support
and development plan which enables them to identify their needs and achieve their
goals. Through this holistic approach, Centrepoint aims to tackle the underlying issues
behind homelessness and support young people on their path; be it preparing for a
future career, taking part in voluntary work or learning practical skills through
Centrepoint’s Lifewise programme.
As part of the Lifewise programme, Moneywise supports young people with their
money management. This involves helping them to deal with existing debt and
prevent future money concerns while promoting their overall financial capability.
Moneywise has taken a number of different forms since it first started and has
experienced varying levels of support. When Moneywise was first established in 2005
Centrepoint employed a Moneywise Support Worker who provided one to one
advice on budgeting, but as the programme progressed Centrepoint decided it
needed to expand the programme further. In 2010 the role of the Moneywise
Support Worker changed to that of a coordination role, bringing together activities
to complement a broader agenda of money management and enlisting the support
of staff to deliver workshops. The workshops that are delivered through Moneywise
are designed to give homeless young people the skills they need to move into
independent living and are accredited through AQA’s Unit Award Scheme (UAS)iii.
Current Moneywise workshops include ‘Living on a budget’, ‘Dealing with debt’,
Introduction to bill payment’ and ‘Planning and shopping for a budget meal’. Where
further specialist advice is needed beyond the in-house Advice Surgery, young
people are referred to external agencies. The project has grown and strengthened
10

over the years, receiving renewed vigour at each stage of its development. The aim
going forward is to strengthen the programme in order to further mainstream
Moneywise into the wider work of Centrepoint.
Despite the current holistic package of support, there is concern that the positive
outcomes achieved through the Moneywise programme are not being sustained. Of
the 1,349 young people who left Centrepoint in 2008, 317 (25%) of them needed
further help to reduce their personal debt, rent arrears and service charge arrears.
There is also concern that too much effort is being invested in responding to money
problems that have already arisen rather than tackling them early on or even
anticipating them before they start. As Rupon Miah, Moneywise Project Coordinator,
said, “We all know that prevention is better than cure but this is not being reflected in
our approach. Too often we’re fire fighting.” The focus for the past few years of
Moneywise has been on outputs such as the number of workshops delivered or the
number of staff trained. With the appointment of the new Moneywise Coordinator
and a renewed desire to mainstream Moneywise into the wider work of Centrepoint,
they are now looking to develop a more evidence-based approach to their work. By
identifying existing issues within the current Moneywise model and considering the
root causes behind these issues it is hoped that this evaluation will help Moneywise to
grow and change to achieve its greatest potential and the best outcomes for the
young people it supports.
2.2 Financial capability
One of the key aims of Moneywise is to increase the financial capability of young
people who come to Centrepoint. It is hoped that as a result of this training they will
be able to manage current money problems, prevent future problems from
occurring and manage their money successfully in the future.
There is no one standard definition of financial capability, but generally speaking
definitions all follow along similar lines and broadly refer to the knowledge, skills,
confidence and motivation that are needed to manage personal finances
effectively. An example of a typical definition of financial capability is given by the
Friends Provident Foundation on their website: “[Financial capability is] a broad
concept, encompassing people’s knowledge and skills to understand their own
financial circumstances, along with the motivation to take action. Financially
capable consumers plan ahead, find and use information, know when to seek
advice and can understand and act on this advice, leading to greater participation
in the financial services marketiv”. The important point about this definition of
financial capability and others like it is that they highlight that financial capability is
not just about knowledge and skills. Someone can receive all the financial education
in the world and be provided with all of the skills they could ever possibly need to
manage their money effectively, but if they do not have the motivation or the
confidence to use these skills and knowledge, it is not going to result in positive
behaviour changesv.
While no one group is specifically considered at risk of low financial capability, the
risk is considered greater for those living in poverty: “Poor financial decision-making
can affect people who do not have low incomes, but those most affected are the
people who suffer from a greater loss of welfare as a consequence of those
decisions. In other words, better-off people are more likely to have the advantage of
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a ‘cushion’ of financial assets and access to affordable credit, so do not need such
good financial skills. They may be able to get by with only a rough knowledge of
how much they earn and how much things costs, and are not financially excludedvi”
HM Treasury and the Money Advice Service (formerly the Consumer Financial
Education Body) assert that financial capability is for everyone, and indeed there is a
strong case to be made for everyone in society having access to financial capability
training. But the above quote does provide a compelling argument for why
particular services should be targeted at those living in poverty. While most people
will be at risk of falling on financial hardship at some point in their lives, those already
living in poverty will feel the impact of a financial shock the hardest.
While financial capability training is available, young people sometimes find it
difficult to access due to travel costs, intimidation and the adult focus of these
services. Embedding financial capability into wider work with homeless young
people and young people at risk of homelessness means that the messages stand a
better chance of reaching young people.
When it comes to assessing the success of financial capability interventions, the focus
is often on ‘distance travelled’ and on ‘soft outcomes’ such as skills gained, increases
in knowledge and progress made over time. Soft outcomes are generally more
subjective, intangible and intermediate than hard outcomes which makes them no
less important than hard outcomes but certainly more difficult to measurevii. The
changes in knowledge that take place as a result of financial education may not
always be obvious at the time and may take a while to translate into positive
changes in behaviour. Assessing the impact of these initiatives therefore requires the
evaluator to look at not only the short term outcomes, but also the longer term
outcomes.
Further information on measuring financial capability and soft outcomes can be
found in the section on ‘evaluation’.
2.3 Youth homelessness
Homelessness can take many forms and does not just refer to those living on the
streets. Under the Homelessness Act of 2002, homelessness is defined as “having no
suitable accommodation available to you, or being at risk of having no suitable
accommodation available within the next 28 daysviii” There are many forms of
homelessness that can affect young peopleix:
•
•
•
•
•

Rough sleeping (around 1 in 4 young people Centrepoint supports say that
they have slept rough);
Temporary accommodation such as bed & breakfasts, hostels and hotels;
‘Sofa surfing’ (staying very temporarily with a series of different people);
Being asked to leave by parents or landlord;
Being unable to stay at home because of violence or the threat of violence.

In 1996 the Inquiry into Preventing Youth Homelessness was launched with the aim of
examining the scale, nature of and possible solutions to youth homelessness. The
Inquiry estimated that in 1995 approximately 246,000 young people had experienced
homelessness across the UK which prompted a number of activities in the sector.
Since the Inquiry the homelessness legislation has been extended to cater for the
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needs of young people by adding all 16- 17 year olds to the ‘priority needs’ groups in
separate acts in England, Wales and Scotlandx. In addition, the Leaving Care Acts
covering the three nations have extended the duty of social services to care leavers
until they are 17, whilst 18 – 20 year old care leavers are now a priority needs group.
There is also a duty on local housing authorities to have a homelessness strategy in
place.
There has also been a rapid expansion in the Foyer movement. From 1995 to 2007
the movement grew from 35 schemes to over 130 and these now support more than
100,000 young people each year in the UK. The origins of the Foyer movement lie in
France after the Second World War but can actually be traced as far back as the
nineteenth century. At that time the founders of the trade union movement first
established the Bourses du Travail – a type of job centre that also provided
accommodation for travelling workers along with education and trainingxi. At the
same time, hostels for young people were established by a number of religious
groups in the country. The name Foyer de Jeunes Travailleurs appeared after the
Second World War in France when the numerous providers of hostel
accommodation for young workers came together. At the same time there was
large scale rural-to-urban migration in France which led to the rapid expansion of the
Foyer network. These Foyers provided basic accommodation along with canteens
and recreational facilities. As the conditions for young people in France worsened
the French government invested in a modernisation programme of foyers which
brought with it a shift in focus towards the placing of young people into the adult
labour market. When the Foyer movement crossed over to the UK in the early 1990s
it brought with it a revised focus on the cycle of homelessness and unemployment.
The UK Foyer Movement formally came into being in 1992 with the establishment of
the Foyer Federation and five pilot schemes based in YMCAs. Although the basic
philosophy of the Foyer movement is similar in both the UK and France, there are a
number of differences. In particular, UK Foyers tend to work with a more
disadvantaged client group than their French counterparts, with an even greater
focus on employment and training. Today, the foyers in the UK provide more than
housing; they also provide:
• Help with finding appropriate employment, training or education;
• Training in basic skills including independent living skills;
• Help with finding permanent accommodation and ongoing support.
As well as the growth of the Foyer movement, there have been other expansions in
services for young homeless people in the UK. Pilot preventative schemes have been
run across the UK and organisations continue to develop local initiatives. In early 2007
the Supporting People programme was launched as a new national youth
homelessness scheme led by YMCA and Centrepoint. Centrepoint provides a range
of accommodation based services, including emergency night shelters, short stay
hostels, foyers and supported flats as well as specialist projects for care leavers, exoffenders and young single parents. Like other foyers of this kind across the UK, these
accommodation services provide the foundations from which young people can
start addressing some of the underlying issues that lead them to becoming homeless
and help them to develop the skills they need to build a sustainable futurexii.
In 2008 the first UK-wide study of youth homelessness for over a decade was
published by Centrepoint and conducted by the University of York and found that
youth homelessness remains a major problem in society today. It found that at least
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75,000 young people were experiencing homelessness in the UK each year and that
number does not even take into account the numbers of ‘hidden homeless’.
So why are there so many young people who are homeless or at risk of being
homeless? According to a 2008 study by the Joseph Rowntree Foundation, the
majority of young, homeless people have experienced some form of trauma,
disruption and/or social exclusion during childhoodxiii. The research also found that
young homeless people are likely to have experienced at least one of the following:
a family disruption, difficulty getting on with their parents, witnessed or experienced
violence in the family home, lived in a family that experienced financial difficulties,
run away from home, spent time in care, been involved in a crime or anti-social
behaviour, or had their education severely disrupted.
In addition to these risk factors, there are a number of difficulties facing young
people today:
• Unemployment: Office for National Statistics figures published in January 2011
suggest that the worst hit by unemployment were those between the ages of
16 and 24 and that the figures were at their highest since records began in
1992. Of particular concern is the increasing number of young people who
have been out of work for a prolonged period of time. According to the
figures there were 75,000 people aged 18 to 24 who have not had a job for
two years; an increase of 43% from the previous yearxiv.
• Student debt: The 2010 Push National Student Debt Survey revealed that
students who started university in 2009 can expect to owe over £23,200 by the
time they leave and that new students should plan on spending around
£1,500 more than that during their studiesxv. This is a significant amount of debt
with which to face the working world.
• NEETs: The combination of high unemployment and the expense of studying
has increased the number of young people who are currently not in
education, employment or training (NEETs). Figures published by the
Department for Education at the end of 2010 show that 15.6% of all 16 – 24
year olds in England were NEETs; a 2.6% increase on the figures from the same
time period in 2007xvi.
This combination of factors means that a number of young people struggle to find
their feet and obtain the skills and knowledge that they need for a successful future.
2.4 Moneywise aims
There are four key aims of Moneywise:
1. Increase the financial capability of young people: While there is no one
established definition of financial capability, broadly it refers to the knowledge
and skills necessary to understand personal financial circumstances along with
the motivation and confidence to take actionxvii. As effective financial
management is important for a number of areas in life, the first key aim of the
Moneywise programme is to increase the financial capability of young people
at Centrepoint.
2. Effectively train Moneywise staff so that they are able to confidently delivery
workshops and support young people in money matters: The support that
young people receive through Moneywise is vital to their on-going
14

development in financial capability. But if staff are not properly supported or
do not have the necessary knowledge to deliver workshops and one-to-ones
then they will not be able to effectively support the young people at
Centrepoint. Therefore providing an effective training and support service for
staff at Centrepoint is the second key aim of Moneywise.
3. Reduce rent arrears/service charge arrears: Rent and service charge arrears
are a significant cost to Centrepoint. They also indicate that a young person is
not managing their finances as well as could be hoped. This is a concern as
when they have moved on and are living independently, rent arrears can be
a serious problem; as a priority debt, they can even lead to evictionxviii.
Reducing rent and service charge arrears is therefore a key objective of
Moneywise as it will not only save Centrepoint money but help to set young
people up for a successful, independent future.
4. Embed financial capability into the wider work of Centrepoint: Effective
money management is an important life skill and, as such, it is important that
the financial capability work taking place through Moneywise is properly
embedded in the wider work of Centrepoint. While Moneywise has been a
programme at Centrepoint since 2005 it has taken many forms and
undergone a number of changes so assessing how to move forward is a key
aim for Moneywise.

Part 3 – The Model
There are five key steps to the Moneywise model:
1. Staff training
2. Assessment
3. Referrals
4. Financial capability training
5. Follow up
The original aim of Moneywise in 2005 was “to develop a replicable programme of
training on financial matters to be shared with other organisations working with
disadvantaged young people”. This conveniently, this aim aligns perfectly with the
aims of RBS Innovate. The model below represents information on the current
structure of Moneywise as well as future areas of development that Centrepoint has
identified as a result of this evaluation. For further information on the findings from
this evaluation, please see the section on ‘findings’.
3.1 Staff training
Staff at Centrepoint currently receive generic training on how to deliver workshops
under the Lifewise Programme to young people. In the past they have also been
sent on external training funded by the Money Advice Service (formerly the
Consumer Financial Education Body) called “Young People and Money”. Since the
funding for this training ended, however, there has been no further external training
to take its place.
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Going forward Centrepoint would like to deliver a more robust version of the training
on the Lifewise Programme that staff currently receive that is more focused on
money issues. The challenge for this plan is resource but it is something that
Centrepoint are working on at present.
3.2 Assessment
All young people who come to Centrepoint receive a needs and risk assessment. This
captures a variety of information such as their reasons for coming to Centrepoint,
their housing history, if they have ever been in care, any previous involvement with
the police, and their previous and current health. The needs and risk assessment is
broken down into individual sections, each covering different topics, and one of
these sections is reserved for questions relating to ‘economic wellbeing’. This section
captures information on income (employment and benefits), budgeting, and existing
debts. Other sections in the needs and risk assessment also flag up potential financial
issues; in the section on ‘staying safe’ for example, young people are asked if they
have ever had responsibility for paying rent and their risk of not managing or
maintaining accommodation is assessed. If a young person is in rent arrears of 4
weeks or more, their Support & Development worker must ensure that they attend
the appropriate Moneywise workshop and/or refer them to a specialist debt advisor.
The needs and risk assessment flags up areas where the young person needs further
support and these are built into their support and development plan under ‘needs’
and ‘risks’. The Support & Development worker assigned to a young person then
works with them to plan the long term desired outcomes around these needs and
risks as well as what actions need to be taken to achieve these outcomes. At
subsequent meetings, the Support & Development worker discusses these plans with
the young person to assess their progress.
Moneywise is currently planning to construct a much more robust Financial Health
Check Tool to use when a young person first comes to Centrepoint.
The aim of this tool will be to not only diagnose existing money problems but also to
ensure that solutions link up with other services both within Centrepoint and
externally. This will ensure a much more strategic approach to tackling money
problems with better risk assessments, planning and integrated solutions. Using a
separate tool as part of the initial assessment process will ensure that money
management is identified as a key priority area.
3.3 Referrals
Most young people at Centrepoint are referred to Moneywise workshops through
their Support Workers as a result of their needs and risk assessment and their support
and development plan. The availability of these workshops is advertised on a
monthly basis so that Support & Development workers are aware of when and where
these take place. Most services at Centrepoint have a Moneywise Champion who is
tasked with promoting and co-ordinating Moneywise workshops on top of their role
as Support Worker. They take a lead in ensuring that targets are met in each service
on the number of young people accessing workshops and they are available to
answer any questions and signpost staff to other relevant resources.
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In recent years Centrepoint has run Advice Surgeries on a monthly drop-in basis.
Young people are referred to this service if their Support & Development worker feels
that they need specialist or one-to-one advice. Take up has historically not been
very high; in the year 2008 – 2009 only 31 young people attended a Surgery session.
Take up could be low for a number of reasons; the sessions may not have been
sufficiently advertised, there might be confusion about what the service entails or
perhaps the young people do not want to talk about their debts. Historically,
Centrepoint has run the Advice Surgery regardless of how many young people
attend but as part of this evaluation they are currently reviewing this decision and
considering the value of the Advice Surgery going forward.
Where a young person has needed specialist advice in the past, referrals were
forwarded directly to the Moneywise Project Co-ordinator at Centrepoint. They
would liaise with the external service providers to ensure that young people are
provided with an appointment for advice services. Because of the findings from this
evaluation, and specifically the fact that a number of young people have not been
turning up to their appointments, the current process of referring young people for
specialist advice is changing. Instead of going through the Project Co-ordinator ,
Support & Development Workers will take a lead in booking appointments and will
attend the advice sessions with the young person themselves. It is anticipated that
working in this way will increase the number of young people accessing specialist
advice services and will reduce the number of missed appointments. Most
importantly, it will ensure that there is continuity between the advice delivered and
the actions needed to resolve the problem.
3.4 Financial capability training
As discussed above, young people are most often referred to Moneywise workshops
through their Support & Development Worker according to their support and
development plan. Centrepoint currently runs four workshops through Moneywise –
‘Living on a budget’, ‘Dealing with debt’, ‘Introduction to bill payment’ and
‘Planning and shopping for a budget meal’. The content for each of these
workshops is developed by first outlining the aim of the workshop and the intended
learning outcomes.
Example: Living on a budget
Aims
To illustrate to the young people the importance of budgeting and how it can
empower a young person to become more confident about their financial position.
The session will help young people to become more familiar with the resources that
can be used to budget and help them determine if they are spending their money
wisely.
Learning outcomes
Demonstrate the ability to….
1. Investigate costs and prices of food and transport;
2. Calculate, using a calculator, weekly living expenses which match a fixed budget;
3. Identify how own lifestyle could be modified to reduce weekly living expenses;
4. Identify and plan for unforeseen circumstances which could increase own living
expenses;
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5. Compare prices of similar goods and/or services bought from different sources,
e.g. price of eggs from two supermarkets;
Show knowledge of…
6. The costs involved in renting a flat;
Experience
7. Visiting a supermarket or using online shopping resources
The layout of the workshop is then developed around the aims and learning
outcomes. Each workshop lasts approximately 2 hours and is facilitated by a Support
& Development Worker. The Support & Development Worker is given an outline of
the workshop containing all of the information they need to know including
necessary resources, timings, and prompts for discussion. The first part of the
workshop involves setting ground rules and facilitating an ice breaker so that
everyone feels comfortable speaking in the group. Young people are encouraged
to join in as much as possible in the workshops and Centrepoint finds that they learn
from each other as much as they learn from the facilitator. For example, the first
session in ‘Living on a budget’ involves the facilitator asking the participants why
people get into debt and the young people are invited to share their perspectives.
Through this combination of teaching and discussion each workshop becomes
tailored to the needs of the young people in the group according to their
experiences and the particular issues that they raise.
3.5 Follow up
Currently the follow up work that takes place after a young person has attended a
Moneywise workshop is not as complete as Centrepoint would like it to be;
conflicting issues and pressures on time means that follow up activity has not been a
priority. Following this evaluation, however, Centrepoint is planning to track the
progress and development of young people through the Moneywise programme in
two key ways:
1. Reviewing progress: Centrepoint is planning to select a sample of young
people and review their progress three months after attending a Moneywise
workshop and 6 months after attending a Moneywise workshop. This will help
to identify the longer term impact of the workshops, allow the young people
to reflect on their progress and highlight what changes need to be made to
the service going forward.
2. The addition of upcoming ‘transitions’ in the risk assessment: Currently risk is
calculated according to a number of factors, mostly relating to past history
and current situation. Centrepoint is finding however that times of transition
often put the most financial strain on young people and lead to further
problems. An example of a transition period is moving from receiving Job
Seekers Allowance to starting university or work. Often there is disconnect
between when one phase ends and the other begins and in this phase the
young person can find themselves out of pocket. Identifying, reviewing and
following up on potential transitions with their Support & Development Worker
can help young people plan for these events and look at possible options,
such as savings or low cost loans.
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Moneywise at Centrepoint
Moneywise
Workshop
Young Person

Assessment

Advice Surgery

Staff Training

Follow up

External agency

Assessment
• Support and Development Worker carries out a needs and risk assessment with the young person
• From the needs and risk assessment they develop a support and development plan and identify future actions
• Going forward Centrepoint are considering the addition of a Financial Health Check during the assessment stage
Referrals
• Young people requiring basic skills are referred to a Moneywise workshop
• Those that need one to one advice are referred to the Advice Surgery
• Young people that need specialist advice are referred to external agencies
Financial capability training
• Delivered in the form of Moneywise workshops that are developed according to key aims and learning outcomes and
delivered to young people in an interactive group setting
Follow up
• Identification of future ‘transitions’ that may impact on the plans of the young people during the initial needs and risk
assessment
• Review progress with a sample of young people at three months and at six months
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Part 4 – Evaluation
Key questions to ask when evaluating an internal project:
What are the key objectives of the project?
How to strike the right balance between ‘perfect’ methodology and actual capacity
to deliver?
What information is already being captured (for funders, stakeholder, etc.)?
What kind of evaluation do we want to undertake?
What methods are we going to use?
4.1 The Trouble with Evaluation
A lot of organisations are required to evaluate their projects, often for the purpose of
demonstrating to funders that agreed objectives have been met. These objectives
are often demonstrated via ‘outputs’ – the number of clients seen, the number of
workshops held, the number of hits to a web-site, the number of calls received, etc.
This is useful information to have, but in order to demonstrate the true impact that an
organisation is making on their client group, community or audience, an evaluation
needs to go beyond outputs.
In his original work in 1959, Donald Kirkpatrick made recommendations for evaluation
that have laid the basis for a lot of thinking in the subject ever since. He argues that
programme evaluation should concentrate on four levels:
Level 1: Reaction – evaluating the reaction of participants to the intervention
Level 2: Learning – measuring the knowledge, skills and attitudes gained from the
intervention
Level 3: Behaviour – measuring the changes in behaviour that resulted from the
intervention
Level 4: Results – relating the results of the intervention to wider organisational
objectives
Alongside outputs, a lot of evaluations that are conducted in the financial inclusion
and capability sector only capture the first level of evaluation. This is with good
reason: reaction it is the easiest to capture, it helps organisations to improve their
programmes and it can be easily analysed. Capturing reaction means asking
questions such as “what did you like about the training”, “what did you not like
about the training” and “what suggestions do you have for the training going
forward” and is often recorded in an evaluation form after a course or an
intervention has taken place. Just like outputs, reaction is very useful information to
capture, but it does not provide the whole picture. In order to capture real change
and attribute them to an intervention, it is necessary to go beyond this first level, to
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look at changes in behaviour and learning and where possible, map these changes
back to the activities of the organisation.
Confusion around how to capture outcomes is compounded by the fact that there is
not even one accepted definition of evaluation, let alone one method. Here are a
few examples of definitions of evaluation that are widely used:
“Evaluation is about using monitoring and other information you collect to make
judgments about your project. It is also about using the information to make changes
and improvements.” (Charities Evaluation Service)
“Evaluation involves the systematic collection of data about the characteristics of a
programme, product, policy or service. As part of this process, evaluation will often
explore what needs to be changed, the procedures that are most likely to bring
about this change, and whether there is evidence that change has occurred.” (Warr
et al., 1970)
“Evaluation is the systematic assessment of the worth or merit of an object.” (Joint
Committee on Standards for Educational Evaluation, 1994).
This lack of one single definition is in part due to the fact that evaluation is a relatively
new field; real interest in the area can only be dated as far back as the 1970s. The
emphasis in early evaluations was on accuracy and specific measuring techniques
but in recent years this has shiftedxix. With the rise of action learning and selfdevelopment programmes, learning is now seen as arising within and through a
situation rather than just through formal evaluations and issues of subjectivity and
ethics are of prime concern in the evaluations of today.
Subjectivity is often at the heart of why many organisations struggle to evaluate their
services beyond the reaction level. What actually is the relationship between inputs
and outcomes? Can a change in learning or behaviour really be attributed to an
intervention? What does ‘success’ look like? These are some of the questions that
organisations struggle with when designing their own evaluation strategies because
they often involve making subjective judgments. This brings us to a key question: who
is ultimately responsible for making these judgments? Who has a right to?
While evaluation is a new field, financial inclusion is an even newer one so there are
not yet many established examples of best practice for evaluations in the sector.
Added to this is the fact that a lot of outcomes in financial inclusion are ‘soft’
outcomes which can be difficult to capture and again, sometimes require subjective
judgements to be made. Examples of soft outcomes include changes in knowledge,
confidence, motivation and behaviour; all of which are extremely important and
indicate that a real change has taken place but are not very straightforward to
capture.
So these are the key challenges that the sector faces when it comes to evaluating
work in financial inclusion and financial capability:
• There is no one accepted definition or method of evaluation;
• Financial inclusion/financial capability is a young sector so does not have one
accepted method of evaluation;
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•
•

Success in financial inclusion and capability often means positive results in soft
outcomes which can be difficult to measure;
Measuring outcomes often means making subjective judgements which some
organisations may find difficult.

Understanding that evaluating work in the sector is not always a straightforward
process, a key aim of RSB Innovate is to provide the sector with evaluation
frameworks that can be applied to different settings. Different organisations were
deliberately chosen so that different approaches could be tested and best practice
established. There was no guarantee of how this would work in practice, but it turns
out that there are definitely key identifiable themes across all four organisations.
While the four organisations that are a part of RBS Innovate all deliver services
directly to clients, the stages outlined below can apply to other types of services
working in financial inclusion as well.
4.2 Evaluation Stage 1: Set up of evaluation
As described above, one of the three key aims of RBS Innovate was to design
evaluation frameworks that are applicable to the whole sector. While this is not
necessarily going to be achieved through working with just four organisations, we
deliberately chose organisations that are different so as to test out different
approaches and establish common best practices. It is important to note that we did
not start the process wedded to one evaluation framework or methodology. Instead,
I (as the Evaluation and Policy Manager) started the evaluation process by going to
visit each individual project and approaching each evaluation with an open mind.
In this way we were able to design an evaluation framework tailored to each
organisation while at the same time staying mindful of key themes that emerged
from each one.
To start the evaluation process, an initial meeting was held in August 2010 with Rupon
Miah, Moneywise Project Co-ordinator and Sadie Odeogberin, Group Manager in for
Learning at Centrepoint. The purpose of this meeting was to gain an understanding
of the project: its history, why it was set up and what Centrepoint was hoping to
achieve for participants. Moneywise was going through a transition stage at this
point. Having starting in 2005 Moneywise experienced a break in funding in 2009
which meant that this evaluation presented an opportunity to review Moneywise
and consider what changes needed to be made going forward. Rupon had
originally set Moneywise up and as such had done a lot of thinking about what he
wanted for the programme and where he wanted participants to be by the end of
the course. Centrepoint had also structured a lot of their thoughts through the
process of bidding for RBS Innovate, but this meeting presented an opportunity to
talk about these points in depth and really hone down on the aims and objectives of
Moneywise. This represents the first stage in developing an evaluation framework:
decide what the key aims of your project are. As discussed above, a key question in
evaluation is who has the right to make decisions on evaluation? With few
exceptions it is the organisations themselves that know their client group or target
audience best, as well as their organisational objectives. They also know the resource
that has been invested in an intervention and the resulting benefit to their target
group so it is often the organisations themselves that are best placed to decide the
terms of an evaluation.
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Through the course of this discussion it became clear that this evaluation would differ
slightly from the others in RBS Innovate. Because Moneywise was going through a
period of transition and was in the process of starting up again after a period of
relative inactivity, it was decided that the evaluation would identify the key aims of
Moneywise and assess how able they are to achieve these aims at the present time
and identify what else needs to be done going forward.
Aim
Increase financial capability

Increase confidence of
Moneywise staff

Reduce rent arrears and
service charge arrears

Strengthen the Moneywise
programme

Detail
Financial capability is a general term relating to the
knowledge and skills necessary to understand
personal financial circumstances along with the
motivation and confidence to take action. Young
people have the opportunity to increase their
financial capability in a number of ways through
Moneywise – through the workshops, one to ones,
specialist debt advice and by applying their learning
to their individual circumstances. Therefore the
evaluation needs to take a holistic view of financial
capability at Centrepoint.
Staff need to feel confident in the material they are
delivering and fully supported by Centrepoint as a
whole in order to deliver money management
support to young people. It is therefore important for
this evaluation to determine how well Centrepoint is
currently fulfilling this aim.
Reduce and service charge arrears cost Centrepoint
money and indicate that a young person is not
managing their money effectively. It is therefore
important to examine the current Moneywise
structures to discover whether or not the programme
is currently equipped to reduce rent and service
charge arrears.
In order to be effective, Moneywise needs to be
embedded in the wider work of Centrepoint. This
means that everyone needs to be aware of it and it
needs to have as a big a place as any other
programme in the organisation.

A key part of the initial conversation with the Project Co-ordinator, Rupon Miah and
the Group Manager of Learning, Sadie Odeogberin, was also about capacity. In
order to embed evaluation activities within an organisation successfully, it is
necessary to be realistic about what is achievable as regards funding, staff and
available time. Rupon was the prime contact for the duration of the evaluation and
the majority of the data was to be collated and sent through him. In order to make
sure we designed an evaluation framework that would be realistic, we discussed
what his other time commitments were and what format he would be comfortable
collecting and relaying data. This is a key stage for any organisation to undertake;
you could create the most robust evaluation framework that would guarantee a
wealth of rich information, but if it is not going to be realistic to gather that
information it will not be achievable. This represents another key step in designing an
evaluation framework: find the right balance between the ideal evaluation goals and
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actual capacity to deliver. This point is especially relevant to organisations like
Centrepoint as any evaluation activity takes time away from delivering the actual
service. Evaluations are meant to enhance an intervention, not detract from them,
so getting the right balance is very important. Rupon decided that he wanted to be
very involved in the evaluation and would be happy working closely with me
throughout the duration of the evaluation. This meant that he coordinated the
majority of the evaluation activity such as designing the questionnaires and
coordinating and conducted focus groups and interviews. All data was then
collated and sent to me by Rupon. We discussed the findings together and talked
about what more could be done.
During the meeting we also discussed what information Rupon was already
collecting, both for his own use and for any other funders that Centrepoint and
Moneywise were reporting to. This represents another important step when designing
an evaluation framework: establish what information is already being captured so as
to utilise whatever information is already available. This is especially relevant for
organisations that have to provide detailed information for their funders. Funder
reports usually contain basic information on a programme or intervention so when
conducting a more in-depth evaluation internally, it is useful to take this information
into account when designing an evaluation framework for your organisation so that
you are not replicating any work. As Moneywise was being started up again after a
break, we essentially started with a blank slate and designed the evaluation
framework from scratch out of what we thought would be most appropriate. This is a
special case, however, and organisations will usually be collecting a certain amount
of data already.
4.3 Evaluation Stage 2: Methodology
After the initial meeting with Rupon and Sadie and further conversations with Rupon,
I went away and worked on what the evaluation framework for Moneywise should
look like. The whole process took about a month and involved sending ideas back
and forth between myself and Rupon. Again, it was very important to make sure that
the ideas we were generating were achievable and sustainable.
Part of the work that I did during the process of designing an evaluation framework
for Moneywise was determine what evaluation type and approach would be a
good fit. RBS Innovate is not about conducting formal, external evaluations as the
organisations being evaluated are involved in determining the evaluation terms and
responsible for supplying data. Because of this, it would be impossible to claim that
RBS Innovate is providing an external, objective evaluation. What RBS Innovate is
focused on, however, is developing internal evaluation frameworks and showcasing
what works best, both in evaluation implementation and for actual service delivery.
Because RBS Innovate differs from a more formal evaluation in this way, adherence
to one type or approach does not matter so much but it is still useful to align the work
with evaluation models that are acknowledged in the wider field of evaluation, both
in the UK and abroad.
In order to decide on what type and approach of evaluation to take, it is useful to
review what exactly is being evaluated. Moneywise is a programme set up to
increase the financial capability of young people who come through Centrepoint. It
aims to provide young people with enough information so that they are able to
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manage their money effectively both while they are at Centrepoint and after they
have moved on. The focus of the evaluation is not so much on ‘is Moneywise worth
running?’ as ‘what do participants learn through the course?’, ‘what are some of the
unexpected outcomes?’, ‘how can staff be further supported’ and ‘what can be
improved going forward?’
Evaluation Type: Formative or Summative?
When I met with Rupon and Sadie in August 2010, Moneywise was going through a
period of transition and was starting back up again after a period of inactivity; this
provided a large scope for the evaluation. One of the first points we discussed
around methodology was whether Rupon wanted the evaluation to be formative or
summative. A formative evaluation asks “how can the programme be improved?’
and is undertaken in order to provide feedback with the goal of progress. It is
relatively informal with the evaluator working alongside the practitioner in order to
identify the strengths and weaknesses of a programme or interventionxx. It usually
takes place during the lifetime of a project as opposed to at the end of it and
encourages an on-going, reflective approach and conversations between the
organisation and the evaluator. Summative evaluations on the other hand ask “what
is the overall merit or worth of the programme? Should it be modified? Should it be
continued?” Overall, such evaluations aim to determine how effective an overall
programme or project is and whether or not it should continue. Summative
evaluations are usually more formal in character with the evaluator operating in a
more independent role. Summative evaluations, in contrast to formative, take place
at the end of a project. I asked Rupon what sort of evaluation he was interested in –
did he mainly want to determine whether the programme had been a success or a
failure? Or was he interested in improving the course? Rupon decided that he
wanted the evaluation to be both formative and summative but, given the stage
that Moneywise is in, the results have mainly focused on the formative. Simply put it
means that I worked closely with Rupon throughout the project; we discussed the
data as it came through, the findings that stood out and what it meant for the
project going forwards. This is another important step to consider when designing an
internal evaluation structure – what type of evaluation would you like to conduct?
The benefit of this dual approach is that when it came to the summative evaluation,
there were not many surprises. The final data provided the final piece of the puzzle
and provided an overall picture as opposed to presenting new information. It also
meant that Rupon was on board with the evaluation methods as he collected and
collated all of the data himself, Moneywise will be able to run such an evaluation
again in the future if they so choose to.
Evaluation Approach
As for the type of evaluation approach we went for with Moneywise, it is most closely
aligned with the decision- and accountability- oriented study which is a type of
improvement- and accountability-oriented evaluation approachxxi. As stated above,
because the organisations are themselves involved in the evaluation in RBS Innovate,
the programme does not strictly adhere to any one evaluation approach, but this is
the one it most closely resembles in ethos and in practice. Decision and
accountability oriented studies stress the need to fully assess a programme’s value.
They look for all relevant outcomes, not just those keyed to programme objectives
and they generally use multiple qualitative and quantitative assessment methods in
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order to provide cross-checks on findings. Following on from the discussion of
formative vs. summative above, this approach emphasizes that programme
evaluation should be used proactively to help improve a programme as well as
retroactively to judge its value. Under this approach an evaluation’s most important
purpose is not to prove but to improve. A key ethos of the approach is that an
evaluation can best effect change in a target group’s behaviour by involving
members in planning, monitoring, and judging the enterprise. This active
participation by stakeholders not only gives them a voice in the determinations that
will affect them but also brings them on board with the enterprise from the start.
There are some key advantages associated with the decision and accountability
approach:
• It encourages program personnel to use evaluation continuously and
systematically to plan and implement programmes that meet beneficiaries’
targeted needs;
• It aids decision making at all programme levels and stresses improvement;
• It balances the use of qualitative and quantitative methods;
• It can provide the framework for both internal and external evaluations.
However, there are also some limitations:
• It may overemphasise formative evaluation and give too little time and
resource to summative evaluation;
• The collaboration between evaluator and stakeholders may impede the
evaluation or bias its results;
• The internal nature of evaluation may mean some of the benefits of an
independent, detached perspective are lost.
Given the objectives of RBS Innovate and that we are open about the fact that this is
not an external, objective evaluation, the advantages of this approach outweigh
the limitations.
Using Mixed Methods
As can be seen from the evaluation framework for Moneywise, both quantitative
and qualitative data were captured in the evaluation and both were treated as
equally important.
Collecting both quantitative and qualitative data in this way is referred to as using
‘mixed methods’. Using mixed methods in one research study can serve a number of
purposes. One purpose, for example, is to confirm that a finding is true – if both the
quantitative and the qualitative data point to the same finding then confidence in
that finding is stronger than if it is discovered using just one method. This is referred to
as ‘triangulation’ which means using more than one approach in the investigation of
a research question in order to enhance confidence in the ensuing findingsxxii. In the
case of Moneywise, the majority of data captured was captured using qualitative
methods but some quantitative methods were also employed in order to uncover
information that could not be found using only one method. An important step in
conducting an evaluation is deciding what methods of data collection will be most
appropriate for your project. Sometimes quantitative data will provide the most
useful information while other times more descriptive, qualitative information will be
more appropriate; sometimes it will be both.
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Quantitative Data Collection
Questionnaire data
In order to evaluate the Moneywise workshops, a questionnaire is given to
participants both before and after the session that requires them to score their
responses on a scale of 1 to 5; 1 representing a positive score and 5 representing a
negative score. A five point scale is used so that respondents can give a neutral
answer (3) if they do not feel strongly one way or another. There is a body of
research that states it is important to provide a neutral answer and there is another
body of research that states that prompting respondents to make a choice (i.e.
using a four point scale where there is no neutral option) is preferablexxiii. For the
purposes of this research it was felt that forcing respondents to have an opinion one
way or another was false and that it was important to provide a neutral response
option. The questions cover five key areas:
•
•
•
•
•

Motivation
Debt problems
Rent arrears
Confidence
Access to financial products

The reason for giving participants similar questionnaires to fill in both before and after
the workshop is to compare the two sets of results to see what difference the
workshop has made.
Three and six month follow up
Although written into the original evaluation framework, this part of the evaluation
has not taken place due to restrictions in time and resource. As it is the intention of
Centrepoint to carry out follow up with participants going forward however, it is
included in the evaluation framework. Following up with participants after an
intervention has taken place can be difficult. Sometimes past participants are
difficult to get hold of or they may not want to answer any questions. Following up
with even a sample of participants however can contribute enormously to an
evaluation. It allows the organisation to see the long-term impact that their
intervention has made on participants and it also enables participants to reflect on
their experience and think about their on-going progress. For these reasons
Centrepoint intends to follow up with a sample of young people at three months and
six months after attending a Moneywise workshop. As with the questionnaire data,
this data is likely to be of a qualitative nature but can be coded for use in
quantitative analysis as needed.
Qualitative Data Collection
Focus groups
In February 2011 a focus group discussion was held with four staff – three of which
had worked at Centrepoint a long time and one member of staff who had just
started. The discussion took place over approximately an hour and a half in
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Centrepoint offices and was facilitated by Rupon Miah with the use of a topic guide.
Topic guides are less structured than surveys and mainly list questions to guide the
discussions. This means that it is up to the facilitator to decide the order of the
questions and guide the discussion if they feel it is going off topic. Rupon both
developed the topic guide and facilitated the discussion. In general the discussion
covered three key areas: strategy, workshops and training and delivery. Asking
open-ended questions Rupon asked the group to discuss specifics aspects of
Moneywise, most notably their thoughts on what they feel needs improving and
what they feel should change going forward. The topic guide that was used in this
focus group can be found in Appendix A.
In February 2011 a focus group discussion was also held with six young people at the
Camberwell Foyer in South London. The topic guide was broadly similar to that of the
focus group with staff but focused on the perspective of the young people. Using
similar topic guides with each group proved to be a very effective method as
provided two perspectives on the same questions. The topic guide that was used in
the focus group with young people can be found in Appendix B.
Case studies
As part of the qualitative element, case studies were also collected to illustrate the
impact that the course has made on the lives of participants. Case studies are a very
effective way of making an issue personal by looking at the lives of people affected
by an intervention and identifying the ways that that intervention has made a
difference. They often arise through contact with particular individuals but can be
planned in advance so that certain participants are targeted for use in a case study.
Interviews
Rupon conducted two in-depth interviews with young people who had received
specialist debt advice through the Moneywise Advice Surgery. The purpose of the
interviews was to look at some of the reasons the respondents had found themselves
in debt, previous support they had received around financial management, and
how going through the Advice Surgery had affected their circumstances. The
interview also captured basic information on their circumstances such as current
sources of income and living situation.
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Moneywise Evaluation Framework
When
Start of Moneywise workshop

Tool
Pre-workshop assessment

Description
6 questions capturing confidence, motivation
and current state of rent arrears and debt in
the form of a questionnaire

End of Moneywise workshop

Post-workshop assessment

6 questions capturing confidence, motivation
and attitudes towards current state of rent
arrears and debts in the form of a
questionnaire

Thee months after attending a Moneywise
workshop

Post-workshop follow up (3 months)

5 questions capturing progress and testing of
knowledge

Six months after attending a Moneywise
workshop

Post-workshop follow up (6 months)

5 questions capturing progress and testing of
knowledge

February 2011

Case studies

Case studies with young people who have
been through Moneywise

Three weeks after attending the Moneywise
Advice Surgery

In-depth interview – advice surgery

In-depth interviews with young people who
attended the Moneywise Advice Surgery 3
weeks after attending the session

February 2011

Focus groups

Focus group with young people to discuss the
current Moneywise model and get
suggestions for improvement going forward
Focus group with staff at Centrepoint to
discuss the current Moneywise model and get
suggestions for improvement going forward
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Part 5 – Findings
Summary
Aim: Increase financial capability
- Participants reported a 10% increase in motivation to take control of finances
- Participants reported a 12% increase in confidence in planning and budgeting
- Participants reported an 8% increase in confidence in managing money
Aim: Support and training of staff
Aim: Reduction in rent/service charge arrears
- The current relationship between the Support & Development Workers and young people often leads to a ‘drama triangle’
- The cost of ‘transitions’ (i.e. moving into work) perpetuates the cycle of debt and
rent arrears
Aim: Embed Moneywise into the wider work of Centrepoint
- Low attendance at Moneywise workshops
- Workshops currently delivered at one level
- Moneywise has not been run consistently at Centrepoint
Evaluation of the evaluation
- Evaluations can be difficult and timely to administer
- It is challenging to capture the specific skills and knowledge that participants gain
during workshops
5.1 Evaluation of Moneywise and the Moneywise model
The findings from the evaluation of Moneywise and evaluation of the Moneywise
model are presented under the headings from the original aims and objectives:
• Increase financial capability
• Support Moneywise staff
• Reduce rent arrears and service charge arrears
• Strengthen the Moneywise programme
As discussed previously, Moneywise is being re-started after a period of inactivity so
the evaluation focused on these four aims in the context of how well Moneywise is
currently able to meet them. The evaluation period took place over four months
(October 2010 – February 2011) and reached 51 young people through the
workshops.
Increase in financial capability
Questionnaires were administered both before and after the Moneywise workshops
to capture changes in motivation, confidence and attitudes. The most notable
increases in financial capability through the Moneywise workshops occurred in
motivation and confidence.
Through the course of the workshop, motivation increased by an average of 10%.
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Through the course of the workshops, confidence in budgeting skills increased by an
average of 12%
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50
45
40
percentage

35
30
25

Series1

20
15
10
5
0
Confidence before

Confidence after

And finally, confidence in managing money increased by an average of 8%
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While not exceptionally high percentages, this data does demonstrate that some
positive changes have taken place. Following up with a sample of young people
three and six months after the workshops would be an effective way of monitoring
how these changes develop.
Two case studies demonstrate how learning from the Moneywise workshops was
applied in practice and on an individual basis. Names have been changed for the
purpose of confidentiality.
Amanda*, age 19
Before arriving at Centrepoint, Amanda was sofa surfing and living a nomadic
existence moving from house to house. Eventually she settled in one of Centrepoint’s
south London services, however, being unaccustomed to living independently, she
started to experience financial problems related to her rent and living costs.
Amanda was referred to a number of Moneywise workshops dealing with budgeting,
debt management and bill payments. She was inspired to set herself a financial
goal, which was to have enough resources to move on to independent housing and
eventually, to her own rented accommodation.
Amanda immediately got down to reducing her rent arrears, ensuring that she paid
these off through instalments and, in the process, getting a healthy payment routine
started. She became much more discerning with her shopping habits, thus reducing
considerably her monthly outgoings. But most importantly, by meeting these small
milestones, Amanda gained the self confidence and motivation to increase her
income and she began to actively look for part-time work. She got herself on a work
training programme and participated in a number of internships before eventually
landing a temporary role working for a major retailer. This was the start Amanda was
looking for and with these successes she is now in a position to move to her own flat,
something that looked a remote possibility only a year ago. Taking part in Moneywise
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enabled Amanda to better clarify her goals, identify financial milestones, and set out
a realistic plan to meet these.
Camille, aged 23
Camille had been a resident with Centrepoint for just over two years before moving
on to permanent accommodation. At the time she was really excited but very soon
after she had moved into her new flat Camille was confronted with the daunting task
of dealing with the reality of low income and mounting living costs. It was not so
much that Camille had a problem with debt; she did not owe any money and had a
healthy rent balance. Rather, Camille kept her head above water with great
struggle and more out of fear of debt rather than by a deliberate financial plan.
Asked about her financial goals, Camille replied that she had none. This meant that
she, like many vulnerable young people, simply “got by” as opposed to tapping into
the reservoir of opportunities that were available to her had she the motivation and
the skills to set realistic financial goals.
A major part of the “Living on a Budget” workshop is to challenge the many
assumptions and prejudices young people have about money matters. In Camille’s
case, her exaggerated fear of debt meant that she thought all debt was bad. This
inability to differentiate between different kinds of debts meant that she
automatically discounted going to university and without having a sense of her
financial goals, she eked out an existence without ever getting a sense of
achievement.
All this changed after Camille participated in the Moneywise workshops. Moneywise
challenged her to identify her life goals and set out what it would take to reach
these. By reviewing her current spending commitments, Camille was able to see for
herself that some of her spending habits were very excessive, while in other areas,
she did not spend enough. “Wow! Is that how much I spend on cigarettes?” she
exclaimed on seeing how much she spent. She also learned that when it came to
spending on household items to furnish her new home, browsing the internet for
second hand items and freebies was a worthwhile activity. But her most important
discovery was acknowledging that she needed to raise her income if she was to
achieve her goals and live, not only a debt free life, but a life worth living. Camille is
now actively job hunting and participating in Centrepoint’s work programme.
These two case studies highlight two very different approaches to money.
Unaccustomed to paying rent and living costs, Amanda soon found herself in
financial difficulty. By attending Moneywise workshops she was inspired to set herself
financial goals and learned the skills necessary to achieve these goals. Going
through this process enabled her to increase her confidence and as a result she was
able to reach her goals in the end. In some respects Camille had the opposite
problem – she was so afraid of getting into debt that she was unwilling to take risks,
even risks that could better her situation in the long run. Again, by inspiring Camille
to set financial goals, the Moneywise workshops enabled her to make a change.
These two case studies demonstrate how the Moneywise workshops can reach
young people in different situations with different approaches to money
management. It is not a ‘one size fits all’ approach; rather it encourages young
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people to take what they need from the programme in order to set and achieve
their own goals.
The above data demonstrates there is evidence that Moneywise is increasing the
financial capability of young people, but more can be done to evidence this. The
section on evaluating the evaluation practices of Moneywise (below) makes a few
suggestions on how to make the most of the work taking place within Moneywise.
Support and training of staff and reduction in rent/service charge arrears
These two areas were identified as separate aims in the original Moneywise
framework. However the evaluation revealed that they are actually linked and so
the two are discussed together.
The current relationship between the Support & Development Workers and young
people often leads to a ‘drama triangle’
Through the course of the evaluation, staff at Centrepoint said they feel they can
only do so much and that the responsibility to take positive action is ultimately that of
the young people.
“You send the letters, you do this you do that, and ultimately, you can do all of that
but apart from physically taking that person themselves to make that rent payment
or do whatever the case may be, the bottom line is if they don’t pay they don’t pay”
“I’ve had young people who have told me, “Yep, I’m going to pay my rent”. “You
said you were going to pay your rent this month, why haven’t you paid it?” “Because
my boyfriend needed to borrow the money”. She’s going to work Monday to Friday,
she’s holding down a permanent full time job, but she hasn’t paid her rent…there’s
always some kind of reason, some kind of excuse, some kind of explanation for why it
hasn’t happened”
The young people on the other hand say that, if anything, they think they need a
firmer hand. A number of them emphasised that, until coming to Centrepoint, they
were living with their parents and so had never needed to budget or pay rent.
Coming to Centrepoint and being faced with rent and bills was a huge change and
one that they found hard to adjust to. As a result they felt that the staff should push
them more than they do at present “They need to like, give young people a kick. A
lot of young people are coming from like not paying bills and all that, just coming
from parents giving them money”. A lot of the young people said that they
recognise they are responsible for these payments but many said they wished their
Support & Development Worker had pushed them harder to make sure that they
pay. “My rent arrears were over a grand, and that was for less than six months, and
they didn’t chase me up once.”
Staff in the focus group were very aware of the disconnect between the service they
were providing and what young people were expecting and were also fully aware
of what they feel is the root cause. Through Moneywise, Support & Development
Workers are not only required to support young people with debts to external
creditors and their overall financial capability, they are also responsible for chasing
the young people for any rent arrears. Staff said that because of this they feel that
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their advocacy role becomes problematic or ‘tainted’. It is their responsibility to
chase young people at Centrepoint for their rent arrears yet at the same time young
people are supposed to come to them with debt and money problems. A few of the
staff said that if they have already helped a young person with debt issues that were
external to Centrepoint that this helped the situation as it meant the young person
already trusted them:
“When you’re working with young people who have got personal debt issues from
before they come into Centrepoint, or mobile phone debt issues or things like that it
presents a very different story. But then when the debt that occurred is as a result of
their rent arrears it becomes very difficult to potentially work with that young
person…We’re a debt advice service but actually we’re also the same people that
can actually make you have a negative outcome because of being in debt”
In order to support a young person to manage their finances responsibly, it is
important for staff to have a relationship of trust with that young person. When they
have to chase that young person for rent arrears that relationship breaks down. Staff
therefore found it difficult to get the right balance between supporting the young
person and pushing them.
Staff in the focus group said they felt that this conflict of interest ultimately led to a
break down in communication which created a ‘drama triangle’. The original article
on the Drama Triangle, ‘Fairy Tales and Script Drama Analysis’, was written in 1968 by
Stephen Karpman and in the article Karpman explains: “Only three roles are
necessary in drama analysis to depict the emotional reversals that are drama. These
action roles…are the Persecutor, Rescuer, and Victim. Drama begins when these
roles are established, or are anticipated by the audience. There is no drama unless
there is a switch in the roles.”
In an ideal situation, the Support and Development worker would be the ‘rescuer’ or
‘hero’ to the young person who is struggling with debt as the ‘victim’. The source of
that debt would be considered the ‘perpetrator’. As communication breaks down
as a result of conflicting priorities the Support and Development Worker goes from
being the rescuer to being the perpetrator. This moves the young person into the role
of victim looking for a hero or rescuer. As Rupon pointed out, sometimes they find
their hero in an unlikely place and put undue pressure on that person to ‘save’ them.
So while they could get all of the information they need on managing their finances
from their Support & Development Worker, they decide that person cannot help
them and seek advice elsewhere. This has a negative impact on everyone involved:
the Support and Development worker is not able to fully support the young person
which means that the young person does not receive all of the support that they
need and undue pressure is put on other resources to find a solution.
Staff at Centrepoint feel that there are two options in this situation: continue the
drama triangle but actually ‘create’ a hero within the organisation or try to get rid of
the drama triangle entirely which would potentially require a change in overall
organisational culture. Given the level of challenge of the latter option, it is felt that
accepting the drama triangle might be the best way forward. Staff suggested that
involving young people more in the delivery of the workshops and through
mentoring might be the best way to achieve this. Receiving information and advice
from a contemporary could potentially introduce a new character into the triangle
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and create a new ‘hero’. This would not be too difficult to implement as staff at
Centrepoint already feel that young people learn from each other in the workshops
and it might just be a case of extending this learning:
“I had an experience where I had a number of young people in a workshop who
literally bought chicken and chips every single day. And you had the more sensible
ones, the girls, and they were totally ridiculing the two boys who were buying
chicken and chips every single day. And the guys said okay well what do you do?
And the girls said well I make pizza, I do this…they were actually running the
workshop, they were teaching the two boys how to do things which is much better
than the way I would have done it.”
The young people themselves also put peer mentoring forward as a good idea in the
focus group:
“Have you thought about, like, many young people have moved on and they’ve
found jobs, they can be one of those people cause they’ve lived through it, they
know. It would be nice wouldn’t it?”
Staff at Centrepoint also said that they often struggle with providing young people
with advice because they do not feel fully equipped to do so. With so many
changes in legislation and so many different procedures they said they sometimes
lacked the confidence to support the young people in every way that they feel they
should. To combat this, Rupon will be implementing a new page on Centrepoint’s
intranet that is updated on a regular basis and provides basic information on
legislation pertaining to personal finances. They are also planning on including a new
folder on their server that holds templates such as letters to creditors to negotiate
debt re-payment and other activities that staff currently struggle with.
Recommendation: Current organisational structures are having a negative impact
on staff confidence and ability to support young people. In a number of cases this
acts as a barrier to chasing young people for rent arrears which has a negative
impact on Centrepoint as whole. By addressing the current organisational structures
and increasing the support that staff currently receive, it is hoped that they will be
better placed to support the financial capability of young people. Potentially this will
mean changing current organisational structures and staff roles.
The cost of ‘transitions’ perpetuates the cycle of debt and rent arrears
An additional problem identified through the evaluation is that of the cost of
‘transitions’. When a young person gets a job or starts a course or training they often
find that they are out of pocket as a result of the up-front costs needed or the break
between stopping welfare benefits and receiving wages. This can not only act as a
disincentive to moving on, but it can also land young people in debt that can take
them a long time to clear:
“I went through that like a month ago when my pay was 3 weeks late, nothing to
help me – we worked all around London and I had to struggle with fare cause if you
don’t tell the Job Centre that you’re starting work and then ask for travel fare they
can’t help you. Here I was told I’d get help and they made me take out a loan, so I
had to pay back that travel card when I got paid. There needs to be some sort of
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arrangement or agreement in general that they would loan you a month’s travel but
you fill out a form that it will come out directly from your bank, like your service
charge.”
A number of young people said that they felt Centrepoint should not only help them
get into work, but stay in work as well. This is an important point as two key aims of
Moneywise are to increase the financial capability of young people and reduce
their rent and service charge arrears. These ‘transition’ periods not only cost the
young people at the time but mean that they get into a cycle of debt which will just
perpetuate their existing rent arrears and other debts.
To combat this, the idea of a ‘transitions fund’ or ‘savings bond’ was discussed in the
focus groups with young people and with staff. This could take a number of forms but
the idea is that young people save whatever amount they can a week and this
amount is then match funded so that young people have a pot of savings whenever
they get into difficulty. This could not only provide some funds for them in times of
crisis but also encourage the formation of a savings habit.
Recommendation: Young people struggle financially in times of ‘transition’ (i.e.
moving into work) and this struggle can compound their existing debt problems or
create new ones thus making it harder for them to pay off their rent arrears. If
Centrepoint can set up a ‘transitions fund’ through Moneywise, this could provide
young people with a pot of money for times of crisis and also encourage them to
form a savings habit.
Embed Moneywise into the wider work of Centrepoint
Low attendance at Moneywise workshops
Staff at Centrepoint are concerned that more young people are not accessing the
Moneywise workshops. “The workshops are advertised, and they know they can
come, but they tend to wait until they’re in a crisis situation before they actually
decide that they need to attend”. The consensus was that it is usually the young
people who are already doing ‘okay’ who attend the workshop and that those most
at risk are falling through the cracks. The young people on the other hand expressed
a different story: “They’re not advertising enough that there is stuff going on and
there are people happy to help you. They don’t tell you that.”
Workshops are currently delivered at one level
There are currently four workshops delivered through Moneywise – ‘Dealing with
debt’, ‘Living on a budget’, ‘Introduction to bill payment’ and ‘Planning and
shopping for a budget meal’. Both staff and young people said that there are a
number of other topics that would help them to develop their financial situation and
that Centrepoint should potentially look at adding these to the Moneywise
programme. Some topics that they thought could be useful are welfare benefits,
grants and loans available for young people and council tax.
As well as expanding on the topics covered through Moneywise, a popular
suggestion was to run workshops on different levels. Staff pointed out that they have
referred a number of young people to the same workshop as a ‘refresher’ and it
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would be useful if there was a workshop structure in place that allowed for increases
in knowledge along different levels: “Rather than being a workshop it needs to be
some kind of continuous programme or something doesn’t it? New people can
continuously drop in and people reach different levels.”
Moneywise has not been run consistently at Centrepoint
The key reason why Moneywise is not embedded in the wider work of Centrepoint as
much as it could be was identified in the focus groups and subsequent discussions as
being down to its history. As discussed previously, Moneywise has gone through a
number of transitions and this means that it has been picked up and put down a
number of times. It was evident from the focus groups that the legacy of this is that
neither staff nor young people are ever entirely sure what services are running
through Moneywise: “I’ll tell you what there needs to be in terms of the working
environment, there needs to be consistency. Moneywise has been picked up and
dropped often enough”. Because of its history, Moneywise has not been embedded
in Centrepoint as firmly as some of the other programmes and this needs to change
as the programme develops going forwards “[Moneywise] really needs to be a
continuous thing that is being constantly, constantly being pushed, in the same way
we’ve got the health team or the learning team, this needs to be a bigger part of
Centrepoint.”
A key way to embed Moneywise in Centrepoint is to make it a priority right from the
start. As discussed previously, Centrepoint are looking into the possibility of
developing a Financial Health Check that would form part of the needs and risk
assessment process that a young person goes through when they first come to
Centrepoint. This would result in money management becoming a key priority for
development and would hopefully ensure that each young person is referred into
relevant services early on.
Recommendation: Moneywise is not currently embedded in the wider work of
Centrepoint and it needs to be so if it is to succeed going forward. This will require
time and commitment to the ongoing development of Moneywise as well as wider
Centrepoint support. As part of this, staff have suggested conducting an initial
‘Financial Health Check’ with all young people that come to Centrepoint, much like
they have other assessments when they first arrive. It is also recommended that
Centrepoint expands the current programme of workshops available through
Moneywise so that they cover a wider range of topics and appeal to different levels
of knowledge and ability.
5.2 Evaluation of the evaluation
Evaluations difficult and timely to administer
Paper based evaluation forms need to be administered during the course of the
workshop and this takes time away from actual service delivery. Asking participants
to fill in forms also disrupts the group dynamic which can be very important for
successful workshop delivery. In addition some young people have trouble with
reading and writing and so require extra support to fill in forms making them less than
ideal as an evaluation practice.
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To combat this problem, Centrepoint is in the process of introducing an electronic
evaluation tool through a company called ResponseWare. Similar to a Nintendo Wii
set, operations costs are apparently very low for the tool and real time information is
available before, during and after the workshop. The source of the information is
confidential and the results can be put up instantly so that participants can see them
during the session. The tool is currently being trialled and Centrepoint is expecting
feedback as to how the trials are doing and whether or not they can trial them for
the Moneywise workshops.
Recommendation: In order to preserve as much time as possible for service delivery
within a workshop, move away from paper-based methods of evaluation.
Centrepoint is currently in the process of trialling new technology through
ResponseWare that would allow them to capture and share evaluation data
interactively with participants
It is challenging to capture the specific skills and knowledge that participants gain
during workshops
Organisations sometimes shy away from asking ‘test’ questions as it can be difficult to
pin down exactly what knowledge or learning is expected to come out of an
intervention but it can be well worth the effort. For example, if a key outcome of an
intervention is for participants to know where to go for affordable credit, it is useful to
ask for an example of a source of affordable credit both before and after the
workshop to compare responses. Another outcome might be for participants to be
able to distinguish between priority and non-priority bills; again, by asking for
examples before and after the intervention it is possible to measure this change in
knowledge. Moneywise already identifies learning outcomes for each workshop so it
could just be a matter of formulating questions from these outcomes. Even one or
two questions relating to the key aims of the intervention can make an impact and
demonstrate what a difference it has made.
Recommendation: Going forward, Moneywise might want to implement more of
these test questions in their evaluations. This will require taking the learning outcomes
they have already identified and structuring questions accordingly.

Part 6 – Conclusions and Recommendations
There are a number of conclusions that can be drawn from the evaluation of
Moneywise and recommendations for the programme going forward:
1. Centrepoint needs to address the current organisational structures that are
resulting in the perpetuation of the drama triangle. Staff at Centrepoint feel
that there is a conflict of interest between supporting young people with their
money problems and chasing them for rent and service charge arrears.
Centrepoint needs to consider how they address these organisational
structures going forward so that Support & Development workers can have a
productive relationship with the young people that they support. Some
suggestions for how this balance could be redressed include introducing a
new ‘hero’ in the form of peer mentoring, as well as adjusting the role of the
Support & Development workers so that they are not in the position of
‘perpetrator’.
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2. Support staff more with updates in changes to legislation, templates and
training so that they feel more able to support young people. Currently staff
are concerned that their knowledge is not sufficient to deliver Moneywise
workshops and support young people in one to ones. In particular, they
struggle with activities such as writing letters to creditors and feel that
additional support would help them to feel more confident in their role. To
combat this it is recommended that staff are updated on a regular basis as
regards changes in legislation via the Centrepoint intranet. Rupon will also set
up a folder on the server containing templates for writing letters and any other
items that staff feel would help them in their role.
3. Set up a transitions fund. Young people commonly fall into debt when they
reach particular transitions in their lives such as moving from benefits into work.
Such additional costs can be enough to send a young person into a spiral
debt that could have been avoided had additional funds been available.
Because of this Centrepoint is currently looking into setting up a ‘transitions
fund’ for young people. Ideally this would take the form of matched savings
scheme where a young person would put in whatever they could afford –
even if it is just £1 per week – which would then be matched so that they have
a pot of savings for times of need.
4. Build and implement a Financial Heath Check tool for use when a young
person comes to Centrepoint. Assessing young people’s financial situation in
depth when they first come to Centrepoint would not only help the young
person but also help to embed Moneywise more firmly in the wider
organisation. If money management is identified as a priority early on it means
that young people will get referred to the services that can help them get on
track and stay on track.
5. Move away from paper-based methods of evaluation. Paper based methods
of evaluation (i.e. questionnaires), while effective, can take time away from
service delivery. With a service user group such as young people, it can also
disrupt the flow of the workshop and impact negatively on engagement.
Because of this Centrepoint is currently exploring new technology to help
them undertake their workshop evaluations – this will have the dual benefit of
saving time and engaging young people.
6. Implement more test questions in evaluations to demonstrate knowledge
gained. Because it is difficult to assess increases in knowledge accurately, it is
worth exploring the option of including ‘test questions’ in evaluation. For
example, the workshop facilitator could have participants take part in an
interactive quiz where they have to identify affordable sources of credit and
priority versus non-priority bills. Their knowledge at the start of the workshop
could then be compared to their knowledge at the end and any increases
could be attributed directly to the workshop.
Moneywise has gone through a number of changes since it was first set up in 2005.
Loss of funding, staff changes and inconsistent messages within Centrepoint has
meant it has not always been in a position to meet its aims. The appointment of a
new Moneywise Project Co-ordinator and a renewed desire for Moneywise to deliver
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on these aims however means that Moneywise is now in a position to review these
aims again and examine the steps needed to achieve them. This evaluation has
provided some timely information on where Moneywise is now and what steps could
help them get to where they want to be in future. The good news is that the
infrastructure is in place and a lot of the resources needed to achieve their aims are
already there. Most importantly, Moneywise needs to keep talking to young people
and staff, and continue to evolve and develop the service; all of which will help
Moneywise to reach its maximum potential.
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Part 7 – Appendices
Appendix A: Staff focus group topic guide

Tackling Financial Exclusion
Focus Group Questions
These questions focus on the current ways Moneywise goals are delivered. They seek to
review these ways with a view to finding out what is working and what isn’t and what can be
improved.
Total time: 1.5 hours (x 2 40 min sessions)
Part 1: STRATEGY
1. The goal of Moneywise is to ensure that young people have choice over their money
and thereby avoid indebtedness. Is Centrepoint succeeding in its goal of preventing
indebtedness amongst vulnerable young people?
2. Some young people are telling us that the support intervention is not early enough.
It’s too late in most cases. Do you agree with this statement?
3. When do you think intervention makes a real difference to outcomes?
4. How can we sustain intervention to ensure that it is having an enduring impact
through out a young person’s stay at Centrepoint services?
5. Is the working environment, including systems, processes and people, supporting
your work with young people? How can we improve this? What kind of support would
you like?
Part 2: WORKSHOPS
1. Do you think the current Moneywise workshops support young people with their
money matters? Please comment on the content, style and delivery method.
2. Would you introduce new workshops? If so, which ones and what would they cover?
3. Young people are telling us that the workshops are good, but not enough. What kind
of intervention can complement the workshops and add value to the support work?
4. How will we know the workshops are having the desired impact? How can we track
progress of young people?
Part 3: TRAINING AND DELIVERY
1. The young people and money training was designed to support frontline staff by
enhancing their confidence, skills and knowledge around money matters intervention.
Given your experiences, do you think that these aims were met?
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2. What kind of training would you like to see introduced to support you in your role? For
example, staff have advised that sometimes they feel powerless to deal with creditors
because of a lack of knowledge around consumer finance regulations.
3. Workshops and 1-2-1 discussions are the primary method of delivering money
matters intervention. Can you envisage other ways of intervening that will make a
difference to:
a. Young people and their money issues
b. To the way frontline staff work
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Appendix B: Young people focus group topic guide

Tackling Financial Exclusion
Focus Group Questions
These questions focus on the current ways Moneywise goals are delivered. They seek to
review these ways with a view to finding out what is working and what isn’t and what can be
improved.
Total time: 1 hour
Part 1: APPROACH
6. The goal of Moneywise is to ensure that young people have choice over their money
and thereby avoid indebtedness. Is Centrepoint succeeding in its goal of preventing
indebtedness amongst vulnerable young people?
7. Some young people are telling us that the support intervention is not early enough.
It’s too late in most cases. Do you agree with this statement?
8. When do you think intervention makes a real difference to outcomes?
9. How can we sustain intervention to ensure that it is having an enduring impact
through out a young person’s stay at Centrepoint services?
Part 2: WORKSHOPS
5. Do you think the current Moneywise workshops support young people with their
money matters? Please comment on the content, style and delivery method.
6. Would you introduce new workshops? If so, which ones and what would they cover?
7. Young people are telling us that the workshops are good, but not enough. What kind
of intervention can complement the workshops and add value to the support work?
8. How will we know the workshops are having the desired impact? How can we track
progress of young people?
9. Workshops and 1-2-1 discussions are the primary method of delivering money
matters intervention. Can you envisage other ways of intervening that will make a
difference to young people?
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