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Three existing services 
brought into one

The Financial Claims and Guidance Bill 2018 combined the duties of the Pensions Advisory Service, Pension Wise 
and the Money Advice Service into a new body, which was named in law as the Single Financial Guidance Body. 
Additional duties were added to the new body in the Act. Subsequently parliamentary assent was received to give 
the body the name of the Money and Pensions Service. Follow this link to our 2019/20 business plan.
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(a) amend any provision of this Part, or of any Act amended by this Part,
so as to replace the words “single financial guidance body” with the
name of the body;

(b) make incidental, supplementary and consequential provision.

(5) The power to make regulations under subsection (3) is exercisable by statutory
instrument; and an instrument containing such regulations is subject to
annulment in pursuance of a resolution of either House of Parliament.

(6) The consumer financial education body is dissolved.

(7) Schedule 2 makes provision about schemes for the transfer of staff, property,
rights and liabilities—

(a) from the Secretary of State and the Pensions Advisory Service Limited
to the single financial guidance body;

(b) from the consumer financial education body to the single financial
guidance body and the devolved authorities.

Objectives and functions of the single financial guidance body

2 Objectives

(1) The objectives of the single financial guidance body are—
(a) to improve the ability of members of the public to make informed

financial decisions,
(b) to support the provision of information, guidance and advice in areas

where it is lacking,
(c) to secure that information, guidance and advice is provided to

members of the public in the clearest and most cost-effective way
(including having regard to information provided by other
organisations),

(d) to ensure that information, guidance and advice is available to those
most in need of it (and to allocate its resources accordingly), bearing in
mind in particular the needs of people in vulnerable circumstances, and

(e) to work closely with the devolved authorities as regards the provision
of information, guidance and advice to members of the public in
Scotland, Wales and Northern Ireland.

(2) The single financial guidance body must have regard to its objectives when it
exercises its functions.

(3) In this section “information, guidance and advice” means—
(a) information and guidance on matters relating to occupational and

personal pensions,
(b) information and advice on debt, and
(c) information and guidance designed to enhance people’s

understanding and knowledge of financial matters and their ability to
manage their own financial affairs.

3 Functions

(1) The single financial guidance body has the following functions—
(a) the pensions guidance function;
(b) the debt advice function;
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(c) the money guidance function;
(d) the consumer protection function;
(e) the strategic function.

(2) The single financial guidance body also has the function of providing—
(a) advice and assistance to the Secretary of State on matters relating to the

functions listed in subsection (1), and
(b) advice to the Secretary of State on the establishment of a debt respite

scheme (see section 6).

(3) The single financial guidance body may do anything that is incidental or
conducive to the exercise of its functions.

(4) The pensions guidance function is to provide, to members of the public, free
and impartial information and guidance on matters relating to occupational
and personal pensions.

(5) The debt advice function is to provide, to members of the public in England,
free and impartial information and advice on debt.

(6) The money guidance function is to provide, to members of the public, free and
impartial information and guidance designed to enhance people’s
understanding and knowledge of financial matters and their ability to manage
their own financial affairs.

(7) The consumer protection function is—
(a) to notify the FCA where, in the exercise of its other functions, the single

financial guidance body becomes aware of practices carried out by
FCA-regulated persons (within the meaning of section 139A of the
Financial Services and Markets Act 2000) which it considers to be
detrimental to consumers, and

(b) to consider the effect of unsolicited direct marketing on consumers of
financial products and services, and, in particular—

(i) from time to time publish an assessment of whether unsolicited
direct marketing is, or may be, having a detrimental effect on
consumers, and

(ii) advise the Secretary of State whether to make regulations under
section 22 (unsolicited direct marketing: other consumer
financial products etc).

(8) Where the single financial guidance body provides information, guidance or
advice to a person in pursuance of one of the functions mentioned in
subsection (1)(a) to (c), it must consider whether the person would benefit from
receiving information, guidance or advice in pursuance of any other of those
functions (and it must ensure that SFGB delivery partners are under a similar
duty).

(9) The strategic function is to develop and co-ordinate a national strategy to
improve—

(a) the financial capability of members of the public,
(b) the ability of members of the public to manage debt, and
(c) the provision of financial education to children and young people.

(10) In developing and co-ordinating the national strategy, the single financial
guidance body must work with others, such as those in the financial services
industry, the devolved authorities and the public and voluntary sectors.
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Consumer protection function

This is a new function supporting 
the efforts of the wider sector to 
protect consumers against scams. 
We will establish this consumer 
protection function, and begin 
to gather and share actionable 
insight on where the sector can 
best prioritise its efforts.

Strategic function

This function focuses the efforts 
of everyone working on financial 
capability, with children and 
young people, and delivering debt 
advice. 

In 2019/20 we plan to publish 
a new National Strategy with 
the goal of driving significant, 
coordinated change over the 
longer term, building on the work 
of the Financial Capability Strategy 
for the UK.

Pensions guidance function

Through our trained pensions 
experts, we will help 290,000 
people in 2019/20 with their 
pensions queries.

We will support 205,000  
50+ year-olds to make decisions 
on their defined contribution 
pension pots.

Debt advice function

We are the biggest funder of free 
debt advice in England.

In 2019/20 we will continue to 
work with our delivery partners to 
drive up the quality of debt advice 
and provide training and support 
to advisers on the ground. 

Money guidance function

We will provide free, impartial  
money guidance to millions  
of people in 2019/20 through 
moneyadviceservice.org.uk, our 
call centre, and through webchat.

https://www.moneyandpensionsservice.org.uk/wp-content/uploads/2019/04/19-20-Business-Plan.pdf
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Foreword  
by Sir Hector Sants

When I agreed to chair the Single Financial Guidance Body (now known as the Money 
and Pensions Service), I did so because I believe strongly in the vision of a society where 
everyone makes the most of their money and pensions. The ability to manage money is 
central to people’s health and wellbeing; it impacts their ability to fulfil their potential, and to 
care for their families. A population that can manage their money and pensions well is vital 
for our economy and for society as a whole.

The Money and Pensions Service must build on the 
excellent work done by its three legacy organisations. 
At the same time, we must make a step change in 
ambition and pace. And we can only succeed in this 
vital and urgent task with the help of very many other 
organisations. Indeed, to achieve our vision, we will 
need to mobilise substantial investment and support 
from many areas of society, and take a very long-term 
view. In 2019, I hope we can lay solid foundations for 
that work, and build urgent momentum around it.

In the autumn, we will publish a National Strategy for 
Money and Pensions (a working title) and our  
three-year Corporate Plan. The National Strategy will 
address all aspects of our statutory remit, and will 
focus on setting out the partnership goals we believe 
we can and should achieve by working with you. The 
timescale to be covered by that National Strategy is an 
important topic for debate.

The three-year Corporate Plan will set out exactly what 
the Money and Pensions Service will do to contribute to 
the National Strategy; how we will organise, encourage 
and monitor it; and how we will deliver substantial 
consumer services that should directly impact millions 
of people. The Plan will cover the period 2020–2023.

This document you are now reading marks the start 
of an intensive listening process. Over the next few 
months, we will engage with stakeholders, levy payers 
and customers across the UK to help us understand 
how and where we should prioritise our resources, 
and how we might mobilise and engage others to 
collaborate with us. This will help shape both our 
long-term Corporate Plan and the National Strategy for 
Money and Pensions. 

This listening document has three main aims. The first 
is to set out some of what we already know about the 
most important money management challenges faced 
by people across the UK, based on work carried out by 
our three legacy organisations. The second aim is to 
explore with you some of our emerging thoughts about 
possible priorities for the future. The third is to start 
conversations about how organisations can sign up to 
support our ambitious agenda, and even more widely 
raise the profile of financial wellbeing as a vital social 
concern. 

During the listening phase I hope many readers of this 
document will speak with me and my colleagues, or 
write in with their views. From July onwards, the Money 
and Pensions Service Board and Executive will consider 
all the data, information, views and opportunities, and 
prepare the final published Corporate Plan and National 
Strategy.
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Why we want to forge new partnerships

We want to partner with all of you because a financially 
healthy nation will be better for everyone. Many 
organisations already recognise this and are doing 
great work. Here are some examples of groups of 
organisations that we consider to be especially 
important to create new dialogues and partnerships 
with during this listening process:

 n We believe employers have an important role 
to play in creating a financially healthy nation, 
and that this issue affects every employer. Many 
employees face financial difficulties and carry 
these with them at work. 23% of employees say 
they have used a credit card, overdraft or borrowed 
money to buy food or pay bills because they have 
run short of money.1 Unsurprisingly, as a result, 8% 
have taken time during work to deal with money 
problems2 and a quarter of workers say they have 

1 23% of those in employment (compared to 17% of all adults) say they are regularly using credit cards, overdrafts or borrowing money to buy food or pay bills 
because they have run short of money. Financial Capability Survey 2018 – Money Advice Service, 2018

2 Employee financial well-being: why it’s important – CIPD, 2017

3 Working Well: How employers can improve the wellbeing and productivity of their workforce – Social Market Foundation, 2016

lost sleep because of money worries.3 I want 
every employer in the UK (regardless of size and 
sector) to understand the implications this has for 
productivity. Of course, through company pension 
schemes and auto-enrolment employers are already 
a critical link between employees and their future 
pensions. I believe we can build on this. Supportive 
links to money guidance and debt advice – often 
referred to as financial wellbeing – can and should 
become a standard feature of workplace support. 
Many progressive organisations are already taking 
steps to address the financial wellbeing of their 
employees. So during this listening phase we want 
to have deep and wide-ranging conversations 
with forward-thinking employers about the kinds 
of partnerships we could form, and the tools and 
support we could provide, to make this change  
a reality. 
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 n We believe financial services also have a critically 
important role to play in creating a financially 
healthy nation. Financially informed consumers 
are more likely to take up sophisticated and 
appropriate financial products, and consumers 
who lack financial information, knowledge, skills or 
confidence can create risk and costs to the bottom 
line. For example, research by the International 
Longevity Centre UK demonstrated a link between 
taking advice and saving more, as well as investing 
in the equity market – not just among the affluent, 
but among those ‘just getting by’.4 During this 
listening phase we will be launching a special 
report showcasing the best practice of some of 
the most forward-thinking financial services firms. 
I will also be pushing the conversation further, into 
the territory of more referrals to debt advice, more 
encouragement and support for pensions decisions, 
more innovative initiatives through our Financial 
Capability Lab, and many other areas within our 
remit. Almost every financial action ends up in a 
transaction, and I believe that by continuing to work 
with the financial services industry we can bring 
about millions upon millions of better financial 
decisions.

 n We believe local communities also have a 
significant and important part to play in developing 
a financially healthy nation. Further on in this 
document we look at the money guidance 
ecosystem in one town – Swindon – to note just 
how many organisations are already offering 
support to help people with their money. But we 
want to go further – our aspiration is for community 
leaders and service planners to regard the financial 
wellbeing of a local community as a matter of vital 
importance alongside more established concerns, 
such as physical health and community cohesion. 
We are planning to allocate significant funding to 
regional partnership teams, and to support the 
tens of thousands of frontline money guidance 
practitioners. During this listening phase we plan 
to speak with many community leaders about how 
they can make the most of these opportunities – to 
identify where both we and you might be able to do 
more. 

4 The value of financial advice – ILC-UK, 2017

So during the listening phase, and in particular with 
each of the three main groups of organisations 
highlighted above, I am interested in exploring and 
pushing the limits of what’s possible, to give us the best 
chance of making the National Strategy a real success.

Your views on some important choices

As we develop the National Strategy and our Corporate 
Plan, we will have to make some difficult decisions. 
For example, what balance should the sector strike in 
our own work between prevention and remediation? 
At present, about 40% of our own budget goes to 
remediation in the form of debt advice, and there is 
clearly an urgent need that we must address. But what 
is the right balance for the future? And what would it 
mean for you, and your organisation, to make a shift 
from remediation to prevention? 

In order to make the right decisions about the balance 
between prevention and remediation, we also need to 
think about trade-offs between short-, medium- and 
long-term timeframes. Should the National Strategy 
take a very long-term view (say, looking out 15 or 20 
years from now), or should it focus only on immediately 
achievable goals? And when we guide consumers to 
think about their own money choices, what  
trade-offs should we encourage them to make between 
shorter-term and longer-term financial security? As the 
body charged with providing both pensions guidance 
and debt advice, we can see that currently consumers 
are given messages about spending, debt and saving 
that don’t always fit together neatly in a way that they 
can understand and digest.

We also want your views to help us consider the 
balance we should strike between trying to support 
the individual to improve their money management 
skills, knowledge and motivations – often in spite of 
the system that surrounds them, including a climate 
of opinion and received wisdom about money – and 
how much we should focus on improving the systems 
and policies in which individuals operate, for example 
to support and nudge them towards better outcomes, 
regardless of their individual skills or motivations. 
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And finally, we welcome your expertise in helping us to 
form challenging, but realistic, short- and  
long-term goals and measurable outcomes. As 
a member of the Financial Capability Board, I 
championed the formulation of five ‘calls to action’ in 
the key areas of saving, credit use, debt, retirement and 
the financial education of children and young people. 
These are set out in more detail on page 84, and earlier 
chapters of the document draw on the thinking behind 
them. Should these be the five pillars of our National 
Strategy? And what is the balance of responsibility 
for achieving these between our service, and a wider 
cohort of committed organisations?

I look forward to meeting as many of you as possible 
as we move around the regions and nations of the UK 
in the coming months.    
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Introduction  
by John Govett

As the CEO of the Money and Pensions Service I believe it is key that we put the customer at 
the heart of all we do. We must try to ask the right questions, listen, then embark together to 
put the shared plans in place.

Our priority is to begin to enlist a very broad coalition 
of partners to help us address the wide and deep 
challenges people across the UK are experiencing with 
managing money, debt and pensions. We want to turn 
£1 of our own budget into £10 of impact by aligning our 
work with the interests and activities of others.

So as well as questions set out in individual sections, 
we set out here some of the big themes on which we 
seek your views and thoughts in this listening phase.

1. What are the top priorities the Money and 
Pensions Service should focus on over the next 
three years?

2. We are required to help those ‘most in need’ and 
those who are ‘in vulnerable circumstances’. 
How can we best identify and reach them? What 
evidence do you have to help us target these 
groups effectively?

3. For each area of our remit, how should we 
balance maximising impact with ‘most in need’ 
and ‘vulnerable’ groups (even if that means 
reaching fewer people overall), and reaching as 
many people as possible (even if that means we 
have less impact on each individual reached)?

4. How should we balance Money and Pensions 
Service resources between preventing financial 
difficulties occurring in the first place, and helping 
people who are in need or crisis right now?

5. How should we facilitate the improvement of 
quality, efficiency and capacity within the money 
guidance, financial capability, debt advice, or 
pensions guidance sectors?

6. What are the most significant gaps for public 
financial guidance to fill?

7. Do you have any reflections on the current 
regulatory boundary between guidance and 
advice? What experience do customers have of 
this in practice?

8. How can we achieve our target outcomes at scale 
by working with different sectors (e.g. employers, 
financial services firms)?

9. How could we maximise funding in the sector and 
attract new sources of funding? 

10. If you are not already involved, what would 
motivate you or your organisation to support 
people to make the most of their money or 
pensions? What is currently stopping you and how 
can we reduce those barriers?

Money and Pensions Service Listening Document 6



11. What more could we do to make best use of the 
different channels through which consumers 
could access information and guidance about 
money and pensions?

12. What opportunities are available to address 
issues around money and pensions in a holistic 
way now that three organisations have been 
brought together into one?

I very much look forward to listening and learning over 
the next few months and working together with all of 
you to build a strategy that moves the dials for the UK 
population going forwards.   
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Why a Money and 
Pensions Service?

This first chapter of our listening document sets out how we interpret the objectives and 
functions given to us by Parliament. We link these to what we see as the strategic challenges 
– both of supply and demand – that make it difficult for people to make the most of their 
money and pensions. In particular, we consider the importance of information, advice, and 
guidance. Given our original legal name, guidance is clearly a core role for the Money and 
Pensions Service. We also look at how we should set the scope for a National Strategy 
covering financial capability, the provision of financial education to children and young 
people, and debt advice. 

88Money and Pensions Service 
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The problem
A significant part of the UK population faces big 
challenges with money management:

 n 9m people are over-indebted.

 n 10.7m people don’t save.

 n 11.5m people have less than £100 in savings to fall 
back on.

 n 9m people often borrow to buy food or pay for bills. 

 n 22m people say they don’t know enough to plan for 
their retirement.

 n Millions of pounds are lost by pensioners to pension 
scams every year.

 n There isn’t enough financial education in schools 
across the UK.

This population-level issue has many causes. But 
the Money and Pensions Service is here to focus on 
the causes driven by problems with both supply and 
demand, in relation to information, guidance and 
advice.

On the supply side, consumers can’t always get the 
relevant, good quality, effective information, guidance 
or advice that they need to help them manage their 
money, debt and pensions. What is available in a 
confusing landscape is not always impartial or readily 
accessible. As just two key examples:

 n Retirees need easily-digestible information, 
guidance and advice to help them navigate 
unfamiliar, complex, highly technical pensions 
products. 

 n Similarly, in relation to debt advice, there is a major 
challenge to raise the supply, consistency and 
quality of provision that is currently available on the 
market.

On the demand side, there are a range of barriers that 
dampen consumer demand. Consumers often don’t 
have the motivation to get information, guidance or 
advice when they need it. They also may not have the 
knowledge, skills or confidence to use what is available. 

As examples of challenges on the demand side:

 n Levels of engagement with both money guidance 
and regulated financial advice are generally too low. 
Of the 24m people in the Money Advice Service’s 
two target segments, people sought help with just 
41% of life events that had a financial impact. 

 n A key demand problem with debt advice (which is a 
regulated financial service) is that a large proportion 
of people who need advice engage too late in 
the process. The Review of Debt Advice Funding 
carried out by Peter Wyman cited Christians Against 
Poverty, whose research found that 33% of their 
clients had waited over three years before seeking 
help, 51% had waited more than two years and 
66% had waited over a year. The longer you wait to 
seek debt advice, the greater your debts, the fewer 
your options, and the harder it will be to engage 
with money issues in the round rather than the one 
pressing question of how to deal with creditors. 

 n Likewise, pensions guidance aims to build 
consumers’ confidence and capability to make 
decisions. But the subject is complex, and the 
results of decisions only emerge after many years 
have passed. Many consumers don’t take guidance 
early enough to ensure they have the widest 
possible range of options open to them.

 n Even if consumers have the motivation, knowledge 
and skills, they may still be susceptible to 
behavioural biases. For example, some consumers 
continue to make minimum repayments on credit 
cards, behaviour that acts as an anchor, meaning 
they end up making lower repayments than they can 
afford.
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 n So a key challenge is to get people to engage with 
information, guidance and advice at the right place 
and the right time. If people engage earlier, there is 
a higher chance that they will take better decisions 
(and that this will result in better outcomes). This is 
because at an earlier stage their decisions are less 
likely to be made under the additional pressure of 
stress caused by a personal financial crisis. 

5 Financial Claims and Guidance Act 2018

These multiple, urgent issues have led to the creation 
of the Money and Pensions Service (originally 
established in law under the name of the Single 
Financial Guidance Body), with the aim of addressing 
significant aspects of both sides of the supply and 
demand equation. 

The Money and Pensions Service was therefore set 
up by the Financial Claims and Guidance Act 2018 
(referred to from this point as ‘the Act‘) and was given 
the following objectives and functions.5

Objectives Functions

(a) to improve the ability of members of the public 
to make informed financial decisions,

(b) to support the provision of information, 
guidance and advice in areas where it is lacking,

(c) to secure that information, guidance and 
advice is provided to members of the public in the 
clearest and most cost-effective way (including 
having regard to information provided by other 
organisations),

(d) to ensure that information, guidance and 
advice is available to those most in need of it (and 
to allocate its resources accordingly), bearing in 
mind in particular the needs of people in vulnerable 
circumstances, and

(e) to work closely with the devolved authorities as 
regards the provision of information, guidance and 
advice to members of the public in Scotland, Wales 
and Northern Ireland.

(a) the pensions guidance function;

(b) the debt advice function;

(c) the money guidance function;

(d) the consumer protection function [‘to notify the 
FCA where it becomes aware of practices carried 
out by FCA-regulated persons which it considers to 
be detrimental to consumers, and to consider the 
effect of unsolicited direct marketing on consumers 
of financial products and services’];

(e) the strategic function [‘to develop and 
coordinate a national strategy to improve the 
financial capability of members of the public, the 
ability of members of the public to manage debt, 
and the provision of financial education to children 
and young people’].
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Defining information, guidance and advice
The Act mentions ‘information, guidance and advice’, but these are easily confused or given different 
meanings by experts and consumers.

As part of the HM Treasury/FCA Financial Advice Market Review (FAMR), the Financial Advice Working Group 
devised and tested concise definitions of advice and guidance (see table below).6 

A key element of regulated financial advice is that it includes a personal recommendation. No form of 
guidance can do this. The diagram below shows the idea of a ‘boundary’ between advice and guidance. Our 
view is that guidance covers a wide spectrum of activities, including the provision of information.

 

Guidance can help customers understand their options, increase their active control over their money and 
pensions, and help people make decisions that are right for them. Many financial decisions do not require 
a personal recommendation, or a comprehensive view of an individual’s financial life, to be enabling and 
transformative. As such, public financial guidance should not be considered a substitute for paid-for advice. 
It fulfils different needs and can help consumers to engage in high-quality dialogue with product providers, or 
providers of regulated advice.

6 FAWG, Consumer Explanations of Advice and Guidance

Guidance spectrum
Regulated debt advice

Regulated financial advice

No personalised recommendations

Regulatory boundary

Personalised recommendation(s)

Guidance Advice

Guidance is an impartial service which will help you to 
identify your options and narrow down your choices 
but will not tell you what to do or which product to buy; 
the decision is yours.

Providers of guidance are responsible for the accuracy 
and quality of the information they provide but not for 
any decision made based on it.

Guidance is free unless your provider clearly tells you 
otherwise.

It will suggest what you could do. 

Advice will recommend a specific product or course 
of action for you to take given your circumstances and 
financial goals. This will be personal to you, based on 
information you provide.

Advice will be provided by a qualified and regulated 
individual or online by a regulated organisation.

Providers of advice are responsible and liable 
for the accuracy, quality and suitability of the 
recommendation that they make and you are 
protected by law.

You will usually pay a fee for advice. Fees will be 
disclosed before you are asked to commit yourself.

It will recommend what you should do.
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Supply: offering the debt advice and guidance that 
consumers need
In relation to supply, the Money and Pensions Service 
will fulfil its statutory remit by providing:

 n regulated debt advice in England (commissioned 
out to delivery partners); and

 n guidance on debt, pensions and money.

As noted above, guidance covers many services to 
consumers, including:

 n technical information about products;

 n how-to guides on managing financial aspects of life 
events;

 n self-service online tools;

 n contact centre or face-to-face appointments; and

 n targeted interventions to deal with acute need, 
guiding customers into public or welfare services or 
to regulated debt advice. 

It is therefore a spectrum, stretching from provision of 
information on a website, to tailored support right up to 
the regulatory boundary. This spectrum is illustrated in 
the diagram below, which also shows how the regulated 
debt advice funded by the Money and Pensions Service 
takes one of our functions to the other side of the 
regulatory boundary. 

Guidance spectrum
Regulated debt advice

Our digital information 
services

Our pension freedoms  
and pensions guidance

Regulated financial advice

More self-service 
information

Greater 
relevance to improved 

financial capability including behaviour 
change

No personalised recommendations

Regulatory boundary

e.g. article on 
website

e.g. digital tool 
or app

e.g. group work 
with take-away 
leaflets

e.g. individual 
sessions

Personalised recommendation(s)

More delivered by a person, tailored

Our financial capability support

Since money and pensions guidance stretches 
across such a wide spectrum, it will be necessary for 
the Money and Pensions Service to make strategic 
choices about where within that spectrum it will deliver 
services. We are therefore proposing to focus our 
guidance offer in two key areas:

 n Addressing specific market failures. Part of the 
unique role of public financial guidance is to provide 
help for consumers where markets fail to deliver 
impartial, accessible, high quality and effective 
help for people to make critical financial decisions. 
For example, when the government consulted on 

delivery arrangements to ensure that everyone with 
a defined contribution pension pot could access 
free and impartial guidance, there was a clear 
consensus that only independent organisations 
without conflicts of interest should deliver that 
guidance, and also that guidance of that kind did 
not then exist. So our offers to help people with 
pension freedoms and pensions guidance, fit at 
one end of the money guidance spectrum: helping 
consumers with information that is tailored to their 
individual circumstances, but without a personal 
recommendation.
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 n Filling information gaps. We should provide 
information where there is an absence of any 
publicly available accurate information on a financial 
subject. This could be for a new or evolving issue 
(e.g. sharing personal data online). Or it might be 
where we need to support regulators to deliver 
timely and effective support that helps consumers 
navigate an issue. One particular area of focus is 
scams, where we will make consumers aware of 
risks as they arise (as well as alerting and working 
with regulators). 

We therefore propose the Money and Pensions 
Service’s own guidance offer should not seek to be 
exhaustive. We propose to refer to and highlight 
existing impartial and whole-of-market information 
and guidance (e.g. relevant sections of the gov.uk 
website or Which?), and commission or partner with 

7 Occasional Paper No. 8: Consumer Vulnerability– FCA, 2016

8 A separate Act, which applies to all public sector bodies, requires us to pay due regard to the particular needs of people with protected characteristics. Although 
there are overlaps with vulnerability, most protected characteristics are more permanent or long-term, and so are theoretically easier to identify. But some, such 
as sexuality or religion, are highly personal and not always easily mixed with the emotive topic of money. Protected characteristics often map onto characteristics 
associated with vulnerability, but not always, and not as an exact fit.

organisations to increase the effectiveness of existing 
high-quality guidance in order to reach consumers 
who need it most. Where appropriate and helpful for 
customer journeys, we may actively withdraw from 
areas of money guidance, particularly if it duplicates 
existing, accessible and high-quality guidance. (As the 
next chapter shows, a wide range of organisations are 
providing guidance and information to consumers).

We have inherited multiple digital and telephone 
services from the organisations that preceded us. We 
therefore face some choices about how to combine 
these under our new brand, and whether during this 
process any of them should be made smaller (or larger) 
in scope. The chapter later in this document, looking at 
our priorities for bringing together our direct services, 
gives some commentary on these choices and invites 
your views. 

Needs, vulnerability and equality
Addressing market failures and gaps in the delivery of 
information, guidance and advice allows us to focus 
our work, but we also need to consider who we should 
help, and how we therefore prioritise. 

The Act establishing the Money and Pensions Service 
creates a new and explicit obligation for us to ‘ensure 
that information, guidance and advice is available to 
those most in need of it (and to allocate its resources 
accordingly), bearing in mind in particular the needs 
of people in vulnerable circumstances’. The 2015 
FCA occasional paper on vulnerability7 gave a useful 
definition of such consumers as: ‘Someone who, due to 
their personal circumstances, is especially susceptible 
to detriment, particularly when a firm is not acting with 
appropriate levels of care.’

The 2017 FCA study ‘Understanding the Financial Lives 
of UK adults’ identified that 50% of UK consumers  
(25.6 million) currently show one or more 
characteristics of potential vulnerability derived from 
the 2015 definition. This does not mean all people with 
these characteristics will suffer harm. It means either 
that they are at increased risk of harm, or would suffer 
disproportionately, if harm occurred. The FCA study 
goes on to set out the characteristics of those who 
may suffer disproportionately in this way as falling into 
four areas of: health, resilience, life events and financial 
capability.

We propose taking this definition as the starting point. 
Vulnerable circumstances in relation to managing 
money or pensions should be seen as arising from one 
or a combination of: 

 n someone’s individual characteristics8, such as 
having a limiting health or mental health condition; 

 n their particular circumstances at a certain point in 
their life, such as after a bereavement; and

 n the behaviour of the organisation that they are 
dealing with, for example failing to adjust a service 
by communicating with a consumer according 
to their preference when they have a particular 
disability.

We believe that low levels of financial capability can 
both result from someone’s vulnerable circumstances, 
such as low levels of numeracy or digital ability, and in 
itself be an aspect of vulnerability, by making someone 
susceptible to detriment in relation to managing their 
money or pension arrangements.

This proposed understanding of consumers in 
vulnerable circumstances will underpin our work so that 
we will review our services and strategies to ensure 
that they can effectively reach, and enable others to 
reach, those consumers in vulnerable circumstances. 
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We will identify the particular needs of those 
consumers and work to address the barriers to them 
accessing support.

When considering the interaction of vulnerability, 
financial resilience and capability, our greatest 
challenge will come from those individuals and 
families with persistent low income that fails to meet 
their essential needs. Whilst our support for those in 
debt will play a valuable role, and our guidance offer 
can ensure that we provide accessible tools and 
suggestions to reduce household costs, the role of 
addressing entrenched poverty is one of social policy 
beyond our remit. Supporting financial capability and 
resilience has a role to play in tackling poverty, but it 
would be disingenuous to suggest that poverty can be 
addressed in full by supporting consumers to make 
better decisions about managing money. 

9  Public Sector Equality Duty: Advice and Guidance – Equality and Human Rights Commission

In developing our services and propositions to meet the 
needs of consumers, the Public Sector Equality Duty9 
also requires the Money and Pensions Service to have 
due regard to the need to eliminate discrimination for 
those with relevant protected characteristics. During 
this listening process, we are therefore interested to 
learn as much as we can about any distinct money, 
debt and pensions needs of these groups. We therefore 
actively invite organisations expert in understanding 
the needs of these groups to respond to us with data 
and evidence during the listening phase, and we will be 
reaching out to groups and campaigners to hear their 
views.

Our thinking about due regard involves a three-step 
process.  

3
Exercising due regard: making decisions 

about what should (or shouldn’t) change in 
our service design

2 Understanding how a group with protected characteristics needs and 
uses our services

1 Discovering what is known about a group with protected characteristics (and their finances)  
– at the population level

The foundation step (1), is to understand from 
general sources what is known about the group and 
their financial needs, as compared to the general UK 
population. The second step is to understand how 
the group needs and uses our services. The third and 
final step is to take decisions, based on what we have 
understood from steps 1 and 2, as to whether we 
need to change our services to remove any barriers 
to access or impact for people with the protected 

characteristics. The learning we agree then needs to be 
designed into ongoing decision making in the Money 
and Pensions Service. 

This is a complex journey of data gathering and 
analysis and we do not expect to complete such a 
journey by the time we publish our three-year Corporate 
Plan later this year. But in it we will set out a detailed 
plan of how we intend to achieve what is needed. 
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Demand: how we will work to improve consumer 
knowledge, skills and motivations
Simply raising awareness or providing information in an 
accessible manner will not deliver the change we want 
to see. Consumers need to be engaged with the issues 
before stress and pressure make decision-making even 
harder. 

The Act therefore requires the Money and Pensions 
Service ‘to develop and coordinate a national strategy 
to improve the financial capability of members of the 
public, the ability of members of the public to manage 
debt, and the provision of financial education to 
children and young people.’

What is financial capability?
Financial capability is the ability to manage money well – both day-to-day and through significant life events. 
It is a combination of behaviours, attitudes, skills and knowledge.

Financial capability is a key driver of consumers’ financial wellbeing – that is the ability to meet all current 
commitments, without undue stress, and the resilience to cope with future income or expenditure shocks. 

Financial capability is influenced by laws, systems and processes, and the structure and availability of 
financial products. To improve the nation’s financial capability must involve improving the environment in 
which people are able to make choices about money, and making changes to the rules and norms they 
encounter.

Financial capability can improve people’s wellbeing, and it can also contribute to making society as a whole 
wealthier, more productive, but also healthier and happier – it has very wide social implications. It is too big 
an issue for any single organisation to tackle on its own. It needs a broad-based, inclusive approach bringing 
together everyone interested in improving financial capability, including Government, financial services, 
charities and many others.

Developing and coordinating this National Strategy 
is critical because, without better levels of financial 
capability, our money and pensions guidance and debt 
advice offer will be:

 n used less than it could be; or

 n used by people acting too late, when they have 
fewer choices; or

 n used more by the ‘worried well’, who have relatively 
mild money challenges, but the time and motivation 
to explore guidance. 

The Act recognises that financial capability is a 
big complex challenge that can only be addressed 
effectively if we are able to mobilise a very wide range 
of organisations to play their part. The Money and 
Pensions Service is not the right organisation, and 
does not have the resources, to do all that is needed 
to address the issue of financial capability. The Act 
requires it to persuade others to play their part. 

Financial capability is a life-long issue. The mention 
of children and young people in the Act is important. 
Although they do not yet access the full range of 
consumer financial services, their knowledge, skills and 
attitudes towards money are formed at a very early age, 
and so helping them form the right ones could have a 
life-long effect, and may have a preventative effect.
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Information, guidance and advice and the National 
Strategy
The objective set out in the Act ‘to develop and 
coordinate a national strategy’ is demand-driven. That 
is to say – its primary goal is to empower consumers 
to access help when they need it, by improving 
their motivations, knowledge, skills, behaviour and 
engagement.

At the same time, as the organisation accountable and 
responsible for delivering the National Strategy, we also 
have significant supply-side levers within our control 
because we will fund some of the major pillars of 
guidance, and debt advice. 

So what is the strategic relationship between our duties 
for supply (relating to the provision of information, 
guidance and advice) and for demand (relating to the 
skills and motivations of consumers)? 

Our proposed approach is to integrate thinking about 
(and initiatives relating to) the provision of information, 
guidance and advice, all within one ‘National Strategy 
for Money and Pensions’.
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The UK money 
guidance 
landscape 
Across the UK, guidance on money topics is already offered by a wide range of organisations, 
alongside support to build knowledge, skills and motivations. Guidance and information is 
provided through face-to-face services, online information and tools, helplines, and as one 
element of wider support services addressing other life events. This chapter sets out an 
overview of what is available, and our thoughts about the role a guidance body can play in 
this broader system. 

Note that this chapter only focuses on money guidance. Many debt advice organisations  
exist without providing money guidance, and many others do provide it. In addition to what is 
set out in this chapter, we already have a much more detailed picture of debt advice provision 
across the UK. 
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Case study 
Retail banks and  
building societies

Banks and building societies provide 
guidance to their customers, with 
many offering support online, on 
the phone and through their branch 
network. Online guidance targets 
life-events (facing redundancy) or is 
product-based (mortgage calculator 
tools, guides explaining different 
product options). Support is also in-
branch and on the phone. For those 
with fnancial diffculties dedicated 
teams and referral arrangements are 
in place, and promoted on statements.

Case study 
Health charity

A national cancer charity provides 
fnancial guidance for people with the 
disease. Support includes day-to-day 
topics – managing housing costs  
(options that you could explore 
with your mortgage lender), the 
implications of cancer on insurance, 
benefts and other sources of fnancial 
support, and practical ways to reduce 
costs and maximise income – and 
planning for the future for those with 
advanced ill health. Guidance is online 
and through a telephone helpline.

Case study 
Comparison sites

Money guidance, tools and calculators 
are available on commercial 
comparison sites. ‘Best buy’ 
and comparison tables that help 
customers reduce outgoings (and 
generate income for the site) sit 
alongside product-based guidance, 
FAQs, hints and tips. They also offer 
life-event guidance such as ‘moving 
costs’, ‘money for parents’. Some sites 
also have active online communities 
sharing money tips through forums 
and social media.
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Case study 
Retail banks and  
building societies

Banks and building societies provide 
guidance to their customers, with 
many offering support online, on 
the phone and through their branch 
network. Online guidance targets 
life-events (facing redundancy) or is 
product-based (mortgage calculator 
tools, guides explaining different 
product options). Support is also 
in-branch and on the phone. For those 
with financial difficulties dedicated 
teams and referral arrangements are 
in place, and promoted on statements.

Case study 
Comparison sites

Money guidance, tools and 
calculators are available on 
commercial comparison sites. ‘Best 
buy’ and comparison tables that 
help customers reduce outgoings 
(and generate income for the site) sit 
alongside product-based guidance, 
FAQs, hints and tips. They also offer 
life-event guidance such as ‘moving 
costs’, ‘money for parents’. Some sites 
also have active online communities 
sharing money tips through forums 
and social media.

Key
Life stage
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Topics

Source: updated, based on data from  Study on access to 
comprehensive financial guidance for consumers –  The 
European Commission Financial Services User Group, 2016

This is a graphical summary of which types of money 
guidance is available from national-level providers, aimed at 
different life stages, target groups, and covering different 
financial topics. The outermost ring also gives  
an approximate view of how much is available on each  
topic by channel.
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An analysis of access to financial guidance across the world concluded that the UK had one of the more 
widespread and/or extensive provisions of financial guidance.10 It set out the highlights of money guidance 
available at the national level as follows:

10 Study on access to comprehensive financial guidance for consumers –  The European Commission Financial Services User Group, 2016

11 A full research summary of this work in Swindon is available on request from listening@maps.org.uk

 n non-governmental public bodies, including the 
Money and Pensions Service’s three legacy 
organisations and the Consumer Council for 
Northern Ireland;

 n government website information on tax, benefits etc 
on GOV.UK;

 n not-for-profit national providers, including those who 
offer financial guidance to the general population 
(such as Citizen’s Advice or Which?), and those 
focused on particular areas of need (such as 
Macmillan for cancer patients and their families);

 n not-for-profit local providers (such as local advice 
centres or local credit unions);

 n commercial providers including banks, Money 
Saving Expert or commercial switching sites; and 

 n Independent Financial Advisers (IFAs), some of 
whom offer pro bono money guidance as well as 
regulated financial advice.

Local guidance provision

However, the national guidance picture is 
complemented by not just the local branches of 
national organisations, but many local organisations 
that only operate in one area. In fact, the picture is so 
rich and complex that it would be quite impossible 
for us to capture what’s happening in every town and 
village in the UK. To help us consider this local picture 
during our listening phase, we decided to make a 
very detailed map of guidance provision in Swindon, 
Wiltshire.11 We chose Swindon because it is the place 
in the UK whose statistics most closely resemble 
averages across the UK. This approach obviously has 
significant limitations, but it does provide a valuable 
illustration of the kind of services that are available 
to help people. Our research shows the richness and 
diversity of providers at this local level, including: 
financial services firms offering guidance as part of 
a sales journey; faith groups helping people access 
financial and other services; and charities supporting 
people through financial decisions as part of assisting 
them through illness or other negative life events. 

 

From this and other research into guidance and advice 
we know that there is a bewildering diversity of local 
supply, and yet consumers are not clear on where to 
go for accurate, impartial guidance. The quality and 
availability of local services varies, and even where 
guidance is available, some of the people who need it 
most are the ones who don’t engage.

The national and local guidance provision pictures 
set out above lead us to this view: many touchpoints 
exist that could empower people to manage their 
money better through the public, private and 
voluntary sectors, at the national and local level. If 
we can support organisations to make their work 
more coordinated, more aligned, and offer help with 
continuous improvement and innovation, even more 
could be done, and the system would become easier 
to navigate. During the listening phase, we intend to 
speak to community leaders in many locations across 
the UK, and articulate the view that people managing 
their money well is an essential part of a thriving local 
community.

We also believe that if financial services and employers 
are encouraged and motivated to do more, and work 
alongside these local and national networks, we will 
have some of the most important ingredients in place 
for a successful National Strategy.

We also need to consider how our consumer protection 
function can enhance, rather than duplicate, the good 
work being done by Action Fraud, banks, the FCA and 
others to ensure that anti-scam warnings and other 
consumer protection messages are channelled through 
trusted organisations in communities across the land.
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Case study 
University and colleges

Financial guidance for 
students covered specific 
aspects of student finance 
(bursaries, learner support 
funds, childcare, free college 
meals) as well as more 
generic support about day-
to-day spending and facing 
financial difficulties. Three 
of the seven universities 
and colleges researched 
in Swindon provided 
guidance. Information was 
available online as well as 
face-to-face and phone 
through student support 
and wellbeing centres. 
Some linked financial 
guidance with other 
support services such as 
their ‘employment zone’.

Case study 
Housing associations

Many of the social landlords 
providing homes in the 
Swindon area provide 
guidance and money 
management support for 
their residents. One of 
the providers researched 
provided online guidance 
related to the financial 
aspects of the tenancy. It 
included; information and 
checklists to support people 
moving into their homes, 
information on benefits and 
Universal Credit, information 
and choices on ways to 
pay rent, and signposting 
to other guidance services. 
The housing association 
also have local income 
teams, available by phone 
and email, to provide 
support to residents facing 
financial difficulties.

Case study 
Family law firms

13 of the 22 family law firms 
in Swindon researched 
provided some form of 
financial guidance. Focused 
on the financial aspects of 
divorce and separation the 
support is linked to the legal 
services the firms specialise 
in. Initial consultations 
may be free but further 
support requires customers 
to enter a commercial 
relationship with the firm. 
Guidance could be sought 
by phone, face to face 
or in some instances by 
email, and some made 
guidance available online 
(including tools and 
calculators). None of the 
firms provided support 
on day-to-day aspects of 
money management.
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A selection of printed materials providing financial guidance gathered during our research into guidance provision in Swindon shows the diversity of free information available from 
many different providers.



Steps to enhance local provision
We think the Money and Pensions Service should build capacity in, and work with, local and regional 
networks of guidance and support. We propose this as the best way to maximise the value of investment in 
public financial guidance, avoid duplication and ensure better reach and engagement with consumers who 
most need help. We propose these approaches. 

 n A regional team will work with employers and other local organisations to develop new partnerships 
that will engage people who don’t yet seek guidance, smarter referrals between services and co-
commissioning approaches to drive better outcomes across money management, debt and pensions.

 n The range of frontline professionals working with consumers in vulnerable circumstances who provide 
some form of money guidance and support goes far beyond the money guidance sector. They include 
welfare support staff, housing support staff and others who often don’t recognise themselves as giving 
guidance, and rarely have money guidance qualifications but are a critical resource to reach consumers 
when they need such guidance most. We will continue and enlarge a programme to raise the quality, 
consistency and profile of money guidance support through a competency framework, training and 
building a community of practitioners. We are seeking views on the draft competency framework that is 
central to this programme during the Money and Pensions Service’s listening phase. We welcome input 
and comments from people who are, or work with, frontline practitioners. See Annex 1 of this document 
for more information about this work.

 n We will begin to implement commissioning approaches to develop working-age financial capability 
and financial education for children and young people. These are intended to pilot and then grow ways 
of changing systems. This includes working directly with local organisations, and bringing together 
local support agencies, community groups, financial service providers and employers. Because these 
organisations already have a local footprint and local credibility, supporting them will build capacity to 
reach people who don’t yet seek guidance. They will develop new ways of working together to achieve 
shared outcomes in a small number of local areas. Later chapters of this publication explore how we 
might do this. 

Questions for the Listening phase
13. How would you characterise your local area – 

what does the landscape look like, what are the 
challenges and opportunities?

14. What are the priority gaps in consumer 
protection that the Money and Pensions Service 
is uniquely placed to fill?
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What needs to change and 
who is a target for change?

W

hat are the possible prompts for change?

Who could enable the change?

Who and what are the
external inf uences?

How we have summarised  
the ‘system’ for each life stage

1 
At the heart of everything is  
the individual:

 – What capabilities do they need to develop? 

 – What outcomes do we want to see as a result  
of their improved financial capability? 

We must target specific life stages/groups  
to achieve the outcomes we want to see:

 – Life stages include having a child, starting a  
new job, buying a home, divorce, bereavement, 
redundancy, retirement 

 – Target groups include families, ‘financially 
struggling’/’squeezed’ segments, vulnerable 
consumers such as those with mental  
ill health.

3
Diverse landscape of funders 
includes:

 – Financial services firms

 – Commercial organisations

 – Government departments/agencies

 – Local government

 – CSR functions

 – Third sector and foundations

 – Money and Pensions Service.

4 
The broader context in which 
change happens is affected by:

 – policy and regulation from a patchwork of 
Government depts/agencies/regulators  
(incl. DWP, HMT, FCA, PRA, HMRC, TPR, DoE)

 – socio-economic factors (incl. low income, UC, 
well-being and health issues)

 – media and social community influences 
(incl. social campaigns, youth and faith groups, 
consumer behaviours and biases)

 – research and evaluation (incl. knowledge  
of what works, actionable insights, trials  
and pilots)

 – sector networks to encourage knowledge 
sharing, partnerships and collaboration.

2 
People interact with organisations 
through a variety of channels  
and touchpoints:

 – Channels include F2F, contact centre, online

 – Touchpoints cover interactions with 
organisations providing information and  
those providing/facilitating transactions

 – Relevant organisations include financial  
services firms, employers, trade unions, 
practitioners, local authorities, essential  
services such as utilities, social care providers, 
legal firms, health care providers, charities, faith 
groups, local community organisations, 
regulated financial advisers etc.



Our evidence base  
and priorities for  
children and  
young people

We have a good, albeit not perfect, understanding of the landscape in which children and 
young people’s financial capability could be improved. There are a relatively small number 
of organisations operating at scale, and while there are challenges, like the variation in how 
education systems are organised across the four nations of the UK, it represents a visible 
target for our work. We set out in this section what we believe is a firm understanding of the 
problem and of the outcomes we want to see, and we identify strategically scalable solutions. 
We believe that the role of parents is critical. MAS’s children and young people commissioning 
plan has proposed a comprehensive approach in homes, schools and community settings that 
the Money and Pensions Service can directly adopt. But it will still require us to greatly leverage 
our investment – turning £1 spent by the Money and Pensions Service into £10 of impact from 
the sector. By autumn 2019 we hope to have a clear view of the appropriate budget for this area 
of our work, based on your feedback during the listening phase. 
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The outcomes we want to see

12 Financial habits and abilities start to form between the ages of 3 and 7, and long-term financial outcomes can be predicted from children’s abilities and behaviour 
from as young as age 5. Detailed evidence of the importance of starting early is set out in Children and Young People Financial Capability Needs Analysis - MAS, 
2018 

We propose that the vision for our work on children 
and young people should be to ensure all children 
and young people receive a meaningful financial 
education, and as a result, become adults able to make 
informed financial decisions and achieve their goals. 

Experiences and learning in childhood and adolescence 
are important influences on financial capability later 
in life, so progress towards this vision is an important 
part of increasing the financial capability of the UK 
population as a whole.12 

 n We know currently 52% of 7- to 17-year-olds receive some key elements of financial education that are 
strongly linked to good financial capability, either at school or home. We propose that by 2025, at least 
75% of 7- to 17-year-olds should receive this level of financial education. 

 n As a stepping stone towards that longer-term goal, we propose that our three-year Corporate Plan focus 
on two high-level outcomes: 
– at least 60% of 7- to 17-year-olds receive the key elements of financial education in a setting that 
meets their needs 
– we have improved knowledge of, and solutions for, delivering financial education both in early years 
and at the point of transition to work.

We propose to develop targets to track changes 
towards our high-level outcomes with the sector in 
2019/20.

Overleaf is a graphical representation of the system we 
are seeking to influence to achieve this vision.
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There is a complex 
policy landscape across 
UK nations

There is a insufficient 
funding and delivery to 
meet need

Other priorities 
compete with financial 
education

Too few children and 
young people receive 
financial education

Important evidence 
gaps remain

There is room for 
improvement in 
children’s money 
management

Proposed key outcomes

Increase proportion of 
children and young people 

who have received key 
elements of financial 

education at home or school 
from 52% to 60% (March 

2023) and 75% (2025)

Long-term outcomes

All children and young 
people receive meaningful 

financial education

All children and young 
people become financially 

capable adults 

What needs to change and 
who is a target for change?

Children and young people
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Community

Only 4% of reach of provision targets specifi c vulnerable groups 
(e.g. via youth/community groups, children’s centres, online)
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The system: 
Children and 
young people



What we know about the problem

13 The Financial Capability of Children and Young People and their Parents in the UK – MAS, 2016

14 The figures vary across nations – Northern Ireland 57%, Scotland 46%, Wales 35%.

15 Again, there are different figures in each nation: NI 24%, Wales 27%, England 28%, Scotland 31%

16 52% overall for the UK, comprised of: Wales 48%, England 52%, NI 56%, Scotland 58%. There is also some variation by income – children and young people in low 
income households tend to have a lower baseline compared to high income (49% vs 55%). This is particularly pronounced in the parent element of the baseline 
(24% vs 32%)

17 Financial services contribute the greatest amount of funding of any sector, though contributions from firms range from a few thousand pounds to seven figure 
sums each year. National and local government agencies (including the Money Advice Service’s 2018/19 funding) are also major contributors, especially of 
financial education for more vulnerable children and young people where funding from not-for-profit organisations far outstrips financial services’ contribution. 
Other funding sources include profit-making financial education businesses, philanthropy, and large charities.

There is room for improvement in children’s money 
management.13

There are significant weaknesses in the financial 
capability of many children and young people in the UK:

 n Only 4 in 10 children save regularly;

 n Nearly 1 in 5 young people aged 16 to 17 don’t have 
a bank account; and 

 n 6 in 10 16-17 year olds can’t read a payslip correctly.

Too few children and young people receive financial 
education

Only 40% of 7- to 17-year olds in the UK report that 
they’ve learned to manage money at school14, yet 90% 
of those who have, say they found it useful. 

Just 28% of children and young people live in homes 
where their parents give them regular money, set rules 
about money, and give them some responsibility for 
spending decisions (the three activities most strongly 
associated with better financial capability).15 

Only 52% of children have either received financial 
education in school they say was useful, or live in 
homes where their parents do the activities listed 
above – and just 11% say yes to both.16

There is insufficient funding and delivery to meet need

Based on provision mapping, interventions reach less 
than a quarter of children and young people every year. 
Financial education doesn’t always reach children who 
could benefit most – relatively little is available for under 
7s, yet we know ages 3 to 7 are vital in children’s financial 
capability development. Of provision we mapped, only 
4% reaches children with additional needs, and very few 
interventions target children and young people with those 
protected equality characteristics that are linked to lower 
financial capability – such as disability.

Total funding on financial education is estimated at 
around £18m annually. While funding comes from 
relatively diverse sources17, contributions from all 
sectors remain patchy. 

Other priorities compete with financial education

We must continue to build a powerful business case for 
financial education, demonstrating impact and linking 
it to outcomes society values (such as attainment, 
wellbeing, and employment).

Prioritisation and difficult choices about resource 
allocation will inevitably be required. At the same time, 
any increased funding and activity from the Money 
and Pensions Service should not mean other funders 
reducing investment. If overall funding reduces, it will 
not be possible to ensure all children and young people 
receive a meaningful financial education. 

There is a complex policy landscape across UK nations

The devolved nature of policy and delivery of education 
and children’s services means that activities have 
to be tailored four times, by engaging with four sets 
of policymakers, and many different providers and 
funders. No initiative can be rolled out in the same way 
across the UK, and no single department can unlock all 
solutions. 

While policymakers in all nations are engaged to 
some extent, many financial education policy gaps 
remain. For example, financial education is absent 
from the primary school curriculum in England; and 
financial education is not prioritised in assessment, 
inspections, teacher training, parenting support, or 
youth programmes across UK nations. Nevertheless, 
even without these policy enablers being in place, we 
believe that progress can still be made.

Market capacity is a short-term challenge

The financial education sector is still fairly small. While 
some organisations deliver to relatively large numbers 
of children and young people, only four interventions 
reach over 100,000 children and young people a year, 
and only 19 reach over 10,000 a year. Some areas of 
financial education, such as support for parents to 
teach children about money, are so under-served that 
there are very few active providers, and this will need to 
change in future years.
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Important evidence gaps remain

We propose significant levels of evaluation funding and 
research to test ongoing effectiveness and efficiency 
of solutions. In particular, we would like to understand 
more about the needs of particular groups of children 
and young people18; financial benefits of investing in 

18 Including the links between several protected characteristics under the Equality Act and the financial capability of children and young people; and the influence of 
peers, the media, and technological change on children’s financial capability.

19 Developing Financial Capability in Children and Young People: A Review of the Evidence – MAS, 2018

20 Children and Young People Financial Capability Deep Dive: Parenting – MAS 2018, and Children and Young People Financial Capability Deep Dive: Vulnerability 
– MAS 2018

21 Children and Young People Financial Capability Deep Dive: Parenting – MAS 2018, and Children and Young People Financial Capability Deep Dive: Vulnerability 
– MAS 2018

financial capability; long-term behavioural impacts in 
adulthood; and the comparative impact of different 
approaches targeting the same outcomes. 

A strong and evolving evidence base is needed, both 
to deliver effective financial education, and to grow the 
funding sources that support it.

What we know about solutions
Evidence gathered from evaluations (including MAS’s 
What Works Fund), and discussions with stakeholders19 
have identified successful approaches to help improve 
children’s financial capability. 

Work with parents, who have a vital role to play

Children who do better on financial capability tend to 
receive regular money (regardless of the amount – 
this is directly linked to financial behaviour), and have 
responsibility for saving and spending decisions. Their 
parents typically set rules about money (also directly 
linked to financial behaviour); believe it’s important to 
teach children about money early; are confident talking 
to their children about money; and often show their 
children how to complete money-related tasks (such as 
how to check a bank balance).20

Evidence from the UK and beyond suggests 
interventions can be effective in supporting parents 
to teach their children about money. They also open 
up the possibility of achieving a double-generational 
impact – improving financial capability outcomes for 
both children and young people, and their parents. The 
family learning strategies in devolved nations are a 
valuable example.

Use teachable moments

Age-appropriate learning is key to improving children 
and young people’s financial capability, starting in the 
very earliest years and continuing through childhood 
and adolescence, and focusing on ‘teachable moments’ 
relevant to real-life decisions or transitions children are 
making at that time.

Be just in time

Evidence of effective financial education interventions 
suggests that learning through real-life experience 
and reflection on that experience, and ‘just in time’ 
education for young people before they embark on 
financial independence, are especially worthwhile. 
Interesting delivery opportunities on this theme include: 
large-scale youth programmes; access of young 
people to Child Trust Funds from 2020; and education 
departments’ interest in ensuring young people enter 
adulthood prepared for independence.

Start early

Research on children’s development of financial 
capability suggests that starting early, from the age of 
three and certainly before age seven, is key. Because 
so little is being done in this area, we believe that we 
should particularly focus resources on identifying and 
filling gaps in provision for under 7s.

Give opportunities to manage money in school

Children who say they’ve learned to manage money in 
school tend to do better on some measures of financial 
capability (although parenting influences can be more 
important).21 

Train the trainers

Evidence seems promising on ‘train-the-trainer’ 
approaches delivering impact for both children and young 
people, and the professionals working with them. Yet 
few interventions focus on this; the Money and Pensions 
Service can fill the gap by increasing training and support 
for those teaching children and young people.
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Make best use of external experts

Evidence shows face-to-face delivery of financial 
education to children and young people by external 
experts, e.g. through classroom workshops, can have 
an impact on mindset and ability aspects of financial 
capability. Increased funding to build capacity through 
delivery by paid facilitators or volunteers, particularly 
focusing on building evidence of long-term behavioural 
impacts, could help achieve our goals.

Target those in most need

Research suggests financial education in schools 
is currently insufficient to close the gap for children 
and young people at greatest risk of lower financial 
capability, in particular those: 

 n with lower behavioural or social-emotional skills 
(such as perseverance); 

 n doing worse at maths or English; 

 n having a longstanding illness or disability; 

 n having parents who have no/low levels of 
qualifications; 

 n having parents with sole caring responsibility; 

 n living in social housing; or

 n living in low income, ‘financially struggling’, 
‘financially squeezed’, or over-indebted households. 

This understanding can help us target provision to 
those who need it most.

At the same time, we believe universal financial 
education delivered through schools that is as far-
reaching and effective as possible is still a priority 
contribution to an overall solution, providing a base on 
which other support can be built. 

Interpreting our duties
The Money and Pensions Service’s strategic function 
includes coordinating a strategy to improve financial 
education for children and young people. Our Corporate 
Plan will set out our direct commissioning and delivery 
responsibilities, and the National Strategy will set out 
how we propose to enable and coordinate other players 
in the wider ecosystem.

Funding and provision of financial education is 
currently relatively small and certainly not at the level 
required to achieve significant improvements in the 
financial capability of children and young people. 

We therefore believe that the Money and Pensions 
Service’s coordination role should include support to: 

 n directly fund scaling up of financial education where 
there’s unmet need and solutions are proven; 

 n develop and test effective approaches where there’s 
unmet need but solutions do not yet exist; and

 n develop infrastructure and influence funding, policy, 
and delivery across the sector. 

This approach will help fill provision gaps, and 
demonstrate value in order to attract a wider range of 
funders. 

As well as meeting our statutory duty, we believe 
that improving financial capability of children and 
young people will have a hugely beneficial long-term 
effect for all other parts of the Money and Pensions 
Service’s remit. Learning about money in childhood 
and adolescence is a vital component for positive 
outcomes in adult life.

However, it seems clear that delivering such a vision 
will require coordinated prioritisation and action on a 
scale not currently planned by the funders and policy 
makers of any of the UK’s four education systems. 
During our listening phase, and beyond, we intend to 
engage with DfE, the devolved nations, and others on 
the scale of the challenge, and to explore the appetite 
for a step change in ambition.
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In our business plan for 2019/20 Potential activities and goals for the period 2020–2023
Pa

th
fin

de
rs

Support for parents – testing applicability of evidence–based 
approaches to helping parents teach children about money, 
in small areas with highest levels of struggling/squeezed/low 
income parents (likely focus in Scotland and Northern Ireland) We could scale support to bridge gaps in unmet needs and provision where we have good evidence of effectiveness and there are live policy opportunities, 

using models developed through pathfinders, rolling out across the UK:
Parenting programmes to help parents teach their children about money. £1m could reach 5,000 parents and 10,000+ children.
Teacher training to ensure increased effectiveness of core curriculum delivery in every nation. £1m could reach 4,000 teachers and >10,0000 children and 
young people.
Financial education for young people, to improve outcomes for 16–17 year olds transitioning to independence. £1m could reach up to 40,000 children and 
young people.

Teacher training – trialling training embedded in initial teacher 
learning in areas with highest levels of low income families 
(likely focus in Wales)

Support for 16–17 year olds – establishing best routes to 
maximise reach and impact of ‘just in time’ support for young 
people approaching independence, with a view to delivering 
improved financial behaviour, not just mindset/ability (likely 
focus in England)

Pi
lo

ts

Under 7s – early years and early primary school While gaps remain in evidence on what is most effective to address unmet need and provision gaps, we could run a rolling cycle of new pilots to test at 
small scale new solutions to gaps in knowledge not addressed in prior years, or where new areas of need are identified.
Where pilots have delivered effective solutions in one year, We could develop larger scale pathfinders to test and develop models for scaled delivery in 
future years. Each year, we could have a rolling cycle of new pilots, taking effective pilots to pathfinders, and then pathfinders to scale.

In the long term once approaches have been tested, 
– £100,000 for support for under 7s could reach 2,000 children and young people 
– £100,000 on financial education for vulnerable children and young people could reach c.1,000 with additional needs
– £200,000 could support 1,000 foster carers to teach children in their care about money

Vulnerable children and young people, with a focus on 
behavioural difficulties

Foster carers, to enable them to teach children in their care 
about money

A coordinated programme of trained volunteers delivering 
financial education in primary schools and FE colleges in 
England

In
fr

as
tr

uc
tu

re

Ensure increased access to quality assured resources and 
financial education delivery guidance for all teachers, parents, 
and practitioners who support children, young people, and 
families

We could build on and expand infrastructure developed in year one, to sustain and scale impact with others, by:
– Influencing policy to make sure financial education is embedded in education and children’s services, learning from progress in year 1, with a likely 
focus on:

– School curricula and guidance, and inspection and assessment
– Support for vulnerable children and young people including children with SEND/Additional Learning Needs and looked after children
– Family learning and parenting support
– Far–reaching youth and community programmes

– Facilitating increased funding from all sectors
– Maintaining at least the current reach and breadth of scope/type of provision
– Targeting new provision at geographical gaps, age gaps, and topic gaps in resources, as well as specialist provision for particular vulnerable groups

– Continuing to embed networks, increasing joint working, co–funding, use of evidence and influence, including: 
– Sustaining financial education networks in each nation
– Holding an annual financial education ‘assembly’ bringing together financial education funders, providers, and policymakers from all UK nations

– Developing and rolling out quality assurance system, including supporting implementation of plans for accredited volunteer network tested in year 1
– Running campaigns to seek to influence parents

Build relationships, policy positions, and arguments to 
influence policy and funding to embed financial education in 
wider education and children’s services, to ensure a supportive 
policy environment required to be able to deliver impact on the 
ground at scale

Coordinate networks and events, creating a coherent system 
for sector engagement, facilitating joint working and new 
funding and delivery partnerships, sharing good practice and 
evidence, including:
–  Establishing action–focused financial education networks in 

every nation
–  Delivering school leaders conference in England, jointly with 

DfE & HM Treasury

Re
se

ar
ch

Deliver 2019 Children and Young People financial capability 
survey to establish 2019/20 baseline and change since 2016 

We could run a programme of targeted research to address ongoing knowledge gaps and track change of time:
–  Deliver a Children and Young People Financial Capability Survey and associated analysis in 2022 and every 3 years, including producing updated needs 

analysis 
–  Updating provision mapping at least every 2 years to enable understanding of change in what financial education and funding is available, and where gaps 

remain over time
–  Continuing to support an increasingly diverse and robust evidence base through evaluation, including increasing evidence on long term impact of financial 

education on adult financial capability and cost–benefits of different approaches to financial education 
–  Filling major research gaps, which will enable better tailoring of provision and effective delivery in future years, including the influence of peers, social and 

community factors (including the media) in children and young people’s financial capability, and understanding more about unique financial capability 
needs associated with more vulnerable children and young people, especially how these evolve through transition to adulthood

Update provision mapping to establish increasingly robust 
understanding of delivery landscape having learned from 
2017/18 pilot, and establish accurate 2019/20 baseline

Begin filling major gaps in knowledge, including new research 
to understand how children and young people’s financial 
learning and education is being affected by technological 
changes



Opportunities and priorities
How quickly the model in the high-level plan on the 
previous page can be delivered will depend on funding 
allocated. Ideally, we would simultaneously roll out 
effective provision at scale, create innovative solutions, 
continue research and development, and coordinate 
infrastructure to support sustainability and maximum 
impact. If we achieve all of this, we believe it will be 
possible to leverage more funding into the sector. 

A step change in provision would cost ~£10m a year

We estimate that delivering all of the above to reach 
over half a million children and young people each 
year, and building an ever-stronger evidence base for a 
diverse range of impactful financial education activities, 
will require around £10m each year. We will need to 
consider this claim against the other claims on our 
budget, and the needs identified in other chapters of 
this document. We welcome your views.  

Questions for the listening phase
For children and young people:

15. Do you agree with our analysis of the issues?

16. Are we focusing on the right outcomes?

17. Have we highlighted the right priorities for 
action?

18. Should we seek to influence the wider policy and 
regulatory context, and in what areas?
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Our evidence base  
and priorities for  
working-age people

Working-age people face many money decisions throughout their working 
lives. We have divided this section into the different challenges they face: 
day-to-day money management; dealing with financial difficulties; and the 
longer-term considerations of their pensions.
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Our evidence base  
and priorities for  
working-age people 
managing money  
day-to-day, and building 
resilience in the short  
and medium term

The landscape for working-age adults who need to manage their money day-to-day, and build 
resilience in the short and medium term, is a complex one. A wide range of organisations 
are working on many different initiatives and interventions, but provision of support is 
fragmented, consumer engagement is low, and some consumers face barriers to accessing 
financial services. This means that while there are many openings where the Money and 
Pensions Service could attempt to achieve leverage, no decisive opportunities have yet 
emerged for scale. So we have a good understanding of the problem and the outcomes 
we want to see, but we are not as far advanced as we would ideally like to be in identifying 
specific scalable solutions. Our overall aim must be to use our funding to leverage additional 
investment and wider impact. That means that by autumn 2019 we will need to set out a 
compelling picture of what can be achieved by working on common goals. And we will need 
to be very clear about where our funding can make the most difference, both in coordinating 
others, and in direct delivery. 
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The outcomes we want to see

22 Becoming a nation of savers – StepChange Debt Charity, 2015

The overall objective of our working-age activities 
is to build financial resilience through active saving 
(including for retirement as well as for emergencies), 
managing credit commitments, or taking out insurance. 
The 2018 Financial Capability Survey highlighted the 
behaviours of not borrowing for everyday spending 

and active saving as the two strongest predictors of 
consumers’ current financial wellbeing. Other research 
indicates that if a household has £1,000 saved, this 
reduces the chances of falling into debt by almost 
half.22 

We therefore propose that our three-year Corporate Plan focus on two high-level outcomes: 

1. An increase in the number of people in the working-age population saving regularly. Currently 58% of 
‘financially struggling’ and ‘financially squeezed’ working-age adults regularly put money into savings. 
A challenging, but achievable, target we could consider for the end of our corporate plan period (March 
2023) is that this should increase to 62% by March 2023.

2. A decrease in the number of people in the working-age population relying on credit for everyday 
essentials. Currently 21% of ‘financially struggling’ and ‘financially squeezed’ working-age adults often 
use credit for everyday spending. A challenging, but achievable, target we could consider for the end of 
our corporate plan period (March 2023) is that this should decrease to 12% by March 2023.

Overleaf is a graphical representation of the system we are seeking to influence to achieve the high-level 
outcomes set out above.
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What we know about the problem

23 In 2015 MAS carried out an analysis of target audiences, identifying three main segments. ‘Financially cushioned’ – these are the most financially resilient group 
with the highest levels of income and savings and the lowest proportion of over-indebted. They are the most highly engaged with their finances. ‘Financially 
squeezed’ – these are working age consumers with significant financial commitments but relatively little provision for coping with income shocks. They are 
digitally savvy. ‘Financially struggling’ – these people struggle to keep up with bills and payments and to build any form of savings buffer. They are the least 
financially resilient and the most likely to be over-indebted.

24 Financial Lives Survey – FCA, 2017

25 Young Adults and Money Management: behaviours, attitudes and useful rules of thumb – MAS, 2018

26 Higher Education students and money: Money Advice Service briefing note – MAS, 2018

The 2018 Financial Capability Survey and other 
research has given us a great deal of data and insight 
about day-to-day money management challenges 
facing working age adults. In particular, many people 
in the ‘financially squeezed’ and ‘financially struggling’ 
segments23 have low levels of savings with which to 
withstand income shocks, and are reliant on credit for 
everyday spending because money runs short at the 
end of each month.

Some of the key money management challenges for 
working-age people are highlighted below.

Millions of people do not save regularly, and have 
almost no savings to protect them against income 
shocks

8.2 million working-age adults rarely or never save. 
Although low levels of savings affect millions, they are 
particularly prevalent with vulnerable consumers and 
people who have experienced mental health difficulties, 
have some form of disability, live in the social-rented 
sector, or are on low income. The FCA’s Financial Lives 
Survey for example24 indicates that people are more 
likely to be without a month’s saving buffer if they:

 n have experienced a mental health difficulty within 
the last three years; 

 n have some form of disability;

 n live in the social-rented sector; or

 n earn less than £11,499 annually.

Too many people use credit for everyday spending

7.9 million working-age adults often use credit for 
everyday spending (such as buying food or paying bills) 
because they have run short of money. 

Young adults face particular challenges relating to 
credit

Adults under the age of 25 are often wary of credit. 
Many also have little knowledge about the  
subject – credit is one of the areas that young adults 
say they most want to know more about.25 But one in 
five higher-education students is frequently overdrawn, 

and 40% have gone over their overdraft limit or used an 
unauthorised overdraft.26

Consumers can find it difficult to access affordable 
financial products and services

When consumers face barriers to accessing financial 
services, such as to affordable credit and insurance, 
this undermines their ability to manage money well and 
build financial resilience. 

Consumer engagement with support is low – and often 
too late

As identified in the first chapter of this document, 
consumer engagement is a major barrier.

Existing support is fragmented and inconsistent

There is currently fragmented and inconsistent 
provision across organisations from a wide range of 
sectors, including: financial services, housing, local 
authorities, government-funded agencies, post-school 
education, and the community, voluntary, and faith 
sectors. There are many initiatives aiming to address 
challenges around working-age money management, 
and the related issues of financial capability, financial 
resilience and financial exclusion. Examples include:

 n Nationwide’s Open Banking for Good initiative; 

 n Barrow Cadbury Trust’s Fair by Design programme; 

 n the End High Cost Credit Alliance; 

 n Carnegie Trust’s Affordable Credit Loan Fund; 

 n HMRC’s Help to Save;

 n the work of the Behavioural Insights Team and 
Nesta;

 n HM Treasury’s credit union prize-linked savings and 
no-interest loans pilots; and

 n the Dormant Accounts Fund. 

At a local level, as the example of Swindon shows 
earlier in this document, delivery of money-
management support comes from a wide range of 
sectors and organisations. 
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The broader context makes it difficult to engage in 
positive financial behaviours

The impact of the money management challenges 
set out above is of course affected by the context of 
economics, social policy and consumer psychology. It 
can be difficult for people to engage in positive financial 
behaviours when faced by challenging personal 
circumstances or a difficult financial environment. 
Behavioural biases mean that they will often prioritise 
the short-term over the long-term. This is especially 
true for people in more vulnerable situations. Any 

27 Improving money management in working age adults – A Review of the Evidence – MAS, 2018

solutions put forward to address the challenges 
must take this broader context into account: financial 
capability is a function of people’s skills, knowledge 
and mindset and also the environment or ‘ecosystem’ 
in which they make financial decisions. This context 
includes, for example, poverty and low/variable pay; 
the changing structure of working lives; major changes 
to the way people access and manage working-age 
benefits (such as the introduction of Universal Credit); 
regulations around consumer protection; vulnerability; 
and credit, savings and insurance regulations. 

What we know about solutions
Evidence gathered from evaluations (including MAS’s 
What Works Fund and a MAS evidence review)27, and 
discussions with stakeholders have identified a number 
of success factors to address the money management 
needs of working-age people. 

Use an appropriate mix of delivery channels

Multi-channel programmes enable consumers to 
engage with a service in a way that best suits their 
needs. Workshops can be effective in providing simple 
money management guidance and practical tips, and 
are particularly engaging where they facilitate peer 
discussion and learning. One-to-one support is required 
when beneficiaries have complex issues and needs. 
Offering one-to-one support alongside workshops 
and helplines should be considered when targeting 
vulnerable groups (e.g. people with low mental health) 
or when intensive support is required to develop new 
skills (e.g. assisted digital transactions). 

Develop flexible approaches

Modular content enables providers to customise 
sessions to suit the interests of the audience (e.g. 
tailoring content around different life-stages). 

Build content around life-events

Life-events (such as becoming a parent for the first 
time) offer ‘teachable moments’ when people are more 
likely to engage with, and act on, money guidance.

Partner and co-locate with other organisations/
services to engage hard-to-reach audiences

Partnering with organisations consumers know and 
trust, including those outside the traditional financial 
capability sector, can enhance engagement.  
Co-locating/embedding money guidance within other 
existing support services can also reach audiences 

who don’t typically engage with money guidance, and 
enhances effectiveness by providing holistic support 
to deal with a range of other issues linked to financial 
difficulties.

Train practitioners already reaching target groups

Providing specialist training on money guidance 
and financial capability to practitioners (including 
volunteers and peer/near-to-peer mentors) who are 
already reaching and engaging with target groups is 
valuable.

Plan digital interventions to increase access and 
engagement simultaneously 

Digital interventions can help people improve their 
money management, identify areas of over-spending, 
and improve financial confidence and ability. At 
the same time, getting people engaged in the first 
place can be challenging, particularly if people are 
not digitally and/or financially confident, or do not 
understand the purpose and benefits of any digital 
tools. So interventions must consider ways to 
simultaneously increase access, confidence and 
engagement.

Use peer-led and volunteer activities to increase 
engagement

Peers can empathise and provide credible personal 
experience, and therefore are trusted messengers. 
Peer mentoring also improves the financial capability 
and confidence of the mentors themselves. However, 
turnover can be challenging; mentors may need 
intensive support themselves to remain engaged. By 
contrast, for complex information (e.g. on pensions), 
support from a trained adviser is needed to reassure 
consumers that they are receiving expert guidance. 
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Provide money guidance alongside access to low cost 
credit

There is evidence that this is effective in improving 
money management, financial literacy and confidence.

Use behavioural insights to develop nudges and 
product features to improve money management

Promoting goal-based saving and supporting 
consumers to establish a savings routine both help 

to bring about sustained savings behaviour. Nudges 
(e.g. via text messages) can be effective in prompting 
people to maintain new behaviours after or between 
contact from providers. Evidence suggests that 
incentivised saving products work well in attracting 
savers. And product features may be effective in 
increasing the amount people save, for example 
based on automation (e.g. payroll savings) or reducing 
‘friction’ (making desirable behaviour easier e.g. 
transferring savings into a separate account, or a 
‘sidecar’ savings product).

Interpreting our duties
The Money and Pensions Service’s strategic function 
includes developing and coordinating a National 
Strategy to improve the financial capability of members 
of the public. The Act also gives the Money and 
Pensions Service a money guidance function, which is 
to provide free and impartial information and guidance 
designed to enhance people’s understanding and 
knowledge of financial matters and their ability to 
manage their own financial affairs.

The Act gives us several objectives including:

(a) to improve the ability of members of the public to 
make informed financial decisions;

(b) to support the provision of information, guidance 
and advice in areas where it is lacking;

(c) to secure that information, guidance and advice is 
provided to members of the public in the clearest and 
most cost-effective way (including having regard to 
information provided by other organisations); and

(d) to ensure that information, guidance and advice is 
available to those most in need of it (and to allocate its 
resources accordingly), bearing in mind in particular the 
needs of people in vulnerable circumstances.

Our three-year Corporate Plan will therefore set out our 
direct commissioning and delivery responsibilities in 
relation to working-age money management, and the 
National Strategy will set out how we propose to enable 
and coordinate other players in the wider system.

Opportunities and priorities
In order to reach and impact consumers at scale, we 
plan to focus on three main areas:

 n Our funded services covering guidance and debt 
advice;

 n Partnering through UK-wide, or national-level, 
solutions under the National Strategy; and

 n Partnering through local partnerships pursued 
under the National Strategy, but with significant 
seed funding from our budget.

Our funded delivery

We offer universal guidance services through helplines 
and printed guides, and digital information and tools 
online. We propose to explore ways to focus our digital 
offer on tools and guidance that promote our two  
high-level outcomes for working-age people.

We plan to develop a debt Target Operating Model 
(TOM). This is explored in more detail in the next 
chapter. It will enable debt advice organisations to 
clarify consumer needs up-front, and funnel consumers 
to the right organisation. Of the 9m people who are 
over-indebted, we estimate that only 4m truly need debt 
advice urgently. The other 5m people could benefit 
from money management support to help them with 
their over-indebtedness, but do not need formal debt 
advice as a priority. A successful TOM will enable us to 
direct more of these people to the financial capability 
support services they need. 

Partnering at the UK-wide level

We will look for opportunities to partner with financial 
services, fintech firms, and employers, in particular 
where we can leverage behavioural insights to improve 
financial capability and money management. In late 
May, we will publish our latest financial services 
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research – Financial Capability in Financial Services: A 
Landscape Review – as part of this listening process. 
This will highlight the progress that has been made 
in retail banking to build financial capability into core 
products and services, and the opportunities for firms 

to go further. We will start a discussion during the 
listening phase with these institutions and their peers 
about what more they can do to help their millions of 
customers manage their money better, as well as what 
more we can do to support firms in this mission.

Working with financial services to build financial capability 
into products and services
The Money and Pensions Service is completing a study that has interviewed a cross-section of leading 
financial institutions who offer bank payment and savings accounts. The study has four aims. The first is to 
understand what features exist (within or around these core products) that may help to help build financial 
capability. The second is to understand the key commercial drivers (as opposed to corporate responsibility) 
for firms to create these features. The third is to understand how financial capability thinking is led and 
organised within institutions. And the fourth aim is to both share and increase the adoption of best practice 
as a result of the study. The study will be launched in late May. Participating institutions are given below; 
over our corporate plan period we will be looking to engage a wide section of the financial services industry 
(e.g. including more banks, building societies, and insurers, as well as building on existing relationships with 
pensions firms).

Through the Financial Capability Lab – a partnership with the Behavioural Insights Team – we are already 
working with financial services and commercial fintech firms that want to build even more innovative 
financial capability features into their products. We currently have three such partnerships in progress with 
Lloyds Banking Group, Royal London and Monzo. We intend to develop three more partnerships, which will 
run through to March 2021.

Banks and other firms already contribute significant sums to supporting consumer financial capability via 
levies, corporate social responsibility initiatives, and in-house additional support for vulnerable consumers. 
We propose that a key goal over our corporate strategy period should be to work with them to make these 
initiatives and this spend more than the sum of its parts. 

Firms that have taken part in our financial services landscape review

Major banks and  
building societies

Mid-tier banks and 
building societies

Challenger  
banks

Credit  
Unions

Barclays Co-operative Bank Monzo 1st Alliance

Lloyds Metro Bank Tandem Bank

RBS Virgin Money Plum

HSBC Tesco Bank Starling Bank

First Direct Clydesdale Bank Pockit

Nationwide Coventry Building Society

Yorkshire Building Society

Co-operative Bank
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Working with employers
We are already supporting the trial of a ‘sidecar savings’ initiative that allows people to opt into building 
a liquid savings buffer alongside their workplace pension through regular payroll deductions. We are also 
supporting a test-and-learn evaluation of a credit union and local authority employer payroll deduction 
savings and low-cost credit scheme, to identify how best to encourage employees to participate in 
automated payroll-deduction savings schemes. We will complete these projects and seek to engage more 
employers to expand access to workplace-based solutions to build financial resilience. We are particularly 
keen to work with large employers, for whom employee resilience and wellbeing is increasingly becoming 
a mainstream concern. In 2019/20 our regional team in England will have a special focus on building 
relationships with employers and making the case for supporting employees to improve day-to-day money 
management and build long-term financial resilience.

Working with specialist partners

In recognition of the clear evidence of particular 
challenges faced by consumers with mental health 
difficulties, our commissioning plans include 
developing a publicly funded fintech intervention 
intended to support people with low financial capability 
and mental health problems. We propose to work with 
mental-health professionals, financial services and 
other experts to design, build and test an  
early-intervention public fintech solution to support 
people facing mental health challenges when making 
financial decisions. This would fill a clear gap left by 
commercial providers. 

Partnering at the local level

Our commissioning plan for working-age people sets 
out three specific initiatives that we will begin to build 
in 2019/20:

 n Setting up local area pathfinders – our 
commissioning plan for working-age people 
includes testing an intervention model that 
we believe has potential to scale up in reach 
and impact. This model involves a ‘backbone 
organisation’ bringing together local support 
agencies, community groups, financial services 
providers and employers to design and test 
interventions to improve our two key high-level 
outcomes for our target consumer groups 
(‘financially squeezed’ and ‘financially struggling’ 
segments) in a specific local area. We plan to 
evaluate the effectiveness of these partnerships 
with a view to scaling them up at more locations 
across the UK.

 n Developing money guidance support for  
under-25s – our commissioning plan also includes 
an initiative to bring together young adults, 
practitioners from youth and student organisations, 
employers and job centre staff to design and test 
a money guidance support system for under 25s 
at key transition points (e.g. completing further/
higher education, first accessing Universal Credit, 

in training or apprenticeship, or entering the labour 
market).

 n Funding accredited practitioner training – we’ll 
engage trusted practitioners, who currently have 
no formal training in financial capability, from 
a range of wellbeing services. In line with the 
practitioner competency framework (see Annex 1 
in this document), we will develop and test training 
programmes aimed at helping practitioners to 
provide money management support to consumers 
facing the biggest challenges including those who 
access mental healthcare, offenders/ex-offenders, 
new parents, or those in supported housing.

In addition, we propose to work with a wide range of 
organisations (including employers and local housing 
associations) to improve the financial capability and 
money management of working-age people. 

From the Money Advice Service’s What Works Fund, 
one of the most promising interventions for  
working-age people was a ‘rent-flex’ scheme in which 
people living in social housing could vary the amount 
of rent they paid by month, provided they committed to 
accessing financial capability support. The trial showed 
that people paid more of the rent that they were due 
to pay, improved their own money management skills, 
and were less stressed as a result of the scheme. We 
consider this model to be potentially scalable, and to 
deliver benefits to housing associations as well as 
tenants and we propose to explore scaling between 
now and 2023. 

These initial interventions to target high priority groups 
and opportunities will not be nearly enough on their own. 
The Money and Pensions Service will therefore work 
to influence policy making and systems, and through 
the National Strategy to coordinate and leverage more 
financial capability support from the wider ecosystem. 
This will mean greater involvement from financial 
services, employers, housing associations, trade unions, 
post-school education providers, government services, 
local authorities and others. 
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Questions for the listening phase
For working-age people managing money day-to-day, 
and building resilience in the short and medium term:

19. Do you agree with our analysis of the issues?

20. Are we focusing on the right outcomes?

21. Have we highlighted the right priorities for 
action?

22. Should we seek to influence the wider policy and 
regulatory context, and in what areas?
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Our evidence base  
and priorities for  
working-age people 
dealing with financial 
difficulties and debt

We have a good understanding of the landscape in which debt advice is provided. MAS 
worked with debt advice providers for many years, including in the devolved nations where 
debt advice funding is now managed by each individual government. We have a good 
understanding of the problem and the outcomes we want to see. 
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The outcomes we want to see 
Although we want to prevent over-indebtedness arising 
in the first place wherever possible, we believe it will 
continue to be a feature of economic life in the UK for 
the foreseeable future. 

So we want everyone who needs it to be able to get 
free and effective debt advice. Our vision is that debt 
problems should be resolved quickly and effectively 
for everyone. A challenging, but achievable, target we 
could consider for the end of our corporate plan period 
(March 2023) is that at least 500,000 more people are 
accessing free debt advice every year.

We want to improve the quality of debt advice and 
focus it on meaningful outcomes that can be achieved 
by over-indebted people. Currently 41% of people, a 
few months after receiving debt advice, report that 
they are still missing payments on their bills or credit 
commitments. A challenging, but achievable, target we 
could consider for the end of our corporate plan period 
(March 2023) is that we should aim to reduce this 
percentage to 32%.
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Dealing with financial 
difficulties and debt
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What we know about the problem

28 Based on a measure of having missed payments for bills or credit commitments in three of the last six months or feeling that keeping up with bills and credit 
commitments is a heavy burden, from Over-Indebtedness Model – CACI, 2019

29 Independent Review of Debt Advice Funding – MAS on behalf of Peter Wyman, 2018

30 The Economic Impact of Debt advice – MAS and Europe Economics, 2018

31 Christians Against Poverty work cited in Wyman, see note 29 above 

32 Tackling problem debt – National Audit Office, 2018

33 Quality of debt management advice – FCA, 2015

We believe that too many people are over-indebted. 
This currently stands at 9m people and the number has 
been rising for the past three years.28

At the same time, there is no area of the UK where 
supply matches demand. The Independent Review of 

Debt Advice Funding29 led by Peter Wyman, published 
in January 2018, stated the gap between supply and 
demand stood at approximately 600–650,000 people 
who were unable to get the debt advice they need each 
year. Our data suggests this has since grown.  

9m adults are over-indebted – and there is no nation in the 
UK where supply matches demand for debt advice
Being over-indebted not only has a severe impact on an individual’s wellbeing but can also have indirect 
costs. For example, our research illustrates the impact that over-indebtedness has on productivity and 
demand for mental health services.30 Reducing problem debt therefore has benefits far beyond the individual. 

Around a third of the over-indebted population received help with debt last year, a rise from just over 20% in 
the previous year. This is a welcome increase, as we know people generally wait a long time before seeking 
help31 and, often, the earlier someone seeks helps, the greater the number of options available to them. In 
absolute terms, the percentage seeking support helps to illustrate what is perhaps the key challenge in the 
debt advice sector – engagement with services.

This increase also serves to intensify the challenge of matching supply and demand. Given funding 
constraints, increasing capacity in an efficient manner must be carefully balanced against pro-actively 
increasing engagement levels. 

To add to rising demand, people’s issues are becoming more complex. Advice agencies report an increase in 
the numbers of people whose income cannot meet their essential everyday needs, for which there is often no 
clear solution. The nature of people’s debts is also changing: while debts to financial services firms still make 
up the vast bulk of money owed, the number of people in debt to local and central government and utility 
firms is rising rapidly. 

Given both the rise in demand and the increasing complexity, it is understandable that providers of debt 
advice often focus more on crisis relief than on long-term improvements in financial health. In addition, 
opportunities to reach people earlier are not being maximised and post-advice support is limited.

Debt remains a taboo subject

The taboo associated with debt often acts as a 
significant barrier to people seeking help. People tend 
to have low awareness levels of the existence of debt 
advice and they can find it hard to identify a suitable 
provider. And a further barrier is that the debt advice 
landscape can be difficult for consumers to navigate if 
they do seek help, particularly online. A supporting and 
empowering role from creditors here is critical, both 

in terms of the initial help they can offer themselves 
and through making effective referrals to debt advice. 
Creditors’ standards here range from excellent to poor. 

Debt advice is generally effective though quality of 
provision remains variable

While debt advice is proven to work for many, 
the quality and effectiveness of support provided by 
debt advisers can be inconsistent. 32 33 The options for 
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solving debt problems can be confusing or not fully 
sufficient to address people’s issues.34 Support that 
falls below the expected standard prolongs people’s 
issues, creates inefficiency and at worst is positively 
detrimental to consumers and broader society. 

We believe that focusing providers on the high-level 
outcome of reducing the proportion of people who, 
having received debt advice, are still missing payments 
on their bills or credit commitments, is an excellent 
proxy for many aspects of the quality of debt advice. 

34 Debt Solutions in the UK: Recommendations for Change – MAS, 2018

35 2016 outcome of evaluation of debt advice funded by Money Advice Service – MAS, 2017

36 Economic Impact of Debt Advice – Europe Economics, 2018 

37 New target operating model for debt sector proposals approved by Debt Advice Steering Group, July 2018 

Funding does not align behind a common set of 
priorities

At a structural level, funding for the sector is under 
pressure, is fragmented and can drive differing, and 
sometimes illogical priorities, as well as significant 
duplication. This situation is exacerbated by a lack of 
sector-wide data and management information, which 
could be used to unite funders around common goals. 

Work by MAS has highlighted people on low incomes, 
those with children and people experiencing mental ill 
health as key groups to work with to shape the design 
and delivery of debt advice.

What we know about solutions
Whilst there are clearly areas for improvement in the debt 
advice sector, much of the work that goes on in the sector 
is truly inspirational and transformative. Our outcomes 
evaluation shows that debt advice works for most 
individuals35 and, for broader society, the return on debt 
advice investment is up to almost a billion pounds a year.36 

Collaborate more to improve effectiveness

We are fortunate that many of the solutions are 
relatively widely agreed upon, arising from the Debt 
Advice Steering Group37, the Debt Advice Operational 
Group, the Wyman Review and various other 
consultations that have been carried out in recent 
years. This work has identified the following areas that 
the sector agreed should be focused on:

 n finding effective ways to reduce the number of people 
becoming over-indebted – including through work to 
improve financial capability at a population level;

 n ensuring the supply of high-quality, timely debt 
advice to help people resolve debt crises;

 n increasing funding for the sector as a whole to 
bridge the gap between supply and demand;

 n initiating investment in infrastructure to increase 
efficiency across the sector leading to greater use 
of lower cost channels;

 n developing a sustainable funding model that 
drives good customer outcomes and provides 
for an adequate supply of debt advice and for 
administration of solutions; and

 n a consistent approach to sector wide data and 
evaluation, collated in a way that can drive 
continuous improvement. 

These common themes agreed by the sector can be 
understood as elements of a Target Operating Model.

Continue to raise standards

With so many people in need of support with their debt 
but not seeking it, effective support and referrals from 
a wide range of creditors and trusted intermediaries 
are critical to increasing engagement and effectiveness 
of advice. The Money Advice Service’s creditor toolkits 
have already established a broadly agreed set of good 
practices for creditors to consider. 

The Money and Pensions Service has built a set of agreed 
standards, approved by the FCA, for its funded agencies 
to follow for debt advice. However, its programme goes 
far broader in promoting and ensuring high standards 
across the sector. Quality of debt advice is something 
all stakeholders have a role in. The Wyman Review also 
helpfully set out an expectation for sector wide quality 
assurance and qualifications for advisers. 

The impact of debt advice will grow if there are more 
tailored advice services, meeting the different needs 
of different segments of the population. Such tailored 
services would also make it possible to embed financial 
capability interventions at the right stage of the debt 
advice journey, for the right people – those who will be 
able to act on what they learn.
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Interpreting our duties

38 See note 37 above 

The Act sets out a debt advice function with a focus on 
providing effective, high-quality debt advice, in line with 
need, to over-indebted people across England. 

The Act sets out a national strategy function that 
includes debt advice, and goes beyond England. 
Therefore, we will continue to work with colleagues in 
Scotland, Wales and Northern Ireland (to whom funding 
has been devolved) on the provision of debt advice 
services. This is likely to be particularly the case in the 
commissioning of digital and telephone services where 
geographic boundaries are less relevant and there 
are significant opportunities to achieve economies 
of scale. The Money and Pensions Service will also 
share insights from its own research and encourage 
collaboration on quality, training and service design. 

As part of its strategic function, we are required to 
improve the ability of members of the public to manage 
debt. Responding to this, we recognise that seeking 
debt advice is often the end of a long journey, which 
can start with accessing credit or the struggle to pay 
essential bills. Therefore any strategy needs to account 
for these events. With earlier intervention to improve 
financial capability and build resilience, we may prevent 
issues from becoming more serious, shift some of the 
demand for debt advice ‘upstream’, and make future 
debt problems less likely. There are multiple points 
where help can be offered and multiple partners who 
can provide support. In developing any strategy, we 
will engage with this environment, working closely with 
frontline organisations and creditors across sectors.

Opportunities and priorities
Our priority is to increase the supply of high-quality debt 
advice. We propose that we should increase the supply 
of debt advice to at least 500,000 more people each 
year by the end of 2023. 

The Debt Advice Steering Group agreed a new Target 
Operating Model38 for the debt advice sector in July 
2018 and delivering on that is the key opportunity we 
propose to pursue. 

What is a Target Operating Model for debt advice?
There are many routes into money and debt advice: many providers, many formal solutions, and multiple 
channels. A Target Operating Model (TOM) is a combination of: triage, technology, process and people to 
help us solve the following challenges:

 n how can we get over-indebted people and those with money queries to the right provider for their needs 
as quickly and efficiently as possible?

 n how can we ensure that the consumer can self-serve or use digital solutions in the best manner?

 n how can we ensure those who get face to face support are those with the most need, and how do we 
identify them?

 n how can the customer get a wider picture of their money and debt using modern technology?

 n how do we drive a step up in efficiencies, so that the saving per unit can be re-invested to support more 
people who need our help, looking to target at least a 33% efficiency from the TOM?

 n how can we track outcomes as clients proceed through the debt advice journey?

Key to the thinking behind the model is that there should be a triage process that sorts customer  
need/priority; brings together information quickly and consistently; and ensures that there is as much digital 
self-serve/webchat as possible, and then phone only if needed, with only those most in need having face to 
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face support. To achieve this, we will use a piece of technology (a ‘Hub’), which will provide a common entry 
point to over-indebted people, who would be referred to the Hub by creditors/relevant reference points. The 
Hub would triage the consumer to discover whether they need debt advice or some other form of support, 
and what would be the best channel for them. It would then, as a result of a collaborative partnership 
between providers, refer the consumer to the right organisation.

Further on in the journey, the overall model would enable common approaches to delivering high-quality debt 
advice (in England) and money guidance, as well as common measurement of outcomes (such as the extent 
to which clients manage to pay bills after receiving advice). Data collected from these outcomes should 
make it more attractive for creditors to refer over-indebted people at an earlier stage. And it should make it 
easier for debt advice organisations to deliver continuous improvement and drive efficiencies.

Previous collaborative work with the sector has also proposed a set of common aims that the TOM should 
achieve. We propose that the success of the model should be measured against these goals:

 n achieving a 33% increase in efficiency on current model;

 n delivering a scalable model;

 n driving a consumer channel shift to digital self-service;

 n achieving a joined-up supply chain, in the interests of quality and efficiency;

 n enabling people to have a wider perspective on their debt issues in one place;

 n helping more people as early as possible through an efficient, effective client journey;

 n understanding impact and fostering improvement at all stages of the client journey;

 n developing and implementing a sustainable funding model that incentivises the best possible client 
outcomes and encourages collaboration across advice providers;

 n building improvements in quality, consistency and client experience into all aspects of advice agency 
and creditor practice; and

 n building debt advice as an appealing, aspirational profession.

Questions for the listening phase
For working-age people dealing with financial 
difficulties and debt:

23. Do you agree with our analysis of the issues?

24. Are we focusing on the right outcomes?

25. Have we highlighted the right priorities for 
action?

26. Should we seek to influence the wider policy and 
regulatory context, and in what areas?
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Our evidence base  
and priorities for  
pensions and planning  
for retirement

The pensions landscape has changed considerably over the last decade, with 10m people 
now saving for retirement through automatic enrolment, the introduction of pension freedoms 
in 2015, and the introduction of the new State Pension in 2016. These changes will continue 
to impact and shape the landscape in the coming years.  

Our initial service offer to fulfil our pensions guidance duty includes high quality, effective 
tailored guidance on pensions, a number of digital tools, calculators and guidance to help 
customers understand retirement income and options, and the Pension Wise service focused 
on helping customers understand and navigate pension freedoms so that UK consumers can 
make the choices that are right for them.  

Together, these services will drive improved consumer understanding, more informed 
decision-making and more active participation in the markets for products, financial services 
and advice. We welcome further input from stakeholders on what, in addition to developing 
and improving consumer understanding and engagement, can be a motivating and realistic 
ambition for a national strategy that brings together advice providers, providers of financial 
guidance and consumer groups. 
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The outcomes we want to see

39 Calls to Action: Money Advice Service 2018

Automatic enrolment into workplace pensions has 
transformed pension saving for millions of workers. 
At the same time, we know that 22m working-age 
people say they don’t know enough to plan for their 
retirement.39 

The creation of the Money and Pensions Service 
provides the opportunity to deliver better customer 
journeys that will provide the better connected and 
more holistic help with money and pensions the UK 
needs:

 n by understanding money trade-offs and working 
with triggers like life events or engaging the 
customer along their journey with money, debt and 
pensions, we can aim to make interventions more 
effective, and create a systemic shift in the culture 
of money management in the UK;

 n people are accessing information and using 
technology in new ways over the last decade. By 
shifting our thinking of traditional engagement 
methods, and by exploiting the interaction between 
digital, telephony and face to face channels, we can 
improve the opportunity to engage with customers; 
and  

 n by working collaboratively with the financial 
services industry we can improve engagement 
and confidence for people to take control of their 
pensions, and make the best financial decisions for 
their personal circumstances.  

A challenging, but achievable, target we could consider 
for the end of our corporate plan period (March 2023) is 
that 2 million more working age adults could say they 
understand enough to make informed decisions about 
their retirement.
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The concept of 
retirement has changed

People tend to live  
for today

There is a pension gap 
between women and 
men

The burden of risk has 
shifted towards 
individual employees

People are vulnerable 
to scams

By March 2023, 2 million 
more working age adults 
can say they understand 

enough to make informed 
decisions about their 

retirement

What needs to change and 
who is a target for change?

22m working age 
people currently do 
not feel they know 

enough about 
retirement planning
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What we know about the problem

40 Retirement Outcomes Review, Final Report –  FCA 2018

41 In 2007 DWP said: “In addition, we know that pension saving is further inhibited by the difficulty people have in focusing on their needs in the distant future 
rather than now. We also know that simply giving people information about retirement planning has little effect on actual behaviour. Too often, information about 
pensions does not capture people’s attention”. 
In 2018 DWP said “People lack confidence when faced with decisions about their finances, and engagement with pensions is low. A quarter of people aged 55 
and over and who are retired say they do not know the size of their pension savings. Eight in 10 people with a defined contribution (DC) pension have not given 
much thought to how much they should be paying into it to maintain a reasonable standard of living when they retire”. 

42 Wealth in Great Britain Wave 4 (Chapter 6: Private pension wealth) –  ONS, 2018

Automatic enrolment has been a success, but the 
engagement challenge remains

Automatic enrolment into workplace pensions has 
transformed pension saving for millions of workers, 
enabling more people to save while they are working, so 
they can enjoy greater security and independence when 
they retire. It has reversed the decline in workplace 
pension saving seen in the decade prior to its 
introduction. So far, more than 10 million workers have 
been automatically enrolled into workplace pensions 
saving and over 1.4 million employers have met their 
automatic enrolment duties. In 2019/20 an extra £18.6 
billion a year is estimated to go into workplace pension 
saving as a result of automatic enrolment. Automatic 
enrolment is rebuilding the UK’s pension saving culture 
and normalising pension saving. 

At the same time, we face a continuing challenge to 
engage consumers to think more pro-actively about the 
trade-offs between spending now, saving for short-term 
goals, greater resilience and planning for retirement. We 
want consumers to be able to access relevant information 
and guidance, particularly when significant life-events 
occur (e.g. a new job, redundancy, having a baby). Building 
financial capability is especially important in the context 
of pension freedoms, to ensure that consumers have 
the right knowledge, skills, motivation and confidence to 
make appropriate decisions. 

The burden of risk has shifted towards individual 
employees 

There has been a move away from defined benefit (DB) 
pension schemes, which provide a guaranteed income 
in retirement, to defined contribution (DC) schemes, 
the income from which relies on the amount of money 
saved, how long the money is invested for, and the 
performance of investment.

Policy change in pensions will continue to shape the 
market and savings behaviour in years to come  

Policy change has created new savers through 
automatic enrolment, which now has 10m people 
saving, mostly into DC pension schemes. In 2015 
the Government introduced pension freedoms giving 
people aged 55 or over access to their DC savings, 
which created a cohort of inexperienced investors that 

need to make complex choices about their pension. 

The new State Pension was introduced in 2016 which 
has given more people a firm foundation on which to 
build their own private pensions savings. 

The cumulative impact of these changes will emerge 
over time and we will need to respond and adapt to new 
and emerging trends.40

Pensions freedoms have opened up choices and 
creates opportunities to engage  

Since the pension freedoms were introduced in 2015, 
more and more people have been accessing Pension 
Wise guidance to help them understand the options 
they have for accessing their defined contribution 
pension savings. There were 164,000 Pension Wise 
guidance appointments in 2018/19, which is more than 
2.5 times higher than the first year of operation. General 
pensions guidance appointments are also increasing. 
Every effort needs to be made to make sure that take 
up of guidance continues to increase, and that people 
know how to access help before (as well as during and 
after) they access their pension.  

People tend to live for today  

Behavioural research has highlighted a number of 
cognitive biases that frustrate planning and preparation 
for our financial futures. For instance, we tend to value 
smaller rewards in the short term over bigger rewards 
in the longer-term. Optimism bias means that we think 
things will probably sort themselves out, so if decisions 
are complex we put them off if we possibly can. These 
barriers to engagement, despite many interventions, 
have not substantially shifted in over a decade.41

So despite 10 million people saving into pensions through 
automatic enrolment, people are not saving enough for 
retirement. Minimum automatic enrolment contribution 
levels, though increasing from 6 April 2019, may not 
provide adequate income replacement in retirement.  

There is a pensions gap between women and men

Women currently enter retirement with just half the 
pension wealth of men.42 One key driver is the gender 
pay gap – women contribute less to their pensions 
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because they earn less than men and this can be 
compounded by disrupted working patterns over the 
course of a career. Considering investing more broadly, 
women report lower financial confidence than men and 
are less likely to seek financial advice.43

People are vulnerable to scams

Barriers to engagement and the complexity of choices 
and products can increase the risk of financial abuse 
and scams. In 2018, victims of pension scams lost 
£91,000 on average each to fraudsters. Precise figures 
on the total scale of fraud are a challenge, but Action 
Fraud has aggregated a total loss to date of £600m.44

The concept of retirement has changed 

People’s working lives do not follow set patterns as in 
the past. The concept of retirement has changed, and 

43 Playing it Safe: women and investing –  Britain Thinks, 2016

44 Types of fraud: Pension Scams, Action Fraud

45 Automatic Enrolment review: Maintaining the Momentum – DWP, 2017

46 Key findings on our recent work on pension transfer advice – FCA, 2018

47 Eight ‘scam calls’ now take place every second – MAS, 2015

48 Retirement Language: Analytical Report –  ComRes for MAS, 2016

people are living longer which means that the choices 
faced by individuals are more diverse and the risk of 
them running out of money is significantly increased. 

Our financial capability retirement review study 
provides evidence that shows people who are more 
adept at managing money well day-to-day have a 
better chance of navigating pensions and retirement 
decisions. However, the complexity of markets makes it 
challenging for most people.

The increase in people taking flexible retirement 
options highlights the ongoing need for engagement, 
review and making decisions about investments and 
spending throughout the whole of retirement. There 
are significant questions about how we, industry and 
consumer organisations ensure that people access 
appropriate and timely support. 

What we know about solutions
Legislate to encourage and protect

Legislation has worked to increase savings. 10 million 
people are now enrolled into workplace pensions. 
Changes to the automatic enrolment programme are 
due to come into effect in the mid-2020s, lowering 
the enrolment age to 18 and bringing lower paid 
workers into the fold. However, there is currently no 
specific plan to bring the self-employed into automatic 
enrolment, although DWP have initiated a programme 
of work to test approaches to increase pension saving 
among self-employed people.45 

We know that it is also important to legislate to protect 
consumers against poor decisions and outcomes. The 
FCA has strengthened the rules on pension transfer 
advice to try and avoid people transferring out of 
defined benefit savings inappropriately.46 

To protect people from pension scams the Government 
has now implemented a pensions cold calling ban. We 
know that one of the most common methods used by 
scammers is through cold calls. Research shows that 
there could be as many as 8 scam calls every second.47 
This is why the Government has made unsolicited calls 
about pensions illegal – and companies that break the 
rules can face fines of up to £500,000.

Make it simpler and more personal

Overall understanding and confidence around pensions 
is low, especially pensions freedoms. Our research 
shows that language used around pensions should 
be relevant, personal and accessible, empowering 
individuals to take ownership of their pension and not 
suggest any expectation of prior knowledge.48 Pensions 
language should portray pensions as a lifelong issue, 
relevant to all ages. Despite younger people perceiving 
pensions to be a far-off concern, those who have retired 
often wish with the benefit of hindsight that they had 
known more about their options earlier.  

Effective guidance should be accessible and flexible 
enough to consider individuals’ wider circumstances 
such as life style, pensions, debt and non-pension assets, 
delivered at the right place and at the right time to have 
the most meaningful impact. Guidance can empower 
more confident and knowledgeable individuals who can 
effectively engage with the financial services market.
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Interpreting the role of the Money and Pensions Service
The Financial Claims and Guidance Act states 
that the Money and Pensions Service will provide 
information and guidance on matters relating to 
occupational and personal pensions and information 
and guidance designed to enhance people’s 

understanding and knowledge of financial matters 
and their ability to manage their own financial affairs. 

The Money and Pensions Service can bring people’s 
money lives together in one place and simplify 
customer journeys.  

Opportunities and priorities
There is a diverse range of organisations across 
financial services providing regulated advice, guidance 
and support for people with their money. The challenge 
is to identify how the Money and Pensions Service can 
best work together with other organisations, within 
the context of the National Strategy, to meaningfully 
engage with people at different points in their lives.  

We can further build the evidence base for increasing 
consumer engagement and understanding people’s 
interactions across all of their money lives – using 
our financial capability data and through the ongoing 
evaluation of our services and channels.

Delivering the promise of the Money and Pensions 
Service

We need to work on our  customer journeys: bringing 
together three services to become one guidance 
service that helps create active consumers who are 
confident to engage with the financial services market. 

We also plan to continue our early intervention work 
to protect consumers, in partnership with government, 
regulators and industry in many areas, including 
continued work on tackling pension scams.  

We plan to continue our investment in frontline 
delivery activities, to effectively and efficiently deliver 
205,000 pension freedoms transactions in 2019/20, by 
increasing the capacity of our frontline specialists.  

We plan to invest in multi-channel marketing to create 
demand for guidance about pension freedoms, driving 
traffic and raising awareness. We want to see a 26% 
increase in the pensions guidance we deliver through 
Pension Wise in 2019/20. We will continue to develop 
our digital channel by bringing together our digital 
estate into one customer journey and working with 
regulatory and industry partners to enhance our tools. 

Default guidance

The Act set out a requirement for a stronger final 
push towards pensions guidance at the point when a 
pension holder seeks to access or transfer their DC 

pension savings. The aim is to make receiving pensions 
guidance via Pension Wise a default. The Money and 
Pensions Service is leading a project to test different 
approaches to nudging people into guidance, working 
with Government, regulators and industry to find the 
most effective approach. The results of this testing will 
be published and will provide an evidence base for the 
FCA and DWP to create new rules and regulations.  

The preliminary work is underway and funding and 
resources are in place for testing in 2019.  

Making pensions more accessible and easier to 
understand

Pensions dashboards will offer people access to their 
information from multiple pensions at a time of their 
choosing, helping to make pensions more accessible 
and potentially increasing engagement. Having access 
to this information along with guidance or advice could 
help people to make informed and confident choices 
when planning for their retirement. We will support 
DWP in the delivery of the pensions dashboards, 
establishing governance and process for building the 
non-commercial dashboard. 

The FCA, as part of the Retirement Outcomes review, 
is planning to consider more frequent, standardised 
communications around the information that is sent 
to consumers before they decide how to access their 
pension savings, including ‘wake-up’ packs, ‘wake-
up’ pack reminders, and additional retirement risk 
warnings. The Money and Pensions Service is involved 
in this work. The industry has launched an approach to 
simpler Annual Benefit Statements. Clearer, consistent 
and more standardised communication across the 
industry could help to demystify pensions for people 
and potentially lead to greater understanding and 
potential engagement with pensions saving.  

We can further build the evidence base on increasing 
consumer engagement and understanding people’s 
interactions across all of their money lives using our 
financial capability data and through the ongoing 
evaluation of our services and channels. 
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Questions for the listening phase
For pensions and planning for retirement:

27. Do you agree with our analysis of the issues?

28. Are we focusing on the right outcomes?

29. Have we highlighted the right priorities for 
action?

30. Should we seek to influence the wider policy and 
regulatory context, and in what areas?

31. How do we get consumers to engage actively in 
pensions and planning for retirement?
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Our evidence base  
and priorities for  
people in retirement

Our understanding of the landscape in which older people can improve their money 
management skills is less developed than for other life stages. We have strong links with 
stakeholders including experts in the guidance and advice landscape, product providers, 
regulators and organisations that support older people. We believe there is much more we 
need to do, working with these stakeholders, to decide the focus of our work in this area, and 
what outcomes we could measure and seek to change. We think there is potential to move 
from a better understanding to driving change within the period 2020–23.
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The outcomes we want to see 
At a high level, we would like to see people in 
retirement able to make informed financial decisions, 
feel confident about protecting themselves from 
financial scams and confidently manage their financial 
resources day-to-day as well as over their entire 
retirement. Progress towards this vision will be an 
important part of increasing the financial capability of 
the UK, given that the population is ageing, and that by 
2040, nearly one in seven people are projected to be 
aged 75 and over.

We will work towards ensuring the availability of 
meaningful consumer-focused guidance that is 
accessible for people in retirement, regardless of their 
financial capability, level of digital engagement or how 
vulnerable they might be. 

We believe we should fill identified gaps, referring to 
and highlighting existing impartial guidance. And that 
we should commission or partner with organisations 
to increase the effectiveness of existing high-quality 
guidance, reaching those in retirement who need it 
most.

Given the large number of people in retirement, and the 
depth and complexity of their needs, we do not yet have 
a sufficiently focused view of the particular groups who 
could most benefit from our work, nor focused and 
measurable outcomes. Development of this thinking 
will be a key deliverable for the early part of the period 
of our three-year Corporate Plan.
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What we know about the problem

49 Understanding Retirement: A deep dive into financial capability among older people – MAS, 2016

50 Forecasting the care needs of the older population in England over the next 20 years – The Lancet, 2018

51 Understanding public perceptions around social care funding, The Health Foundation, 2018

52 Financial Capability Survey 2018 – MAS, 2018

53 Pensioner Poverty Data (analysis of Family Resources Survey) - Joseph Rowntree Foundation

54 TNS omnibus poll of 1119 GB adults aged 65 and over for Age UK – June 2014

55 Income-related benefits: estimates of take-up: financial year 2016/17 – DWP, 2018

Retirement is no longer the cliff edge that it used to be 

People in retirement may be drawing an income from 
their pension savings, and or receiving the State 
Pension while remaining in some form of employment. 
This life stage can present a complex set of money 
decisions and trade-offs which includes day-to-day 
money management, ongoing investment decisions 
and decisions about long-term care, equity release, 
property downsizing and inheritance planning to name 
a few. 

Needs in later life are difficult to predict 

We know that fewer than three in ten people at 
retirement age have a plan for how they would 
manage their finances if they were to suffer ill health.49 
Evidence shows that the number of people aged 85 

and over needing 24-hour care is projected to double 
between 2015 and 203550. Without plans in place, older 
people will have fewer choices and potentially poorer 
outcomes.

Meeting potential care needs in later life is a major 
and unpredictable cost. Funding care needs, and the 
wider health and care system, can be complicated and 
difficult to navigate. Many people wrongly assume that 
they are already paying for future social care needs 
through tax and National Insurance.51 

We also know that other financial actions or products 
that can make later life easier, like granting power 
of attorney, are still far from universal, and while a 
significant minority of people over 65 are aware enough 
to think about these needs and plans, many fewer have 
sought help or taken action.

Extent of planning for later life among people aged 65+

Activity Not done 
anything

Thought  
about it

Talked to 
someone

Started doing 
something

Have  
it

Know how they 
will pay funeral 
costs

9% 6% 2% 1% 83%

Have an  
up-to-date will 12% 16% 7% 2% 67%

Have power  
of attorney 38% 19% 7% 1% 36%

Considered cost 
of long-term care 43% 43% 18% 5% Not Applicable

People in retirement can struggle with money issues 
but do not always claim benefits they are entitled to

Approximately four in ten people in retirement (42%) 
are not satisfied with their financial circumstances 
and 26% find keeping up with their bills or credit 
commitments a burden.52 One in six pensioners 
in the UK is currently living in poverty. Nearly one 
million people aged 65 and over have had to cut 
back on food shopping to cover the cost of utility 
bills.53 54 Yet, a total of £3.8 billion of Pension Credit 
and Housing Benefit went unclaimed in 2015/16.55 

It is estimated that 39% of people in retirement who 
are eligible for Pension Credit, and 19% who are 
entitled to Housing Benefit, have not claimed, and 
are missing out on additional income. We know that 
it is both a lack of awareness and attitudinal barriers 
that prevent people in retirement claiming their full 
benefit entitlement. 
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Many older people are digitally excluded 

Women over 75 and on lower incomes, are among the 
most digitally excluded.56 Being online can help people 
access information and guidance and get better deals 
by shopping around. It also provides a channel to 
monitor banking and make payments from home. It 
can therefore help people retain an element of control 
of their money, in situations where they would instead 
have to rely on others. 

Older people are also vulnerable to abuse and scams

Approximately 130,000 people over 65 who live in the 
UK have suffered financial abuse and more than £43m 
of people’s retirement savings has been lost to fraud 
since the pension freedoms were announced in 2015.57 
People with reduced or impaired cognitive function 
are vulnerable to financial abuse. 48% of people in 
retirement do not feel confident about protecting 
themselves from financial scams.58 

Cognitive ageing and decline may exacerbate 
problems

At an overall level, older people show relatively high 
levels of financial confidence. However, financial skills 
and knowledge can decline with age. This may be due 
to cognitive ageing – although normal cognitive ageing 
is associated with improvements in some cognitive 
abilities it is also associated with a decline in others, 
including memory, problem solving and reasoning. 
Declining abilities can present challenges in situations 

56 Digital Inclusion Evidence Review –  Age UK, 2018

57 Older People, fraud and scams – Age UK, 2017

58 Financial Capability Survey 2018 – MAS, 2018

59 The Ageing Population: Ageing Mind Literature Review Report – FCA, 2017

60 National Population Projections: 2014 – ONS, 2015

61 As footnote 59

62 What Works Fund: Evidence Analysis by Life Stage – PFRC University of Bristol, Ipsos MORI, 2018

or tasks that are new or require complex decision 
making. These types of situations are common in 
financial services due to changes in products and 
services or changes in environments and channels 
used. People in retirement are unlikely to have been 
exposed to the type of decisions they will face in 
retirement such as managing ongoing investments, 
funding long-term care and inheritance planning. 
These are all complex decisions, many of which are 
irreversible, potentially leaving people vulnerable to 
poor financial choices and poor outcomes.59

A minority of older people still need to service debts

Those who retire with a mortgage still to pay (around 
6% of those aged over 65) or with significant unsecured 
debts can face particular problems because their 
income is fixed, and lower than when they were 
working.

People are living longer

People are living longer than ever before. People 
aged 85 and over are currently the fastest growing 
segment of the UK population. In 2016 there were 
11.8 million people aged 65 and over in the UK. This 
number is forecast to reach 15.7 million within the 
next fifteen years and by 2040, nearly one in seven 
people are projected to be aged over 75.60 However, 
improvements in life expectancy are not being matched 
by improvements in healthy life expectancy, which 
means that people aged 65 and over are likely to spend 
more years in ill-health.61

What we know about solutions
Work with groups

Evidence from the MAS What Works Fund showed that 
many older people, especially those on lower incomes, 
are interested in maximising their income in retirement. 
It might be through checking benefit entitlement or 
switching utility providers. Trainer-led group sessions 
on these topics led to improvements in mindset 
and ability and drove behaviour change.62 They also 
increased attendees’ knowledge about how to access 
advice and guidance. 

Evidence from the What Works Fund also shows that 
trainer-led sessions can be successful in improving 
digital skills and confidence. Older people are often 
keen to understand how to use email or online 
information. And a workshop allows them to learn from 
both peers and tutors. There is a challenge however in 
moving the conversation onto financial applications 
due to fears about privacy and fraud.
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Women over 75 on low incomes tend to have lower 
levels of financial skills and knowledge and may benefit 
most from this kind of assistance.

Coordinate services and build in participation 

Evidence from other sectors suggests that 
interventions are more successful when they are 
delivered as part of a coordinated effort from all the 
relevant agencies and stakeholders, from charities to 
local authorities and product providers. There are many 
organisations supporting older people and there may 
be benefits from a more integrated, holistic approach. 

Similarly, evidence from other sectors is clear that 
interventions can be more effective when they involve 
the people they aim to benefit in their design and 
delivery: in this case older people themselves.

Age-proofing and improving financial products and 
services could help. As with any audience, paying 
attention to language, channels used and providing 
timely, accurate and accessible advice and guidance 
are important.

However, there are still many things that we don’t know. 
We propose that further research and evaluation in 
this area is a priority for the early part of our three-year 
Corporate Plan period.

Interpreting the role of the Money and Pensions Service
The National Strategy we publish will set out the work 
we propose to undertake with partners to increase the 
financial capability of people in retirement.

Pensions decisions will continue throughout retirement, 
and our pensions guidance function will support these.

Debt advice is also relevant to a significant minority of 
people in retirement.

We have been given a remit to support Government and 
the Financial Conduct Authority to protect consumers. 
We propose to work with partners to gather evidence 
to further understand why older people become victims 
of scams and financial abuse and what can be done 
to safeguard them – by equipping older people, and 
their families, to recognise and deal with scammers 
and financial abuse, and by stopping abuse in the first 
place, building on the ban on pensions cold calling.

Opportunities and priorities
Looking ahead to our corporate plan period, we propose 
that research and evaluation should be a higher priority 
in this area than some others. We need to better 
understand the mindset, skills and other barriers that 
prevent older people from planning ahead for how they 
might fund long term care or manage their finances if 
they were to suffer ill health. The Fuller Working Lives 
Strategy aims to extend working lives to improve the 
incomes of older people, and pension freedoms aim 
to give them more flexibility. Both of these policies 
are relatively new and the impact they have had on 
the financial capability of people in retirement and 
consumer outcomes is not clear. So more evidence 
needs to be gathered to understand the impact of these 
two policies on consumers.

A ‘Later Life Review’

The launch of DWP’s midlife MOT microsite this year 
begins to open up and test the concept of ‘life reviews’ 
at key ages. If this is successful, the evidence it 
provides could give the Money and Pensions Service 
and stakeholders the opportunity to make the case for 
a ‘later life review’ (that covers health, legal matters and 

finances), which in turn could have a positive impact 
on the financial capability of people in retirement. 
This approach is favoured by the Financial Capability 
Strategy’s People In Retirement Steering Group. 
However, much evidence (of effectiveness and costs 
versus benefits) would still need to be gathered to 
make the case for such a policy.

Age-proofing of financial products and services

We propose to build on the Money and Pensions 
Service’s forthcoming Financial Services Landscape 
Review (May 2019) to work with industry and the wider 
ecosystem to improve financial products and services 
for older people. We propose to gather evidence of 
what works with a focus on language and channels 
used and providing timely, accurate and accessible 
advice and guidance. 
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Questions for the listening phase
For people in retirement:

32. Do you agree with our analysis of the issues?

33. What outcomes do you think we should focus 
on?

34. Have we highlighted the right priorities for 
action?

35. Should we seek to influence the wider policy and 
regulatory context, and in what areas?

36. How can we ensure that people in retirement 
who are digitally excluded get the help and 
guidance they need?

37. What are the merits and challenges associated 
with developing a Later Life Review?
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The role of the Money and Pensions Service and the 
outcomes we want to see
The Act establishing the Money and Pensions 
Service requires us to work closely with the devolved 
authorities on the provision of information, guidance 
and advice to members of the public in Northern 
Ireland, Scotland and Wales. This is one of our five 
overarching objectives. 

Our strategic remit, our remit to deliver money and 
pensions guidance, and our remit to support consumer 
protection, are all UK-wide. So the outcomes we 
propose as strategic goals in the sections above would 
apply equally to England, Northern Ireland, Scotland 
and Wales. 

To achieve these outcomes, we will have to understand 
the similarities and differences in each country in order 
to understand what needs to be tailored at a policy and 
delivery level. This has implications for the research we 
do, the way we design services, and how we work with 
people to deliver services.

The Act also devolved debt advice funding to Northern 
Ireland, Scotland and Wales while making clear that 
the Money and Pensions Service has a responsibility to 
lead strategically on debt advice. This means agreeing 
common goals, and both gathering and sharing 
evidence and best practice across the four nations of 
the UK.

The Act requires the Money and Pensions Service to 
develop and coordinate a ‘national strategy’. This raises 
some important questions for the devolved nations, 
because the Money Advice Service previously delivered 
separate financial capability strategies in Wales and 
Scotland (though not in Northern Ireland), to ensure 
the policy differences were reflected adequately in 
each country. It also summed up the main evidence 
and knowledge in a UK-wide Financial Capability 
Strategy (see the lessons learned chapter later in this 
document). 

Is it still desirable to have strategies for each nation 
as well as a National Strategy? And whatever the 
substance of the National Strategy, should those words 
be used in its final name, as this may potentially cause 
confusion in devolved nations?

The Welsh Language Act 1993 gives the Welsh 
and English language equal status in public life in 
Wales. It places a duty on the public sector to treat 
both languages equally when providing services to 
the public. As a new body we will prepare a Welsh 
Language Scheme, setting out how we propose to 
deliver services in Welsh. A key aim as a result of this 
would be to make our Welsh-language content as 
accessible as possible to Welsh speakers. 

What we know about the problem
The challenges of people making the most of their 
money and pensions are UK-wide. Based on the 2018 
Financial Capability Survey, none of the four nations 
has a population with dramatically better or worse 
financial capability, and most measures vary by a 
range of no more than +/- 4% across all four nations. 
However, there are some notable differences that we 
think should inform our thinking, which we set out in a 
table on the next page. 
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The table below shows some of the key aspects of financial capability measured in the 2018 UK-wide survey. 
Green and yellow show where people in a devolved nation show a variation from the UK average that is at or more 
than 5%. Rows in grey show where populations across the different nations are very close to showing the same 
characteristics.

  UK Scotland Wales NI

Day-to-day money management        

Rarely or never save. 21% 20% 24% 24%

Have less than £100 in savings and investments. 22% 26% 27% 28%

Often use a credit card, overdraft or borrow money to buy food 
or pay bills because they have run short of money. 17% 15% 14% 11%

Over-indebtedness        

Are over-indebted 17% 14% 16% 16%

Planning ahead        

Could last three months or more without borrowing  
if they lose their main source of income. 49% 53% 51% 49%

Have a plan for financial goals for the next five years. 53% 48% 48% 47%

Do not feel that they understand enough about pensions to 
make decisions about saving for retirement. (18-64 only) 55% 54% 57% 61%

Are not engaged with how they would manage financially if they 
need to go into long-term residential care. (65+ only) 43% 40% 33% 48%

Accessing information, guidance and advice        

Know of organisations and websites that can offer free or 
affordable financial information, help and support. 58% 59% 56% 58%

Did not seek financial help or support for life-events or 
situations experienced in the last 12 months (working-age only) 59% 61% 58% 65%

Have used the internet for online or mobile banking 69% 66% 67% 63%

Confidence        

Do not feel confident making decisions about financial products 
and services. 47% 46% 51% 51%

Sense of control        

Do not feel they can determine what happens in their lives when 
it comes to money. 63% 64% 67% 71%

Do not focus on the long term when it comes to money 61% 66% 62% 67%

Note: because England comprises the vast majority of the UK population, the UK average and the results for England are almost always 
identical.

Money and Pensions Service Listening Document 66



It can be seen from the table that:

 n people in Northern Ireland are more cautious about 
using credit for everyday spending;

 n older people in Wales are notably more engaged 
with the issue of their own long-term care;

 n results for the population in Scotland and the UK 
average are very similar;

 n the greatest differences are between Northern 
Ireland and UK average; and

 n the two biggest areas of thematic difference 
between the devolved nations as a whole, and the 
UK average, are about the extent to which people 
plan for the longer term.

Of course, just because people have similar challenges 
with money, debt and pensions, this does not mean a 
single solution will work anywhere in the UK. Different 
laws, different social attitudes, different institutions and 
different social policies mean that the work the Money 
and Pensions Service will do will need to be carefully 
developed within the four nations, or carefully adapted 
from one to another. 

What we know about solutions, opportunities  
and priorities
In each of the devolved nations existing policies provide 
‘levers’ that can make our work have a greater impact by 
fitting in with the work of other organisations. 

And existing structures developed by the Money Advice 
Service provide ways of organising and communicating 
with the many stakeholders who deliver on these policies.

Policy levers in Wales

The Well-being of Future Generations (Wales) Act 
2015 is designed to improve the social, economic, 
environmental and cultural well-being of Wales. It 
places a wellbeing duty on public bodies (including 
local authorities and the Welsh Government) to set and 
publish objectives to show how they will achieve the 
vision for Wales set out in seven wellbeing goals in the 
diagram. This gives the Money and Pensions Service an 
opportunity to work in support of the Act but also a hook 
for ourselves and our partners to show how financial 
capability can support the aims of other public bodies in 
Wales and improve the wellbeing of future generations.

Wellbeing goals

The Welsh Government’s Financial Inclusion Strategy, 
published in March 2016, sets out how they aspire to 
join with partner organisations – both within Wales and 
at the UK level – in working towards a more financially 
inclusive society in Wales. 

The Wales Financial Inclusion Delivery Plan, which 
covers the period up to 2021, focuses on the practical 
actions necessary to achieve this vision. 
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Policy map for Wales – showing links to financial capability
Cross-cutting strategic themes for Wales: prosperous and secure; healthy and active; ambitious and learning; united and connected; adverse childhood experiences

Housing,  Local Government

 n Financial Inclusion 
Strategy

 n Welsh Housing Quality 
Standards

 n Discretionary Assistance 
Fund 

 n Welfare Reform Mitigation
 n Targeted Regeneration 

Investment
 n Affordable Housing policy 
 n Supporting People
 n Community Strategies
 n Social Security 

Administration
 n Debt Recovery
 n Delivering Digital 

Inclusion: A Strategic 
Framework for Wales

 n Abolition of the Right to 
Buy and associated rights 
(Wales) Act 2018

 n Housing (Wales) Act 
2014
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Act 2016
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First Minister

 n Information and Advice 
Action Plan

 n Violence against Women, 
Domestic Abuse and 
Sexual Violence (Wales) 
Act 2015

 n Strategic Equality Plan 
2016-2020: Working 
Towards a Fairer Wales

 n Well-being of Future 
Generations (Wales) Act

Environment, Energy,  Rural 
Affairs

 n Warm Homes Programme
 n Decarbonisation and 

Energy
 n Rural Development 

Programme
 n Water Policy
 n Food Policy
 n Natural Resources Policy

International Relations, Welsh 
Language

 n Welsh Language Strategy

Economy & Transport

 n Prosperity for All
 n Tackling Poverty
 n Economic Action Plan
 n Jobs Growth Wales
 n Development Bank of 

Wales
 n Concessionary Fares 

Scheme
 n Blue Badge Scheme
 n Transport Plan for Wales
 n Apprenticeship and 

Skillbuild
 n Skills Strategy for Wales
 n Youth and Adult 

Employability
 n Employability Delivery 

Plan
 n Communities for Work
 n Communities for Work 

Plus
 n PaCE (Parents, Childcare 

and Employment)
 n Valleys Taskforce 

Education

 n Maths Numeracy GCSE
 n Current school curriculum 
 n Early Years
 n Pupil Development Grant 
 n Initial teacher education 

programmes
 n Literacy and Numeracy 

Framework
 n Areas of Learning & 

Experience
 n Family Learning
 n Community Learning
 n Youth Work Strategy
 n Further Education Student 

Support

 n Additional Learning 
Needs and Education 
Tribunal (Wales) Act 2018

Finance

 n Council Tax 
 n Council Tax Reduction 

Scheme
 n Non- Domestic Rates
 n Small Business Rate 

Relief
 n Targeted High Street 

Relief
 n Community Benefits

Health, Social Services

 n Child Poverty Strategy
 n Flying Start
 n Families First
 n Parenting Programmes 
 n Improving outcomes for 

Looked After Children
 n Childcare Offer
 n Together for Mental 

Health Strategy
 n Fairer Health Outcomes 

for All
 n Strategy for Older People
 n Dementia Action Plan for 

Wales 2018-2022  
 n Cancer Delivery Plan
 n Carer’s Strategy for Wales
 n Carer’s Measure
 n Mental Health Measure
 n Healthy Working Wales

 n Social Services and Well-
being (Wales) Act 2014

 n Public Health Wales Act 
2017

Counsel General

 n Commission on Justice 
in Wales



Policy levers in Northern Ireland

A Draft Programme for Government (PfG) has been 
developed which would be the basis of policy for the 
period 2016–2021. Of the 42 outcomes stated in the PfG, 
outcome 28 ‘to increase the confidence and capability 
of people and communities’ has the most relevance to 
financial capability and money management.

Following the devolution of debt advice to the Northern 
Ireland Executive, the Department for Communities 
have stated their intent to develop a joint debt and 
financial capability strategy. This would provide 
opportunities for collaborative working alongside the 
National Strategy.

Policy levers in Scotland

The Fairer Scotland Duty has been in operation since 
April 2018. The duty is a new legal responsibility on 
Scottish Ministers and local authorities, the NHS and 
other public bodies to actively consider what more can 
be done to reduce inequalities of outcome, caused by 
socioeconomic disadvantage, when making strategic 
decisions. 

Every child, every chance: tackling child poverty delivery 
plan is the first Child Poverty Delivery Plan due under 
the Child Poverty (Scotland) Act 2017, outlining 
action for the period 2018-22. It includes a range of 
preventative actions – such as a focus on quality of life 
and partnership working – that help children and young 
people avoid becoming parents in poverty by 2030. 
Actions include investment into a fund to allow access 
to affordable credit; a financial health check; and a new 
income supplement for parents on low incomes.

Our current ways of working in Northern Ireland, 
Scotland and Wales

Northern Ireland, Scotland and Wales each has a 
stakeholder forum that meets quarterly. In Scotland 
and Wales this group also acts as the steering group 

for their existing financial capability strategies. Forums 
act as a sounding board for the work of the body in 
each country. They identify where we need to deliver 
differently and where similarities exist. They provide 
opportunities to partner with key stakeholders and 
deliver innovative solutions identified in research and 
by the groups.

In Scotland, the Money and Pensions Service currently 
coordinates a Scottish Financial Education Forum, 
and the Scottish Financial Capability Partnership, 
which have brought together our key partners and 
stakeholders to help shape our financial capability 
work.

In Wales, the Welsh Government and the Money 
and Pensions Service currently jointly fund three 
practitioner forums (north, west and south Wales) that 
meet quarterly. These forums facilitate and encourage 
participation from a diverse and inclusive range of 
organisations across Wales with a common interest in 
the financial capability and inclusion agendas. They are 
a recognised and trusted source of information sharing, 
networking and good practice. Members are aware of 
and are encouraged to input into financial capability 
and inclusion strategies, calls for evidence and surveys 
either collectively or as individuals as appropriate. They 
also promote financial capability events, training and 
meetings for practitioners, decision makers and policy 
makers across Wales. 

The Money and Pensions Service is also a member of 
the Wales National Advice Network, a ministerial group 
that provides advice to the Welsh Government on policy 
requirements to improve access to good quality social 
welfare law information and advice services from 
prevention to crisis.

We believe that these forums, and the model they 
represent, will be powerful mechanisms to implement 
the competency framework we are developing for 
money guidance practitioners across the UK.

Some key priorities we propose for ways of working with 
the devolved nations
Debt advice delivery and strategic coordination

We will work with devolved governments to ensure they 
are able to influence and join the Debt Target Operating 
Model if they wish to.

In Wales, we propose to champion the need for 
prevention of financial difficulties through the National 
Advice Network and through advice providers, working 
with the Information and Advice Action Plan.

Understanding similarities and differences

In order to know how to deliver effectively in the devolved 
nations, we propose that the Money and Pensions Service 
continue to gather data and insight in such a way that it 
can be used by people in Northern Ireland, Scotland and 
Wales to design and deliver services relevant to local 
needs. This includes supply and need data about debt 
advice, but would include other major research such as 
the Financial Capability Survey.
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Communicating with and coordinating stakeholders

We propose that we continue to run forums and 
steering groups in each of the devolved countries. 
When we have established the goals of the National 
Strategy, we propose to redesign them to work with 
local needs and to deliver on those goals.

We propose to strengthen the networks of money 
guidance practitioners (building on the forums that 
exist in Wales) that will provide the opportunity to 
share, collaborate, improve quality and transform 
outcomes for service users. 

As we develop our local partnership teams in England, 
they will learn from the work we have done with 
devolved nations, but also may change the ambitions 

and goals for what we want to achieve in devolved 
nations as we learn.

Children and young people and working-age 
commissioning plans

We plan to run children and working-age adult 
pathfinders in local authority areas in each of the 
devolved countries.

In Wales, we propose to further develop our work with 
the Education Department, supporting the development 
of teacher training in Wales and of the new curriculum. 
We will build on the ‘Talk, Learn, Do’ pilot in Wales to 
further embed support for parents who want to teach 
their children about money.

Questions for the listening phase
For the Northern Ireland, Scotland and Wales:

38. Should we develop a single UK-wide ‘National 
Strategy’, or separate strategies for each nation?

39. What are the benefits and challenges of 
collaboration on debt advice across the UK given 
the new devolved debt funding arrangements?
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The main lessons  
learned from the  
Financial Capability 
Strategy for the UK

The Financial Capability Strategy for the UK was launched in 2015. A lessons-learned 
report has been approved by the Financial Capability Board, looking at work over the last 
three years. The Financial Capability Board has made recommendations for the Money and 
Pensions Service in order to inform our future strategies and activities. 

The Financial Capability Board, comprised of influential figures from a variety of sectors, 
was set up in 2015 to work closely with the Money Advice Service Board, and with steering 
groups, to provide governance, review progress and give a steer on the overall approach. 

This chapter summarises the key findings from its lessons learned report.
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Overview
MAS interpreted its legal remit to include coordination 
of a Financial Capability Strategy for the UK, which it 
published in 2015. It set an expectation that progress 
would unfold over a period of 10 years, through to 
2025. Wales and Scotland developed complementary 
financial capability strategies, building on the same 
learning and organising stakeholders in similar ways. 
There was a plan to develop a complementary strategy 
for Northern Ireland, but for various reasons this did not 
take place. 

The Financial Capability Board’s central conclusion, 
which runs through the lessons-learned document, 
highlights the need for the next phase of the 2015 
strategy to turn evidence into action. 

In assessing whether the 2015 strategy has delivered 
as expected, two points should be borne in mind:

 n First, the 2015 strategy laid out a 10-year timeline 
to 2025, and the lessons learned report takes stock 
only three years into the programme of work. 

 n Second, the 2015 UK-wide strategy did not set 
specific goals, targets or outcomes. In part this 
was because limited evidence about the impact of 
interventions on financial capability made it difficult 
to assess what would be a challenging yet realistic 
outcome. 

The 2015 strategy, and subsequent discussions at the 
Financial Capability Board, did nevertheless set some 
expectations about how activities and initiatives would 
build towards improving financial capability. These 
expectations coalesced around five pillars. The table 
on the next pages sets out these pillars, what has been 
achieved over the last three years, and how progress 
has been perceived by stakeholders (especially as 
measured in an Ipsos MORI stakeholder evaluation).
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Pillar of the 2015 
strategy: within 
2–3 years, the 
collective work 
on the 2015 
strategy should...

Progress made What the Ipsos MORI 
stakeholder evaluation tells 
us

Status Recommendations 
(refers to 
numbered 
recommendations 
on following 
pages)

1. Cement the 
role of a single 
organisation 
(MAS) as 
thought leader 
and backbone 
organisation 
for the 2015 
strategy

The Financial Claims and 
Guidance Act 2018 has 
absolutely cemented the role of a 
single backbone organisation by 
setting it in law.

The role of MAS in supporting 
implementation of the 2015 
strategy was acknowledged 
by stakeholders, who were 
positive about MAS support, 
intellectual input and 
communication.

n 21, 22, 23

2. Establish 
effective 
governance and 
communication 
structures 

The 2015 strategy resulted int 
the setting up of a number of 
mechanisms to coordinate 
the activities of a wide range 
of organisations involved in 
delivering the 2015 strategy – 
e.g. Financial Capability Board, 
steering groups, Talk Money Week, 
newsletters, website (fincap.org.
uk). There was however some 
confusion about respective roles 
of MAS Board and the Financial 
Capability Board. And there 
was confusion about whether 
people on all of these groups 
were participating in advisory, 
responsible or accountable roles. 
This is addressed in more detail in 
lessons learned below.

The steering groups are seen 
as effective at bringing people 
together from across the 
sector. There was however a 
perceived disconnect between 
the Financial Capability Board 
and steering groups, and calls 
for greater clarity on steering 
group role and remit, as well 
as responsibilities of individual 
members.

Talk Money Week is widely 
judged by stakeholders to be 
a powerful platform and an 
essential addition to the yearly 
calendar.

n 5, 9, 10, 11, 12, 13, 14, 
15, 16

3. Build the 
evidence base 
needed to better 
understand 
the problem 
and evaluate 
solutions that 
could address it

Major work has been undertaken 
(e.g. the Adult and Children and 
Young People surveys, What 
Works Fund, evidence reviews). 
Inevitably gaps remain in specific 
areas. MAS took a lead in 
promoting good practice through: 
- coordinating research and 
evaluation across the sector to 
ensure resources are targeted at 
filling key evidence gaps 
- developing a common 
Evaluation Toolkit to help 
providers consistently measure 
and report outcomes, through an 
evidence website, principles for 
gathering and sharing insight,  
and question banks to help gather 
insight in consistent ways).

Improvements in both the range 
and quality of evidence and 
insight are seen by stakeholders 
as the biggest change in the 
financial capability context since 
the 2015 strategy was launched. 

Stakeholders described evidence 
and insight as a useful tool 
to check whether activities 
would meet evidence-based 
need; this also helped them 
make decisions about whether 
to continue with activities. 
Evaluation found strong evidence 
of stakeholders using the 
Evaluation Toolkit (Evidence 
Hub, Impact Principles, Outcome 
Frameworks) to design and track 
activities. 

There is, however, a hunger for 
simplification and more easily 
digestible, action-focused 
summaries from the evidence 
base, especially as it grows.

n 1, 2, 3, 4, 33, 34
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Pillar of the 2015 
strategy: within 
2-3 years, the 
collective work 
on the 2015 
strategy should...

Progress made What the Ipsos MORI 
stakeholder evaluation tells 
us

Status Recommendations 
(refers to 
numbered 
recommendations 
on following 
pages)

4. Begin to 
influence 
organisational 
behaviours 
through the 
evidence 
gathered, and 
common buy-in 
to the goals 
of the 2015 
strategy

Some significant progress has 
been made (e.g. 100 signatories 
to the Impact principles, PwC 
employee wellbeing events given 
impetus because of Talk Money 
Week, JP Morgan Foundation 
making use of What Works 
Fund evidence to drive funding 
decisions). Several organisations 
have said that they changed 
their approach / interventions / 
funding as a result of the 2015 
strategy and the evidence behind 
it. Organisations are much more 
likely to include impact-based 
metrics to evaluate interventions 
than was the case in 2015. And 
organisations are increasingly 
keen to pilot ideas from the 
Financial Capability Lab with their 
customers.

Evidence has helped 
organisations plan and validate 
interventions more quickly than 
would otherwise have been 
possible, and given stakeholders 
rationale and sense of priority 
for action. The 2015 strategy 
also seems to have increased 
the pace at which organisations 
design and develop interventions.

n 8

5. Set population-
level targets for 
change

As expected, this hasn’t 
happened, although the 
development of the Calls to 
Action (see below) are a step in 
the right direction.

Stakeholders see this as a 
long-term objective. They have 
expressed realistic expectations 
about what could have been 
achieved in the first three years of 
the 2015 strategy.

n 6, 7, 17, 18, 19, 20

In addition, we have made some recommendations that do not map neatly onto the pillars above: 24, 26–32

The Financial Capability Board’s overview of progress 
to date

The 2015 strategy has laid solid groundwork for the 
future. It did not set out to bring about large-scale 
changes to the financial capability of people in the 
UK in just three years; nobody would realistically have 
expected it to do so. 

However, the conclusion of the lessons learned report 
is that the next phase needs a step change in approach, 
not simply a continuation of what has happened to 
date. At the end of the three-year period, there are five 
Calls to Action – which represent important goals – but 
as yet there are no firm plans to reach them, nor any 

that rely on new forms of coordinated action between 
stakeholders. 

A key conclusion of the lessons learned report is 
that the current mix of governance, communications, 
evidence gathering, initiatives and interventions does 
not provide the levers to drive the sort of fundamental 
change everyone wants to see. 

So while the report recommends building on what has 
been achieved over the last three years, it also makes 
recommendations to generate a different scale and 
pace of coordination. This should, in turn, drive  
large-scale impacts on consumers in the foreseeable 
future.
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Recommendations
This listening document only extracts the recommendations. Please see the full document for the context, 
analysis and lessons learned that have led to these conclusions.

Recommendations for the National Strategy

1 The Money and Pensions Service should develop and coordinate a Research and Insights Strategy – to ensure 
that more resources and focus are applied to provide organisations from a variety of sectors with practical and 
actionable data, evidence and insight.

2 The segmentation model developed by MAS should be used by all stakeholders in the National Strategy to 
organise their thinking about adult consumers.

3 The Money and Pensions Service should carry out targeted research to fill key remaining evidence gaps.

4 The Money and Pensions Service should continue to invest in tests and pilots that either fill gaps, or build 
on knowledge and evidence about what works, that can then be delivered at scale by other organisations. In 
particular, we would encourage further development of the evidence base for the ‘financially squeezed’ segment.

5 The National Strategy should create a framework in which multiple organisations deliver to a common plan that 
drives change at scale and at pace. In order to achieve this, the roles, responsibilities and remits of the various 
actors in the financial capability ecosystem should be very clearly set out in the National Strategy, using a set of 
design principles explained on the next page.

6 A decision should be taken about whether there should be a more powerful pro-consumer voice embedded in the 
National Strategy.

7 The National Strategy should consider more proactive direct to consumer engagement, including greater use of a 
branding and terminology that engages consumers.

8 The National Strategy should not treat debt advice (or pensions guidance) as distinct problems.

9 Retain the concept of expert stakeholder groups, but develop multiple models, and leave ‘one-size-fits-all’ behind.

10 Align the Money and Pensions Service resources to the needs of stakeholder groups.

11 The new governance structure should provide clearer direction.

12 Empower stakeholder group members to drive change at scale and pace.

13 The new governance structure should ensure clearer links between expert groups and those providing strategic 
direction.

14 The National Strategy should set out ways to engage more effectively with a broader range of stakeholders. 
Governance mechanisms and infrastructure support for the National Strategy should include, and be tailored to 
encourage the participation of, financial services firms, fintechs, and employers.

15 The leadership of the National Strategy should consider ways to maintain engagement with key sectors that can 
play a role with non-workplace support for working-age adults (e.g. housing, welfare to work).

16 Engagement models should continue to be adapted to local requirements in devolved nations.

17 The National Strategy should have specific goals and targets agreed at the start of the next strategy period, and a 
clear timescale attached to them, alongside a credible high-level roadmap for each goal / target, and adapted to 
the circumstances in the devolved nations.

18 The goals should incorporate the Calls to Action as a centrepiece of the National Strategy around which other 
organisations can coalesce and focus their own activities.

19 Each goal should be accompanied by a roadmap of how to reach it.

20 A Call to Action relevant to people in retirement should be considered.
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21 The Money and Pensions Service should play a significant role as a backbone organisation.

22 The Money and Pensions Service should carefully review the amount of resource dedicated to mobilising and 
supporting stakeholders, and consider organising it differently to MAS.

23 There is a case to be explored for giving any senior advisors supporting new National Strategy input on choices 
about how to spend and direct money and resources assigned by the Money and Pensions Service to the role of a 
backbone organisation (though the total amount spent must still be at the discretion of the Money and Pensions 
Service Board).

24 The National Strategy needs to set out a credible statement of the scale and nature of the total delivery 
ambitions, and to provide strategic goals, that can form a context for the Money and Pensions Service’s own 
direct delivery.

25 The National Strategy should clarify the extent of the contribution needed from the Money and Pensions Service 
in providing funding (including seed funding) for direct delivery in specific areas. The Money and Pensions 
Service’s Board should decide funding levels and outcomes for this direct-to-consumer delivery.

26 The Money and Pensions Service should work with other organisations to get delivery initiatives off the ground, 
and give organisations practical support to embed these initiatives into activities that they undertake from their 
existing funding streams.

27 The National Strategy should take a holistic and integrated approach, addressing the specific responsibilities 
placed on the Money and Pensions Service in the Financial Guidance and Claims Act in relation to its objectives 
and functions. Governance mechanisms should reflect this approach, the needs of devolved nations, and should 
fully incorporate debt advice, children and young people and pensions guidance stakeholders.

28 The National Strategy should set out a working assumption of the relationship between public financial guidance 
and improved financial capability that can be tested. The ‘theory of guidance’ developed as a result should 
incorporate guidance that is close to the regulatory boundary, as well as guidance that is closer to information 
provision.

29 The National Strategy should set out ways in which new approaches to engaging consumers with guidance, and 
raising its quality, can be developed and shared with guidance providers.

30 All guidance providers should have a forum where they can meet, discuss common topics and collaborate 
on common activities under the umbrella of the National Strategy. This forum could also enable guidance 
providers to speak with one voice in relation to influencing and policy making (e.g. with FCA on any further FAMR 
developments or similar initiatives).

31 All guidance providers should improve quality, engagement and cross-referral to ensure that guidance reaches 
more consumers at the right place and right time, focusing on gaps identified in the ‘Right Place, Right Time’ 
report.

32 Working closely with the FCA, the National Strategy should set a goal to increase consumer understanding of 
the differentiation between money guidance providers and organisations offering regulated financial advice. As 
a result of all the above, ‘guidance’ should become a more meaningful term from a consumer perspective, and 
awareness of all available sources of guidance should be increased.

33 The National Strategy should map and document all the links between financial capability and well-funded/
prioritised social problems such as mental health, employability, wellbeing, numeracy and more.

34 The Money and Pensions Service should consider the case for studies that follow up recipients of effective 
financial capability interventions to capture the personal or social benefits that arise, and where they have 
monetary values develop them into a monetary return on investment model.

Recommendations for the National Strategy
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Questions for the listening phase
For the National Strategy:

40. What are your reflections on the 
recommendations from the Financial Capability 
Strategy for the UK ‘lessons-learned’ report?

41. How do we ensure that organisations other than 
the Money and Pensions Service deliver on the 
plans and towards the coordinated goals of a 
National Strategy?

42. We have outlined some design principles and 
suggestions for possible governance models. 
Do you agree with these design principles? What 
other governance models do you think could 
be effective in helping to deliver the National 
Strategy?

43. We recommend that the National Strategy needs 
a sustained, long-term perspective if we are 
truly to achieve a transformation in financial 
capability. Short timescales may only lead to 
tactical efforts, but long timescales may dilute 
the sense of urgency and responsibility from 
senior leaders. What is the right planning horizon 
for the National Strategy: 5, 10 or 20 years?
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Our priorities for  
bringing together our 
direct services

In this document to date we have set out our understanding of the Act that established the 
Money and Pensions Service (why we exist) and examined, life stage by life stage, what we 
believe are the key money, debt and pensions problems that consumers face.

We believe that our service design and customer propositions should be shaped by our duties 
in law and our knowledge of consumer needs. In other words, form should follow function.

This short chapter sets out some of the issues we will need to consider as we shape the 
people, knowledge and assets that came from three previous organisations into a whole that 
can deliver more than the sum of its parts.
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Multiple assets and services
The catalogue of ‘assets’ to be combined includes:

 n Seven brands (Pension Wise, The Pensions 
Advisory Service, Money Advice Service, Financial 
Capability Strategy, Talk Money, the Money and 
Pensions Service, and SFGB).

 n Six websites  
(pensionwise.gov.uk;  
pensionsadvisoryservice.org.uk; 
moneyadviceservice.org.uk; fincap.org.uk; 
singlefinancialguidancebody.org.uk, and a 
microsite branded for the Standard Financial 
Statement).

 n Two telephone contact centres (from TPAS and the 
Money Advice Service), both also offering webchat, 
and one offering a specialist number for the self-
employed.

 n Debt advice funded and indirectly delivered, through 
many other brands and organisations.

 n And importantly, five statutory functions as set out 
in the Act.

The fundamental principle behind the Money and 
Pensions Service is the ability to focus on the different 
money needs of the same customer. It should be easier 
to help consumers throughout their money lives, now 
that these different offers will come from one place, 
one knowledge base, and one strategy. 

Parliament has approved a new name for us. So we 
need to decide how much to combine our brands, for 
the sake of efficiency; simplicity for consumers; and so 
that referral partners find it easy to explain where to go. 

But there may come points where too much 
combination becomes counter-productive. The list of 
issues below illustrates some of the considerations we 
may face:

 n Will people call a telephone service labelled with a 
broad money offer, to seek quite technical guidance 
on a pensions issue?

 n Will a broad money and pensions offer attract a 
wide range of people if it is also understood to help 
people in severe debt?

 n Should we seek to capture ‘cradle to grave’ customer 
data to make positive referrals to individual people 
at their key life stages?

 n If the purpose of the money guidance levy is to 
assist consumers to improve their abilities across 
all areas of money management, can it be used (for 
example) to market to them the benefits of very 
specific pensions guidance?

 n Is there any merit in considering a single  
consumer-facing brand as an entry point to debt 
advice?

Principles for the future of our direct services
Regardless of how we respond to the particular 
challenges outlined above, we propose some principles 
for the future of our direct services.

We will:

 n base changes we make on customer research and 
customer testing;

 n retain the Pension Wise, TPAS and MAS brands 
during 2019/20 as points of entry for customers to 
ensure a seamless service;

 n in the longer term, continue to provide information 
and guidance via a range of channels;

 n integrate services to better respond to customer 
needs; 

 n work with a range of partners to maximise access to 
guidance for people in need of it;

 n be more efficient, and use that efficiency to raise 
awareness and increase the capacity of our 
services;

 n build a smoother customer journey for UK 
consumers who need help with different financial 
decisions at different points in their life;

 n develop, share and use our holistic view of our 
customers to provide more responsive services that 
fill gaps; and

 n use our role as a provider, commissioner and 
collaborator to embed and spread effective practice.
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Questions for the listening phase
For the direct services, brands and assets:

44. What are the advantages and disadvantages of 
keeping specialist brands, compared with one 
overarching customer-facing brand?

45. How can the Money and Pensions Service best 
support other providers of guidance, help and 
information through different channels?
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Measuring success

We believe that both the National Strategy and our three-year Corporate Plan should set out 
how both progress and success can be monitored and measured – in the short, medium and 
long term. This chapter sets out some of the issues that we will come across when trying to 
predict and measure the work we do, and seeks your input and views.
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Operational performance indicators, reach, quality, and 
outcomes
To be an efficient and effective organisation we think 
that our three-year Corporate Plan will need to set out 
three types of measures, which are enablers for the 
fourth and final measure: outcomes. 

Outcome measures in our three-year Corporate Plan 
could be shared with, or different from, outcome 
measures in the National Strategy.

INTERNAL 
MEASURES  CUSTOMER MEASURES 

Operational 
performance indicators

Reach  
measures

Quality-of-service 
measures

Outcome  
measures

Operational performance 
indicators will be needed 
to check the internal 
workings of our business, 
diagnose problems, 
and drive continuous 
improvement.

Our operational 
performance is the 
enabler for us to deliver 
our work and serve 
customers.

When we serve 
customers, we can 
measure our reach 
generally, and into 
particular target groups 
who most need the 
services we are offering.

We will usually want to 
link reach measures to 
quality measures. 

Quality is important, and 
can drive continuous 
improvement, but we 
see it as an enabler 
of outcomes, not the 
outcome itself.

Many quality measures 
depend on customers’ 
own view of whether 
they were helped or 
satisfied. It can be helpful 
to put in place additional 
measures that look at the 
transaction or process 
from an objective 
viewpoint.

Outcomes should be 
the final arbiter of our 
success. By outcomes 
we mean benefits to 
consumers, or wider 
society.

Illustrative examples: 
- the response time of 
our digital services 
- how quickly we 
process invoices or run 
procurement processes; 
- how much it costs us 
to recruit new members 
of staff;  
- how quickly our contact 
centres answer calls; or 
- how comprehensively 
or accurately our funded 
debt advice partners 
have returned the 
information and data we 
require of them.

Illustrative examples: 
- how many people 
we’ve served through 
our contact centres and 
webchat;  
- which customer 
segments users of our 
digital services come 
from; 
- how many people 
have spent more than a 
certain amount of time 
using our digital services; 
or 
- how many debt advice 
organisations use the 
Standard Financial 
Statement.

Illustrative examples: 
- A user has used our 
contact centre – were 
they satisfied with what 
they received?  
- A person has visited our 
website – would they 
recommend it?  
- A stakeholder 
subscribes to our 
newsletter – did they 
consider it useful?  
- A Pension Wise session 
has taken place – did the 
adviser cover the correct 
points with the person 
they were talking to?

Illustrative examples: 
- consumers taking better 
financial decisions; or 
- changes in consumer 
knowledge, attitudes, 
behaviours or actions 
that will help them to 
manage their money and 
pensions better.

This is all easy enough in theory – but in practice, we 
will face some challenges as we move from left to right 
in this chain.

Operational indicators and reach measures we expect 
to be reasonably easy to quantify and count; probably 

the biggest challenge is choosing the right ones, and 
the right range, in order to avoid excessive bureaucracy 
in collection and analysis. Another important challenge 
is deciding which segments we want to target within 
our reach, and knowing when people within those 
segments have used our services.
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Quality can be measured for the guidance services 
we deliver directly, and without too much difficulty. 
However, customer satisfaction, or willingness to 
recommend, becomes complicated for free guidance 
services. For information services, a high level of 
satisfaction may simply indicate that the service is 
not ‘broken’ in any way. Or, alternatively, the customer 
may have been given the correct guidance for their 
circumstances, but be dissatisfied with what it means 
they have to do. In that circumstance, they may not be 
satisfied but the service will be of a good quality. 

The other aspect of quality that is very challenging 
to measure is our work with other organisations, 
rather than consumers. We expect to work with other 
guidance and financial capability organisations to 
help them improve what they do. This will never be a 
large number, and different people within the same 
organisation will have different perspectives on our 
work, so finding and surveying the ‘right’ person is not a 
simple task. And the ways in which we work with each 
organisation may very different, leading to difficulties in 
standardisation, which is the essence of measurement.

We expect the measurement of outcomes to be a still 
greater challenge, for four reasons:

1. One person’s outcome is usually somebody else’s 
enabler. Or it will link to something else that 
happens in a person’s life, which may be positive 
or negative. For example, if more consumers are 
confident enough to plan for their retirement, is 
that a good outcome, or is it merely an enabler 
to higher levels of savings into pensions, the 
‘real’ outcome? If so, which outcome should we 
aim for? Or if someone gets good debt advice 

that provides immediate short-term stabilisation, 
but within a year needs to return to debt advice 
because their income is simply too low for the 
essential expenses of everyday living, which 
event should count as the outcome? Many 
judgement calls and assumptions become 
embedded in the choice of outcomes.

2. Some of the outcomes we are likely to value, 
such as a change in money management 
behaviour, may need to be measured over, or 
after, a long period, in order to be considered 
truly effective. Measurements that involve  
long-term follow-up are typically costly, and 
fraught with practical difficulties of keeping in 
touch with a cohort of people.

3. Sometimes doing nothing is a good outcome. 
Someone who has accessed a Pension Wise 
session, for example, may come to an informed 
conclusion that their current pension provider is 
the best fit for them. But if nothing has changed, 
that’s both harder to measure, and harder to 
distinguish from a poor outcome with the same 
result.

4. Everything to do with people’s money can 
be affected by macro-economic factors, so 
predicting the actual targets for outcomes, when 
we can’t predict the economic future of the UK, 
has an obvious flaw.

These difficulties are not unique to the Money and 
Pensions Service. They are shared by many other 
public sector organisations. We want to learn from your 
experiences and solutions during the listening phase.

Outcomes achieved in partnership with others
The very principle of the National Strategy is that the 
Money and Pensions Service should develop it, and 
then coordinate others to help deliver it. This raises 
some difficult questions about accountability. 

Should the Money and Pensions Service set National 
Strategy targets (for outcomes, or indeed any other kind 
of measure) that depend only on its direct funding, and 
are within its direct levers of delivery and control? If so 
their ambition will fall seriously short of what everyone 
hopes can be achieved through a National Strategy.

Or should the Money and Pensions Service set National 
Strategy outcome targets that it believes can only be 
achieved by partnership with others? If so, they can be 
more ambitious, and will be suitable to drive a National 
Strategy, but our dependency on completely separate 
organisations to make important, wide-scale changes 
challenges the concept of accountability.

We believe we need to establish the second type 
of outcome target for the National Strategy, but 
we need to find a way of doing so in such a way 
that accountability is neither eroded nor wrongly 
designated.

67
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Some outcome measures we are considering

63 Our latest data suggests 41% sought help, across different provider types

Earlier sections of this document embed and echo two 
major pieces of thinking about outcomes that were 
carried out in 2018/19.

The calls to action

The calls to action were developed by the Financial 
Capability Board, drawing on data and evidence 
supplied by MAS. They were launched during Talk 
Money Week 2018. They set an ambition for change by 
December 2021.   63

The five Calls to Action

1. Savings

2. Credit

3. Debt

4. Retirement

5. Financial 
Education

10.7m adults don’t save regularly, and 11.5m have less 
than £100 in savings to fall back on. 
We want everyone to save money regularly.

9m adults often borrow to buy food or pay bills. We want 
to see a fall in the number of people relying on credit for 
everyday essentials.

8.3m people are over-indebted but less than a quarter seek help. 
We want everyone who needs it to be able to get free and 
effective debt advice.

22m working-age people say they don’t know enough to plan for 
their retirement. We want everyone to have the support they 
need to make informed decisions about their retirement.  

Only 52% of 7-17 year olds said they receive some form 
of financial education in school, at home, or in other settings. 
We want all children and young people to have a meaningful 
financial education.

We want 1 million more adults to be saving by 2021.

We want 1 million fewer people to be relying on credit 
for everyday essentials by 2021.

We want 500,000 more people a year to get free and 
effective debt advice.

We want 2m more working age adults to say they understand 
enough to make informed decisions about their retirement.

We want 60% of 7- to 17-year-olds to receive a meaningful 
financial education, delivered in settings appropriate to their 
needs. We want a better understanding of financial education in 
early years and in supporting the transition to work.

2021 AmbitionCall to ActionTheme

The five calls to action were chosen because the 
Financial Capability Board believed that the work 
required to achieve each call to action would entail 
working on related, but subordinate issues (such as 
the development of knowledge and skills). Therefore 
the calls to action as a whole would act as a catalyst 
throughout the hundreds of organisations working on 
financial capability.

The calls to action were established as broad-brush 
ambitions. Further work and thinking has been done for 
four of the five calls to action, to think through the art of 
the possible, based on detailed analyses of survey data. 
This has produced detailed percentage targets that 
could be achieved and measured over the longer term. 
They include assumptions embedded about policy 
change and partnership working, so they are not targets 
that the Money and Pensions Service could achieve 
through its own funding alone.

Call to action: saving

We want everyone to save money regularly

We have developed a detailed, survey-based measure. 
Currently 58% of ‘financially struggling’ and ‘financially 
squeezed’ adults regularly put money into savings. 
Earlier in this document we propose that this could 
increase to 62% by 2023. We have looked at the 
number of people within the struggling and squeezed 
segments who are above the bottom quintile of the 
population on the income scale, have a surplus of 
money at the end of each month, but do not save with 
any regularity. They are our target group for change, 
about 810,000 people.

The five calls to action
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Call to action: credit 

We want to see a fall in the number of people relying on 
credit for everyday essentials 

Currently 21% of ‘financially struggling’ and ‘financially 
squeezed’ adults often use credit for everyday 
spending. We propose that this could decrease to 
12% by 2023. We have looked at the number of people 
within the struggling and squeezed segments who 
are above the bottom quintile of the population on 
the income scale, have a surplus of money at the 
end of each month, and who use credit for everyday 
essentials. They are our target group for change – 
about 1.9m people.

Call to action: debt 

We want everyone who needs it to be able to get free 
and effective debt advice

We have developed a detailed, survey-based quality 
measure, matching up to the ‘effective’ part of the 
call to action. Currently 41% of people, a few months 
after receiving our funded debt advice, report that 
they are still missing payments on their bills or 
credit commitments. We propose that by 2023 this 

percentage could reduce to 32%. Our analysis of the 
data shows that around two in five of the people who 
still miss payments either did not act on the advice they 
received, or could have received better advice. This 
means there are aspects of the advice journey we can 
directly improve.

Call to action: financial education

We want all children and young people to have a 
meaningful financial education

We have developed a detailed, survey-based measure. 
Currently 52% of 7- to 17-year-olds receive some key 
elements of financial education that are strongly linked 
to good financial capability, either at school or home. 
We propose that by 2023, at least 60% of 7- to 17-year-
olds could receive these key elements of financial 
education in a setting that meets their needs, and by 
2025, at least 75%. 

Our analysis of current provision, levers within our 
control, and our estimates of what it might be possible 
to spend both in direct delivery and influencing, 
make this percentage increase look challenging but 
achievable.

Questions for the listening phase
For measuring success:

46. What are your views on the issues we have 
set out in relation to outcome targets, and 
accountability, for a National Strategy?
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The Government’s response to the final consultation on the Public Financial Guidance Bill 
made clear that, amongst other things, the Money and Pensions Service will be expected 
to conduct research and evaluate ‘what works’ as part of its strategic role. That means an 
understanding what actually helps people to make better financial decisions; developing a 
body of evidence to show which projects are successful and which are not; and evaluating the 
effectiveness of financial education initiatives for young people.64

64 Additionally, in the Lords committee session considering the Bill Baroness Buscombe stated  ‘In order to deliver its objectives and functions effectively, this body, 
like any other delivery organisation, will need to conduct research to understand the issues it is addressing, test and learn new approaches to determine what works 
and continuously improve the services it is providing.’

To achieve this, we believe there are a number of areas 
of priority work we should pursue.

 n Turning evidence into action – collecting evidence, 
however good, is not enough. We need to ensure 
that it provides an effective platform for action. 
The role for the research function is to provide 
robust data, compelling insights and effective 
communications – arising from all the activities 
below – that can inspire and inform the broader 
sector. We expect to create, and disseminate, 
evidence of national or even international 
significance, and which other organisations are not 
in a position to gather.

 n Robust measurement – to enable both the 
Money and Pensions Service and the sector to 
make sound evidence-based decisions we need 
reliable measurement of customer behaviour, 
attitudes, motivations and needs. This needs to 
cover all segments of the population, including 
the most vulnerable. In many cases, we should 
aspire to a sample size that allows us to break 
down reporting at the level of individual nations or 
demographic sub-groups. This means that these 
projects are typically large scale and use more 
expensive methodologies e.g. not just via online 
panels. We anticipate updating the Children and 
Young People Financial Capability survey and the 
modelling of over-indebtedness, which can provide 
estimates down to Parliamentary Constituency or 
Local Authority level, as well as measures of the 
demand for, and supply of, debt advice. We are 
also expecting to maintain the Financial Resilience 
segmentation and conduct more ‘deep dives’ into 
the 2018 Adult Financial Capability survey. As 
well as understanding consumers, we also need 

to measure the supply side, in other words the 
provision of debt advice or financial education. We 
want to be able to analyse this at a local level and 
report this via spatial mapping software. 

 n Diagnostics – once we understand the landscape 
we need to understand why people behave in the 
way they do and what might make this change. 
This is typically via qualitative or ethnographic 
methodologies. We would particularly like to explore 
how the digitisation of money affects how we 
teach children, and look in depth at the impact of 
confidence on financial capability.

 n Vulnerability – understanding who is vulnerable is a 
clear implication of the Act. The FCA has produced 
some very useful analyses from its Financial Lives 
survey. We think there is a need to review this along 
with other sources of information and develop 
measures that are most appropriate for the Money 
and Pensions Service. We must also ensure we fulfil 
our public sector equality duty responsibilities. 

 n ‘What Works’ – we propose to continue to look at 
the best ways of generating new ways of improving 
people’s financial capability and then testing those 
ideas in both a lab environment and via field trials. 
Alongside this we believe we should continue 
to synthesise evidence produced from other 
evaluations that are relevant to our work, and remain 
part of the What Works Centre network.

 n Evaluating our own work – we will need to evaluate 
the Money and Pensions Service’s own activities 
and share those findings with the sector.

Questions for the listening phase
For research, insight and evaluation:

47. What should the Money and Pensions Service 
do to promote the use of evidence in funding 
decisions and service design across the sector?
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How to take part in our 
listening phase

Face-to-face meetings
Our listening phase will take place through events and roundtables in cities across the UK from 8 April 2019 to the 
end of June 2019. We are keen to meet as many of our stakeholders as possible face-to-face. To find out about all 
the opportunities to do so go to:

Our listening events page

or email 

listening@maps.org.uk

Sending us written responses and evidence
We also welcome written responses to this document. You can comment on just one of the questions we have 
posed, please do not feel you have to comment on all. We request that you use the numbering system for the 
questions so that we can collate the information easily and effectively. We request all written responses by 
midnight on Sunday 30 June 2019. Please email them to listening@maps.org.uk. We will appreciate submissions 
in word format, rather than PDF or scanned format, as this makes it very easy to copy and paste the information 
you provide, and will make it easier to share and consider your views internally. 
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Annex 1: Raising the quality of money guidance through 
frontline practitioners

65 Age UK; Citizens Advice (England, Wales & Scotland); Improvement Service; National Youth Agency; Money Advice Scotland; National Skills Academy for Financial 
Services; UK Youth; National Association of Student Money Advisers; Quaker Social Action; Law Centres Network; Toynbee Hall; Institute of Money Advisers; 
Money Advice Trust; Advice NI; Christians Against Poverty

People across the UK should be receiving good quality 
money guidance and help regardless of where they go 
to get it. Today we have thousands of practitioners, 
many of who don’t recognise themselves as giving 
guidance and some of whom won’t be aware of the 
boundary with regulated advice. There is no common 
view of what good looks like. Practitioners range from 
volunteers, community workers and general advisors 
to those who provide money management support all 
day, every day. The work is often undervalued and there 
are too few opportunities for practitioners to access 
evidence about how to most effectively improve the 
money skills of the people they serve. 

Our vision is that when our practitioner work is 
complete, people across the UK who access money 
guidance will receive it at a consistent and good 
quality level, leading to better outcomes. Confidence 

and competence will be raised and there will be a 
community of engaged organisations and practitioners. 
We will be able to communicate the latest evidence of 
good practice with them and they will be able to share 
good practice with each other. 

In 2017 MAS brought together a consortium of some 
of the key organisations in the diverse money guidance 
and financial capability practitioner communities in 
the not-for-profit sector65 and undertook research to 
understand more fully what types of practitioner there 
are, their learning needs and whether a competency 
framework would be a viable solution to raising the 
standard of delivery. 

Taking on board those recommendations we propose 
to raise the status and profile of financial capability 
support and the quality and consistency of its delivery 
through four key strands:

• Designing and implementing a competency framework for all money practitioners, linked to training and 
qualifications & developed in collaboration with the financial capability community;

• Building engagement with and creating a financial capability practitioner community so that we can 
make a difference on the ground, turn evidence into action and understand drivers, challenges and levers;

• Engaging with and garnering support from other key influencers, funders and commissioners; and

• Ensuring that practitioners have access to affordable, quality training and resources.

This work is challenging and complex. It involves 
navigating, listening to and supporting a complicated 
and diverse community with hundreds of providers 
and tens of thousands of practitioners with different 
opinions and different needs. But the work rests on a 
common belief that we all share aspirations to help 
people in the most effective way possible. 

Your views on the competency framework

The draft competency framework, which will be at 
the heart of the four work strands above, has been 
developed by a specialist competencies and skills 
organisation in draft form. A cross-sector working 
group of practitioners has helped to review it, but for it 
to be fit for purpose it needs to undergo review from a 
wide variety of stakeholders. So as part of the listening 
phase Pye Tait Consulting are seeking feedback on 
our behalf on the framework. There are many ways to 
get involved: events, interviews and online. View the 
framework and share your opinions. 
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