1.
INTRODUCTION
1.1 
This Financial Inclusion Strategy sets out how Cantref can contribute to the Welsh Assembly Government’s vision, policy and plan to promote financial inclusion.  The Strategy focuses on the five core themes of:-
· Access to mainstream financial services 
· Access to affordable credit and loans 

· Accessible financial and debt advice
· Financial capability/literacy 

· Income maximisation

1.2
What is financial inclusion/exclusion?
1.2.1
Financial inclusion is the ability of individuals, households or groups to access appropriate financial services.  This in turn will lead to inclusion to cheaper services, e.g. Gas and Electricity paid by Direct Debit and will hopefully reduce the reliance on expensive financial products and services (where APR for credit is charged at an extortionate rate) dramatically.
1.2.2 On the other hand, financial exclusion is when people do not have access to the same services.   Being financially excluded can manifest itself in many ways:

· Lack of access to a bank or building society account;

· Lack of access to necessary financial services and credit, such as insurance (e.g. HHome Contents) and pensions;

· Limited access to services which could improve an individual’s financial situation, such as advice or education;

· Arrears of rent, utility, council tax, TV licence payments;

· Disconnection from utilities;

· Reliance on credit from sources other than high street banks;

· An inability to save even small amounts.
1.2.3 
The implications of financial exclusion can be much broader.  Exclusion from mainstream financial systems presents a barrier to learning about various financial products available.  Families can be locked in a cycle of poverty and exclusion, or turn to high cost credit or illegal lenders resulting in greater financial strain and/or unmanageable debt.

2. 
FINANCIAL INCLUSION STRATEGY
2.1 
Cantref has developed this Financial Inclusion Strategy so as to improve the current provision of support services especially to vulnerable tenants who experience difficulties as a result of being financially excluded.  
2.2
The main aims of the strategy are to:

i.
Understand the needs of our tenants and the issues encountered in relation to financial exclusion;

ii. Develop the advice and support given to perspective tenants at the pre-tenancy stage;

iii. Assist our tenants in maintaining their tenancies and maximising household income;

iv. Tackle problems associated with high cost door step lending;

v. Address the issues encountered in relation to fuel poverty.


2.2 Cantref intends to continue to develop methods of providing formal and informal advice to tenants on money management, with a view to tackling financial exclusion. The methods will be developed through consultation with tenants to assess their views on the services provided and to identify any gaps. 
2.3 Cantref will assess the effectiveness of the Strategy as part of the Performance Management meetings in relation to the arrears levels. 

2.4
Taking into consideration the above aims, noted below is how Cantref currently delivers different services along with areas that have been identified for further investigation/ development.
i.
UNDERSTAND THE NEEDS OF OUR TENANTS AND THE ISSUES ENCOUNTERED IN RELATION TO FINANCIAL EXCLUSION

	SERVICE
	CURRENT PROVISION
	FURTHER INVESTIGATION/DEVELOPMENT
	TIMESCALE
	RESPONSIBLITY

	· Questionnaire which is non-invasive to tenants
	-
	· Devise questionnaire;

· Send questionnaire to tenants;

· Collate and analyse information.
	April 2011
	Gwyneth Hughes

Tenant Support Worker


ii.
DEVELOP THE ADVICE AND SUPPORT GIVEN TO PERSPECTIVE TENANTS AT THE PRE-TENANCY STAGE
	SERVICE
	CURRENT PROVISION
	FURTHER INVESTIGATION/DEVELOPMENT
	TIMESCALE
	RESPONSIBLITY

	· Provide advice and assistance with regards to Housing Benefit 


	· Housing Benefit is automatically discussed as part of pre-tenancy visit.

· Where appropriate, TSW completes HB form with perspective tenant during pre-tenancy visit;

· TSW ensures that HB form is submitted to appropriate Local Authority;

	· Develop stronger relationship/partnership with Housing Benefit departments with a view of producing a Service Level Agreement.

	April 2010
	Geoff Clarke Director of Finance

Darrel Barnes

Director of Operations

	· Provide advice on Welfare Benefits
	· Welfare Benefits are automatically discussed as part of the pre-tenancy visit, where the TSW ensure tenants are claiming appropriate benefits;
· If TSW is in any doubt – referral is made to appropriate bodies – e.g. CAB, JCP; Benefits Office;
	· Develop stronger relationship/partnership with Benefits Office / JCP/ CAB / DWP;
	April 2010
	Gwyneth Hughes
Tenant Support Worker

	· Provide advice on Social Fund Benefits
	· Social Fund Benefits are automatically discussed as part of the pre-tenancy visit;

· Where appropriate, TSW completes relevant form with perspective tenant during pre-tenancy visit;
· TSW ensures that form is submitted to appropriate JCP;
	· Develop stronger relationship/partnership with JCP;


	April 2010
	Gwyneth Hughes
Tenant Support Worker

	· Promote low cost home contents insurance (Farr Insurance)
	· TSW – Information given at pre-tenancy visit;
	
	
	

	· Promote debt management and money advice
	· TSW – encourages tenants to sign-up for support (under Supporting People) where weekly visits are made with tenants.  Debt management is offered as part of Support Plan;


	· Run courses in conjunction with education establishments and/or training providers.  This would also link into the Welsh Consumer Council’s recommendations set in their report Access to Cash.

· Analyse and act upon results of the profiling questionnaires.
	
	

	· Access to basic banc accounts
	· Cantref has staff who are registered “Introducers” who are able to assist tenants to open basic bank accounts with Barclays
	· Need feedback from relevant staff
	December 2009
	Gwyneth Hughes
Tenant Support Worker


iii. ASSIST OUR TENANTS IN MAINTAINING THEIR TENANCIES AND MAXIMISING HOUSEHOLD INCOME

	SERVICE
	CURRENT PROVISION
	FURTHER INVESTIGATION/DEVELOPMENT
	TIMESCALE
	RESPONSIBLITY

	· Provide advice and assistance with rent arrears


	· Different methods of payments – Standing Order; Swipe Cards (PO and Payzone Outlets); By Phone; By Internet; By Post; Direct at office; on occasions direct collection;

· Housing Teams – Where payment plans are agreed upon this enables Cantref to stop any further action for time being;

· Housing Teams – Information sheet giving  different helpline numbers are included with all arrears letters;

· Housing Teams – When appropriate will refer tenants to other bodies such as CAB; Shelter Cymru; National Debtline etc;

· Housing Teams – refer percentage of tenants to TSWs;

· TSW – draw-up income and expenditure details

· TSW – payment plans are agreed upon whereby stopping any further action (in agreement with Housing Teams);

· Staff work flexible hours and therefore are ready to meet tenants outside of normal working hours;
	· Need to look at Direct Debits;

· Need to look at Text Payments;

· Need to look greater at direct collections;

· Develop stronger relationship/partnership with CAB and other debt advisors;

· Develop stronger relationship/partnerships with outside organisations such as Age Concern;


	April 2010
April 2010


	Area Team Managers / Finance Department / IT Department
Gwyneth Hughes

Tenant Support Worker

	· Promote low cost home contents insurance (Farr Insurance)
	· Information is given when requested by existing tenants;

· Information has been provided in Tenants Newsletter;
	· Utilise Tenants Newsletter greater;


	
	

	· Provide welfare, social and other benefits advice 
	· Housing Teams – where appropriate will refer tenants to appropriate bodies;

· TSWs – provides appropriate advice and ensures relevant benefits are claimed for;
	· Develop stronger relationship/partnership with other bodies – e.g. Benefits Office; JCP; CAB; DWP


	April 2010
	Gwyneth Hughes
Tenant Support Worker

	· Access alternative funding schemes
	· TSW – where appropriate will make claims on behalf of tenants
	· Utilise tenants newsletter 
	
	

	· Provide debt management and money advice
	· Housing Teams – contact numbers given on information sheet included with rent arrears letters;

· Housing Teams – where appropriate will refer tenants to relevant debt specialists, e.g. CAB;

· TSWs assist tenants by drawing up income and expenditure details;

· TSWs will contact creditors on behalf of tenants and agree on a payment plan;

· TSWs where appropriate will refer tenant to relevant debt specialist, e.g. CAB.
	· Develop stronger relationship/partnership with CAB and other debt advisors.

· Run courses in conjunction with education establishments and/or training providers.  This would also link into the Welsh Consumer Council’s recommendations set in their report Access to Cash.

· Analyse and act upon results of the profiling questionnaires.


	April 2010
	Gwyneth Hughes

Tenant Support Worker

	· Access to basic banc accounts
	· Cantref has staff who are registered “Introducers” who are able to assist tenants to open basic bank accounts with Barclays
	
	
	

	· Provide information on basic Life Skills 
	· TSWs – part of Support Plans with tenants receiving support from Supporting People;
	· Look at possibility of running Life Skills Courses in conjunction with education establishments and/or training providers. 
	
	

	· Provide information on general issues relating to money
	
	· Look at possibility of circulating publication such as “Quids In”.
	December 2010
	Gwyneth Hughes

Tenant Support Worker


iv.
TACKLE PROBLEMS ASSOCIATED WITH HIGH COST DOOR STEP LENDING
	SERVICE
	CURRENT PROVISION
	FURTHER INVESTIGATION/DEVELOPMENT
	TIMESCALE
	RESPONSIBLITY

	· Promote Credit Unions and encourage tenants to open accounts


	· Contact number is given on information sheet which is included with all arrears letters.

· Where appropriate TSWs & Housing Teams refer tenants to Credit Unions


	· Develop stronger relationship/partnership will all Credit Unions operating in Cantref’s area of operation;

· Need to include other Credit Unions on the Information Sheet;

· Utilise Tenants Newsletter/Residents Panel;
	July 2010
	Gwyneth Hughes

Tenant Support Worker

	· Provide information sheet showing comparisons, e.g. credit union loan repayments v Provident loan repayments
	
	· Credit Unions – investigate whether a SLA can be developed;
	July 2010
	Gwyneth Hughes

Tenant Support Worker

	· Provide training sessions with Credit Unions
	
	· For staff and tenants;

· Could any Credit Union services be provided through Cantref staff;
	July 2010
	Gwyneth Hughes

Tenant Support Worker

	· Raise awareness of the problem of illegal lending 
	
	· Contact the Welsh Illegal Money Lending Unit to develop a working relationship with a view of forging a partnership.
	July 2010
	Gwyneth Hughes

Tenant Support Worker


v.
ADDRESS THE ISSUES ENCOUNTERED IN RELATION TO FUEL POVERTY
	SERVICE
	CURRENT PROVISION
	REQUIRES FURTHER INVESTIGATION
	TIMESCALE
	RESPONSIBLITY

	· Raise awareness of the additional cost of using pre-pay meters
	
	· Identify properties with pre-pay meters;

· Utilise Tenants Newsletter/Residents Panel to raise awareness;

· Utilise TSWs;

· Provide info sheet;
	September 2010
	Gwyneth Hughes

Tenant Support Worker

	· Raise awareness of the savings to be made from on-line and Direct Debit payment in comparison to cash and pre-pay meters
	
	· Utilise TSWs’

· Utilise Tenant’s Newsletter/Residents Panel;

· Provide information sheet;


	September 2010
	Gwyneth Hughes

Tenant Support Worker

	· Market the use of EBICO (not for profit energy supplier)
	
	· Utilise Tenants Newsletter/Residents Panel;

· Where a pre-pay meter is present, switch the supply to EBICO before property is re-let;

· Utilise TSWs;

· Provide info sheet
	September 2010
	Gwyneth Hughes

Tenant Support Worker

	· Raise awareness and market the use of how energy prices can be compared and supply changed, e.g. uswitch.com
	
	· Utilise TSWs;

· Utilise Tenants Newsletter/Residents Panel;

· Provide information sheet;


	September 2010
	Gwyneth Hughes

Tenant Support Worker

	· Ensure tenants are aware of the winter fuel allowance and how to claim it
	
	· Utilise TSWs;

· Utilise Tenants Newsletter/Residents Panel;

· Provide information sheet;
	September 2010
	Gwyneth Hughes

Tenant Support Worker

	· Ensure tenants are aware of cold weather payments 
	
	· Utilise TSWs

· Utilise Tenants Newsletter/Residents Panel;

· Provide information sheet;
	September 2010
	Gwyneth Hughes

Tenant Support Worker

	· Provide information on different schemes available
	
	· Develop strong relationship/partnership with utility companies;
	September 2010
	Gwyneth Hughes

Tenant Support Worker

	· Provide energy efficient light bulbs in all void properties before they are re-let


	
	· Contact electricity companies with ultimate aim of providing this service


	September 2010
	Gwyneth Hughes

Tenant Support Worker

	· Assist with Utility arrears
	· TSWs contact companies on behalf of tenants and agree payment plan;

· TSWs assist with different schemes available,e.g. WW Customer Assistance Fund;
	
	
	


· CANTREF ARE NOW HOLDING SURGERIES IN DIFFERENT TOWNS/VILLAGES ON A MONTHLY BASIS.  
· CANTREF WILL DEVELOP AND UTILISE THESE SURGERIES FOR PROVIDING ADVICE, ASSISTANCE AND RAISING AWARENESS ON ALL SERVICES PROVIDED BY CANTREF.  
· THESE SURGERIES WILL BE DEVELOPED FURTHER BY HOLDING DIFFERENT SESSIONS WITH OUTSIDE ORGANISATIONS SUCH AS CREDIT UNIONS; CAB; BENEFITS OFFICE, etc.
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