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BUSINESS PLAN 

Delivering our Corporate Strategy (pages 8–19) 

Question 1 

Do you have any comments on the analysis of customer needs that underpins our Corporate 

Strategy? 

The paper demonstrates that a thorough and representative analysis of customer needs has been 

undertaken. By dividing the adult population into 3 distinct segments and providing clear definitions 

of the profile, financial attributes and attitudes and behaviours provides organisations that are 

dealing with individuals a clear and constant standard to work to. This will help to drive consistent 

policies and processes to support, educate and manage consumers who are experiencing financial 

difficulties and to help early detection and preventative measures to be initiated.   Encouraging 

organisations to identify consumers who may be moving into a different segment will allow additional 

support to be provided at an earlier stage of the process.  

Question 2 

Do you have any comments on the approaches we have chosen to meeting the different needs we 

have identified? 

By identifying the fundamental gaps that exist in both the System and Delivery, the Corporate 

Strategy has concluded that the most valuable thing that could be done would be to help all 

organisations working on the same problem.  Bringing together so many diverse organisations to 

deal with the same problem by creating a collective agreement on the underlying issues, and 

determining a common goal will ensure a solid foundation for the strategy going forward.  This 

previous lack of clarity has been a fundamental blocker to bringing together organisations that are 

actually trying to work together.  

Aims 1–5: our programme of work for 2017/18 (pages 20–49) 

Question 3 

Given the intent and scope of our aims, what are your comments on the activities and priorities for 

April 2017–March 2018 we have set out in the individual chapters covering each aim? 

The activities set out ought to be achievable in the timescales set out and are well prioritised.  It will 

be important to take regular, interim reviews and be flexible to reviewing priorities as the projects 

gain momentum and market conditions change.  

Question 4 

Do you have any evidence, research or insight that can help make our programmes of work more 

effective? 

No comment. 



Question 5 

With regard to digital, we invite third-sector organisations, including debt advice organisations, to 

comment on the type of support that could help them expand their digital reach into the ‘struggling’ 

segment and/or directly deliver more debt advice through online or assisted self-service. (See pages 

40 and 29 respectively.) 

No comment. 

Question 6 

Do you have any comments on whether our programmes of work fit the differing circumstances and 

needs of people in the four countries of England, Northern Ireland, Scotland and Wales? 

We believe that the programmes certainly fit the needs of people in England, and as far as we are 

aware, do not feel that there should be any issues with them fitting the needs of people in Northern 

Ireland, Wales or Scotland. 

Measuring our impact (pages 50–53) 

Question 7 

Do you agree that the performance indicators we have identified effectively capture the intended 

impact of the Service’s work? 

Yes the performance indicators are wide ranging and capture all of the essential elements of the 

Service’s work.  If the KPIs are delivered to, then the intended outcome of the Services will be 

reached.  There are sufficient quantitative measures to ensure an improvement to previous positions. 

Question 8 

Are there any other ways we should measure our effectiveness? 

No. 

Questions about the plan overall 

Question 9 

Following consultation with people in Northern Ireland, Scotland and Wales we have not published 

discrete chapters on our work in each country (we did this in previous years) but instead have 

explained our plans for work in devolved countries in each chapter of this document. Do you find 

this approach more successful than the discrete-chapter approach we used in previous years? 

Yes this approach provides for a more joined up strategy than in previous years. It is important that 

there is a unified approach amongst the individual countries, with a structure in place to ensure and 

to allow local culture/legislation to prevail where appropriate. However it is also important for there 

to be an effective tracking mechanism to ensure that learnings are taken from any different approach 

or process and ensure an appropriate feedback loop into the overarching policy.  

Question 10 

Is the plan clear and easy to understand? If not, please indicate sections that you think should be 

made clearer. 

The plan is clear and easy to understand.  The graphics and substantiating data make it an attention 

grabbing read and it is set out so as to be absorbed as a process and working document rather than 

a policy document to be simply adhered to.  


