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Executive summary 
The Money Advice Service (MAS) is committed to commissioning 
debt advice of the highest quality with a focus on delivering the 
best immediate and longer-term outcomes for clients.

Existing MAS debt advice agreements in England and Wales were due to come to an 
end in September 2017, but have now been extended to March 2018 to enable a more 
strategic approach to commissioning and to reflect changes in the sector and a 
deeper level of insight into need. Agreements in Scotland end in March 2018 and 
Northern Ireland in March 2019.

A recently commissioned snapshot of practice across the advice sector1 shows that 
while good practice does exist, it is not consistent and the opportunities for 
improvement across the client journey are significant. Specifically, the focus of debt 
advice is often too narrow and only addresses the immediate crisis presented, whilst 
ignoring the underlying causes and opportunities for building long-term resilience. 
A current focus on the funding of numbers of advice sessions rather than outcomes 
for clients (including by MAS) may have contributed to a lack of consistency in good 
outcomes for clients and in clients re-presenting for advice. 

A fundamental challenge for the future is deciding how levy funding should be spent 
most effectively to deliver the best possible outcomes for clients.

Following initial insight and analysis development and stakeholder consultation, 
MAS identified six commissioning intentions to structure the commissioning of 
advice services over the next five years to ensure better targeting of resources, better 
outcomes for all clients, and a strong focus on economy, efficiency, effectiveness 
and equity as drivers for change: 

1  Identify and target priority groups  
within the over-indebted population 

2  Deliver debt advice and money guidance services  
in a blended fashion, in line with need 

3  Develop a clear view of the client from  
access through to outcome 

4  Establish a clear workforce strategy  
for MAS funded advisers

5  Embed crisis debt advice within a network  
of holistic support 

6  Build services that make the best possible use  
of existing and emerging technologies 

1. See Opportunities and challenges in the debt advice sector today published alongside this consultation

https://www.moneyadviceservice.org.uk/en/corporate/debt-publications
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The focus of this consultation is to seek views as widely as possible to influence and shape 
these commissioning intentions as part of the underpinning foundation and structure for 
future commissioning by both MAS, and later the Single Financial Guidance Body (SFGB), in 
line with our statutory remit. 

The Queen’s Speech in June set out revised statutory responsibilities for the SFGB that will 
succeed MAS. As this strategy is delivered, MAS will ensure a smooth transition of its 
strategic responsibilities to the new body and, in relation to service delivery, to the 
governments of Scotland, Wales and Northern Ireland. MAS will continue to work closely 
with partners in the advice sector, HM Treasury, Department for Work and Pensions and the 
devolved governments across the UK. This close working will aim to ensure effective 
alignment of outcomes for clients in England and across the other countries of the UK. 
MAS remains committed to working constructively to share experience, research findings, 
insights and best practice with colleagues in each of the devolved governments and to 
supporting delivery for all client groups. 

In light of the requirements of the Public Sector Equality Duty, MAS will conduct an equality 
impact assessment of the final strategy following the period of consultation. 
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Chapter One – Introduction
The Financial Service Act 2010 gave MAS objectives to enhance the 
understanding and knowledge of members of the public of financial 
matters and the ability of members of the public to manage their own 
financial affairs. Subsequently, in the Financial Service Act 2012, MAS 
was given a further statutory duty to work with partners to improve the 
availability, quality and consistency of debt advice across the UK. 

The new Single Financial Guidance Body will have a strategic function to improve the ability 
of members of the public to manage debt across the UK and for the funding of services in 
England.2 MAS anticipates the SFGB to be in place around or after late 2018 and is 
committed to ensuring a smooth transfer of functions between the respective bodies. 

This draft strategy sets out the framework for debt advice commissioning over the next 
five years, during which time MAS’s responsibilities will transfer to the SFGB and the 
governments of Scotland, Wales and Northern Ireland. The timeframe envisaged will allow 
the SFGB adequate time to consider its approach without a risk to service provision.

The strategy is designed to deliver better outcomes for the UK’s over-indebted population. 
Though the picture is changing and evolving constantly, this strategy is based on analysis of 
collective views of how the debt advice sector currently functions, evidence from research 
and intelligence and a thorough consideration of how optimum impact can be achieved. It 
is designed to respond to the challenges identified in the current debt advice market place 
and sets out MAS’s intention to deliver more effective outcomes for clients through a focus 
on quality, consistency and value for money. 

The commissioning intentions set out in Chapter Two aim to ensure commissioned 
services are fit for purpose to meet the challenges faced by over-indebted people in the UK 
now and in the future based on the best available evidence. 

The proposed commissioning intentions are designed to deliver improved outcomes for 
over-indebted people as follows:

 ■ An increasing proportion of clients from priority groups access debt advice services.

 ■ Everyone receives a service which is tailored to their needs and increases their 
financial resilience.

 ■ Clients receive timely and effective advice at all stages of the advice process .

 ■ Clients receive effective advice in line with their needs from well-trained, empathic staff .

 ■ Clients are able to access, or are sign-posted to, services complementary to debt advice 
to help them address the root causes of their debt problem. 

 ■ Existing and emerging technologies are effectively utilised to meet client need.  

2. See part one of the Financial Guidance and Claims Bill as introduced to the House of Lords on 22 June 

https://www.publications.parliament.uk/pa/bills/lbill/2017-2019/0001/18001.pdf


The Money Advice Service: A strategic approach to debt advice commissioning 2018 – 2023 

 54

Context
In recognising the need to respond to a changing market place with growing and 
changing need and demand for services, MAS is moving to a more strategic approach 
to commissioning debt advice, which will lead to a more dynamic response to 
evolving challenges. 

Drivers for change
There are currently 7.9m people in the UK who feel their debts 
are a heavy burden or have missed three or more payments,3 
of whom, just over half have children. This is a slight decrease 
from the total of 8.2m people in 2015, which is attributed to a 
combination of more people working, greater availability of 
credit and a relatively benign financial climate over the last 
year, with low interest rates and low inflation.

3.  A picture of over-indebtedness 

2016 Overindebtedness
% overindebtedness by 
local authority

Key:

■ 9 to 12 
■ 12 to 15 
■ 15 to 18 
■ 18 to 20 
■ 20 to 24
Contains public sector information 
licensed under the Open 
Government Licence v3.0. ©2017 
CACI Limited and all other applicable 
third party notices can be found at 
caci.co.uk/copyrightnotices.pdf

http://overindebtednessmap.org/
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However, whilst overall over-indebtedness has decreased, demand for debt services has 
increased, partly driven by a change in the nature and complexity of debt problems. 

StepChange has reported that it is now seeing more clients with arrears on essential 
household bills such as council tax, rent and utilities (40% of clients in 2016, up from 25% 
in 2011). This change is attributed, in part at least, to greater enforcement activity by local 
authorities following the localisation of council tax benefit. This growth in clients with 
arrears on household bills has been seen across the advice sector and reflects the rising 
pressures on some household budgets from the combination of currently rising inflation 
and limited real income growth.

High-quality debt advice improves outcomes for people in debt and for their creditors, but 
research continues to show that less than 20% of the over indebted population actively 
seeks debt advice in any given year. Overall knowledge about how to access debt advice 
remains persistently low and a high proportion of people claim that they would never 
consider accessing debt advice. 

Several factors are likely to contribute to a continued increase in demand for debt 
advice services:

 ■ Inflation is on an upward trajectory, rising from 0.3% in April 2016 to 2.9% in May 2017.

 ■ Unsecured lending is increasing at its fastest pace for 11 years and has reached  
pre-crash levels.

 ■ Monetary Policy Committee minutes indicate a rise in interest rates is increasingly likely.

 ■ Changes to the benefits system- including the benefits cap and the roll-out of Universal 
Credit - are potentially adding greater complexity to the household budgets of low 
income families. 

 ■ The ‘gig-economy’ and precarious forms of self-employment continue to grow.4  
Currently the self-employed workforce accounts for 15% of all people in work.5 

 ■ Bank of England projections are for lower growth and more economic volatility owing to 
the uncertainty around Britain’s exit from the EU.

4. Good work: the Taylor review of modern working practices

5. Office for National Statistics Statistical Bulletin - UK labour market: June 2017

https://www.gov.uk/government/publications/good-work-the-taylor-review-of-modern-working-practices
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The changing supply of debt advice 
Levels of supply and volumes of funding are difficult to determine accurately owing to the 
fragmented nature of the debt advice sector and a lack of comprehensive data. Some 
indicative data are set out below: 

 ■ At least £150m a year goes towards funding free to client debt advice.

 ■ Using around £45m from the FCA levy, MAS funds around 65% of all face-to-face debt 
advice and significant amounts of telephone and digital advice across the UK.

 ■ Local authorities, trusts and benevolent funds contribute a similar level of funding 
to MAS.

 ■ Devolved nation governments fund around £3m centrally in total each year.

 ■ Financial services firms contribute around £50m a year through FairShare while receiving 
around £450m in repayments through debt management plans.

 ■ Debt advice is also funded through ad hoc organisational donations  
(eg, utility companies).

 ■ Over-indebted people themselves fund a large amount of debt advice through the 
commercial sector by paying fees. Estimates are that client fees amount to around £35m 
per year. It is not possible to reach a conclusive figure however and this element of 
supply is now undergoing a process of rationalisation. 
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Looking ahead
There are many factors contributing to change in the regulated debt advice landscape and 
impacting on levels of supply: 

 ■ The FCA’s ongoing authorisations activity with debt management firms is shrinking the 
fee charging market, with almost 250 fee charging firms exiting the market and many 
clients with firms yet to receive a final authorisation decision. 

 ■ Where firms have received FCA authorisation, a number remain closed to new business. 
Some organisations have found the requirements of regulation have brought higher 
oversight and compliance costs into their operations and have left the market following 
authorisation. 

 ■ The MAS supply survey pointed to a 5% fall in the supply of face-to-face debt advice 
between 2015 and 2016. Expectations are that this reduction will accelerate during 2017 
and future years as other funders reduce funding. 

 ■ Local authority funding remains under significant pressure and cut-backs on non-
statutory activities, affecting all advice services, will impact on debt advice. As an 
example, during 2016/17 a third of councils in Scotland cut their funding for advice 
services completely.6 

 ■ The FairShare funding model is challenged as priority debts take up an ever-greater share 
of the debt burden of clients approaching FairShare funded organisations. 

The need for levy funding to achieve more
The increasing demand for debt advice services, coupled with falling supply, provides the 
strategic context in which we are working. Inevitably there will always be a tension between 
the number of people reached, versus the depth and level of impact that advice and 
capability building can have on those clients. Given the levy funding that MAS receives will 
be required to deliver more than ever, a challenge for the future will be to ensure an 
appropriate balance between reach across the over-indebted population, versus 
prioritising the impact on those most in need. 

MAS funding will be required to:

 ■ solve a broader range of debt problems in a sustainable way

 ■ make better use of diverse channels

 ■ ensure more funding goes into frontline delivery while increasing efficiencies in back 
office and support costs

 ■ target debt advice to those for whom it can make the most difference.

6. A Summary of the Impact of 2016-17 Local Authority Budget Cuts on Money Advice Services

http://www.improvementservice.org.uk/documents/money_advice/mapmf-impact-of-la-budget-cuts.pdf


The Money Advice Service: A strategic approach to debt advice commissioning 2018 – 2023 

 98

Chapter Two –  
Commissioning Intentions 
The Commissioning Intentions will guide the commissioning agenda 
of MAS and the new SFGB in influencing decisions and priorities on 
resource allocation over the five years of the strategy. 

MAS will work closely with the governments of Scotland, Wales and Northern Ireland to 
ensure that intentions are aligned and reflect the challenges, priorities and need across the 
whole of the UK. Ultimately it will be the decision of those governments as to whether they 
wish to be guided by these intentions or seek to develop their own.

1 Identify and target priority groups within the  
over-indebted population

Client outcome:

uu An increasing proportion of clients from priority groups access debt 
advice services

Fewer than one in five over-indebted people access advice7 and whilst most advice services 
are extremely busy there are limited efforts made to ensure that people who are most in 
need are treated as a priority. Whilst MAS funded debt advice services will remain open to 
all, a focus on priority groups will help shape service design, engagement strategies and 
approaches to partnership development in ensuring that that the most financially 
vulnerable groups and those most under served will receive priority. 

Using extensive analysis and research conducted by MAS and its partner organisations, four 
priority groups of people have been identified from within the over-indebted population. 
Targeting resource at such groups is aligned with the objectives of the SFGB, helps deliver 
optimum impact and supports the requirements of the Public Sector Equality Duty.

7.  moneyadviceservice.org.uk/indebtedlives

https://www.moneyadviceservice.org.uk/en/corporate/indebted-lives-the-complexities-of-life-in-debt
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Priority Groups8

 ■ Families with three or more children living in social housing. 

 ■ Young families with mortgages and low financial resilience.

 ■ Self-employed people with children.

 ■ Single people with severe mental health issues and no children.

Key actions:
 ■ Understand the characteristics of the priority groups.

 ■ Co-design and commission services that reach out to and engage with these 
priority groups.

 ■ Identify and work with providers with the abilities to focus on these groups.

Consultation questions:

1.1  Do you think that it is right for MAS to focus on identifying and targeting priority 
groups?  Please explain your response.

1.2 The four priority groups are based on evidence gathered from internal and external 
research.  Do you think a significant group has been missed?  If so, which one(s) and 
what is the rationale and evidence base to support this thinking?

1.3 Is there a specific role that you would like to see MAS undertake to deliver this 
commissioning intention? Please explain your response.

8.  See appendix 1 for further details of each of these groups.
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2  Deliver debt advice and money guidance services  
in a blended fashion, in line with need

Client outcome:

uu Everyone receives a service which is tailored to their needs and increases 
their financial resilience

The needs of debt advice clients vary significantly. Some require detailed advice and 
support in a crisis, others benefit from more straightforward money management advice. A 
clear initial assessment of need at the outset of the advice process will ensure the correct 
pathway and level of support required is identified, so that if money guidance support and 
intervention is sufficient, then that is what will be offered. This triage process will ensure 
that the style of provision is appropriate and will be complemented at the end of the advice 
process by the ability of clients to access ongoing support with money management to 
build more sustainable outcomes.

Key actions:
 ■ Create an initial needs assessment to assess accurately client needs and capabilities.

 ■ Develop a ‘menu’ of options relevant to different levels of capability and confidence. 
including sign-posting to related services.

 ■ Formally integrate financial capability within the service offer to build long-term capability.

Consultation questions:

2.1   Do you think it is right for MAS to try to integrate financial capability into debt advice 
to better meet client needs? Please explain your response and share any examples 
of good practice you are aware of.

2.2 Is there a specific role that you would like to see MAS undertake to deliver this 
commissioning intention? Please explain your response.
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3 Develop a clear view of the client from access  
through to outcome

Client outcome:

uu Clients receive timely, effective advice at all stages of the advice process 

Effective evaluation of client outcomes is challenging because there is limited visibility of 
the connection between what a client was advised to do, whether what they were advised 
to do was ‘best advice’ given their circumstances, what the client did, and why they took/ 
did not take those actions, and what the impact of the advice was in the short, medium and 
longer term. 

Linking up the various existing processes systematically, including peer review, self-reported 
client data and case recording systems will help ensure that there is a clearer overview of the 
effectiveness of the client journey from initial contact to longer-term outcomes.

Key actions:
 ■ Develop a theory of change and outcomes model with the sector and provide funding 

in line with performance against client-centred outcomes.

 ■ Track clients through one shared view of their history: what they needed, what they 
got, what actions they took and what the outcomes were.

 ■ Collaborate with creditors and stakeholders to work toward visible client journeys 
with shared access to client information so that clients can be quickly identified and 
responded to when they present.

 ■ Explore simplification of access through single recognised telephone and web-based 
points of entry.

 ■ Formalise the links between the existing debt commissioning reporting framework 
and quality frameworks, incorporating a risk-based approach to both quality of advice 
and client outcomes into the performance management framework for future 
commissioning.

Consultation questions:

3.1 Do you think that MAS is right to have a focus on an effective end-to-end client 
journey evidenced through clearly defined outcomes?  Please explain your 
response? 

3.2 Do you agree with the principle of payment on the basis of outcomes? Please 
explain your response.

3.3 Would single points of entry for telephone and web based provision make it easier 
for potential clients to access advice? Please explain your response.

3.4 How could a proportionate risk based approach to performance management be 
best achieved?
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4  Establish a comprehensive workforce strategy for  
MAS funded advisers

Client outcome:

uu Clients receive effective advice in line with their needs from well-trained, 
empathic staff 

uu Our aim is that advisers have the knowledge, skills and confidence to 
identify and take action to prevent and address over-indebtedness. 

The workforce strategy should look at the context and drivers for a changing workforce, 
and the assets and skills needed across the sector ensuring that the vision, principles and 
strategic approach are understood by debt advisers who recognise how they contribute 
towards its delivery within their role. This will help offer a more attractive and clearer career 
path for debt advisers and ensure that there is a sufficient pool of expert advisers to 
draw upon. 

Making MAS-commissioned services the preferred employment choice for debt advisers 
will improve retention rates and support sustainable capacity by offering reciprocal value 
for the organisation and employee. A workforce strategy will address capability and talent 
management and support the building of a workforce that can respond appropriately, in 
particular, to the needs of priority groups. 
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Key actions:
 ■ Work with the sector to develop a comprehensive plan for a more holistic approach to 

responding to different client needs and journeys. 

 ■ Building on the MAS Debt Advice Quality Framework, implement a performance 
framework enabling the consistent recruitment and development of professional, 
capable and competent MAS-funded advisers.

 ■ Explore recognition programmes to reward those who strive for excellence and build 
commitment to the training brand and advancement.

Consultation questions:

4.1 Do you think that MAS is right to have a focus on establishing a comprehensive 
workforce strategy for MAS funded advisers? Please explain your response.

4.2 Is there a specific role that you would like to see MAS undertake in delivering this 
commissioning intention? Please explain your response.
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5 Embed crisis debt advice within a network  
of holistic support

Client outcome:

uu Clients are able to access, or are sign-posted to, services 
complementary to debt advice to help them address the root causes of 
their debt problem 

Over-indebtedness is almost always caused by persistent low income or the inability to 
cope with an income shock resulting from a change in personal circumstances, such as job 
loss or relationship breakdown. Increasing effectiveness will mean moving to a more 
holistic and integrated approach to debt advice and other support needs, that puts the 
individual needs of people at the centre of how services are organised and delivered, 
offering opportunity for prevention and intervention with the potential to dramatically 
improve long-term outcomes. Resolving the causes of over-indebtedness often requires 
far more than what is conventionally understood as debt advice to deliver transformational 
change in the lives of individuals. 

Good commissioning will ensure that services to support clients address the root causes of 
their over-indebtedness through strong referral partnerships with outside agencies and a 
clear focus in the service design on addressing problems holistically. 

Extensive use will be made of co-located services, non-traditional delivery locations and in 
some cases the comprehensive integration of services – for example, support with debt 
issues and mental health issues being delivered together to generate the most effective 
longer-term outcome for clients.  

Key actions:
 ■ Develop relationships and identify co-commissioning opportunities with intermediaries 

offering complementary services.

 ■ Work with organisations to develop and implement a new more joined-up approach 
based on shared outcomes for the client responding to need.

 ■ Explore existing good practice in holistic user-centred service delivery.

Consultation questions:

5.1 Do you think that the MAS is right to have a focus on co-commissioning services?  
Please explain your response.

5.2 Is there a specific role that you would like to see the MAS undertake in delivering this 
commissioning intention? Please explain your response.

5.3 How else might you see a response to more complex problem solving in debt advice?



The Money Advice Service: A strategic approach to debt advice commissioning 2018 – 2023 

 15

6 Build services that make the best possible use of existing and 
emerging technologies

Client outcome:

uu Existing and emerging technologies are effectively utilised to meet 
client need  

Exploiting technological innovation is critical not only as an enabler for efficiency 
improvements in existing services but in building new delivery platforms that take 
advantage of recent innovations to help reach new audiences with advice.

At the forefront of shaping opportunities for the benefit of over-indebted people will be the 
links that are possible between emerging delivery platforms such as chatbots and the 
opportunities presented by the open banking requirements under the second Payment 
Services Directive, which have the potential to transform the advice sector completely. 

To increase access to debt advice within existing resources, a greater proportion of service 
delivery will be across digital channels. This is in line with a broader public sector shift to 
greater utilisation of digital forms of engagement with public services – for example, the 
recent transfer of bankruptcy to an online platform.
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Key actions:
 ■ Ensure adequate infrastructure to run an effective and efficient advice service through 

identifying synergies and collaborating with the advice and creditor sector and learning 
and leveraging from banks and financial technology companies. 

 ■ Identify key technological innovations to incorporate into MAS commissioning and build 
into the sourcing plan.

 ■ Co-design and implement a common data set initiative across all MAS funded services 
(eventually the wider sector) so that information can be easily shared and compared for 
improved insight.

 ■ Working with financial institutions and utility companies to explore new open banking 
opportunities to identify and target indebted or ‘at risk’ people.

Consultation questions:

6.1 Do you think that MAS is right to have a focus on making the best use of existing and 
emerging technologies? Please explain your response. 

6.2 Is there a specific role that you would like to see MAS undertake to deliver this 
commissioning intention? Please explain your response.  
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Chapter Three – Market development
There is a need to develop the market to deliver the proposed 
intentions outlined. Key to successful market development will be 
engaging people and organisations in the journey over the next five 
years and it will be important for MAS to set the tone and expectation 
of engagement from all parties. 

Ensuring a higher level of knowledge among all stakeholders about the factors that 
influence client need and developing a common understanding of the perspectives and 
experiences of people using debt advice support will be key in driving sector change and in 
shaping practical and better client journeys.

Commissioners, providers and individual users will need to be real partners in shaping and 
developing the market and in developing more innovative responses to existing challenges 
and problems. This will not always be through existing partners having equal involvement 
but it will mean each party’s contribution will be recognised and valued to establish a clear, 
shared understanding to support decision-making processes.

This approach will need clear short-term, medium-term and longer-term priorities set out 
with proper time frames for analysis and testing. In all development, people in debt must be 
at the heart of decision making in a pragmatic, supportive and collaborative way. This will 
mean MAS working with the market to generate solutions to existing problems, many of 
which may be new approaches and thinking.

All parties will need to commit to identifying, measuring and articulating what works in 
delivering and commissioning. The success of this new approach will depend on a shared 
willingness and ability to do this well.

The proposed new commissioning approach will also determine the most appropriate 
payment mechanism to be used. MAS’s engagement with the market will help to determine 
the market readiness of certain organisations to bid for commissioned services and to 
support organisations where necessary in becoming bid ready. 

MAS’s approach will be to ensure inclusivity so that organisations are not excluded on the 
grounds of size, or ‘bid-readiness’ and to encourage participation where appropriate from 
all provider sectors including commercial, not-for-profit, public sector and joint 
collaborative partnership approaches.

Sourcing services
Currently no formal programme of sourcing services exists and provision has evolved 
organically. For example, arrangements for delivery of face-to-face services in England 
and Wales originated in 2006, transferred to MAS from the then Department for Business, 
Innovation and Skills (BIS) in 2012, and since 2014 have been extended with significant 
enhancements into three-year grant agreements.

A Sourcing Plan will set out future intentions for any changes to current agreements and 
enable proposed commissioning intentions to be delivered over the period of this strategy. 

The plan for sourcing will be published alongside the final strategy following consultation.

A sourcing plan will offer clarity on timelines for implementation of the strategy, and 
explain how current provider arrangements will be aligned to enable a coherent and 
structured change process. 
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Phased Implementation
Currently MAS plans to take a phased approach to the commissioning programme to 
support efficient management of the process and minimise risk and disruption

Such an approach will facilitate engagement and working with stakeholders to confirm 
commissioning intentions and ensure a smooth transition to new approaches to service 
design and ways of working. This approach also supports developing a cyclical model for 
commissioning including ongoing review, learning and service re-design to ensure 
continuous improvement.

Development and delivery of our Commissioning Intentions
Within the strategy, six Commissioning Intentions are identified from which a series of 
actions flow. The development and timing of the delivery of these intentions will be 
considered in the development of the sourcing plan. Prioritisation of delivery of some of 
the intentions will inevitably drive timings and phasing of commissioning. Others will be 
independent or underpin all commissioning activity (eg, workforce development) and can 
simply be introduced to new or existing agreements.
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Current Provision 

England

Across England, MAS funds free face-to-face debt advice through a range of partner 
organisations: Citizens Advice, Capitalise, Money Advice West, East Midlands Money Advice 
and Greater Merseyside Money Advice Partnership. Current agreements have been 
extended to 31 March 2018.

The new SFGB will retain the remit for the continued provision of debt advice services 
in England.

Scotland

In Scotland, MAS works in partnership with the Scottish Government, jointly funding a 
series of debt advice projects administered by the Scottish Legal Aid Board (SLAB). These 
projects include work with agencies that deliver advice to particularly hard-to-reach 
groups. The existing agreement ends on 31 March 2018.

Northern Ireland 

Two grant agreements are in place in Northern Ireland, covering multi-channel advice 
across the 11 local authority areas with a range of community-based projects aimed at 
engaging hard-to-reach groups. The Citizen’s Advice Northern Ireland agreement runs 
until 31 March 2019 whilst the project with Northern Ireland Association of Care and 
Resettlement of Offenders (NIACRO) concludes on 31 March 2018.

Wales

In Wales, face-to-face services are funded through Citizens Advice and included in the 
main agreement for Citizens Advice covering England and Wales that has been extended to 
31 March 2018. MAS is working closely with the Welsh Government to support the 
development of their own approach to commissioning a holistic set of advice services for 
all areas of social welfare law.    

Telephone 

Telephone provision has evolved and is currently provided through a number of 
agreements with StepChange, Citizens Advice and the Money Advice Trust.

Digital 

Digital services are under-developed at present and primarily focused on supporting clients 
impacted by the exit of commercial debt management firms from the market.

Other

MAS has a small number of grant agreements and contracts in place for support services 
including translation services, a peer review scheme where specialist debt advisers 
assess the work of other advisers and identify areas of good practice and areas for 
improvement, agreements to provide training to advisers and expert advice services 
currently being negotiated.
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Future Commissioning

England

A multi-dimensional approach to commissioning in England will be taken that will consider, 
geography, platform and client groups based on need and evidence.

Current face-to-face provision is delivered through agreements that vary considerably in 
size. New commissioning will explore differences and assess whether there is an optimum 
size that supports delivery of effective and responsive services including options for 
co-design of services, market development, accountability and MAS’s desire to be close to 
and have greater empathy with service delivery. 

To support analysis and planning, need has been mapped alongside current debt advice 
provision (both MAS and non-MAS funded) in the nine English Regions (ie, the North East, 
North West, Yorkshire & Humber, West Midlands, East Midlands, East of England, London, 
South East and South West) to identify whether geographical targeting would support the 
effective delivery of the draft Commissioning Intentions.

Wales, Scotland and Northern Ireland

The Government’s plans for a UK-wide Single Financial Guidance Body (SFGB), have been 
made more explicit in the Financial Guidance & Claims Bill, and this includes plans for debt 
advice funding to be devolved to the devolved administrations, with funding for delivering 
debt advice to flow directly to each of the devolved nations. Implications of this change are 
currently being assessed and will be discussed with the devolved nations to ensure that 
current agreements and arrangements will support a smooth transition in autumn 2018.

Telephone provision

A strategic approach to telephone provision will consider the extent to which existing 
agreements could be enhanced or consolidated. This will include consideration of the 
benefits of establishing a single point of entry as detailed in Commissioning Intention 3. 
Consideration will need to be given to how the devolved nations wish this provision to be 
delivered in future.

Digital provision

Overtime, an increasing proportion of service delivery will take place across digital 
channels in pursuit of the aim to increase access to advice. This is in line with a broader 
public sector shift to greater utilisation of digital forms of engagement with public services 
e.g. the recent transfer of bankruptcy to an on-line platform. Consideration of a single point 
of entry is detailed in commissioning intention 3 and is in-line with intention 6.

Consultation questions:

7.1 Do you think MAS is right to adopt a prioritised and phased implementation?  
Please explain your response.

7.2 Are the outcomes we want to achieve through our commissioning intentions the 
right ones? 

7.3 Do you feel the size and geographical reach of our face to face agreements would 
benefit from being more evenly distributed – for example, by adopting an approach 
using the nine English regions? Please explain your response.    

7.4 Most of our current agreements are for three years. Do you think this is an 
appropriate duration and what do you consider to be an optimum funding period 
Please explain your response.

7.5 What approach should MAS take to measuring client outcomes, particularly for the 
increasing number of clients on insufficient incomes to cover their living costs?



The Money Advice Service: A strategic approach to debt advice commissioning 2018 – 2023 

 21

Next steps
 ■ During the period of this consultation, MAS will conduct a series of workshops to gather 

feedback face-to-face in London, Cardiff, Edinburgh, Belfast and Leeds. If you would like 
to attend one of these workshops, please register your interest at:  
debt.commissioning@moneyadviceservice.org.uk.

 ■ Following the end of the consultation on 30 August, MAS will analyse written feedback 
and the views shared at the consultation workshops to inform the drafting of a final 
strategy, which will be published alongside the MAS draft business plan for 2018/19. 

 ■ The final strategy will include a sourcing plan to cover the period 2018–2023, with  
the operational elements for year one incorporated into the MAS draft business plan 
for 2018/19.

 ■ MAS will conduct an equality impact assessment for the final strategy.

mailto:debt.commissioning@moneyadviceservice.org.uk
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Appendix 1 - Priority groups within the 
over-indebted population
In line with commissioning intention one, this strategy plans to initially 
target four priority groups from within the over-indebted population:

1 Families with three or more children living in social housing 

 f 388,000 parents living in 224,000 households

 f Plus at least 672,000 children in those households

Why?

 f Significantly impacted by welfare reform

 f Clear co-funding and engagement potential

 f High impact inter-generationally

2 Young families with mortgages and low financial resilience

 f 71,000 parents in 45,000 households

 f Plus 80,000 children in those households

Why?

 f High vulnerability to shocks

 f Limited experience of rising interest rates

 f Expected to grow significantly over the next two years as rates rise

3 Self-employed people with children

 f •335,000 parents living in 177,000 households

 f Plus at least 326,000 children in those households

Why?

 f An underserved and growing group

 f Complex interactions with tax, benefits and borrowing regimes

 fOpportunity to model behaviours to children

4 Single people with severe mental health issues and no children 

 f Circa 250,000 people

Why?

 f High rates across the over-indebted population

 f Limited access to social support

 f Clear partnership development opportunities

 
There is a very small overlap between the first three groups which amounts to no more 
than 4%. We will map the priority groups geographically and where relevant, use that to 
commission services locally. 

We will also study the groups in terms of channel preference and engage in detailed 
co-production processes with potential clients throughout the commissioning cycle. 
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Appendix 3 – Consolidated 
Consultation Questions
You will find these questions within the body of the report and collated 
here for convenience

Please provide your responses to these consultation questions here. 

1.  Identify and target priority groups within the over-indebted population

1.1 Do you think that it is right for MAS to focus on identifying and targeting priority 
groups? Please explain your response.

1.2 The four priority groups are based on evidence gathered from internal and external 
research. Do you think a significant group has been missed? If so, which one (s) and 
what is the rationale (and evidence base to support this thinking?) 

1.3 Is there a specific role that you would like to see MAS undertake to deliver this 
commissioning intention? Please explain your response. 

2.   Deliver debt advice and money guidance services in a blended 
fashion, in line with need

2.1 Do you think it is right for MAS to try to integrate financial capability into debt advice 
to better meet client needs? Please explain your response and share any examples 
of good practice you are aware of.

2.2 Is there a specific role that you would like to see MAS undertake to deliver this 
commissioning intention? Please explain your response. 

3. Develop a clear view of the client from access through to outcome

3.1 Do you think that MAS is right to have a focus on an effective end-to-end client 
journey evidenced through clearly defined outcomes? Please explain your 
response? 

2.2 Do you agree with the principle of payment on the basis of outcomes? Please 
explain your response.

2.3 Would single points of entry for telephone and web based provision make it easier 
for potential clients to access advice? Please explain your response.

2.4 How could a proportionate risk based approach to performance management be 
best achieved?

4.  Establish a comprehensive workforce strategy for MAS 
funded advisers

4.1 Do you think that MAS is right to have a focus on establishing a comprehensive 
workforce strategy for MAS funded advisers? Please explain your response 

3.2 Is there a specific role that you would like to see MAS undertake to deliver this 
commissioning intention? Please explain your response.
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5. Embed crisis debt advice within a network of holistic support

5.1 Do you think that MAS is right to have a focus on co-commissioning services?  
Please explain your response.

5.2 Is there a specific role that you would like to see MAS undertake in delivering this 
commissioning intention? Please explain your response. 

5.3 How else might you see a response to more complex problem solving in 
debt advice?

6.  Build services that make the best possible use of existing and 
emerging technologies

6.1 Do you think that MAS is right to have a focus on making the best use of existing and 
emerging technologies? Please explain your response. 

6.2 Is there a specific role that you would like to see MAS undertake to deliver this 
commissioning intention? Please explain your response. 

7. Future commissioning

7.1 Do you think MAS is right to adopt a prioritised and phased implementation? 
Please explain your response.

7.2 Are the outcomes we want to achieve through our commissioning intentions the 
right ones?

 7.3 Do you feel the size and geographical reach of our face to face agreements would 
benefit from being more evenly distributed – for example, by adopting an approach 
using the nine English regions? Please explain your response.    

7.4 Most of our current agreements are for three years. Do you think this is an 
appropriate duration and what do you consider to be an optimum funding period? 
Please explain your response.

7.5 What approach should MAS take to measuring client outcomes, particularly for the 
increasing number of clients on insufficient incomes to cover their living costs?
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